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	Introduction to Hotel Management

Introduction
Through this assessment I shall be looking at the various characteristics that make up the hospitality industry, by looking into how certain types of hotels can differ from their competitors.  Whilst doing this, I will also delve into the relationship between the hospitality industry and tourism, and explore the major hotel departments and how their functions affect the day to day running of a hotel.  I will conclude the assessment by investigating the range of hospitality businesses in my area.  Looking into the number of establishments there are and the clientele they’re catering for.

Part 1 – 
i. The convention hotels are those that are made up of a large quantity of rooms for accommodation, but also provide extensive space for meetings, functions and conventions.  The prime example of this type of hotel is the Sheraton Doha Resort & Convention Hotel.  They quote, to be only be 15 minutes away from Doha International Airport, feature 371 rooms and have conference and meeting facilities to accommodate up to 5,000 people with an additional 10,000 square metres of convention space. (1)
ii. The basic difference between a hotel and a motel is the size and amenities that are provided.  At a motel you receive basic facilities, generally managed by resident owners with a few paid staff.  Normally single story constructions and parking outside your door.  Whereas, at a hotel, you can receive all sorts of luxury items and facilities at your disposal.  Secure parking and many staff to tend to your needs. (2)
iii. When you stay at an extended stay hotel, you don’t have the same on site food and beverage outlets as you would in a bed and breakfast inn.  The room rate at most extended stay hotels will include the use of a stove/microwave and kitchen facilities, whereas, a bed and breakfast inn room rate will include, of course, a cooked breakfast but also other eating facilities due to where the inns will be located. (3)
iv. The relationship between the hospitality industry and tourism is a close one.  Without tourism such parts of the industry would struggle to survive seeing as hotels derive almost all of their sales from travellers from different parts of the world.  Clayton Barrows, 2009, states that just the food service alone attributes roughly 25% of its sales from travellers.  He carries onto say that the tourism industry is a collective of productive businesses that serve the traveller away from home.  Including the likes of hotels, motels, resorts and so forth.  Not only do they need each other to survive but the economy as a whole do too.  With the capabilities we have today to travel anywhere in the world, with so much ease, if there weren’t hotels or restaurants to go to then the tourism industry would struggle to maintain its stature.  Likewise, if the travel means weren’t available then the hospitability industry would struggle to boom like it currently is. (3)

Part 2 – 
There are five key characteristics of the hospitality industry;
· Product-service mix
· Two-way communication
· Relationship building
· Diversity in culture
· Labour intensive

Firstly, let us take a look at product-service mix.  There are two types of experiences that a customer in the hospitality industry will have, tangible and intangible.  For example, when dining in a restaurant, not only do you pay for the food, you will pay for the experience you have received from the restaurant and the staff working.  So tangible features include the chicken you had for main course or the décor in the restaurants, whereas, the intangible features are the relaxing dining atmosphere or the friendly nature of the waiter/waitress.  The hospitality industry always strives to improve the product service mix so not only can their customers enjoy every moment they’re staying at their establishment, but always to help boost business throughout.

Now onto two-way communication. This characteristic includes both the customer and the employee/service staff in the service delivery process.  Through the employee’s relations with the customer, they can establish important messages about what the customer expects during their stay.  With that information the staff member can take a couple of approaches, he or she can take it upon themselves to help create the perfect stay for the customer or can relay to the other members of staff/departments to help the total experience for the customer.  As just highlighted, interaction with other staff/departments in the hotel is vital to help improve the service provided.  Using communication, each department can handle any queries received as soon as the customer has improved the first member of staff.

Relationship building in the hospitality industry is very important in not only establishing the business for their attention of service, but also to help consistently boost the income they receive.  By building a friendship with the customers, hotels and restaurants can generate stable revenues, despite the change in seasons.  With this influx of customers now, word of mouth can take full effect.  The customer you just built the relationship with, will tell ten friends, who will possibly come and dine or stay at your establishment.  They will receive the same level of service and tell ten more friends.  The snowball effect from there will help boost your business for as long as the service level remains high.
Another way of securing a long relationship with customers is to offer loyalty or privilege schemes, allowing the customer to receive discounts on their stay or when visiting the in house restaurant.

There is such a diversity in culture within the hospitality industry, mainly being linked so closely with the tourism sector that it’s why we see this diversity.  With so many guests likely to be from different parts of the world and to share many different beliefs and values, the staff within hotels needed to be open minded and come up with solutions that can satisfy the needs of all customers.  For example, in a restaurant they should be able to provide vegetarian option/s for customers that abstain from eating meats due to religious beliefs.  The hotel will be able to compete with others in its area as long as it’s able to cater for all beliefs and cultures, making the guest feel as much at home as possible.

Finally, the labour intensive.  The hospitality industry requires a huge amount of staff to keep up with the level of service it looks to provide. For fine dining restaurants and 5 star hotels, you are likely to find the same amount of staff as guests, purely so they can provide a one-to-one service for the customer.  Despite the level of technology improving some aspects of the service process, customers generally like to feel ‘cared’ for and their overall memorable experience will be better if the staff have catered to their needs and have done so willingly and thoroughly.  Thus meaning the amount of staff needed in the industry is always very high and time and resources are spent in training and recruiting more ideal candidates. (2)


Part 3 – 
Within a hotel you have as many as six major hotel departments. Engineering, who are responsible for maintaining the upkeep of the hotels infrastructure for example any kind of electrical, plumbing, heating problem.  
Secondly there are the security team, not every hotel will have their own security team.  It highly depends on the area and the clientele that the hotel serves to.  The directors or general managers will oversee any security measures that are put in place, for example surveillance cameras and security alarms.
When it comes down to the recruiting of new staff, wages, staff development and training, along with many other job responsibilities, the human resource department will be on hand to assist.  They are the first point of call for all employees to help point them in the right direction with any queries or problems related to working with the hotel.
Another major department are the food and beverage teams.  They provide food and beverage services for the hotel guests and visitors through a range of various outlets.  For example, breakfast, lounge, bar, restaurants, room service and so forth.
Next is the sales and marketing department.  Their main job responsibilities are based around solely trying to enhance, not only business, but the hotels image as a whole.  They will coordinate advertising and promotions throughout the calendar year.
Finally, the accounts department.  Usually headed by a financial controller, who generally tends to be a key member of the management team.  They will help guide the hotel to boosting its profits and have a better control of said profits.  In addition to this, the accounts department as a whole will monitor all financial activities of the hotel.  Overseeing receivable and payable accounts, the payroll, keeping records of assets, liabilities and financial transactions of the hotel. (2)
 








Part 4 – 
a. The main responsibilities of a general manager of a hotel are firstly to provide leadership to the management team.  They need to co-ordinate the work of all departments within the hotel and to participate in the formulation of hotel policies and strategies such as smoking laws, fire emergency, health and safety requirements, food safety requirements and then promotions and different ideas to boost revenue.  They must also lead the hotel in meeting the financial, environmental and community responsibilities that are set, whilst trying to increase the overall performance of the hotel.
b. A resident manager, on the other hand, will hold a major responsibility in developing and executing plans developed by the owners, general manager and other members of the management team.  They will check on all operations, offering feedback and assistance when needed to.  Whilst they carry out their daily operations and management of the hotel, they will complete and review statistical reports, to share with the general manager. (2)



























Activity

Within the area of Woking there are many various types of hospitality businesses.  At least 24 are hotels or B&B’s and close to 170 local restaurants and/or bars.

Below shows just what these hotels and restaurants have to offer from their rating to which types of cuisines you can choose to dine at.

Hotels/B&B’s
	Amentities  Hotels
	Premier Inn Central
	Premier Inn Woking West
	Travelodge
	DoubleTree Hilton
	De Vere Gorse Hill

	Woking Hotel

	Rating
	
	3*
	2*
	4*
	4*
	2*

	Rooms
	105
	56
	
	170
	50
	50

	Price Range
	£55-£110
	£59-£108
	£47-£96
	£62-£177
	£55-£156
	£47-£72

	Parking
	
	Free
	
	
	Free
	

	Disabled Access
	Yes
	Yes
	
	Yes
	Yes
	

	Restaurant
	Yes
	Yes
	
	Yes
	Yes
	

	Bar/Lounge
	
	Yes
	
	Yes
	Yes
	

	Non Smoking
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Suites
	
	
	
	Yes
	
	

	Family Rooms
	Yes
	Yes
	Yes
	Yes
	
	Yes

	Reduced Mobility Rooms
	
	Yes
	
	
	
	

	Room Service
	
	
	
	Yes
	Yes
	Yes

	Wifi
	Free
	Public
	Paid
	Free
	Free High Speed
	

	Business Centre
	
	
	
	Yes
	Yes
	

	Conference Facilities
	
	
	
	Yes
	Yes
	

	Banquet Room
	
	
	
	Yes
	
	

	Air Conditioning
	Yes
	
	
	Yes
	
	

	Dry Cleaning/Laundry
	
	Yes
	
	Yes
	Yes
	

	Multilingual Staff
	
	
	
	Yes
	
	

	Tennis Court
	
	
	
	
	Yes
	

	Fitness Centre/Gym
	
	
	
	
	Yes
	

	
	
	
	
	
	
	








	Amentities   B&B
	Broadway Barn
	Fordwater
	Innkeepers Lodge
	The Rowbarge
	Talbot Inn
	Devoncot
	Cleveland Guest House

	Rating
	5*
	
	3*
	3*
	
	
	4*

	Rooms
	7
	2
	34
	10
	43
	2
	7

	Price Range
	£100-£148
	£65-£80
	£65-£86
	£78-£82
	£71-£151
	£49-£69
	£67-£144

	Wifi
	Free
	Free
	Free
	Free
	Free
	Free
	Free

	Breakfast Included
	Yes
	Yes
	Yes
	No
	No
	No
	Yes

	Parking
	
	Free
	Free
	Free
	Free
	Free
	Free

	Non Smoking
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Room Service
	
	Yes
	
	
	
	
	

	Restaurant
	
	
	Yes
	Yes
	Yes
	
	

	Bar/Lounge
	
	
	Yes
	Yes
	Yes
	
	

	Disabled Access
	
	
	
	Yes
	Yes
	
	

	Meeting Rooms
	
	
	
	
	Yes
	
	

	Pets Allowed
	
	
	
	
	Yes
	
	Yes

	
	
	
	
	
	
	
	



Restaurants
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Restaurant Features	
Buffet Style	Delivery	Free Wifi	Outdoor Seating	Parking Available	Reservations	Serves Alcohol	Takeout	Television	Wheelchair Accessible	3	17	25	17	9	63	11	63	4	14	

Types of Cuisine
Sales	
American	Barbecue	British	Café	Chinese	Fish 	&	 Chips	Greek	Indian	Italian	Japanese	Korean	Mexican	Pizza	Pub	Seafood	Steakhouse	Sushi	Thai	Vietnamese	Wine Bar	4	4	62	11	24	6	1	16	13	3	4	3	14	29	8	2	1	4	3	2	
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