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Assessment 1

1. Give short answers for the following questions:

I.Describe the different levels of service offered in hospitality industry.

The hospitality trade encompasses a wide range of services to ensure that paying guests are given the best of service available within the remit of the establishment offering the services, for example hotels, motels, inns, independent guest houses, restaurants, public houses, bars, ;

The following is examples of what amenities could be available at individual businesses:
Internet / wifi (free or charged);
Leisure facilities, such as a gymnasium, spa;
Office services for the business traveller;
Telephone;
Personal housekeeping including laundry services;
Security 
Car hire services

II. What is the basic difference between a hotel and a motel?
 
Since the inception of the “motel”, the definition between the two establishments in some cases has become less defined.  Large chains such as Premier Inn, Travelodge and the Hilton Group classified themselves as being part of the “motel” industry but now many provide the services which hotels are better known for, particularly those aimed at the short-term business traveller, they are situated near motorways, airports and train stations.

The name motel was derived from motor hotel. They were original designed for motorists and the building was constructed with the doors facing the parking facilities for easy, fast access.  Very limited services were available and Individual rooms would have tea/coffee facilities and toiletries on offer for their guests.  

Nowadays, it is not uncommon for the large chains to provide facilities such as a 24hr hour reception, a bar/café, swimming pool, gymnasium and wifi.  

Hotels tend to have a more personalised service, as well as the above mentioned facilities; their guests would expect the option of room service, laundry/dry cleaning provisions. Other amenities on offer could be a spa and salon, conference meeting rooms, function rooms for weddings, parties etc, also a choice of dining options. 

III. How are limited service hotels different from extended stay hotels?

Limited service hotels (LSH) are designed for short/longer term, cost effective accommodation aimed at business travellers and travellers on a budget. Their facilities would basic but could have a cafe, meeting rooms, laundry/ dry cleaning services, TV facilities and the option of transportation to an airport or rail terminus. Located in city centres, built-up areas and airports with restaurants situated nearby for convenience.

Extended stay hotels are for guests who could be expecting to stay in an area for a longer period of time for business or personal reasons.

The aim of these establishments is to provide a more personal space for guests.  They provided fully equip kitchens, TV, wifi and laundry facilities.

IV. What is the importance of setting objectives when managing a hotel property?

Without aims and objectives, a business has no meaning.  A hotel has to set aims and objectives so as to be able to measure their progress towards their pre-planned goals for a particular business period. Objectives are a clearly defined target for the business to achieve these aims and targets.  Objectives give the hotel a clearly defined target. Plans can then be made to achieve these targets.

V. Briefly outline the points which should be considered when developing objectives in a hotel business.

Objectives need to be specific and communicated to all staff.
Measurable
Achievable – for example, targets must be realistic otherwise could impact on staff moral.
Timeline of when they will be achieved.
Making a profit is an important objective to be set.
Reduce costs, where possible, check staffing levels and standardising procedures. 
Look at local business operations to ensure you are competitive. Where do we stand, is our marketing strategy correct?
Know your clientele, it the business geared up for the type you are aiming for? What can be done to improve this?

VI. What is the basic difference between goals and objectives?

A hotel has to set goals and objectives so as to be able to measure their progress towards their pre-planned goals for a particular business period. 

Goals/aims are broad statements of desired outcomes and accomplishments.

Objectives give the hotel a clearly defined target. Plans are then made to achieve these targets. 

They must be focused and feasible and emphasise how they are to be accomplished.

Both goals/aims and objectives should be concise and brief.

VII. What are the general policy areas for a hotel?

A hotel may choose to have a number of policies, however the main policy areas should cover
Marketing
Pricing
Product
Purchasing
Personnel
Financial
Innovation
Social
Although from these policies a hotel may choose to make more specific policies which will improve the level of service throughout all departments.


2. Write notes on the following:

a)Referral Company – An already established, independent hotel may want to associate with a certain chain to gain assistance with aspects of his/her current business.  This can be with several aspects of the business or just one i.e. marketing, reservations etc.  Fees are based on services and the chains quality assurance standards must be met by the referral property.

B)Company owned property – Owned and run by a chain organisation. Allows developer to act as an independent entrepreneur.  They operate in competition with all other local hotels.  Uses chain reservation system and benefits from expertise within company for marketing, advertising and operations management.  Limits may be set on number of franchises so that majority of properties remain company-owned.

c)Residential hotels – included (but not limited to) dining, recreation facilities, social activities and personal services.  Located in city centres an areas that support shopping, entertainment, business and transport links. 

d)Commercial hotels – Short term temporary guests.  Service includes (but not limited to) computerised reservations, dining, banqueting, lounge and entertainment areas.  Personal services, and in house arrangements for transportation to airports, train terminus.  Located almost anywhere. 

3. Outline main job responsibilities:

a)General Manager – Strong leadership with responsibility of meeting financial goals and objectives of the organisation.  Planning, decision making, staffing, organisation, directing and communicating the company’s aims and objectives to staff.  Developing competent staff.  Performance judged by how effectively the lower management chain have been directed to meet the aims and objectives of the hotel. 


b)Executive House Keeper – Responsible for upkeep of the guest rooms and public areas of the hotel.  Ensuring that each operative is fully trained in cleaning techniques and that any supervisory staff have been trained in standard inspection techniques. Strong work ethic, with the ability to multitask.  Experience in managing untrained staff.  Basic skills in foreign languages is an asset who needs to be able to communicate with staff.  Experience of rota management to ensure effective controls of staff costs.  Responsible for maintaining/controlling hotel inventory for items including linen, towels, toiletries, furnishings, in-house marketing materials, plants etc.  If laundry is an in-house function, this also falls under their remit.


c)Marketing & Sales Director -  Confident, highly motivated required for this position.  Constantly seeking leads and evaluating new markets and reacting to constant changing market conditions.  Maintaining public relations and promoting the use of the hotel within the local community, including businesses. A creative person, interested in detail.  
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Orsett

Orsett is situated in Essex, just outside the M25, and within a few miles of the Queen Elizabeth II Thames crossing bridge from Thurrock to Dartford.

I have lived in this rural village for most of my life, Orsett village is surrounded by neighbouring villages such as Horndon on the Hill, West Horndon & Bulphan.

Within this area there are a large amount of hospitality businesses ranging from fast food restaurants to 4 star hotels. Within a five mile radius there are 10 hotels and if you expand tat search to 10 miles there are in excess of 40.

Some examples are:

The Whitmore Arms, a 300 year old coaching house which is owned by Greene King.

Jays Lodge is a privately owned Bed & Breakfast facility, which hosts 12 bedrooms all with en-suite facilities, mini kitchen and freeview TV.

The Bell Inn is a 15th Century coaching Inn which is independently owned, Within the facility are 2 busy bars along with small function and private dining rooms. They have 27 individually styled bedrooms which boast both modern and period decoration.

Ye Olde Plough House was once a well-known motel situated on the A128, this has now transformed with 71 Bedrooms and 3 function suites, and a franchised restaurant on site.

The Orsett Hall Hotel is again an independently owned 4 Star hotel which raises the level to the previously mentioned hospitality facilities. Located on major roads such as the M25/A13 the Orsett Hall offers four banqueting suites, a restaurant, bar and lounge. 41 individually decorated modern bedrooms. Laundry services are available and a couple of their rooms have kitchen facilities. They also offer onsite services such as Florists, Hair Salon, Spa and Gym.

If you look further afield you will of course find hotels such as Radison Park Inn, Holiday Inn of Brentwood or Basildon and Hilton in Dartford which all offer a full range of accommodation and services you would expect from a branded hotel.
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