MORALE
The last GM was very popular with staff, but for all the wrong reasons, and now he has left there is a dip in morale. Staff were basically allowed to do as they pleased and he would take the flack for them from the owners for poor results, without passing any of it on. They are shocked to learn that the hotel wasn’t making a profit as no-one had ever told them otherwise.

There is a high turnover of staff and when you enquire why, you are told it is because the good staff are being recruited by any of the 35 neighbouring 3* hotels in the area as you currently pay the least. Staff also give examples of inconsistent punishment for staff being late, sick or rude to customers across departments as well as inconsistent policies on days off and holidays. 

Write down at least 5 actions:
Reasons why and what you hope to achieve:
MENU STYLE
Currently the restaurant operates a carvery style service for lunch and dinner on an all you can eat basis. The chefs traditionally cook three roasts (out of a choice of pork, beef, turkey, chicken, lamb or gammon) and one fish (baked cod, baked turbot or skewered tiger prawns) with a selection of vegetables.

At the end of service the left-overs are thrown away as per hygiene regulations. Sometimes lunch can be as few as 5 customers and yet the chefs still offer the same menu creating masses of wastage. Breakfast is also “all you can eat buffet” with a traditional English breakfast selection as well as continental and so portion control is impossible.

Write down at least 5 actions: (if you are changing the menu give an example of each course)

Reasons why and what you hope to achieve:
SALES
Currently the reservations team have no training or knowledge of sales techniques. In a very competitive region they are allowing enquiries to slip through the net by sending out brochures up to a week later with no attempt at following up.

There is no incentive to sell a room, no mention of facilities, no up-selling, no skills to do it and no knowledge how to even if they did want to. Unfortunately this is widespread as even the Head Receptionist doesn’t sell well, nor the Deputy Manager.

Write down at least 5 actions:
Reasons why and what you hope to achieve-

 CUSTOMER CARE
The Front of House staff seem to lack discipline and have inconsistent uniform and poor customer care. The customer survey scores are:

Welcome:

1/5



Efficiency:

4/5

Customer Care: 
2/5



Food Service:  
4/5

They seem to be very fast but with little attention to detail or social interaction. This is fine for busy periods but guests often complain about feeling rushed through meals and check in and that the hotel is unfriendly compared to other hotels. This may be due to the previous manager setting maximum times for check in and food service.

Write down at least 5 actions:
Reasons why and what you hope to achieve:
EVENT
You have decided to run an event to bring in more customers and raise the profile of the hotel. It is important to consider what type of event you think would be profitable and would also suit the business (concert, food event, wedding fair, charity etc). 
Write down at least 5 actions:
Reasons why and what you hope to achieve-

UTILITIES
Currently the hotel has no consideration for its utilities expenses; often customers leave lights on when they are not in their rooms, the pools are heated all year round even when guest occupancy is low and housekeeping are often having to wash heavy loads of items  after only one use (towels and bedding etc) by the same guest.
Other issues also arise from water being left to run and there being no recycling plan for the hotel (nothing for plastics or food wastage)
Write down at least 5 actions:
Reasons why and what you hope to achieve:
PERSONAL DEVELOPMENT
The hotel has no policy or strategy for improving performance within the hotel and basically just fires anyone who doesn’t perform. This has led to a couple of tribunals and a feeling of fear within the hotel. As there is no induction there have been times that good staff were lost because they were thrown into their new jobs without any help or guidance to either “sink or swim”.

Also Heads of departments and long standing members of staff are simply left to carry on as always, even if they are not performing well. This has led to a “that’ll do” atmosphere in some cases.

Write down at least 5 actions:
Reasons why and what you hope to achieve-

MARKETING 

The hotel currently spends £36k a year on advertising which is 3% of turnover and around the industry average level. 
They spend most of it on a radio campaign that runs all year round that always used to bring in lots of business, however, on your day in the office you asked for the source of bookings to be analysed. You were given a graph that shows how the £36k is spent (in blue) which is being compared to how customers said they heard about the hotel (organge). You notice that the marketing plan may need to be redesign based on the following results:
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Write down at least 5 actions:
Reasons why and what you hope to achieve:
STUDENT COPY
INSTALLING A NEW COMPUTER SYSTEM
“If you want to replace the hotel reservations system there are currently three types on the market Folio £500/mth, Micros £1,000/mth and Hotel Perfect £1,500/mth” 

1) Folio – The most common system but a little basic and doesn’t hold much information about the customer. Its also a little awkward to use and crashes occasionally and has no mail shot facility.

2) Micros – Popular as it links well with other departments and is often used in large hotels. Again it doesn’t hold a huge amount of information and is difficult to set up a mail merge.

3) Hotel Perfect – Expensive but the rolls Royce of systems. You can tell everything about a customers history from newspaper to wake up call time at the click of a button. Very simple to use and has a chase system where provisional bookings are auto cancelled after a certain period of time

You need to inform you activity leader which number you have selected.
STUDENT COPY
TRAINING STAFF
“If you want to train your staff there are three options available, in-house training £10,000, college training £20,000 or specialist training from an outside company £30,000” 

1) In-house – The quickest and easiest option but relies heavily on your own expertise and can be narrow focused. Staff will need to be covered while being trained as well as using up your own time but it is obviously cheapest option.

2) College – Use a local college to train your staff on a day release basis. The costs are the course fees and a days pay but the lecturers tend to have worked at many different restaurants and bring a lot of experience to the lessons. 

3) Specialist Training – Expensive but brings qualified and experienced trainers to the hotel for advanced techniques, menu design etc.

You need to inform you activity leader which number you have selected.
STUDENT COPY
REMOVING THE DEPUTY MANAGER OPTIONS
“If you want to remove the DM you can either sack him on the spot, put him through the disciplinary process with written warnings etc or you can offer to pay him off, or you can make his life difficult by giving him weekend shifts and refusing his requests for time off. Your options are therefore:

1) Sack him immediately

2) Put him through the disciplinary process until he can be dismissed 

3) Paying him 2 months salary, with a good reference if he leaves now

4) Make his life difficult through shift changes, refusing holidays and requests for days off”

STUDENT COPY
NEW DEPUTY MANAGER

“You have interviewed 8 candidates for the job and narrowed it down to the following 3. You have asked for their salary expectations and all three want more than the last Deputy”;
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LECTURER COPY
REMOVING THE DEPUTY MANAGER OPTIONS
Script: “If you want to remove the Deputy Manager you can either sack him on the spot, put him through the disciplinary process with written warnings etc or you can offer to pay him off, or you can make his life difficult by giving him weekend shifts every week and refusing his requests for time off. Your options are therefore:

1) Sack him on the spot – If the student selects this option show the this message

Email : From owner of the hotel

Today I have received a letter from James solicitor advising me that he will be suing me for wrongful dismissal on the grounds of not following correct procedures. From the case notes and having spoken to James it is clear that he is in fact correct and that you sacked him without warning or due process.

I have therefore settled the case as I don’t believe it is possible to win it at tribunal and have sent James £5,000 in compensation. This will be deducting from your hotel result profit and can I suggest you use a different technique in removing staff for the future.

2) Disciplinary procedure – Pride gets the better of him and the minute you invite him to a disciplinary meeting he hands in his notice. You must now select a new Deputy Manager.

3) Paying him off - He will accept no less than £2,500 no matter how much you haggle, you must now select a new Deputy.

4) Making life difficult – He is staying put out of sheer stubbornness, you must wait until next turn to try again.

If the student selects 1, 2 or 3 then please enter 1, 2 or 3 into the replacing head box in the correct turn. If the student picks 4, they must wait until next turn to act again. If they have got rid of the head then proceed to “Selecting the new Head”

Option 1: Rodney, Aged 28 


Currently Assistant Manager





Rodney is currently working at a 4 star hotel, and looking for the next step up. He was a little nervous at interview and might struggle managing a team but is very operationally competent and has high standards, is pleasant and intelligent. His salary will cost an extra £200 / month.











Option 2: Terry, Aged 46 


Currently General Manager 





Terry is currently working at a larger 3 star hotel, but is moving to the area and wants a job locally. He is very experienced, capable and has been in hotels for 25 years and done well in each. His salary will cost an extra £600/month








An extra £600/month











Option 3: Jasmine, Aged 39 


Currently Head Receptionist 





Jasmine is currently working at a large 5 star hotel and is  bright and very well spoken with a  a strong personality. She is pleasant to speak to but very direct and strict. She  wants to move into management as she has always thought she could do better than her managers to date. Her salary will cost an extra £400/month





An extra £400/month
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