Assignment 1

1. What Is a convention hotel?
A convention hotel Is, a hotel that Is designed for conventions. The hotel will include facilities such as, conference rooms, banqueting areas, 24hr in-house laundry service, exhibition areas, airport shuttle services, accommodation, restaurants, bars, industrial shows & ideally be in a city centre close to other convention centres.

An example of a convention hotel:
The Midland Manchester.
Located between Piccadilly & Oxford Rd train stations which is ideal for commuters. The Midland comprises of:
· Expert team on-hand
· Central Manchester location
· 14 flexible meeting rooms accommodating up to 700 delegates
· Complimentary high speed WIFI
· Street access from convention rooms 
· Social banqueting 
· Largest banqueting suite can hold up to 620 guests
· Ideal for charity dinners, balls & award ceremonies
· 312 sumptuous bedrooms
· 4AA rosette restaurant
· Spa facilities


1.2. What are the basic difference between a hotel & motel?
The word motel is derived from the term “motorist’s hotel”. Motels are more popular in the United States & Canada. They provide ample parking & a room for motorist’s travelling long distances on major highway & interstates systems. 
A motel is an establishment that offers short term lodgings with good access to highways. Less expensive than a hotel but, offer less amenities, services & comforts. Motels are usually located on the outskirts of towns & usually on motorways. Motels can typically be 1-2 storeys high, with external entrances to the rooms.

Hotels provide more amenities than a car park & a room. Hotels usually provide services such as, restaurants, bars, in-house services, swimming pools & spa. Hotels depending on the star rating offer, banqueting, conferences & venue services. 
Hotels are rated on a 1-5 star rating & are more expensive than a motel. Hotels are located throughout towns, city’s, villages, next to airports & on the outskirts. Hotels offer a variety of rooms from, classic, family, suites & view rooms. Hotels have multiple levels & most have lifts, access to hotel rooms & facilities are internal.

1.3. How are extended stays hotels different from bed & breakfasts?

Bed & Breakfasts are usually a private house with rooms to let for customers. Typically couple/family owned, the owners live at the private house & rent out rooms. B&B’s offer bed & breakfast usually a more intimate, friendly, welcoming services since there might be only 8 rooms in the house. The owners will be completely responsible for the maintenance of the property & will do all the housekeeping & cooking. A cooked breakfast will be offered to its guests along with on-suite rooms, WIFI & local knowledge of the area. B&B’s don’t have restaurants but, will be able to advise on where best to eat in the area & local entertainment. When guests stay in a B&B it’s usually for 1-2 nights. 

Extended stay-hotels or serviced apartments. These types of properties are ideally well catered for guests who are travelling for longer periods of time. Travellers (families) who have travelled internationally and are staying for 1-2 weeks before venturing on. Extended stay-hotels/serviced apartments offer rooms with full kitchen facilities so the guests can cater for themselves. These properties also suit contractors who are away from their home towns for weeks on end. Housekeeping is offered to these types of properties but, will be restricted to certain times throughout the day.


1.4. What is the relationship between the hospitality industry & tourism?

Hospitality & tourism go hand in hand. The hospitality industry is the supplier of the services for tourism. Hospitality offers services such as, food & beverage. Accommodation, leisure facilities (spa facilities), transportation & recreation for patrons & their families. 
Tourism, the act of the tourist/tourists engaging in travelling to destinations. The tourist usually seeking experiences of leisure & recreational activities. The traveller usually uses hospitality (booking a hotel) whilst travelling. 





 2. Outline the characteristic features of the hospitality industry.

The key characteristics relating to the hospitality industry are:
· Relationship building
· Product-service mix
· Two-way communication
· Labour intensive
· Diversity in culture

Relationship building.  
Within the hospitality sector building long term relationships with clients can greatly benefit the business as it creates stable revenue from year to year. If a business has repeated customers, it can also gain ‘a good reputation’ through the power of positive word of mouth.
The hospitality industry survival depends on customers especially repeated guests.
One of the best ‘tried & tested’ ways of building a solid relationship between business & guest is, a high degree of personal attention to the guest & their needs. 
Example; if you were a hotelier & you had a repeated guest you would make sure that the guest stayed in their favourite room, keep records of the paper they like to read etc. 

Product service mix.
In hospitality product service mix is where a customer buys a product for example a drink at the bar. The customer isn’t just paying for the drink they are also paying for the service of having the drink within the establishment. 

Two-way communication.
To achieve outstanding services in the hospitality sector, two-way communication is a vital factor. The communication & interaction between the service staff member & customer needs to be exceptional, clear communication & understanding is necessary for the smooth delivery of the customer’s needs.
The communication between other departments is also vital for the customer as messages of requirements for the customer are often passed through a chain of departments.

The hospitality industry relies heavily on its labourers. For the industry to be able to deliver services to its customers it requires a large number of workers for each departments within its establishment.
Labour intensive.
5 star hotels & fine dining restaurants operate on a staff-to-guest ratio which aims at providing a one-to-one experience for their guest. The hospitality industry invests a lot of time and attention to recruiting the ‘right’ candidate for the specific role & delivering training to the employee so they can in return deliver exceptional service standards as they represent the business. 

Diversity in culture.
Service team members within the industry are in todays society from various parts of the world with different cultures, religious beliefs & backgrounds, this is also a factor of customers who have travelled to the establishment from across the nation.
There can easily be misunderstandings between team members with different backgrounds/cultures. Also there can be a language barrier that creates difficulties, an open mind & a will to work alongside each other in the workplace is vital.
For the customer with different/diverse needs the hospitality sector needs to provide a wider variety of services to cater for their needs. Example; in the restaurant the menu must offer special dietary requirements for customers. If the customer is vegetarian there must be a vegetarian option for them. There also needs to be gluten free & free from for customers with essential dietary needs. There also needs to be training of the service members to be able to deliver these services efficiently & safely. A significant amount of respect & understanding to customers with different needs must be shown at all times. 

3.Explain various functions of the major hotel departments.
· Human Resources
· Food & Beverage
· Sales & Marketing
· Security
· Engineering
· Accounts

Human resources.
This department od responsible for hiring, labour relations, employee relations, staff development, wages, training, benefits & administration.
 
Food & Beverage.
F&B deliver services to guests/visitors throughout their stay. Food & drinks will be served from the bar area or the restaurant from staff to the guests. The F&B team will cater for the guests needs whilst in the establishment, they will offer them tea & coffee, alcoholic beverages, food & snacks.

Sales & Marketing.
The main function of the sales & marketing team is to generate new business for the hotel. They coordinate advertising, building relations with advertising companies, sales & promotions with the use of social media. They build with public relations with activities all with a view to enhance the public image of the hotel. 

Security.
The hotel will always hire a reputable company to install surveillance equipment throughout the hotel to ensure guest & employee safety. This will include security cameras & alarms for safety & reassurance of all patrons at the hotel. Some hotels will employ security guards who will be on duty in shift patterns of day & night shifts for extra security needs of the hotel.

 
Engineering.
Or maintenance within the hotel is responsible for maintaining the physical plant of the hotel. This includes overseeing the plumbing, electricity, heating, air-conditioning systems, lifts (if included) and seeing to all technical faults that arise on a day to day basic including liaising with outside companies that may will have installed various systems the hotel uses.

Accounts.
This department is headed by the financial controller who, is a key member of the management team. They are responsible for increasing profitability through control & monitoring all the financial activities of the hotel. They will maintain all accounts payable, receivable, cost control, payroll, records of assets (stock), liabilities & preparing monthly profit & loss statements.

4. Outline the main job responsibilities for the following personnel in a hotel: 
a) General Manager 
b) Residential Manager

General Manager:
· Full responsibility for performance of the hotel.
· Providing leadership to management teams/heads of departments.
· Coordinates work for departments.
· Leads the hotel & staff by meeting financial, community, business & environmental responsibilities.  
 
Resident Manager.
· Responsible for daily operations and management of the hotel.
· Reviewing & completing statistical reports & liaising with GM.
· Holds major responsibility for developing & executing plans directly from owners.
· Day to day checks on operations, assisting where needed & providing feedback to teams & senior management.




Activity.

Barrow-in-Furness (where I live) is an industrial town. Famous for BAE the ship building.  Population of around 60,000 people.
Barrow Is one of the largest cul-de-sacs in England with only one major road in & out.
Hotels in the area cater for contractors mainly. There are many projects currently in progress for run-down buildings being renovated & turned into apartments due to the rise in contractors being in the area as lengthy contracts in the ship yard (BAE) are currently in place.
Hotels in barrow are usually occupied Monday to Thursday for repeat customers week after week. This is due to contractors either in BAE or for contractors working on the wind farms of the coast of Walney Island.
Only a fraction of hotels caters for holiday makers due to the nature of the town. There are a few hotels that cater for weddings & conferences in the area.
If you are after luxury & sightseeing in Cumbria you will need to travel around 25 miles North to the lake district were hotels, B&B’s are in abundance.
Abbey House Hotel is the main Hotel in the area that caters for a wider audience from, conferences, weddings, functions & corporate guests.
· 61 Bedrooms
· 3 Conference rooms catering from 16 – 300 guests
· Idyllic venue for weddings
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