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 1:

Q.1 Give short answers for the following questions:
i) What are the convention hotels? Give an example.

Answer: 

A convention hotel is a hotel which provides facilities and services ready to meet the needs of large groups and associations meetings. These type of hotels normally have large number of rooms and they have a wide amount of functions and a big banquet space. There is full time transport shuttle service as well as full time room serve. These hotels may be built near to other convention venues and hotels. Generally, convention hotels have at least one auditorium and some of them may also contain lecture halls, conference rooms, meeting rooms, all those facilities that would be needed by big groups or associations in a meeting.

For example, the Renaissance Schaumburg Convention Centre Hotel – Marriott

ii) What are the basic differences between a Hotel and a Motel?
Answer: 

Differences between a Hotel and a Motel
Hotel

Motel

Meaning

A hotel is a establishment that provides paid lodging on short term basis and provides many comforts to guests which may increase their lodging satisfaction

A motel is a establishment that provides short and long term lodging but with less guests comforts and these are normally is located with access to national road network

Rooms

Single, multi-storied or both. Hotels have rooms to the interior of the building

Single or double storied building with connected bedrooms and has open walkways and exterior entrance.

Comforts

Hotels have more comforts like pools, jacuzzi, fitness centre, meeting facilities, Wi-Fi areas, different room levels.

Motels has limited comforts. Generally no pools, jacuzzi, business centre or fitness centre or any other comforts like the hotels.

Price

Hotels are usually more expensive than motels. However the Price ranges higher or lower depending on the star- ratings, location, room type, and the guest comforts.

Motels are often less expensive compared to hotels due to less comforts, basic rooms, location.

Examples 

Holiday Inn, Marriot, Sheraton, Four Seasons, Hyatt, Radisson.

Knights Inn, Econo Lodge, Super 8

iii) How are extended stay hotels different from Bed and Breakfast?

Answer: 

Extended stay hotels are hotels which people opt when they know they are going to stay in a hotel for a long period of time. Generally normal hotels have a room, a hall, a kitchen, but the kitchen is not fully furnished which means you can’t actually prepare a full meal. Whereas in a extended stay hotel even the kitchen is fully equipped with microwave and Owens to prepare your full meal.

On the other hand, Bed and Breakfast (B2B) is known worldwide. It is basically a easy and simple lodging or accommodation in a re-conditioned or re-furniture house with less than ten rooms available. It is characterised due to its family type atmosphere, which means that even the owners of the bed and breakfast might also reside in the same property. This is mostly opted by tourist who want to travel economically and stay for a short while

iv) What is the relationship between Hospitality Industry and Tourism?
Answer:

There is a direct relationship between hospitality industry and tourism. Hospitality industry and tourism go hand in hand. Hospitality industry offers accommodation, food and beverages, leisure, meanwhile the tourism is the activity that is done by the tourist where they travel to different destinations around the world where they want to experience the recreational and leisure activities which normally also includes food and beverage and accommodations.

Hospitality is part of tourism in-fact it is the most important part of tourism and leisure as it provides important services such as to a vacation where it involves serving accommodation, food and beverage. This also makes the tourist spend more time and money in a particular location and depends on his satisfaction he will recommend the place.

Hospitality can be judged in many different areas and can be viewed by many different angles, such as hospitality is not only seen in a particular location but can be extended right up to and including the departure when the guest or tourist is leaving and to leave a last good impression, before he leaves.

Q.2 Outline the characteristic features of the hospitality industry.

Answer:

The main characteristic features of the hospitality industry are shown below:
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Characteristics of the Hospitality Industry:

i) Product-Service Mix:

Product service mix means business which involves both a tangible good and a intangible service, where normally the quality of service is much more important than the physical product. In this case the food and drink are the tangible components while the attitude towards customers and the surrounding atmosphere make the intangible service.

ii) Two-way communication:

This refers to the communication between the service staff and the customer. It is also very important that excellent communication is present to it is free of any misunderstanding between service staff and customer. It is very important that the customer and service staff should communicate so the service staff understand the needs of the customer and to inform them about products and services.
iii) Relationship building:

Relationship building means when the Company builds strong relationships with the customers. In other words satisfying the customers needs in order to repeat business with them. It is very important to build relationship because the survival and profitability of the business depends on the repeat of business of customers. Relation building strategy also includes Brand loyalty by giving privileges and incentives to frequent customers. Best relationship building is when frontline staff offers top services to the liking of customers.

iv) Diversity in Culture:

In hospitality industry there is always interaction and work with different type of customers who come from all different parts of the world. Hence there is a diversity in culture as there are many different people with different culture coming from all geographical locations, nationally and internationally. 

Diversity in culture means there are customers with different religion and culture and many times there might also be a language barrier and misunderstandings. Although these problems might solve by having patience and listening attentively to the needs of the people.

v) Labour intensive:

Hospitality industry is labour intensive. This means that it employs a large number of employees which help run the industry. Hospitality industry is labour intensive because it a service based industry which provides services to clients and customers and needs to do it on continuous basis. How labour intensive a hotel is depends on its size. i.e. if it is a 4-star hotel or a 5 star hotel. Many customers like human interaction in services of high class venues for which hotel industries hire many new employees and train them for being more competitive, profitable and delivering the best services to the customers.

Q.3 Explain various functions of the major hotel departments.

Answer:

Major departments of a Hotel.

[image: image4.png]General
Manager

Resident
Manager

Resuomu?cr:es Beverage JlMarketing





Functions of a Hotel  Department: 
i) Rooms Division: 

The rooms division department ensures guest satisfaction, which is possible when the needs of the guests are matched.

Functions of room division department are:

a) Reservation, registration, room and rate fixing

b) Maintain and settle accounts of guest

c) Fulfil guest needs

d) Create guest records

e) Develop and maintain guest data record

ii) Engineering:

The engineering department ensures the maintenance of electrical and mechanical equipment and checks if they function properly.

Functions of engineering department are:

a) Maintaining of air-conditioning system

b) Maintaining of electricity and lighting system

c) Maintaining of heating system

d) Maintaining of property structure

iii) Security: 

The security department ensures the safety and security of all the people in the hotel. The security is screened and monitored from inside of the hotel as well as other security officers.

Functions of security department are:

a) Patrolling the hotel

b) Monitoring the supervision equipment

c) Doing security checks

d) Ensuring safety and security for the staff, guests and visitors

iv) Human Resources: 
The human resource management ensures that the right staff are appointed and are there at the right place and right time and also to the the right job in the hotel.

Functions of human resource department are:

a) Responsible for employee’s recruitment

b) Calculates salaries, tax, bonus

c) Administrates employee’s paperwork

d) Ensures employee’s safety and working condition

v) Food & Beverage: 
The food and beverage department are responsible for serving food and beverages to the customers as well as maintaining the quality of food and service and setting the cost in every restaurant and bar of the hotel.

Functions of Food and beverage department:

a) Purchasing food and beverages

b) Planning menus

c) Maintaining daily operations

d) Food hygiene

e) Provide food and beverage in restaurants, bars, lounges and banquet rooms

vi) Sales & Marketing:

The sales and marketing department ensure the marketing and advertisement of the hotel and to attract new customers. They also have to try and plan how to increase the revenue of the hotel.

Functions of the Sales & Marketing department:

a) Build image of the organization among the customers

b) Putting up an effective sales and marketing plan

c) Finding new segment in market

d) Building business and helping financial department to set and achieve the targets 

e) Sales promotion

f) Advertising the organization

vii) Accounts:

The accounting department is responsible for all the accounting of the company and manages all the financial activity of the business. They are also responsible for making the business profitable and they work closely with the IT and purchasing department to always ensure and be up to date with any and every information.

Functions of the Accounting department: 

a) It pays outstanding invoices

b) Collects owed amounts

c) Processes payroll

d) Makes bank deposits

e) Secures cash loans

f) Compiles financial reports

Q.4 Outline the main job responsibilities for the following personnel in a hotel:

a) General Manager

b) Residential Manager

Answer:

a) General Manager: 

A general manager is one who has overall responsibility of managing the entire company. He oversees most of the marketing and sales function and day to day operations.

Main responsibilities:

i) Conduct regular operations team meeting with all the head of departments

ii) Random inspections in most of the departments, i.e. in food and beverage, check the stock of food and quality with the food and beverage manager and chef

iii) Assessing and reviewing customer satisfaction and service

iv) Guiding of management team

v) Ensure staff undertakes all obligations specially in financial, environmental and community duties.

b) Residential Manager:

A resident manager is one who generally lives in the hotel itself and can be called at any time of the day or night. He or she assists the general manager on running the hotel smoothly and profitably. A resident manager can be like a general manager always present on site.

Main responsibilities:

i) Assist the general manager to run the hotel

ii) To report the general manager

iii) Resolving day to day issues at the hotel

iv) Carrying out day to day operations at the hotel

v) To perform and execute plans given from top level management

vi) Setting example of service to those who work under him 

ACTIVITY: 

Investigate the range of hospitality businesses in your area. How many are there? What faction/section of the industry do they cater to the most? Prepare a brief report on what you discover. 

Answer:

There are 36 hospitality businesses in my area. These hospitality businesses consist of bars, restaurants, travel agencies and hotels.

These hospitality businesses cater the most in Food Service industry.
Investigation of Hospitality businesses in Puerto de la Cruz, Tenerife

Introduction:

This is a brief report on investigation of hospitality businesses in Puerto de la Cruz. This report focuses on a comparatively small area of approximately 4sq km. This focus in size is necessary because of the amount of hospitality businesses in Puerto de la Cruz, due to it being a tourist area. Without this focus, in depth analysis would not be possible.

Puerto is in the north west of the island close to the African continent belonging to Spain and is the third biggest town of the island. Puerto de la Cruz has a population of 29412 people (according to the National Institute of Statistics 2015) Tenerife is the biggest island in the Canary Islands and receives around 5 million tourists a year. Puerto de la Cruz is the most touristic place in the North of Tenerife.

Tourism is the main source of income in Puerto de la Cruz and on the island overall as well.
Body:


The lodging, food service and recreation are areas of hospitality industry are well represented in the area investigated. Due to this small investigational focus, the area of travel is only represented by only three travel agencies and will not be mentioned by this report any further.

According to the investigation there are 7 lodging services in the area. These lodging services are hotels and service apartments, there are no motels in this area.

In this area there are 3 hotels out of which one of them is a 3-star hotel and two of them are 4- star hotels.

The 3-star hotel is called Hotel San Telmo, the 4-star hotel in the pedestrian area is called Hotel Vallemar and the 4-star hotel further to the east located near the beach is Hotel San Felipe

The prices in the 3-star hotel start from approximately 29 euros to 189 euros while in the 4-star hotels they start from 60 euros and above right up to 699 euros.

The Hotel San Telmo are very simple in their design while the Hotel Vallemar has a more distinguished look such as one of them has a pyramid glass design and Hotel San Felipe looks richer in their lighting with a huge vintage and luxurious car access and they have a very luxurious pool area with a palm garden.

The Hotel San Telmo has a sea face view and is located in the main strip of the area. Hotel Vallemar is located near many food services and night clubs and also has a casino near it. Many at times in this hotel, football teams also come to stay overnight, when they play in Tenerife. 

This investigated area has 4 service apartments. One of them is located near the beach and faces the sea it is called Oro Negro. The other is located in a inside and has no view but an amazing swimming pool area and is called Columbus. The third one is located on the strip and it is called H10 Tenerife playa, it has a sea view and it is very close to the beach and a recreation centre of pools. The last one is located near a mini casino and it is in the pedestrian area and is called Palmeras Playa.

Most of the service apartments have a reasonable price. Generally, they tend to range from 300 euros a month to 700 euros a month and many people higher these service apartments for averagely minimum of six months. This price range is based on the view of the apartment and depending on the type of room, if it is a studio apartment, if it a one-bedroom hall, or a 2 bedroom hall, or a suite.

H10 Tenerife Playa is recognised for its sea faced view and it is in the pedestrian area, so you can find many food services around and recreational facilities such as surfing and swimming.

Palmeras playa is a very simple looking service apartment but is located partly on the roadside and partly on the pedestrian area which gives access for travelling as well as food service. Palmeras Playa also has nightclubs beside it and a mini casino nearby.
According to the investigation, it is also seen that there are 24 food services in this investigated area. There are 16 restaurants, 2 bars and 5 cafés.

There are restaurants located everywhere around this area as well as few cafés, but as this is more of a pedestrian area, there are comparatively very few bars.

The price of restaurants varies a lot depending on the type of food they serve and depending on which type of cuisine they specialize in. There are a few low priced restaurants, and a few average to high priced restaurants. The prices of restaurants can vary from 10 euros to 50 euros for a proper meal, i.e. a proper lunch. 

Most of the restaurants are have some fairly good quality meals, while some others are exceptional. There are also many fast foods like meals on the pedestrian area such as McDonald’s, and a few beach side restaurants.

There are restaurants which also have a dance floor such as Café de Paris, which is one of the most famous restaurant. There practically find all type of cuisines you can find in this area.

The investigated area also had 2 bars and 5 cafés. The bars generally don’t open during the day time as they don’t get very busy unlike at evening to late nights. The 2 bars are averagely the same quality, although one of them is better but both are underground, and they are medium priced. 

A drink i.e. vodka with coca cola would approximately be 5 euros, almost like any other bar.

Looking at the 5 cafés, it was seen that a few were located in the pedestrian area, but also very near to the hotels. 2 of the cafés were located near the beach and one right in the recreational centre which is the most popular. The café is called Isla del Lago. It has the sea view and pools view.

The other café is located right next to the beach, it also serves fast food and all the swimmers and people at the beach go there for light snacks and bites and for refreshments.

According to this investigation, there were also to be seen 3 recreation areas. One of them is the Casino which is located in front of Hotel Vallemar in the pedestrian area. Another recreation area is the Lago Martianez which is again located in the pedestrian area but it is one of the biggest tourist attractions in Puerto de la Cruz. Also near the beach which is at far west of the investigated area, there is a new recreation facility of learning to surf.

The Casino is very popular as it is the only big Casino in the whole of Puerto de la Cruz. This Casino is connected to the Lago Martianez internally, but it is seen as a separate venue from outside.

The Lago Martianez being the biggest tourist attraction is a water park. It consists of seven swimming pools, and each of them represent one of the seven Canary Islands. It is a attraction as well as a waterpark which is seen by nearly everyone. The entry price is not very high. For the children it is 2 euros and for the adults it is 4 euros. It is cheaper if you are resident of Puerto de la Cruz. 

The other recently open is a recreation facility open to everyone where they can get surfing classes which is located at the far eat of the investigated area. Per hour you are charged 25 euros and you get your swim suit and a surf board. Many young tourists opt for this surfing facility, slowly it is getting very popular.

Conclusion:

According to this investigation it is seen that my area in Puerto de la Cruz caters more in the Food service industry, followed by Lodging Industry, then the Recreational Industry and finally the travel industry.

In the Food Industry we see that mostly Restaurants cater the most in comparison to the bars and cafés. While in the Lodging Industry the Service Apartments cater more than the Hotels.

It is also seen that the quality of hotels and food services and their price range start at a fairly reasonable price and then go higher depending on the restaurant and type of cuisine.

Puerto de la Cruz is the most touristic place in the north of Tenerife with approximately 5 million tourists a year, and tourism is the main source of income in Puerto de la Cruz as well as in the island overall.

‘’Lodging and food service are the cores under the scope of hospitality industry’’

This states that Puerto de la Cruz including the area investigated is the core under the scope of hospitality Industry as we have seen that what caters the most are the Restaurants in the Food Services Industry.
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