Introduction to Hospitality Management

LECTURE 7

OPERATIONAL AND FUNCTIONAL DEPARTMENTS
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Operational versus Functional Departments
Hotel departments can largely be categorized into two: operational or Functional. Operational departments include housekeeping, food and beverage, kitchen and front office. These departments are considered operational because the hotel employees come into direct contact with the guests. 
Pleasant guest experiences depend on the quality of service delivery resulting from the interaction between guests and the activities in these departments. For instance, when a guest arrives at a hotel being tired and hungry only to be quickly checked in and directed to their room or the restaurant, it positively adds to their experience as opposed to a slow check in process. The employees that serve guests are considered as front line employees.
On the other hand, functional departments are often located at the back office. Their contribution indirectly affects the guest. For example, the human resource department subjects the service staff to training, enhancing their service delivery to the guest. Functional departments include: marketing, human resource, control and purchasing.




General Manager
Besides heading all the hotel departments, the general manger plays a crucial role in leading teams to the achievement of overall goals. Specific tasks include:
· Realizes the owner’s vision
· Provides strategic direction
· Establishes overall goals
· Mediates departmental conflicts
· Maintains the hotel’s public relations
· Managing various budgets
· Maintaining records
· Approving major projects such as renovation
· Maintaining compliance
· Addressing vital customer issues
· Lead and direct departmental managers

Departmental Managers
Departmental heads are tasked with roles and responsibilities that can be summarized into:
· Controlling departmental budgets
· Overseeing daily departmental operations
· Addressing challenges
· Assessing the department’s performance
· Selection and training of staff
· Appraisal of staff
· Availing staff requirements such as equipment and protective gear
· Ensuring employee welfare
· Perform or recommend disciplinary action
· Addressing guest complaints or inquiries
· Scheduling work
· Liaising with appropriate departments

OPERATIONAL HOTEL DEPARTMENTS
Housekeeping Department
Housekeeping is tasked with the maintenance and provision of sanitary guest facilities. This entails that rooms, common areas as the lobbies, and public areas are cleaned to ensure safety and comfort. Responsibilities of the housekeeping department include:
· Maintain high standards of cleanliness 
· Provide reliable service
· Address any guest inquiries
· Inform the general manager of any urgent matters
· Report and forward lost and found items to the front office department
· Collaborate with the purchasing department for cleaning supplies
· Request for renovation if need be
· Coordinate with the maintenance department for repairs
· Provide and clean staff uniforms
· Cater to guest and hotel laundry
· Maintain proper records

Food and Beverage Department
All prepared dishes require to be served to guests. The food and beverage service department ensures that:
· Orders match the items served
· Timely and professional service delivery
· Clean, set and clear tables
· Process payments in a cash system
· Respond to guest queries or issues
· Upsell the establishment’s products
· Replenish drinks
· Forward requisitions for supplies
· Observe hygiene
Kitchen 
Food production department is responsible for the preparation and presentation of menu items in a hygienic and creative way. Main responsibilities of the kitchen can be highlighted as:
· Prepare adequate food 
· Observe high levels of personal, food and kitchen hygiene
· Ensure renewal of certification on health
· Ensure pest control
· Present a variety of creatively prepared dishes
· Make menu adjustments
· Supervise food quality when receiving
· Facilitate employee training
· Accommodate unique dietary guest requirements
· Comply with health, safety and sanitation standards
· Observe ideal food handling procedures
· Collaborate with the purchasing department for requisitions
· Managing food cost

Front Office Department
Modern day operations group reservations, front office and housekeeping departments under the rooms division. Initial and final guest contact is experienced at the front desk where critical guest services are relayed. The front office department functions to:
· Provide guest related information to relevant departments e.g. hotel occupancy to the kitchen for meal planning
· Receive and check out hotel guests
· Provide important hotel information
· Maintain records
· Facilitate reservations
· Assign rooms and track status 
 
FUNCTIONAL HOTEL DEPARTMENTS
Marketing Department 
Marketing ensures that the popularity of an establishment is enhanced to cause an increment in sales of the hotel products. Hotels generate their income through the sale of food, beverage products, hotel rooms or services like laundry, massage and spa treatments etc. the department has a duty to:
· Fix product prices
· Implement promotional strategies
· Increase product awareness
· Coordinate with other departments 
· Conduct market research
· Establish customer relationships
· Identify new markets or opportunities
· Achieve the hotel business strategy

Human Resource Department
Human capital is viewed as the most important asset of an organization; therefore, the human resource department oversees elements of employment such as job engineering, collective bargaining and other standards of employment in:
· Employee recruitment and selection
· Staff training and development
· Enforcing reward and compensation strategies
· Taking disciplinary action
· Ensuring compliance with employee related legislation
· Maintaining employee records
· Administering employee benefits
· Managing staff issues


Control Department 
Accounting tasks ensure that the organization maintains its profitability by accounting control actions. Financial transactions and statements are recorded, prepared and interpreted to provide information necessary to employ control strategies. Specific functions of the control department include:
· Control food and beverage cost
· Coordinate stock taking
· Manage distribution of inventory
· Review selling prices
· Prepare reports
· Maintain records
· Manage budgets
· Supervise point of sale systems

Purchasing Department
Production of food and sale of manufactured beverages begins with the acquisition of raw materials by the purchasing department. Food is purchased in accordance with outlined specifications and stored appropriately. Main functions of this department include:
· Purchase the right quantity and quality of raw material
· Source and select suppliers that best suit the organization
· Maintain purchasing, storage and issuing records
· Receive delivered goods by confirming their integrity as per the specifications
· Store received goods appropriately
· Ensure maintenance of receiving and storage equipment
· Observe sanitation in the receiving and storage facilities
· Coordinate with accounts department to ensure accurate payment of suppliers
· Coordinate with other hotel departments to obtain their purchasing requirements


Quiz
1. List the functions of each major department of a fully serviced hotel.
2. Differentiate between functional and operational hotel departments. 
3. Explain the role of a general manager in a hotel set up.
4. Explain the difference between the function of the food and beverage department and the kitchen. 
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