Introduction to Hospitality Management

LECTURE 1

THE SCOPE AND NATURE OF THE HOSPITALITY INDUSTRY
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Definition of terms
Hospitality refers to the act of hosting guests and catering to their needs. It involves a process where the guests are received in a premise for food, drink, accommodation and entertainment. The term also refers to the interaction between a guest and their host. The interaction is characterized by kindness and friendliness to ensure comfort and satisfaction.

Herein, the Hospitality Industry alludes to the premises that offer the products and services required to meet the needs and wants of the residents while away from home. It is therefore a broad field primarily classified as part of the service industry. Today, the hospitality sector is expected to grow at a rapid pace of 8.5%, largely contributing to the global economy. 

The relationship between the hospitality and tourism industry is often debated. When the tourism industry is viewed as a sector that facilitates travel by availing the necessary infrastructure; then, it may be argued that the hospitality industry is part of the greater tourism industry. Tourism relates to the traveling efforts exerted by people outside of their homes for a particular reason and for a period not exceeding one year at a time. It is during this movement when people utilize various hospitality products and services based on their needs.

Reasons why people travel could be based on:
· Recreation or leisure 
· Religion 
· Health
· Adventure
· Culture
· Business

Scope of the hospitality industry
The hospitality industry includes four main categories under which various hospitality businesses have similar features. These include: Travel and Tourism, Lodging, Food and Beverage and Recreation & Entertainment as illustrated below.


	· Cruises
· Airlines
· Rails
	· Hotels
· Motels
· Serviced apartments
· Resorts
	· Restaurants
· Bars
· Cafes
· Banquets/ catering
	· Casinos
· Attractions
· Parks
· Theatres
· Cinemas




1. Travel and Tourism
Travel services perform a planning and organizing role for travellers intending to explore new destinations. These functions involve the engagement of the tourist by planning their trip from the moment they depart their home country ensuring a smooth experience to the moment they arrive back. This may involve planning the itinerary, advising on the best options, organizing accommodation, transfers, recreational activities etc.
The initiative to move around in order to explore a variety of places either domestic or international based on the availability of time, money and appropriate infrastructure for personal reasons is the fundamental attribute of travel and tourism. Tourism intertwines with the hospitality industry as the need to be fed, accommodated or entertained; by the travellers, is met. 
It is important to note that for one to be considered a tourist; their movement must include a destination that requires actual movement to, a period of stay not exceeding a year at a time, an unusual activity as well as a specific reason to be there other than immigration for purposes of settlement. The dynamic tourism sector presents a host of career opportunities not limited to: Tour guide, Tour escort, Travel agent, Cabin crew and Sales.

2. Lodging
Also alluding to accommodation, lodging facilities provide numerous alternatives in the products offered to ensure that different guests and guest needs are catered to during their stay away from home. The combination of accommodation and food and beverages is often alluded to as then hospitality industry. Hotels are the most common form of accommodation known today despite that the lodging or accommodation sector spreads across miscellaneous options for all sorts of budgets and differing in concept and design. Various career options in this category include: Receptionist, Customer service, Reservations, Concierge, Room attendant, Rooms division manager, Maintenance, Security, Bellman, Cashier etc.


3. Food and Beverage 
The food service sector produces and serves a variety of dishes and drink to the guests in diverse styles of service aimed at impressing them and ensuring that they are fed and entertained (for example flambé). This style entails that guests sit in proximity to the chef preparing their dish at a designated section of the restaurant; the chef adds some alcohol to the dish and exposes it to a flame producing a much bigger flame which then dies out once the alcohol is consumed. Today, food service businesses have the luxury to allow their guests to watch the preparation of their meals, done using artistic techniques as they choose whether or not to participate in the same.
Food and beverage entities vary in size, price range and the dining experience and offer products and services that range from cheap and simplistic options to sophisticated and expensive alternatives. The establishments are categorized into commercial or non-commercial. Food and beverage providers catering to institutions such as hospitals, and schools are non-commercial in nature, given that they have a complementary role to a greater cause. Additionally, they are often operated under an agreement with the host organization. Various career options in this category include: Host/ Hostess, Waiter/ Waitress, Cashier, Busser, Commis, Bartender, Sommelier, Mixologists etc. 

4. Recreation and Entertainment
Although recreational and entertainment activities are primarily based on individual interest, they are pursued for purposes of attaining rest, pleasure/ amusement or leisure. Recreational commerce hinges on entertainment, sports or attraction. Activities that engage people in their spare time, aimed at causing some amusement during local or international tours are considered as recreation. These may include hiking, surfing, competitive sports, fishing etc. These may be grouped into: outdoor recreation, adventure tourism or nature-based tourism.
The realm of entertainment is comprised of a myriad of activities that appeal to different groups of people. Festivals and events such as the Oktoberfest in Munich each year, the World Cup, Olympics, cultural festivals and weddings among others, attract different crowds that independently choose what to partake in. Various career options in this category include: Sales, Customer service, Animations etc.

Events – they are dynamic and are considered as part of the hospitality industry. Segmented as meetings, incentives, conferences and exhibitions (MICE), they cater to all sizes of groups with differentiated needs. Attendees often utilize different combinations of accommodation, travel and tourism and lodging depending on the proximity of the venue from their homes. Given availability of time, some may also choose to participate in recreational activities cutting across the broad classification the hospitality product. 

Hospitality products and services may be bundled together to collectively be referred to as ‘hospitality products’. However, it is these products and services that give the industry it unique characteristics that vastly differentiate it from other businesses similarly part of the service industry. 
Products - Guest rooms, food, drinks, banqueting facilities etc
Services – Service style, butler, room service, valet, transport etc

Difference between hospitality products and services
	Products
	Services

	· Tangible
· Ownership
· Life cycle

· Can easily be measured
· Homogenous
	· Intangible
· Instantly consumed
· Simultaneous in production and consumption 
· Subjectively evaluated
· Heterogeneous



A service is a performance oriented action that an individual as an employee or proprietor offers their client. They are intangible in nature and may or may not be related to a tangible product. Services are difficult to measure as the interpretation of whether a particular service was outstanding is often based on the perception of how one felt or on the overall experience. The supervision of employees applies a similar subjective approach where a supervisor or manager will observe any work in progress in order to determine whether or not the service delivery meets the preconceived standards. This nature of services necessitates the wide use of standard operating procedures (SOPs), in an attempt to standardize the outcome of various processes. Nonetheless, it is the judgement of the end product that employs subjectivity. 

Nature of the Hospitality Industry
The hospitality industry is majorly service-centered as the delivery of the product depends on constant interactions between the host and the guest. This gives the industry its unique nature or characteristic as: 

Intangibility
Services are abstract or non-physical in nature; hence the prescription of a guest to a service entails them to purchase the experience without prior inspection. For example, a guest may only walk into a restaurant and pay for the service regardless of their experience. Unless such a facility offers samples, it is difficult to determine the quality of their services before the initial encounter. This presents an element of risk as the recount of other customers’ experience does not guarantee a similar experience in the future. Customers should clearly express their expectations or requirements and ask as many questions as possible to ensure that they only commit to businesses that match their needs to enhance the probability of satisfaction. Similarly, hospitality businesses should provide information that aims to accurately depict the real attributes of their operations to avoid customer dissatisfaction.
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Inseparability
Services are produced in the presence of the consumer. The producer of a particular service cannot be separated from the service they produce. This means that a guest has to be physically present to enjoy a hospitality service as their presence is graced by a service producer. To ensure an enhanced overall experience, management should hire competent staff, be consistent in their development through training and be organized to ascertain that the systems in place are compatible with their type of guest. Frontline personnel should also be trained well enough to diffuse situations where guests are the cause of an unpleasant experience. 

Heterogeneity
Whilst systems and procedures ensure consistency in service quality, every experience will vary from the previous one due to individual factors. Human traits like attitude, behavior and emotions influence the outcome of the interaction. Hinged on the inseparability nature of services, each guest interaction will differ from the last hard to standardize service outcomes. For example, the same guest served by the same waiter from yesterday could have experienced excellent service prompting them to return to the same premise for the same service only to be devastated. Employees are often trained to deliver exceptional service regardless of what mood they are in, to manage the informed guest by minimizing the effect of the heterogeneous nature of services.  

Perishability
Services are short-lived and are only produced when demanded. It is impossible to own them or store them since their consumption occurs immediately they are produced. A vacant guest room or an empty seat at the restaurant that goes unsold is a lost opportunity for the business, herein raising the opportunity cost. Therefore, a hotel room that fails to be occupied today is considered as having perished. Sales strategies based on promotions and advertisements for instance announcing reduced room rates, selling two burgers at the price of one or a free appetizer; for a limited period of time could be used to control for this particularly during off peak seasons.

Interdependency
The flow in decision making is such that one decision raises the need for a separate decision up until guest needs are fulfilled. Case in point, a guest may decide on a specific hotel to stay at and then they will be required to decide on the type of room, then later the food they eat and maybe what leisure activities to partake in. To harness potential, service staff should be trained to make appropriate recommendations to increase demand for products that may not have been considered by the guest in the first place. Departments should also collaborate in an effort to deliver the best possible experience.

Seasonality
The demand for the hospitality service ranges in seasons as the time of year or be situational. In this case, the variability may either be high or low. For example, the wildebeest migration into Kenya at the Maasai Mara around May to August each year presents a unique spectacle that inspires inbound tourism, therefore making that time a peak season for the country.  Another form of variability is the time of service, clustered into peak and off peak hours. This indicates the time in which the demand for a particular service is high or low. This information advices on the cost and quality of the said services as low demand is often accompanied by low prices as an encouragement to purchase. Businesses should assess the demand patterns based on their locations and employ strategies to be used particularly during the low seasons.


Quiz
1. What do you understand by the term “Hospitality”?
2. Outline the scope of the hospitality industry.
3. Describe the difference between the hospitality and tourism industry.
4. Discuss your opinion on what makes the hospitality business unique.
5. State the difference between hospitality products and services.
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