
Assessment 

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


 The hospitality industry is a broad category of fields within the service industry that include lodging, event planning, theme parks ,  transportation , cruise line , and additional fields within the tourism industry.
Are mainly three types of level of service:

  -excellent customer service
  -acceptable customer service
  -poor customer service
Every service could have large impact on hotel complex.
Customer  expectation is what  they want to get wile customer perception is what they really feel. When the  expectation is higher then perception is  means customer get more than they wish.  It could  be an excellent service and positive impact on  hotel complex with customer satisfaction, they are delight and be a  member of rebooking guest. More customer loyalty would bring a good reputation in industry and keep a large number of customers.  The majority of unsatisfied  customer will never come back and the hotel looses both customer and their loyalty. The bad hotel reputation would lead to revenue and profit loosing.


II. What is the basic difference between a hotel and a motel?

A hotel is an establishment that provides lodging on a short-term 
but most are rated as 1.5 – 2 .5 stars on travel basis only and provides numerous amenities to guests which may increase their lodging satisfaction and where the travellers can pay for lodging and meals and other services the hotel has rooms that open to the interior of the building along a hallway and is multi-storied.
A motel is an establishment that provides short-term and long term usually located with good access to the national road network but with less guest comfort .The motel it is best described as a one or two story structure with room that open to the exterior of the building usually surrounded by a common balcony or patio. Not star rating is considered sites.
Motels differ from hotels in their emphasis or largely anonymous interactions between owners and occupants, their locations along highways (as opposed to urban cores) and their orientation to the outside ( in contrast to hotels  whose doors typically face  an interior hallway).
A hotel generally will have interior hallways rather than open walkways.  Motels almost by definition included a parking lot, while older hotels were not build automobile parking in mind.


III.  How are limited service hotels different from extended stay hotels?
Extended stay hotels is similar to the suites hotels but usually offers kitchen amenities in the room. These types of hotels are for travellers who want to stay more than a week and does not want to depend on the service of the hotel. Extended service hotels usually does not provide any F&B service or laundry service .These hotels are considered by guest as   , home away from  home .
Limited service hotels provide clean,  comfortable , safe inexpensive rooms and meet the basic need of guest .Limited service hotels appeal primarily to budget minded travellers who wants a room with minimum services and amenities required for comfortable  stay without unnecessary paying additional cost  for costly services . The cliental of these hotels include families with children , travelling business people etc. Limited  service hotels might not offer food and beverage facilities .    
 
IV. What is the importance of setting    objectives when  managing  a hotel property?
     Hotels  owners  use a variety of management tools or techniques to improve their company and business.  Setting objectives is   a specific management tool that creates a target for business owners to achieve. Objectives can be company  wide  goals , specific to the  division or  department and individual employee expectation .  Business owners often use performance  management to follow up on objectives and measure the company overall achievements effectiveness.  Objectives  are important elements in  any business plan as these principles guide the decision making of the company ‘s management. To create reachable objectives an organization needs to understand  where they are  , where they want to go , and who they need to compete against.  When creating a set of objectives it is important for the   company to complete a self- evaluation. Once the company has a better understanding of its strengths and weaknesses , management  is able to create a timeline of reachable , management is  able to create timeline of reachable objectives. 
It is important to create milestones  for these objectives and identify what departments within the organization will be responsible for each one.


V. Briefly outline the points  which should be considered when developing objectives foe a hotel business.
 When developing objectives for a hotel we got six category to consider:
Financial
Marketing/ sales
Products/ services
Operations
Human  Resources
Community
We can set our financial objective to measure profitability , like gross profit ,  operating profit ,or net profit , either before or after tax. Or we can write our financial objective in terms of return on assets return , investment , or cash on hand.
Marketing or sales objective in terms of sales volume, sales growth rate , market share, and our product  service objective as quality of products and services, new products and services introduced, or customer satisfaction. Our operational objective might measure  efficiency, productivity or cost reduction.
The objectives dealing with human resources , the people side of the business can measure employee benefit, employee satisfaction, employee training or employee turnover.
Social objective , non-economic or community related objective might deal with non-pollution of air and water, equal opportunity employment being a good corporate citizen.


VI What is the basic difference between goals and objectives?

When you plan your business’ future , you will generate a list of potential achievement you want it to reach. These are goals. The specific steps we have to get to those achievements are the objectives. The terms objectives and   goals are often used   interchangeably , but they each have important  differentiating attributes.  They are used at different stages of the business planning process, and each serves a different purpose.
Goals are statements you make about the future for business. They represent our aspirations for  it , we might say “ We seek to be the most widespread widget maker in the country”. This statement demonstrates that we have lofty plans for the business, but it does not say   specifically how we can meet our goals.

Objectives are the exact steps our company must take to reach its goals. They are written without emotion, and they are typically measurable and quantifiable.
Both terms imply the target that one’s efforts is desired   accomplish.   Goals   are generically for an   achievement or  accomplishment  for which certain   efforts are put.
Objectives   are specific targets within the general goal. Objectives are time- related to achieve a certain task.
Goals are   broader  than objectives in the sense that goals are general intentions and are not specific enough to be measured. 
Objectives are narrow and are set for certain  task  in particular. 


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

Hotels vary not only in size but in character, in type of clientele, and  in scope of activities. Every function exist , but priorities differ from hotel to hotel. The management of each must determine the departments, and the number of employees in each needed for own operation.
Hotel policy although the general manager has the responsibility of running the hotel and is usually held accountable for its financial success or failure, he or she does not always have the authority to establish the overall policy for its operation. This function is a prerogative of the owner or owners. The more successful groups have learned, sometimes through a costly experience, that such standardization is not always possible.
General policy in a hotel are:
    food & beverage policy
     arrival and departure policy
     smoking policy
    dress code and behaviour
   pets
  parking
room availability and overbooking
complaints and liability
cancelation policy


2 .  Write short notes on the following:

a) Referral property
It is a type of hotel that operates independently but maintains affiliation with a given chain. To stay the chain , the property must meet certain minimum criteria.
A referral property is an associate property not owned by the chain. Chains can further have referral hotels who market their properties in that location.
The referral is selected after great scrutiny of  its quality and standards of products and services.
Referral hotels are appointed in locations where a chain does not have a property but still wants to have a presence.
Hotels pay an initial fee to join a referral association and  further  fees are based on services required. 
However, every hotel is assessed and checked regularly to ensure that it maintains the highest standards.

b)Company owned property
When we talk about chains, or hotel brands, there are five main business models, with a number of   permutations  within these models:
 -property based by a hotel brand, which pays rent for  the  “ walls”
 -property owned by a third party and managed by a hotel chain 
 -property owned by a third party and managed by a “non –branded”   specialist management company
 -property owned by a third party with a franchise agreement with a hotel chain


c)Residential hotels 
 
Special attractions, such as beaches   scenic  or historic area , sky parks or spas. Though some resorts operate on a seasonal basis, the majority now try to operate all year –round.  The residential hotel is basically an apartment building offering  maid service , a dinning room , and a room meal service.
Residential hotel range from the luxurious  to the moderately priced.


d)Commercial  hotels

Commercial  hotels mainly cater to business clientele and typically provide room service, dinning area, cocktail lounge, coffee shop and laundry service.  Commercial hotels also usually provide a computer room with internet and fax services for business professionals. Additionally in room wi-fi service may be offered for free or for an additional fee.



3) Outline the main job responsibilities for the following personnel in a hotel:
 
a)General  Manager

General Manager job  purpose is to obtain profit contribution by managing staff, establishing and accomplishing business objectives.
Increases management’ s effectiveness by recruiting, selecting orienting, training, coaching, counselling and disciplining managers, communicating values, strategies and objectives, assigning accountabilities, planning, monitoring and appraising job results, developing incentives, developing a climate for  offering information and  opinions, providing educational opportunities.
Assuming full responsibilities for the overall performance of the hotel.





b) Executive housekeeper  

He or she  is responsible for the management and operation of the housekeeping department. Because accommodating  guests in perfectly cleaned rooms is  a  top priority for all profitable hotels, this is a position and duty of importance.

Executive housekeeper responsibilities:
· Oversee day-to-day cleaning responsibilities of housekeeping team
· Maintain relationships with all employees in their department
· Handle all personnel issues within their department
· Dealing with hospitality suppliers: linen, cleaning materials and guest suppliers, such as soap, aftershave, etc.
· Administrative tasks like controlling budgets supply costs laundry, maintenance and wages
· Organising staff schedules
· Reporting overseeing stock-takes , budgets and other paperwork, such as maintenance reports and safety audits
Due to the nature of the job, the executive housekeeper’s commitment to cleanliness must be undeniable and above –average people skills are non-negotiable, given that they ‘ll  be  managing an entire back of house team.



c) Marketing & Sales  Director  


Sales and marketing are two different disciplines.  Sales  book new business and marketing creates strategies for product development , pricing promotions and distribution.  This process is often reversed in small companies with limited product lines  or target customer profiles. In this case one person often  manages sales and marketing , with emphasis on sales strategies supported by  marketing  activities limited to promotional effort.
Accomplishes business  development  activities by researching and developing marketing opportunities  and plans, implementing sales plans managing staff.
A marketing & Sales Director have to:
· Visit  potential  customers for new business
· Provide customers with quotations
· Negotiate the terms of an agreement and close sales
· Gather market and customer information and provide feedback on buying trends
· Represent your organisation at  trade exhibitions, events and demonstrations
· Identify new markets and  business opportunities
· Record sales and send copy to the sales office

 
ACTIVITY

1. Investigate the range of hospitality businesses in your area. How many are there?
What faction/ sections of the industry do they cater for?  Make notes for a brief report on what you discover. 


                Surrey area is a wide variety of hospitality starting from  restaurants, b&b, 1star hotels to  5red star hotels.

   A  b&b  is a small lodging establishment that  offers overnight accommodation and inclusive breakfast, but  usually does not offer other meals. .Typically, bed and breakfast are private homes or family homes offering accommodation with fewer than 10bedrooms available for commercial use.
 B&B in Surrey:
 -The Garden Room
Long Copse
Lockhurst Hatch Farm
Heath Hall Farm
Leylands Farm
Hsambledon House etc…

Hotel ratings  are often used to classify hotels according to their quality. There are a wide variety of rating schemes used by different organizations around the world.
One star hotels

Usually denotes independent and name brand hotel chains  with a reputation for offering consistent quality amenities. The hotel is usually small to medium-sized and conveniently located to moderately priced attractions. The facilities typically include telephones and tv’ s in the bedroom. Some hotels offer limited restaurant service, however room service and bellhop service is usually not provided.
Typical National Chains: Days Inn, La Quinta Inn.

 Heathrow  Hostel
Earls Court Gardens Hotel
Budget Guest House

Two star hotel , smaller hotels managed by proprietor. The hotel is often 2-4 stories high and usually has more  personal atmosphere. It’s  usually located near affordable attractions, major intersections and convenient to public transportation. Furnishing and facilities are clean but basic .Most will not have a restaurant an side but are usually within distance within walking distance to some good low- priced dining  . Public access past certain hours , may be restricted.
Comfort Inn Surrey
Days Inn Surrey
Holiday Inn Express Hotel & Suites
Coast Surrey Guilford
Typical National Chains :  Econolodge , Motel 6

Three Star hotels offer more spacious accommodations that include well appointed rooms and decorated lobbies. Bellhop service is usually not available.  They are often located neat major expressways or business areas, convenient to shopping and moderate to high priced attractions. The hotels usually feature medium-sized restaurants that typically offer service breakfast through dinner. Room service availability may vary. Valet parking, fitness  centers  and  pool are often provided.
Typical National Chains : Holiday Inn , Hilton

Four Star , mostly large , formal hotels with smart reception areas, front desk service and bellhop service. The hotels are most often located near hotels of the same calibre and are usually found near shopping, dining and other major attractions. The level  of service is well above average and the rooms are well lit and well furnished..Room Service available and may include more than  one choice. Some properties will offer continental breakfast and/happy hour delicacies. Room service is usually available during most hours. Valet parking and/or garage service is also usually available. Concierge services, fitness centeres and one or more pools are often provided.

Typical National Chains :Hyatt,  Marriott

The White Hart
Jurys Inn London Croydon
Legacy  Thatchers  Hotel 
Hampton by Hilton London Croydon
Holiday Inn Working
Mercure London Staines –thanmes 
  Hotel Crowne plaza	
Gatton Manor

 Five Star
These Hotels that offer only the highest of accommodations and services. The properties offer a high degree of  personal service.  Although most more five star hotel are large properties , sometimes the small independent ( non –chain) property offers an elegant intimacy that can not be achieved in the larger setting. The hotel locations can vary from the very exclusive locations of a suburban area , to the heart of downtown. The hotel lobbies are sumptuous , the rooms complete with stylish furnishing and quality linens. The amenities often : VCR’s, CD  stereos garden tubs or Jacuzzis ,in room-service library, heated pools and more. The hotels feature  up to three and /or garage parking are typically available . A concierge is also available to assist you.

Typical National Chains:  Ritz CARLTON, FOUR SEASONS
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