HTM 150

Hospitality Supervision

Lesson 1:  Chapter 1

INTRODUCTION TO HOTEL MANAGEMENT AND OPERATIONS

Overview of the development of the lodging industry:

A. Historical Overview

Hospitality – the generous and cordial provision of services to guests.

Network of the Hospitality Industry includes:

1. Lodging – provision of accommodations

2. Restaurant – provision of foods and beverages

3. Travel and Tourism – provision of package tours, transfers and sightseeing trips

4. Recreation – provision of physical (sports) and social (entertainment) activities


Lodging refers to the provision of accommodation to guests.  It is a collective term for any property where travelers can secure rooms for a night or for the duration of their stay.  Most of the times, lodging and restaurant are combined since many of the accommodations also offer the service of food and drinks to guests.

Historical Developments of the Lodging Industry

1. Atrium Concept – a design by which guest rooms overlook the lobby from the first floor to the roof. Was first used by Hyatt Hotels in the 1960s.

2. Limited-Service Hotels – hotels built with guest room accommodations and limited food service and meeting space.  Mostly for business travelers and travelers on a limited budget.

3. Technological advances – development of and improvements in reservation systems, property management systems and in-room guest check-out and other technological trends

4. Marketing emphasis – adaptation of a technique used to survey potential guest markets and built systems around guests’ needs

5. Total Quality Management – a management technique that helps managers to look at processes used to create products and services with a critical eye on improving those processes.

B. The Lodging Industry

The lodging industry can be classified into different types. 

A. According to Concepts

1. Hotels – offers full range of accommodations and services, which may include reservations, suites, public dining and banquet facilities, lounge and entertainment areas, room service, cable television, personal computers, meeting rooms, specialty shops, personal valet service, laundry, hair care, swimming pool and other recreation activities, gaming/casino facilities, ground transportation to and from an airport and concierge services.

2. Motels – offers limited range of services, generally cater to motorists and usually located in suburban highway and airport locations.

3. All-suites – a facility that contains guestrooms with a separate in-room kitchenette and sitting rooms.

4. Limited-Service hotels – a facility that contains minimal guestroom amenities, public dining and meeting facilities, cable television, valet, laundry and ground transportation. These are mostly for business travelers and are located near restaurants for guest convenience.

B. According to Market Orientation:

1. Residential – facilities which provide guest accommodations for the long term

2. Commercial – facilities that provide guest accommodations for the short-term.  Services mostly transient guests, whose stay is short in duration.

C. According to Price:

1. De Luxe – most expensive of all lodging types because it offers full- service to guests.  

2. First Class – less expensive than de luxe, offers wide-range of service to guests

3. Standard – hotels offering average service and facilities to guests

4. Economy – lodging which offers minimal service to guests, mostly small rooms with bunk beds only.

D. According to Service:

1. Full Service – provides a wide range of conveniences for guests

2. All-Suites – provides a more at-home atmosphere to the guests, its suites include a separate living and dining room with kitchen.

3. Limited-Service – provides guest room accommodations and limited food service and meeting space

E. According to Size:

1. Small – rooms are from 1- 99

2. Average – rooms are from 100 - 299

3. Above Average – rooms are from 300 - 499

4. Large – rooms are from 500 and above

F. According to Length of Operation:

1. Seasonal

2. Year-Round

G. According to Affiliation:

1. Chain – a group of hotels that follows standard operating procedures such as marketing, reservations, quality of service, food and beverage operations, housekeeping and accounting

2. Independent – a hotel that is not associated with a franchise

H. According to Specific Activities Offered:

1. Ski Hotel – lodging which main activity is skiing

2. Casino Hotel – a hotel which main feature is legalized gambling

3. Resort Hotel – for people who like to engage in outdoor recreation and adventures

----------------------

Review Questions:

1. How does the network of the Hospitality Industry affect the development of the lodging facility in a particular country?

2. What is TQM?  How is it used in the hotel operations to ensure maximum turnover of hotel resources?

3. What are the four types of lodging facilities based on concepts? Explain each.

Class Activity:

Each student has to prepare a comparative analysis of at least five lodging facilities located in Kolonia town based on the following:

a. Concept

b. Market orientation

c. Price

d. Service

e. Specific activities offered

Results will be presented in class. 


Lesson 2:  Chapter 2

HOTEL ORGANIZATION

Importance of Organization Structure

1. Details all the work that must be done to attain the organization’s goals

2. Divides total work into group of activities that can be performed by one person or a group of people

3. Combines work in some logical and efficient manner

4. Promotes coordination of work

5. A tool used to monitor the effectiveness of how well the organization is achieving its goals.

Three lines of management depicted in the organization chart

1. Line of Authority 

2. Line of Responsibility 

3. Line of coordination and cooperation

Functions in an Organization chart

1. Line – have regular or semi-regular contact with guests

2. Staff – have little or no guest contact at all, but supports the Line function personnel in giving the best service to the guests.

Elements of Organizational structure

1. Specialization – dividing specific tasks among workers highly competent in the specific field.

2. Departmentalization – grouping of certain jobs together in order to ensure efficient coordination and control of activities.

3. Authority – granting of decision-making power to individual workers, managers or departments by virtue of job restructuring or movement into different departments.

4. Span of control – number of subordinates reporting to a supervisor.

5. Coordination of activities – departmental responsibility to coordinate the activities of individuals and groups toward common goals.

a. Pooled interdependence – activities that can be performed with little interaction between individuals or groups

b. Sequential interdependence – occurs when one task’s output becomes a second task’s input.

c. Reciprocal interdependence – high level of interaction between work units, requires close coordination and direct communication among departments

Static principles of Organizational design

1. Chain of command – everyone in an organization should have a superior to whom he or she is responsible.

2. Unity of command – each employee is responsible to one and only one superior.

3. Delegation – assigning a minor task to a subordinate or granting a complete responsibility for a major undertaking, with corresponding authority to make decisions regarding the task at hand.

The Hotel functional organizational design

1. Rooms Division – performs the lodging function of a hotel.

a. Front office:

i. Reservations

ii. Front desk/Reception

iii. Bell Service

iv. Concierge

v. Switchboard

vi. Cashier/Night auditor

b. Housekeeping:

i. Floor areas

ii. Front of the house

iii. Back of the house

iv. Laundry

v. Linen/Stockroom

c. Security

2. Food and Beverage department – provide food and drinks to a hotel’s guests

a. Food production/Kitchen

i. Supervisory/Quality control areas

ii. Pastry

iii. High- and Low-pressure cooking areas

iv. Cold prep

v. Stewarding

b. Restaurants

i. Supervisory/Quality control areas

ii. Dining area

iii. Coffee shops and bars

c. Banquet and Catering

i. Supervisory

ii. Conventions and other functions

d. Room service

e. Stewarding

3. Sales and Marketing responsible for promoting and selling various services of a hotel

a. Sales and marketing promotions

b. Reservations

c. Convention services

4. Personnel – responsible for hiring, placement and training of hotel employees

a. Recruitment and hiring

b. Training and development

5. Accounting – responsible for preparing, recording, interpreting and reporting of all financial transactions of the hotel

a. Purchasing, Cost accounting and cost control

b. Guest folio

c. Payroll

d. Credit

e. Auditing

6. Engineering and maintenance – responsible for the physical upkeep of the hotel

a. Electrical and mechanical

b. Plumbing

c. Landscaping

Interdepartmental Conflict in Hotels

Causes:

1. Interdependence

2. Environment

3. Rewards

4. Status and stigma

