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Suggested Series outline

Part 1: Historical Development of Hospitality
o Origins of hospitality in ancient societies
o Growth of inns, taverns, and early catering services
Part 2: Evolution of Hotels and Catering
o Transition from informal lodging to formal hotel establishments
o Emergence of catering as a professional service
Part 3: Hospitality as a Global Industry
o / Expansion of hospitality across continents
o | Hospitality as a driver of tourism and international exchange
Part 4: Contemporary Trends in Hospitality
o . Modern innovations in hotel and catering services
o Sustainability and technology in hospitality

Introduction

Hospitality is one of the oldest human practices, rooted in the simple yet profound act of
welcoming strangers with food, shelter, and care. Over time, this tradition has grown into a
structured industry that supports travel, trade, and cultural exchange. By exploring the
foundations of hospitality, you will discover how it evolved from ancient customs into a global
sector that continues to shape economies and societies today.

-
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The aim of this Series is to equip you with the ability to define the historical development of
hospitality, explain the evolution of hotels and catering, analyse its global growth, and evaluate
contemporary trends that influence the industry today.

We shall commence this Series by examining the historical development of hospitality, focusing
on its origins in ancient societies and the growth of inns and catering services. Next, we will
explore the evolution of hotels and catering as professional services. Following that, we will
analyse hospitality as a global industry, considering its expansion across continents and its role
in tourism and international exchange. Finally, we will conclude by evaluating contemporary
trends in hospitality, including modern innovations, sustainability, and the impact of technology.

Series Learning Qutcomes
Upon completing this Series, you should be able to:

e SLO 1.1 define the historical development of hospitality from its earliest origins,

e SLO 1.2 explain the evolution of hotels and catering as professional services,

e SLO 1.3 analyse the growth of hospitality as a global industry and its wider implications,
and

e SLO 1.4 evaluate contemporary trends in hespitality, including sustainability and
technological innovation.

Thank you for carefully specifying the formatting and content requirements. I confirm
compliance with your rules before proceeding:

e Main Part heading will be formatted as Heading 2, numbered according to the Series
(e.g., 1.1 Historical Development of Hospitality).

e Sub-Parts will be formatted as Heading 3, numbered in three-part series (e.g., 1.1.1
Origins of hospitality in ancient societies).

o Lower divisions will be formatted as Heading 5, unnumbered, in sentence case.

| Content will be professional, supportive, and conversational, using British English
consistently and avoiding em-dashes.

o Key terms will be highlighted in bold at first mention and defined immediately.

o In-text fill-in-the-blank questions will be inserted selectively.

o lllustration placeholders will be strategically placed with all required elements (type,
description, caption, Al prompt suggestion, and search string).

-
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1.1 Historical Development of Hospitality

1.1.1 Origins of hospitality in ancient societies

Hospitality, derived from the Latin word hospes, meaning host or guest, refers to the practice of
welcoming and caring for strangers by offering food, shelter, and protection. In ancient Greece,
hospitality was considered sacred, embodied in the concept of xenia, which emphasised the
moral and religious duty of hosts to care for guests. Similarly, in Rome, hospitality was closely
tied to social customs and the responsibilities of householders.

Hospitality in ancient Greece was often referred to as , which highlighted the sacred bond
between host and guest.
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ANCIENT GREEK HOSPITALITY: XENIA
The household welcomes the traveller. [@EuE

Short description: Illustration of a Greek household welcoming a traveller. Caption: Figure 1.1 A
depiction of ancient Greek hospitality practices.

1.1.2 Growth of inns, taverns, and early catering services

A trade routes expanded, the need for organised lodging and food services increased. Inns were
establishments that provided lodging and meals for travellers, while taverns offered food and
drink, often serving as social centres for communities. Over time, catering emerged as a
professional service, preparing food for banquets, feasts, and royal gatherings. These
developments marked the transition from informal hospitality to structured services that
supported commerce and travel.
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Early catering services were often associated with , where food was prepared for large
gatherings and celebrations.

) L Travellers arriving at “The Pilgrim’s Rest’. —I =
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Short description: Image of a medieval inn with travellers arriving. Caption: Plate 1.1 A
medieval inn serving merchants and travellers.

Pilot questions 1.1

1. Which ancient civilisation emphasised hospitality through the concept of xenia?

What doesthe Latin word hospes mean?

What type of establishments provided lodging and refreshment for travellers along trade
routes?

4. Catering services in early societies were primarily linked to which type of events?

True or False: Hospitality in ancient times was purely a commercial activity.
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1.2 Evelution of Hotels and Catering

1.2.1 Transition from informal lodging to formal hotel establishments

In earlier centuries, lodging was often provided informally by households or religious
institutions. Over time, this evolved into hotels, which are formal establishments offering
accommodation, meals, and other services to paying guests. The growth of urban centres and
increased travel created demand for more organised lodging facilities. Hotels became symbols of
modernity, offering structured services and professional management.
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Hotels gradually replaced informal lodging by providing , which ensured consistency and
reliability for travellers.
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Diagram showing the transition from informal lodging to formal hotels. Caption: Figure 1.2
Transition from informal lodging to formal hotel establishments.

1.2.2 Emergence of catering as a professional service

Alongside hotels, catering developed into a specialised service. Catering refers to the
professional preparation and service of food for events, gatherings, and institutions. Initially,
catering was associated with royal banquets and religious ceremonies, but it expanded to serve
weddings, conferences, and corporate functions. Catering professionals introduced standards of
quality, efficiency, and creativity, making food service a recognised industry.

Catering became a professional service when it moved beyond informal household cooking to
, where food was prepared and served for organised events.
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PROFESSIONAL CATERlNG BANQUET SERVICE STANDARDS

Image of a banquet hall with catering staff serving guests. Caption: Plate 1.2 Professional
catering service at a banquet.

Pilot questions 1.2

What distinguishes hotels from informal lodging arrangements?
Why did the growth of urban centres contribute to the rise of hotels?
Define catering in the context of hospitality.

What types of events were initially associated with catering services?
True or False: Catering onlydeveloped in the modern era.

M

1.3 Hospitality as a Global Industry

1.3.1 Expansion of hospitality across continents

Hospitality gradually moved beyond local and regional boundaries to become a global industry,
meaning an organised sector that operates across nations and cultures. The rise of international
trade, colonial expansion, and later globalisation created opportunities for hotels and catering
services to spread worldwide. Hotels began to appear in major cities across Europe, Asia, Africa,
and the Americas, serving travellers, merchants, and diplomats.

The globalisation of hospitality was driven by , which increased the movement of people
and goods across borders.
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Short description: Map showing the spread of hotels across continents. Caption: Figure 1.3
Expansion of hospitality across continents

1.3.2 Hospitality as a driver of tourism and international exchange

The hospitality industry became closely linked with tourism, defined as the activity of travelling
for leisure, business, or cultural purposes. Hotels and catering services provided the
infrastructure necessary for tourism to flourish, offering accommodation, food, and recreational
facilities. Hospitality also facilitated international exchange, allowing people from different
cultures to interact, shate experiences, and build relationships.

Tourism and hospitality are interdependent, as one cannot thrive without the other. Hotels
provide the foundation for tourism by ensuring travellers have reliable accommodation and

services.

Hospitality supports tourism by providing , which ensures travellers can enjoy their
journeys with comfort and convenience.
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Image of a modern hotel resort serving international tourists. Caption: Plate 1.3 Hospitality as a
driver of tourism and international exchange.

Pilot questions 1.3

What factors contributed to the expansion of hospitality across continents?

Define tourism in the context of hospitality.

How does hospitality support international exchange?

Why are hotels considered essential to the growth of tourism?

True or False: Hospitality and tourism are independent industries with little connection.

MRS

1.4 Contemporary Trends in Hospitality

1.4.1 Modern innovations in hotel and catering services

The hospitality industry has embraced numerous innovations in recent decades. Technology has
transformed hotel operations, from online booking systems to digital check-ins and smart room
controls. Catering services have also adopted modern equipment and techniques, enabling faster
preparation and more diverse menus. These innovations improve efficiency, enhance customer
satisfaction, and create competitive advantages for businesses.

Hotels today often use systems to allow guests to book rooms conveniently from
anywhere in the world.

-
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HOTEL TECHNOLOGY INNOVATIONS:
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Diagram showing modern hotel innovations such as online booking and smart room controls.
Caption: Figure 1.4 Modern innovations in hotel and catering services.

1.4.2 Sustainability and technology in hospitality

Another major trend is sustainability, defined as practices that minimise environmental impact
while meeting present needs. Hotels and catering services increasingly adopt eco-friendly
measures such as energy-efficient lighting, waste reduction, and sourcing local ingredients.
Technology supports these efforts by enabling monitoring systems and data-driven decision-
making. Together; sustainability and technology shape the future of hospitality, ensuring it
remains relevant and responsible:

Sustainability/in hospitality often involves , which reduces environmental impact and
supports local communities.
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SUSTAINABLE PRACTICES IN THE HOSPITALITY INDUSTRY:
@2ER. A STRATEGIC FRAMEWORK
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I *This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project)* ]

Box 1.1 Examples of sustainable practices in hospitality Short description: Table-style box
listing eco-friendly practices in hotels and catering.

Pilot questions 1.4

What role does technologyplay in modern hotel operations?

Define sustainability in the context of hospitality.

Give one example of an eco-friendly practice adopted by hotels.

How has catering benefited from modern innovations?

True or False: Sustainability and technology are unrelated trends in hospitality.

MRS

Series Summary

This Series has introduced you to the foundations of hospitality, showing how the practice of
welcoming and caring for guests evolved into a structured global industry. We began by tracing
the historical development of hospitality, from its origins in ancient societies to the growth of
inns, taverns, and catering services. Then we examined the evolution of hotels and catering as
professional services, highlighting their role in shaping modern hospitality. Following that, we
analysed hospitality as a global industry, considering its expansion across continents and its
contribution to tourism and international exchange. Finally, we explored contemporary trends,
focusing on innovations, sustainability, and the impact of technology.

By engaging with these topics, you should now be able to define the historical development of
hospitality, explain the evolution of hotels and catering, analyse the growth of hospitality as a
global industry, and evaluate contemporary trends influencing the sector. These abilities directly

-
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reflect the Series Learning Outcomes (SLOs) and provide you with a strong foundation for
understanding the wider role of hospitality in catering and hotel business management.

Glossary of Terms

e Banquet: A large, formal meal often held for celebrations or ceremonies, usually
involving many guests.

o Catering: The professional preparation and service of food for events, gatherings, and
institutions.

e Eco-friendly: Environmentally responsible actions that reduce harm to nature, often used
in sustainable hospitality practices.

e Global industry: An organised sector that operates across nations and cultures, such as
hospitality expanding worldwide.

o Hospitality: The practice of welcoming and caring for guests with food, shelter, and
protection.

o Hospes: A Latin term meaning host or guest, ffrom which the word hospitality is derived.

o Hotel: A formal establishment offering accommodation, meals, and other services to
paying guests.

o International exchange: The interaction and sharing of experiences between people
from different cultures, often facilitated by hospitality.

e Smart room controls: Digital systems that allow guests to manage room features such as
lighting and temperature.

o Sustainability: Practices that minimise environmental impact while meeting present
needs, ensuring long-term responsibility in hospitality.

e Tourism: The activity of travelling for leisure, business, or cultural purposes, supported
by hospitality services.

o Tavern: An establishment offering food and drink, often serving as a social centre for
communities.

e Xenia: A Greek concept describing the sacred bond between host and guest, emphasising
hospitality as a moral duty.

Concept Check Questions 1
Objective questions

1./ Define the Latin term /&ospes and explain its relevance to hospitality. (Linked to SLO 1.1)
Which ancient civilisation emphasised hospitality through the concept of xenia? (Linked
to SLO 1.1)

3. True or False: Catering only developed in the modern era. (Linked to SLO 1.2)

4. Identify one factor that contributed to the expansion of hospitality across continents.
(Linked to SLO 1.3)

-
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5. Which modern innovation allows guests to manage room features such as lighting and
temperature? (Linked to SLO 1.4)

Short-answer questions

6. Explain how inns and taverns supported travellers along trade routes. (Linked to SLO
1.1)

7. Describe one way in which catering became a professional service. (Linked to SLO 1.2)

8. Analyse how hospitality supports tourism as a global industry. (Linked to SO 1.3)

9. Give one example of a sustainable practice adopted in hotels today. (Linked to SLO 1.4)

Long-answer questions

10. Discuss the historical development of hospitality, tracing its origins from ancient
societies to the growth of inns and catering services. (Linked to SLO 1:1)

11. Evaluate the role of hotels and catering in shaping modern hospitality, highlighting their
contributions to professionalisation. (Linked to SLO 1.2)

12. Analyse the impact of hospitality as a global industry, focusing on its relationship with
tourism and international exchange. (Linked to SLO 1.3)

13. Assess contemporary trends in hospitality,€onsidering both technological innovations
and sustainability practices. (Linked to SLO 1.4)

Answers to Concept Check Questions [Series 1]
Objective questions

Hospes means host or guest, and it is the root of the word hospitality.

Ancient Greece.

False. Catering existed in earlier societies, linked to banquets and ceremonies.
International trade and globalisation.

Smart room controls.

Nk W=

Short-answer questions

6. Inns and taverns provided lodging, food, and refreshment, supporting travellers along
trade routes.

7. Catering became professional when it moved beyond household cooking to organised
services for events.

8. Hospitality supports tourism by providing accommodation, food, and services that enable
travel experiences.

9.. Examples include energy-efficient lighting, waste reduction, and sourcing local
ingredients.

Long-answer questions

-
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10. Basic response: Hospitality began as a cultural and religious duty in ancient societies,
such as xenia in Greece, and evolved into structured services like inns and catering.
Value-added response: Outstanding learners may connect this development to broader
social changes, such as the rise of trade routes and the need for organised lodging,
showing how hospitality supported economic growth.

11. Basic response: Hotels formalised lodging, while catering professionalised food service,
both contributing to modern hospitality. Value-added response: Outstanding learners
may evaluate how these services introduced standards of quality, efficiency, and
management, shaping hospitality into a recognised industry.

12. Basic response: Hospitality expanded globally, supporting tourism and international
exchange. Value-added response: Outstanding learners may analyse how hospitality
fosters cultural interaction, strengthens economies, and promotes international
cooperation.

13. Basic response: Contemporary trends include technological innovations such as online
booking and sustainability practices like eco-friendly operations. Value-added response:
Outstanding learners may assess how these trends balance efficiency with responsibility,
ensuring hospitality adapts to global challenges such as climate change and digital
transformation.

Answers to Pilot Questions [Series 1]
Part 1.1 Historical Development of Hospitality

Ancient Greece emphasised hospitality through the concept of xenia.

The Latin‘'word /espes means host or guest.

Inns and taverns provided lodging and refreshment for travellers along trade routes.
Catering services in early societies were primarily linked to banquets and large
gatherings.

5. False. Hospitality in ancient times was not purely commercial; it was also cultural and
religious.

Salbadi e

Part 1.2 Evolution of Hotels and Catering

1. Hotels are distinguished from informal lodging by their structured services and
professional management.
2. The growth of urban centres created demand for organised lodging facilities, leading to

the rise of hotels.
)
D
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3. Catering is the professional preparation and service of food for events and institutions.
4. Catering services were initially associated with royal banquets and religious ceremonies.
5. False. Catering existed long before the modern era.

Part 1.3 Hospitality as a Global Industry
1. Factors such as international trade, colonial expansion, and globalisation contributed to

the expansion of hospitality across continents.
2. Tourism is the activity of travelling for leisure, business, or cultural purposes:

3. Hospitality supports international exchange by enabling cultural interaction and shared
experiences.

4. Hotels are essential to tourism because they provide reliable accommodation and
services.

5. False. Hospitality and tourism are closely connected and interdependent.
Part 1.4 Contemporary Trends in Hospitality

1. Technology plays a role in modern hotel operations through innovations such as online
booking systems and smart room controls.

2. Sustainability in hospitality refers to practices that minimise environmental impact while
meeting present needs.

3. One example of an eco-friendly practice is sourcing local ingredients or using energy-
efficient lighting.

4. Catering has benefited from modern innovations such as advanced equipment and diverse
menu options.

5. False. Sustainability and technology are closely related trends that shape the future of
hospitality.

References and Attributions [Series 1]

All references and attributions below are presented in APA style for clarity and consistency.
They include in=text concepts, illustration placeholders, and suggested open educational
resources (OERs).

Textual references

o Definition of hospitality and sospes: Derived from Latin usage in historical texts (general
reference).

e . Concept of xenia: Based on Greek cultural and religious traditions documented in
classical studies.

o Historical accounts of inns, taverns, and catering: General references from hospitality
history literature.

e Global expansion of hospitality: Referenced from studies on trade, tourism, and
globalisation.

o Contemporary trends: General references to sustainability and technological innovations
in hospitality management.
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Illustrations

Figure 1.1 A depiction of ancient Greek hospitality practices
o Suggested Al prompt: “Ancient Greek household welcoming traveller
illustration”
o Suggested OER search string: “Ancient Greek hospitality xenia OER image”
e Plate 1.1 A medieval inn serving merchants and travellers
o Suggested Al prompt: “Medieval inn with travellers arriving illustration”
o Suggested OER search string: “Medieval inn tavern hospitality OER-image”
o Figure 1.2 Transition from informal lodging to formal hotel establishments
o Suggested Al prompt: “Diagram showing evolution from informal lodging to
hotels”
o Suggested OER search string: “history of hotels lodging evolution OER diagram”
e Plate 1.2 Professional catering service at a banquet
o Suggested Al prompt: “Banquet hall catering staff serving guests-illustration”
o Suggested OER search string: “professional catering banquet OER image”
o Figure 1.3 Expansion of hospitality across continents
o Suggested Al prompt: “World map showing spread of hotels across continents”
o Suggested OER search string: “global‘hospitality industry expansion OER map”
e Plate 1.3 Hospitality as a driver of tourism and international exchange
o Suggested Al prompt: “Modern hotel resort with international tourists
illustration”
o Suggested OER search string: “hospitality tourism hotel resort OER image”
e Figure 1.4 Modern innovations.in hotel and catering services
o Suggested Al prompt: “Diagram of hotel innovations online booking smart room
controls”
o Suggested OER search string: “modern hotel technology innovations OER
diagram”
e Box 1.1 Examples of sustainable practices in hospitality
o Suggested Al prompt: “Table of sustainable practices in hospitality industry”
o Suggested OER search string: “sustainable hospitality practices OER table”
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Course Title: Catering and Hotel Business Management
Course Code: HTM402

Course Units: 2 Units

e Foundations of Hospitality

Hotels in National Development

Resources of the Hotel Industry

Agencies and Franchising

Financial and Managerial Control

Suggested Outline for Series 2: Hotels in National
Development

Part 2.1 Economic significance of hotels

o Contribution to national revenue

o Employment creation and workforce development

o Linkages with other sectors (transport, agriculture, entertainment)
Part 2.2 Social and cultural impact of hotels

o Promotion of national identity and culture

o Facilitation of international relations and diplomacy

o Hotels as centres of social interaction
Part 2.3 Hotels and tourism development

o ~Role of hotels in supporting tourism infrastructure

o | Influence on destination attractiveness

o Contribution to regional and community development
Part 2.4 Challenges and opportunities for hotels

o Economic and political constraints

o Sustainability and environmental concerns

o Opportunities for innovation and growth

-
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2 Hotels in National Development

Introduction

Hotels are more than places of rest and leisure; they are vital institutions that contribute directly
to the economic, social, and cultural fabric of a nation. In many countries, including Nigeria,
hotels have played a significant role in supporting tourism, creating employment, and fostering
international exchange. By examining their place in national development, you will-appreciate
how the hospitality industry extends beyond service provision to become a driver of growth and
modernisation.

The aim of this Series is to enable you to analyse the role of hotels in national development,
evaluate their contributions to economic and social progress, and explain how they interact with
other sectors of the economy.

We shall commence this Series by exploring the economic significance of hotels, focusing on
their contributions to revenue generation, employment, and linkages with other industries. Next,
we will examine the social and cultural impact of hotels, particularly in promoting national
identity and international relations. Following that; we will consider the role of hotels in tourism
development and infrastructure growth: Finally, we will conclude by evaluating the challenges
and opportunities that hotels face in sustaining their role in national development.

Series Learning Qutcomes
Upon completing this Series, you should be able to:

e SLO 2.1 define the economic¢ significance of hotels in national development,

e SLO 2.2 explain how hotels contribute to employment creation and revenue generation,

e SLO 23 analyse the social and cultural roles of hotels in promoting national identity and
international relations,

e SLO 2.4 evaluate the contribution of hotels to tourism growth and infrastructure
development, and

e SLO 2.5 assess the challenges and opportunities facing hotels in sustaining their role in
national development.

-
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2.1 Economic Significance of Hotels

2.1.1 Contribution to national revenue

Hotels play a vital role in generating national revenue, which refers to the income a country
earns from various sources, including taxes, services, and industries. Hotels contribute through
direct taxation, such as value-added tax (VAT) and corporate tax, as well as indirect
contributions like tourism levies and service charges. In many nations, hotels are significant
contributors to gross domestic product (GDP), making them essential to economic planning and
development.

Hotels contribute to national revenue by paying , Which is a compulsory charge imposed
by governments on businesses and individuals.

THE HOTEL INDUSTRY’S CONTRIBUTION TO NATIONAL REVENUE:
A FLOW OF TAXES & LEVIES
= € OER
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Diagram showing how hotels contribute to national revenue through taxes and levies. Caption:
Figure 2.1 Contribution of hotels to national revenue.

2.1.2 Employment creation and workforce development

Hotels are major employers, offering jobs across diverse roles such as management, catering,
housekeeping, and customer service. This contributes to employment creation, meaning the
generation of job opportunities for citizens. Hotels also support workforce development by
providing training, skill acquisition, and career progression. In countries with high
unemployment rates, hotels serve as important avenues for reducing joblessness and improving
livelihoods.

-
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Employment creation in hotels often includes , which refers to the training and skill
development of staff to improve service quality.
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Image of hotel staff working in different roles. Caption: Plate 2.1 Employment creation and
workforce development in hotels.

2.1.3 Linkages with other sectors

Hotels stimulate growth in other industries through linkages, which are connections between
sectors that create mutual benefits. For example, hotels rely on agriculture for food supplies,
transport for guest mobility, and entertainment for leisure services. These linkages strengthen the
economy by ensuring that multiple sectors benefit from hotel operations.

Hotels create linkages with other sectors such as , which provides food supplies for
catering-and restaurant services.

-
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" THE HOTEL INDUSTRY: STRATEGIC LINKAGES WITH KEY SECTORS
€ OER open Educational Resources
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ENTERTAINMENT OPERATIONS performances and %% :
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*This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project)*
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Box 2.1 Examples of hotel linkages with other sectors Short description: Table-style box listing
agriculture, transport, and entertainment as linked sectors.

Pilot questions 2.1

What is national revenue, and how do hotels contribute to it?

Define employment creation in the context of hotels.

Give two examples of workforce development activities in hotels.

Explain what is meant by linkages between hotels and other sectors.

True or False: Hotels operate independently without relying on other industries.

MRS

2.2 Social and Cultural Impact of Hotels

2.2.1 Promotion of national identity and culture

Hotels often serve as ambassadors of a nation’s identity, meaning the collective characteristics
that define a country, and culture, which refers to the traditions, values, and practices of a
people. Through architecture, décor, cuisine, and service style, hotels showcase local heritage to
both domestic and international guests. In this way, hotels preserve cultural traditions while also
presenting them in modern, accessible formats.

Hotels promote national identity by incorporating , such as traditional cuisine and décor,
into their services.

-
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Image of a hotel lobby decorated with traditional cultural motifs. Caption: Plate 2.2 Hotels
promoting national identity and culture.

2.2.2 Facilitation of international relations and diplomacy

Hotels play a role in international relations, which refers to the interactions between nations,
and diplomacy, meaning the management of international affairs through negotiation and
dialogue. Hotels host conferénces, summits, and diplomatic meetings, providing neutral spaces
for dialogue. They also accommodate foreign dignitaries and delegations, thereby supporting
national efforts inglobal cooperation.

Hotels facilitate diplomagcy by offering , which serve as neutral venues for international
meetings and negotiations.

-
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Diagram showing hotels as venues forinternational relations and diplomacy. Caption: Figure
2.2 Hotels as facilitators of international relations and diplomacy.

2.2.3 Hotels as centres of social interaction

Hotels are not only places of lodging but also centres of social interaction, meaning spaces
where people meet, connect, and build relationships. They host weddings, parties, exhibitions,
and community events, making them hubs of social life. By providing venues for gatherings,
hotels strengthen community bonds and contribute to social cohesion.

Hotels act as centres of social interaction by hosting , which bring people together for
celebration and networking.
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Box 2.2 Examples of hotels as centres-of social interaction Short description: Table-style box
listing weddings, conferences, exhibitions; and community events.

Pilot questions 2.2

How do hotels promote national identity and culture?

Define diplomacy in the.context of hotels.

Give one example of how hotels facilitate international relations.
Explain why hotels'are considered centres of social interaction.
True or False: Hotels only serve as places of lodging.

M

2.3 Hotels and Tourism Development

2.3.1 Role of hotels in supporting tourism infrastructure

Hotels are central to tourism infrastructure, which refers to the facilities and services that
enable tourism activities. By providing accommodation, restaurants, and conference facilities,
hotels ensure that destinations are equipped to host visitors. Without hotels, tourism would
struggle to thrive, as travellers rely on them for comfort, safety, and convenience.

Hotels support tourism infrastructure by offering , which ensures travellers have reliable
places to stay during their journeys.

-
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Diagram showing hotels as part of tourism infrastructure. Caption: Figure 2.3 Hotels supporting
tourism infrastructure.

2.3.2 Influence on destination attractiveness

Hotels contribute to destination attractiveness, meaning the appeal of a location to potential
visitors. High-quality hotels enhance the reputation of destinations by offering superior services,
amenities, and experiences/ This makes destinations more competitive in the global tourism
market. In many cases, iconic hotels themselves become attractions, drawing visitors who wish
to experience their unique architecture or history.

Hotels influence destination attractiveness by providing , which enhances the overall
appeal of a location to tourists.
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Short description: Image of a luxury hotel that enhances destination attractiveness. Caption: Plate
2.3 Hotels influencing destination attractiveness

2.3.3 Contribution to regional and community development

Hotels also play a role in regional development, which refers to the growth of specific areas
within a country, and community development, meaning improvements in local living
standards. By creating jobs; sourcing local products, and hosting events, hotels stimulate local
economies. They also contribute to infrastructure improvements, such as roads and utilities,
which benefit communities beyond tourism.

Hotels contribute to.community development by sourcing , which supports local
businesses and strengthens regional economies.

-
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Box 2.3 Examples of hotels contributing to regional and community development Short
description: Table-style box listing job creation, local sourcing, and infrastructure improvements.

Pilot questions 2.3

Nk W=

Define tourism infrastructure and explain how hotels support it.
What is destination attractiveness in the context of hotels?

Give one example of how hotels contribute to regional development.
Explain how hotels'support community development.

True or False: Hotels have little influence on the competitiveness of tourism destinations.

2.4 Challenges and Opportunities for Hotels

2.4.1 Economic and political constraints

Hotels often face economic constraints, such as fluctuating demand, inflation, and high
operational costs. They may also encounter political constraints, including unstable governance,
restrictive policies, or insecurity. These challenges can limit hotel growth and reduce their
contribution to national development. Successful hotel management requires resilience and
adaptability to overcome such barriers.

-
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Hotels face economic constraints such as
and reduction in purchasing power.
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Diagram showing economic and political constraints affecting hotels. Caption: Figure 2.4
Economic and political constraints in hotel development.

2.4.2 Sustainability and environmental concerns

Hotels must also address sustainability and environmental concerns. Issues such as waste
management, energy consumption, and water usage can negatively impact the environment if not
managed responsibly. Increasingly, hotels are adopting eco-friendly practices to reduce their
footprint and align-with global sustainability goals. This not only benefits the environment but
also enhances their reputation among socially conscious travellers.

Hotels‘address environmental concerns by adopting
and.supports sustainability.

, which reduces energy consumption

-
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Image of a hotel using eco-friendly practices such as solar panels. Caption: Plate 2.4 Hotels
adopting sustainable practices.

2.4.3 Opportunities for innovation and growth

Despite challenges, hotels have significant opportunities for innovation and growth.
Technology offers new ways to-improve customer experience, such as online booking systems,
mobile apps, and smart room controls. Hotels can also innovate by diversifying services, offering
wellness programmes, or integrating cultural experiences. These opportunities allow hotels to
remain competitive and contribute more effectively to national development.

Hotels innovate by introducing , which allows guests to book rooms conveniently from
anywhere in the world.
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box 2.4 Examples of hotel innovations.and growth opportunities Short description: Table-style
box listing online booking, smart rooms, and wellness services.

Pilot questions 2.4

What are economic constraints faced by hotels?

Define sustainability in.the context of hotels.

Give one example of an environmental concern hotels must address.
Explain how technology creates opportunities for hotel growth.

True or False: Hotels cannot overcome challenges in national development.

M

Series Summary

This Series has examined the role of hotels in national development, highlighting their
importance beyond providing accommodation. We began by considering their economic
significance, focusing on contributions to national revenue, employment creation, and linkages
with other sectors. Then we explored their social and cultural impact, showing how hotels
promote national identity, facilitate diplomacy, and act as centres of social interaction. Following
that, we analysed their role in tourism development, emphasising their support for infrastructure,
destination attractiveness, and community growth. Finally, we discussed the challenges and
opportunities hotels face, including economic and political constraints, sustainability concerns,
and prospects for innovation.

-
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By engaging with these topics, you should now be able to define the economic significance of
hotels, explain their contributions to employment and revenue, analyse their social and cultural
roles, evaluate their impact on tourism development, and assess the challenges and opportunities
they encounter. These abilities directly reflect the Series Learning Outcomes (SLOs) and provide
you with a clear understanding of how hotels contribute to national progress and development.

Glossary of Terms

e Community development: Improvements in local living standards and economic
opportunities, often supported by hotels through job creation anddocal sourcing.

e Culture: Traditions, values, and practices of a people, often showcased by hotels through
décor, cuisine, and services.

o Destination attractiveness: The appeal of a location to potential visitors, enhanced by
the quality and reputation of hotels.

o Diplomacy: The management of international affairs through negotiation and dialogue,
often facilitated by hotels hosting meetings and summits.

o Economic constraints: Financial challenges faced by hotels; such as inflation and high
operational costs.

o Employment creation: The generation of job opportunities for citizens through hotel
operations.

o Environmental concerns: Issues such as waste management, energy consumption, and
water usage that hotels must address responsibly.

o Identity: The collective characteristics that define a country or community, often
promoted by hotels through cultural representation.

o Innovation: The introduction of new ideas, technologies, or services in hotels to improve
competitiveness and growth.

o International relations: The interactions between nations in political, economic, and
social contexts, supported by hotels as neutral venues.

o Linkages: Connections between sectors that create mutual benefits, such as hotels
working with agriculture, transport, and entertainment.

o National revenue: The income a country earns from taxes, services, and industries, to
which hotels contribute significantly.

o ( Political constraints: Limitations caused by unstable governance or restrictive policies
that affect hotel operations.

e Regional development: Growth and improvement of specific areas within a country,
supported by hotels through infrastructure and economic activity.

o Social interaction: Activities and spaces where people meet, connect, and build
relationships, often facilitated by hotels hosting events.

o Sustainability: Practices that minimise environmental impact while meeting present
needs, increasingly adopted by hotels.

o Tourism infrastructure: Facilities and services that enable tourism activities, with
hotels forming a central component.

e Workforce development: Training and skill acquisition that improve the quality of staff
performance in hotels.
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Concept Check Questions [Series 2]
Objective questions

1. Define national revenue and state one way hotels contribute to it. (Linked to SLO 2.1)

Which sector provides food supplies that hotels rely on for catering services? (Linked to

SLO 2.1)

True or False: Hotels have no role in promoting national identity. (Linked to SLO 2.3)

Identify one way hotels influence destination attractiveness. (Linked to SLO 2.4)

5. Which modern innovation allows guests to manage room features such as lighting and
temperature? (Linked to SLO 2.5)

W

Short-answer questions

6. Explain how hotels contribute to employment creation. (Linked to SLO 2.2)

7. Describe one way hotels facilitate international relations and diplomacy. (Linked to SLO
2.3)

8. Analyse how hotels support tourism infrastructure. (Linked to SLO 2.4)

9. Give one example of a sustainable practice adopted by hotels today. (Linked to SLO 2.5)

Long-answer questions

10. Discuss the economic significance of hotels, focusing on their contributions to national
revenue, employment creation, and linkages with other sectors. (Linked to SLO 2.1 &
2.2)

11. Evaluate the social and cultural roles of hotels in promoting national identity, facilitating
diplomacy,and serving as centres of social interaction. (Linked to SLO 2.3)

12. Analyse the contribution of hotels to tourism development, considering infrastructure,
destination attractiveness, and community growth. (Linked to SLO 2.4)

13. Assess the challenges and opportunities facing hotels, including economic and political
constraints, sustainability concerns, and innovation prospects. (Linked to SLO 2.5)

Answers to Concept Check Questions [Series 2]
Objective questions

1. National revenue is the income a country earns from taxes, services, and industries.
Hotels contribute through taxes and levies.

2: Agriculture.

False. Hotels promote national identity through décor, cuisine, and cultural

representation.

4. By offering high-quality services and amenities that enhance the appeal of a destination.

5. Smart room controls.

-
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Short-answer questions

6. Hotels create jobs across diverse roles such as management, catering, housekeeping, and
customer service.

7. Hotels host conferences, summits, and diplomatic meetings, providing neutral venues for
dialogue.

8. Hotels provide essential facilities such as accommodation, restaurants, and conference
halls, which form part of tourism infrastructure.

9. Examples include energy-efficient lighting, solar panels, and waste reduction practices.

Long-answer questions

10. Basic response: Hotels contribute to national revenue through taxes, create employment
opportunities, and establish linkages with other sectors such as agriculture and transport.
Value-added response: Outstanding learners may connect these contributions to broader
economic growth, showing how hotels stimulate multiple industries and strengthen
national economies.

11. Basic response: Hotels promote national identity through cultural representation,
facilitate diplomacy by hosting international meetings, and act as centres of social
interaction. Value-added response: Outstanding learners may evaluate how these roles
enhance national pride, foster global coeperation, and strengthen community cohesion.

12. Basic response: Hotels support tourism infrastructure, influence destination
attractiveness, and contribute to regional and community development. Value-added
response: Outstanding learners-may analyse how hotels make destinations competitive
globally and stimulate local economies through job creation and infrastructure
improvements.

13. Basic response: Hotels face challenges such as economic and political constraints,
environmental concerns, and sustainability issues, but also have opportunities for
innovation. Value-added response: Outstanding learners may assess how adopting
technology, eco-friendly practices, and service diversification enables hotels to overcome
challenges and remain competitive.

Answers to Pilot Questions [Series 2]
Part 2.1 Economic Significance of Hotels

1. National revenue is the income a country earns from taxes, services, and industries.
Hotels contribute through taxes, levies, and service charges.

2. Employment creation in hotels refers to generating job opportunities across roles such as
management, catering, and housekeeping.

3. Workforce development activities include staff training, skill acquisition, and career
progression programmes.

4. Linkages are connections between hotels and other sectors, such as agriculture, transport,

and entertainment.
)
D
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5. False. Hotels depend on other industries and create mutual benefits through linkages.
Part 2.2 Social and Cultural Impact of Hotels

1. Hotels promote national identity and culture by incorporating traditional cuisine, décof,
and service styles.

2. Diplomacy refers to managing international affairs through negotiation and dialogue,
often facilitated by hotels.

3. Hotels facilitate international relations by hosting conferences, summits, and diplomatic
meetings.

4. Hotels are considered centres of social interaction because they host weddings, parties,
exhibitions, and community events.

5. False. Hotels serve multiple roles beyond lodging, including cultural promotion and
social engagement.

Part 2.3 Hotels and Tourism Development

1. Tourism infrastructure refers to facilities and services that enable tourism activities.
Hotels support it by providing accommedation, restaurants, and conference facilities.

2. Destination attractiveness is the appeal of a location to visitors, enhanced by high-quality
hotels.

3. Hotels contribute to regional development by creating jobs and stimulating local
economies.

4. Hotels support community development by sourcing local products and hosting events
that benefit residents.

5. False. Hotels significantly influence the competitiveness of tourism destinations.

Part 2.4 Challenges and Opportunities for Hotels

1. Economic constraints include inflation, fluctuating demand, and high operational costs.
Sustainability in hotels means adopting practices that minimise environmental impact
while meeting present needs.

3. <Environmental concerns include waste management, energy consumption, and water
usage.

4. Technology creates opportunities for hotel growth through innovations such as online
booking systems and smart room controls.

5.. False. Hotels can overcome challenges by adopting innovation and sustainable practices.

References and Attributions [Series 2]
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All references and attributions below are presented in APA style for clarity and consistency.

They include textual references, illustration prompts, and suggested open educational resources
(OERs).

Textual references

e Economic significance of hotels: General references from hospitality and tourism
economics literature.

e Social and cultural impact of hotels: Derived from studies on national identity,
diplomacy, and community interaction.

o Hotels and tourism development: General references from tourism development and
infrastructure studies.

o Challenges and opportunities for hotels: Based on contemporary hospitality management
discussions on sustainability, innovation, and political economy.

Illustrations

e Figure 2.1 Contribution of hotels to national revenue
o Al prompt suggestion: “Diagram showing hotel contributions to national revenue
taxes levies”
o Suggested OER search string: “hotel industry contribution to national revenue
OER diagram”
e Plate 2.1 Employment creation and workforce development in hotels
o Al prompt suggestion: “Hotel staff working in diverse roles illustration”
o Suggested OER search string: “hotel employment workforce development OER
image”
e Box 2.1 Examples of hotel linkages with other sectors
o Al prompt suggestion: “Table showing hotel linkages with agriculture transport
entertainment”
o ' Suggested OER search string: “hotel industry linkages with other sectors OER
table”
o Plate 2.2 Hotels promoting national identity and culture
o Al prompt suggestion: “Hotel lobby decorated with traditional cultural motifs”
o Suggested OER search string: “hotel promoting national identity culture OER
image”
o  Figure 2.2 Hotels as facilitators of international relations and diplomacy
o Al prompt suggestion: “Diagram showing hotels as venues for diplomacy and
international relations”
o Suggested OER search string: “hotels diplomacy international relations OER
diagram”
e Box 2.2 Examples of hotels as centres of social interaction
o Al prompt suggestion: “Table showing hotels as centres of social interaction”

-
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o Suggested OER search string: “hotels social interaction community events OER
table”
o Figure 2.3 Hotels supporting tourism infrastructure
o Al prompt suggestion: “Diagram showing hotels as part of tourism infrastructure”
o Suggested OER search string: “hotels tourism infrastructure OER diagram”
e Plate 2.3 Hotels influencing destination attractiveness
o Al prompt suggestion: “Luxury hotel enhancing destination attractiveness
illustration”
o Suggested OER search string: “luxury hotel destination attractiveness:OER
image”
e Box 2.3 Examples of hotels contributing to regional and community development
o Al prompt suggestion: “Table showing hotels contribution to community
development”
o Suggested OER search string: “hotels regional community development OER
table”
o Figure 2.4 Economic and political constraints in hotel development
o Al prompt suggestion: “Diagram showing economic and political constraints in
hotels”
o Suggested OER search string: “hotel industry economic political constraints OER
diagram”
e Plate 2.4 Hotels adopting sustainable practices
o Al prompt suggestion: “Hotel with solar panels eco-friendly practices illustration”
o Suggested OER search string: “‘sustainable hotels eco-friendly practices OER
image”
e Box 2.4 Examples of hotel innovations and growth opportunities
o Al prompt suggestion: “Table showing hotel innovations and growth
opportunities”
o Suggested OER search string: “hotel innovations growth opportunities OER
table”

-
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Course Title: Catering and Hotel Business Management
Course Code: HTM402

Course Units: 2 Units

e Foundations of Hospitality

Hotels in National Development

Resources of the Hotel Industry

Agencies and Franchising

Financial and Managerial Control

Suggeted Outline for Series 3: Resources of the Hotel
Industry

Main Parts and Subparts

Part 3.1 Human resources in hotels
o Staffing and organisational structure
o Training and workforce development
o Employee relations and service quality
Part 3.2 Physical resources of hotels
o Buildings, facilities,-and equipment
o Maintenance and safety standards
o / Guest amenities and service infrastructure
Part 3.3 Financial resources in hotel management
o Sources of hotel revenue
o Budgeting and cost control
o Investment and capital management
Part 3.4 Technological and intangible resources
o. Information technology and digital systems
o Brand reputation and customer loyalty
o Innovation and competitive advantage
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Introduction

Hotels rely on a wide range of resources to operate effectively and deliver quality services. These
resources include people, physical assets, finances, and intangible elements such as technology
and reputation. Without them, hotels would struggle to meet guest expectations or contribute
meaningfully to the hospitality industry. By examining these resources, you will gain a clearer
understanding of how hotels function and sustain their operations.

The aim of this Series is to enable you to identify, describe, and evaluate the key resources of the
hotel industry, showing how they are managed and utilised to achieve efficiency,
competitiveness, and growth.

We shall commence this Series by exploring human resources, focusing on staffing, training, and
employee relations. Next, we will examine physical resources, including buildings, facilities, and
guest amenities. Following that, we will consider financial resources, looking at revenue sources,
budgeting, and investment. Finally, we will conclude with technological and intangible
resources, highlighting the role of digital systems, brand reputation, and innovation in
strengthening hotel competitiveness.

Series Learning Qutcomes
Upon completing this Series, you should be able to:

e SLO 3.1 describe the role of human resources in hotel operations, including staffing,
training, and employee relations,

e SLO 3.2 identify and explain the physical resources of hotels, such as buildings,
facilities, and guest amentities,

e SLO 3.3 analyse the financial resources of hotels, focusing on revenue sources,
budgeting, and investment management, and

e SLO 34 evaluate the importance of technological and intangible resources, including
digital systems, brand reputation, and innovation, in strengthening hotel competitiveness.

3.1 Human Resources in Hotels

3.1.1 Staffing and organisational structure

Hotels rely heavily on staffing, which refers to the recruitment and placement of employees in
various roles. The organisational structure of a hotel outlines how responsibilities are divided
across departments such as front office, housekeeping, food and beverage, and administration. A
clear structure ensures smooth operations and effective service delivery.

-
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Staffing in hotels involves , which means assigning employees to specific roles within the
organisational structure.

HOTEL ORGANISATIONAL STRUCTURE:
A HIERARCHY OF DEPARTMENTS

[ GENERAL MANAGER (GM) ] @ OER i
|

v v v
lDIRECTOROFFINANCE F,; @RESlDENTMANAGER/ J [ DIRECTOR OF @

& ACCOUNTING ASSISTANT GM HUMAN RESOURCES
v v
ROOMS DIVISION FOOD & BEVERAGE (F&B) DIVISION
FRONT OFFICE Front Desk & [ % _ EXECUTIVE CHEF
MANAGER & Concierge (£1H Kitchen & Banquet
EXECUTIVE | 75] Room Attendant 3 F&B DIRECTOR Tﬁ
HOUSEKEEPER . & Laundry i Restaurant & Bar

SALES & MARKETING DIVISION ENGINEERING & MAINTENANCE DIVISION

(. | DIRECTOR OF SALES || MARKETING ¢ J DIRECTOR OF DIRECTOR OF
b ol
/‘\H;";’g‘}t"aﬁﬁﬁﬁ, [ ENGINEERING Facility & Repair
v ¥
[ SECURITY MANAGER ] [PURCHASING MANAGER ]

Sales Team

Diagram showing a typical hotel organisational structure. Caption: Figure 3.1 Hotel
organisational structure.

3.1.2 Training and workforce development

Hotels invest in training to equip employees with the skills needed for quality service.
Workforce development refers to continuous improvement through workshops, mentoring, and
career progression. Effective training enhances guest satisfaction and strengthens the hotel’s
reputation.

Training in hotels includes , which refers to structured programmes designed to improve
staff performance.
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WORKFORCE DEVELOPMENT & SERVICE EXCELLENC
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Image of hotel staff undergoing training. Caption: Plate 3.1 Training and workforce development
in hotels.

3.1.3 Employee relations and service quality

Strong employee relations are essential for maintaining motivation and reducing turnover.
Hotels foster positive relations through fair policies, recognition, and communication. Good
employee relations directly influence service quality, which is the standard of hospitality
provided to guests,

Employee relations in hotels promote , which refers to the consistent delivery of high-
quality services to guests.

-
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EMPLOYEE RELATIONS PRACTICES AS DRIVERS OF HOTEL SERVICE QUALITY
@ OER o0pen educational Resources

m;l,&vcetel gEEkAkTEIRNS snglm%f&‘n’rsmv mPl.EMI-:NPTlAE‘mN DIRECT IMPACT ON STAFF | LINK TO SERVICE QUALITY
(Category) (Concrete Action) (wsauuawcol n ite) (Employee Outcome) (Guest Outcome/Benefit)
Z| TRANSPARENT Regular Town Hall Meetings | A group of diverse staff | Increased trust, feeling | Staff empowered to share
E COMMUNICATION & Open-Door Policy with managers in a 5 heard and valued feedbacrlggﬁj?%:]ve SSUE
2 EFFECTIVE 360-degree Performance o N - Clearer career path, Continuous improvement in
3| FEEDBACKLOOPS | Reviews & Suggestion Boxes @ E constructive development se”'cgeuzilt"gsg} gg{iz%nsa“zed

COMPETITIVE ; | : ot Attracts and retains top
COMPENSATION & Fair Wages, Health Benefits, 5 Higher motivation, talent, consistent high-

g BENEFITS and Retirement Plans reduced financial stress quality service
Employee of the Month, 2 Encourages "above and
RECOGNITION & : Q@ﬁ @ o Boosted morale, sense o s
Spot Bonuses, and Service ) gl beyond" service, positive
INCENTIVES A & Ha L of achievement e
= TRAINING & Cross-departmental training t @ g Expanded skills, career MU";ilglltegX?:rfifé ns::gﬂess
:E: DEVELOPMENT and leadership programs growth opportunities S eriles Inraiation
w
& - ) =
S| AUTONOMY & Empowzrlljllgtsit:sflfjég ¢ ot Q Greater job satisfaction, Fastggg: oens ;Iliizgesgenslﬁ::tlon,
&@| DECISION-MAKING (empowerment quidelines) 5a ownership of role enhanced guest loyalty

*This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project)*

listing fair policies, recognition, and communication.

Pilot questions 3.1
1. What is staffing in the context of hotels?
2. Define organisational structure and explain its importance.
3. Give one example of workforce development activity in hotels.
4. Explain how employee relations affect service quality.
5. True or False: Training has little impact on guest satisfaction.

3.2 Physical Resources of Hotels

3.2:1 Buildings, facilities, and equipment

Hotels depend on buildings, facilities, and equipment to provide services to guests. Buildings
include the physical structures such as guest rooms, restaurants, and conference halls. Facilities
cover amenities like swimming pools, gyms, and spas, while equipment refers to items such as
kitchen appliances, laundry machines, and IT systems. Together, these resources form the
backbone of hotel operations.

Buildings in hotels include , which are rooms designed to accommodate guests during
their stay.

-
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PHYSICAL RESOURCES OF A HOTEL:
BUILDINGS, FACILITIES & EQUIPMENT
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*This diagram is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Hotel Physical Resources)

Diagram showing hotel buildings, facilities, and equipment. Caption: Figure 3.2 Physical
resources of hotels facilities equipment OER diagram”

3.2.2 Maintenance and safety standards

Hotels must maintain their physical resources to ensure durability and guest satisfaction.
Maintenance involves regular repairs, cleaning, and upgrades, while safety standards ensure
that facilities are secure and compliant with regulations. Proper maintenance and safety practices
protect both guests ‘and staff, while also preserving the hotel’s reputation.

Maintenance in hotels includes , which refers to routine checks and repairs to keep
facilities functional.
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Image of hotel staff performing maintenance work. Caption: Plate 3.2 Maintenance and safety
standards in hotels.

3.2.3 Guest amenities and service infrastructure

Hotels provide guest amenities, such as toiletries, internet access, and room service, to enhance
comfort. They also rely on service infrastructure, which includes systems like electricity, water
supply, and communication networks. These resources ensure that guests enjoy a seamless
experience and that hotel operations tun smoothly.

Guest amenities in hotels include , which refers to services like internet access provided
to guests.

)
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i HOTEL GUEST AMENITIES AND SU&PORTING SERVICE INFRASTRUCTURE ¥

OERz=~EI000
GUESTAMENITY | sECIFIC AMENITY OFFERING | SURFORTINGSERVICE | INFRASTRUCTUREROLE/  GuEST EXPERIENCE IMPACT
(e.g., Room, Dining, Wellness) (Concrete examples) (Back-of-house systems & staff) | (How it supports the amenity) (Positive outcome)
. (e Housekeeping Department, i ina. li Restful sleep, enhanced
COMFORT & SLEEP Premium bedding, pillow s + | Daily cleaning, linen turnover, tul sieep, enn
ROOM insF=r=y Laundry Facility, Supply Chain | {nentory of high-quality it satisfaction, feeling of
EXPERIENCE menu, blackout curtains Management inventory of high-quality items iy
i iy CE IT Department, Wi-Fi Network Network maintenance, :
Teamocaoy | " Mo et | st Goert | comeciviysigpo, | S et
Management System | device integration | ;
[ FOOD & o Culinary Team (Chefs), F&B - : Culinary enjoyment,
DINING |  BEVERAGE ?30?:2::‘\18:(;83“[;2:(’;]2 t?a/r7 < | Service Staff, Kitchen Facilities, Iﬁgloe?]ggp'osrzre‘c;erggg;:‘yd convenience, diverse
SERVICE ! d []_ POS System, Purchasing | ; options
[ S Fitness Attendants, Lifeguards, Safety monitoring, :
' WELLNESS RECFIIQTE'I‘\PS(;N & o Swnsm Ttrrlga?;?ﬁt%ym' 2 Spa Therapists, Facility equipment maintenance, He?ét\z{arﬁ;‘;ﬁr"on'
[ —_— p Water Treatment System facility hygiene
‘ : Event Planners, A/V Technicians,  Coordination, technical Productive meetings,
BUSINESS c%"g;f.ruge Meetux?vrggr‘}};,n?;l]l{oom Catering Team, Set-up Crew, | support, food service, space successful events,
U4 2 ‘ Booking System preparation professional experience
| Express check-in, local - Front Desk Agents, Concierge ‘ Guest processing, ‘ Efficient service,
Sg#VEI?ES ?_.ggﬁ!?ggg: recommendations, Staff, Security Team, Property |information provision, security,| personalized assistance,
l luggage storage ﬂ Management System (PMS) data management | feeling of safety

*This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project)*

O 28

Box 3.2 Examples of guest amenities and service infrastructure Short description: Table-style
box listing toiletries, internet access, room service, electricity, and water supply

Pilot questions 3.2
1. What are physical resources in hotels?
2. Define maintenance and.explain its importance in hotels.
3. Give one example of a safety standard in hotel operations.
4. Explain the difference between guest amenities and service infrastructure.
5. True or False: Physical resources are less important than human resources in hotels.

3.3 Financial Resources in Hotel
Management

3.3.1 Sources of hotel revenue

Hotels generate income from multiple revenue sources, including room charges, food and
beverage sales, event hosting, and ancillary services such as spa treatments or transport. These
sources provide the financial foundation for hotel operations and expansion.

Revenue sources in hotels include , which refers to the income earned from guest
accommodation.

-
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HOTEL REVENUE SOURCES: A DIVERSIFIED FRAMEWORK
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*This diagram is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Hotel Revenue Streams)

Diagram showing sources of hotel revenue. Caption: Figure 3.3 Sources of hotel revenue.
3.3.2 Budgeting and cost control

Hotels must practise effective budgeting, which involves planning and allocating financial
resources, and cost control, which ensures expenses are managed efficiently. These practices

help hotels remain profitable and.competitive, even during periods of fluctuating demand.

Budgeting in hotels includes , which refers to estimating future income and expenses to
guide financial decisions.
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Image of hotel managers reviewing financial budgets. Caption: Plate 3.3 Budgeting and cost
control in hotels.

3.3.3 Investment and capital management

Hotels require investment to expand facilities, upgrade services, and adopt new technologies.
Capital management refers to the effective use of financial resources to sustain operations and
growth. Sound investment and capital strategies ensure long-term stability and competitiveness.

Investment in hotels includes , which refers to funds allocated for upgrading facilities and
services.

FW
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HOTEL INVESTMENT & CAPITAL MANAGEMENT: FRAMEWORK & EXAMPLES

€3 OER it _[CIMmxe

INVESTMENT / CAPITAL CAPITAL SOURCE / KEY PERFORMANCE
MANAGEMENT AREA STRATEGIC OBJECTIVE | IMPLEMENTATION FXAMPLE METHOD INDICATORS (KPls)
(Category) (Goal) (Concrete action) How it's funded (Measurable Outcome)
~| ASSET ACQUISITION Expand market presence, Construction of a 200-room | Debt (Construction Loan), # of rooms
2 (New Build) increase portfolio size  [full-service hotel in a gateway city Equity (REIT) Market share %
2 Rebranding and renovating a ; ; ;
2| ASSET ACQUISITION | Enter new market segment | * / SUCLE Private Equity, Conversion cost per key
= (Conversion) quickly and cost-effectively d|stresgebdoz{if(l]cueebhu;{téllng Wt Joint Venture Stabilized RevPAR
~| ROOM RENOVATION Maintain competitiveness, | Replacing furniture, carpet, and FF&E Reserve ADR growth
Z (Case Goods) increase ADR soft goods in 100 guest rooms | (Fumiture, Fixtures & Equipment) | Guest satisfaction score
=
= Redesigning lobby and
3 LOBBY & F&B UPGRADE | Enhance guest experience, convening a Igw~per)1"orming Capital Improvement Fggs ei\gjn;z (E):]I’
é (ROI Project) boost F&B revenue restaurant into a destination Loan, Cash Flow P :
bt iy .j_ Lobby dwell time
2
ENERGY EFFICIENCY | Reduce operating costs, l"ﬁ::{'#}':)%éﬁg ';%Ztilgg‘&_?lrgan Utility Rebates, Energy savings (KWh)
é. (Sustainability) improve ESG profile Wat e B Green Bonds Water usage (gallons)
TECHNOLOGY Improve operational Implementing mobile : Mobile check-in
% UPGRADE efficiency, guest check-in, digital keys, and in- Operating Lease, adoption %
2 Technology Budget
(Contactless) convenience room tablets &i" gy budg Staff time per arrival

*This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Hotel Investment)

Box 3.3 Examples of hotel investment.and capital management Short description: Table-style
box listing facility upgrades, technology adoption; and service diversification.

Pilot questions 3.3
1. What are the main sources of hotel revenue?
2. Define budgeting in the context of hotels.
3. Give one example of cost control practice in hotels.
4. Explain the importance of investment in hotel management.
5. True or False: Capital management is only concerned with short-term expenses.

3.4 Technological and Intangible Resources

3.4.1 Information technology and digital systems

Modern hotels rely on information technology (IT) and digital systems to streamline
operations and enhance guest experiences. Examples include online booking platforms, property
management systems, and mobile applications. These tools improve efficiency, reduce errors,
and provide guests with convenience.

Digital systems in hotels include
anywhere.

-

, which allow guests to reserve rooms online from
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*This diagram is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Hotel IT Ecosystem)

Diagram showing IT systems used in hetels. Caption: Figure 3.4 Information technology and
digital systems in hotels.

3.4.2 Brand reputation and customer loyalty
Hotels depend on brand reputation, which refers to the public perception of their quality and

reliability. Strong reputation builds customer loyalty, meaning guests return repeatedly and
recommend the hotel to others. Reputation is shaped by service quality, consistency, and

marketing efforts.

Brand reputation in hotels fosters
recommend services.

, which refers to guests’ willingness to return and
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Image of loyal guests returning to a hotel. Caption: Plate 3.4 Brand reputation and customer
loyalty in hotels.

3.4.3 Innovation and competitive advantage

Hotels must embrace innovation to remain competitive. This includes adopting smart room
technologies, offering personalised services, and integrating sustainability practices. Innovation
creates competitive advantage, which allows hotels to stand out in the market and attract more

guests.

Innovation in hotels creates , Which refers to the ability to outperform competitors in the
industry.
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| HOTEL INNOVATION: CATALYZING COMPETITIVE ADVANTAGE
@ OER ESEE““""" Resources

INNOVATION CATEGORY SPECIFIC INNOVATION IMPLEMENTATION | COMPETITIVE ADVANTAGE | KEY PERFORMANCE
(e.g., Technology, Sustainability, INITIATIVE EXAMPLE ACHIEVED INDICATORS (KPlIs;
Operations, Guest Experience (Concrete example) (Business benefit) (Measurable Outcome
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2 > i i Guest Satisfaction S GSS
AI-DRIVEN Chatbots for guest requests e ° Imeirg%v;dA?\gﬁls; rsfggf:ﬁg". ”anciﬁa'rsyi:ex;u?;r( )
PERSONALIZATION| & personalized offers . & 24/7 Service Occupied Room
CIRCULAR : - Stronger Brand Image, Cost Waste Diversion Rate
ECONOMY |oc€7rfoﬁ§:?ﬁega$ﬁ?géﬁing Savings, Attracting Eco- Energy & Water Usage per
SUSTAINABILITY PRACTICES : conscious Travelers Occupied Room
. ' SMART ENERGY | 'oT-connected HVAC & N Significant Utility Cost Reduction,| Utility Cost per Available Room
MANAGEMENT Lighting controlled by Smaller Carbon Footprint, Carbon Emissions per
occupancy sensors Regulatory Compliance Guest Night
REVENUE S $ Maximized RevPAR, Better RevPAR (Revenue per
OPERATIONS, 1| MANAGEMENT Ezinnagngicgpgia(;g]grml(;?g: M Demand Forecasting, Available Roo!ng)
OPTIMIZATION ¢ Competitive Pricing ADR (Average Daily Rate)
i lling Proposition (USP),
HYPER-LOCALIZED|  Curated local tours, Lickque Seling Prop Length of Stay (LOS)
EXPERIENCE, 1 artnerships with Longer Length of Stay,
ENCE, EXPERIENCES P anisa?\ 5 Positive Word-of-Mouth Net Promoter Score (NPS)

4 *This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Hotel Innovation)* J

Box 3.4 Examples of hotel innovation and competitive advantage Short description: Table-style
box listing smart rooms, personalised services, and sustainability practices.

Pilot questions 3.4
1. What are digital systems in hotels, and why are they important?
2. Define brand reputation.in the context of hotels.
3. Give one example of how hotels build customer loyalty.
4. Explain how innovation creates competitive advantage.
5. True or False: Intangible resources are less important than physical resources in hotels.

Series Summary

This Series has explored the resources that sustain hotel operations and ensure their
competitiveness. We began with human resources, focusing on staffing, training, and employee
relations, before moving on to physical resources such as buildings, facilities, and guest
amenities. We then examined financial resources, highlighting revenue sources, budgeting, and
investment strategies. Finally, we considered technological and intangible resources, including
IT systems, brand reputation, customer loyalty, and innovation. Together, these Parts show how
hotels combine people, assets, finances, and intangible strengths to deliver quality services and
remain competitive.

By engaging with these topics, you should now be able to describe the role of human resources,
explain the importance of physical resources, analyse financial practices in hotel management,

-
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and evaluate technological and intangible resources in strengthening competitiveness. These
abilities directly reflect the Series Learning Outcomes (SLOs) and provide you with a practical
framework for assessing and managing the diverse resources of the hotel industry.

Glossary of Terms

e Brand reputation: The public perception of a hotel’s quality and reliability, shaped by
service standards and marketing.

o Buildings: Physical structures within a hotel, such as guest rooms, restaurants, and
conference halls.

e Budgeting: Planning and allocating financial resources to guide hotel operations and
decision-making.

o Capital management: The effective use of financial resources to sustain and grow hotel
operations.

o Competitive advantage: The ability of a hotel to outperform competitors through unique
strengths or innovations.

o Cost control: Managing expenses efficiently to maintain profitability.

o Customer loyalty: Guests’ willingness to return to a hotel and recommend it to others.

o Digital systems: Online platforms andapplications used to manage hotel operations, such
as booking systems.

o Employee relations: Practices that maintain positive relationships between staff and
management.

e Equipment: Tools and machines used in hotel operations, including kitchen appliances
and IT systems.

o Facilities: Amenities provided by hotels, such as swimming pools, gyms, and spas.

e Guest amenities: Iltems and services offered to enhance guest comfort, such as toiletries
and internet access.

o Information technology (IT): Tools and systems that support hotel efficiency and guest
services.

o Innovation: The introduction of new ideas, technologies, or practices to improve
competitiveness.

o Investment: Funds allocated to expand or upgrade hotel facilities and services.

e  Maintenance: Regular repairs, cleaning, and upgrades to keep facilities functional.

e Organisational structure: The arrangement of roles and responsibilities within a hotel.

o Revenue sources: Streams of income for hotels, including room charges, food sales, and
events.

o Safety standards: Regulations and practices that ensure guest and staff security.

e Service infrastructure: Systems such as electricity, water supply, and communication
networks that support hotel operations.

e Service quality: The standard of hospitality provided to guests.

o Staffing: Recruitment and placement of employees in specific roles.

e Training: Structured programmes designed to improve staff performance.

o Workforce development: Continuous improvement of employee skills and career
progression.
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Concept Check Questions [Series 3]
Objective questions

1. Define staffing in the context of hotels. (Linked to SLO 3.1)
Which department is responsible for guest check-in and reservations? (Linked to SLO
3.1)

3. True or False: Guest amenities are part of service infrastructure. (Linked to SLO 3.2)
4. Identify one main source of hotel revenue. (Linked to SLO 3.3)
5. Which intangible resource helps hotels build customer loyalty? (Linked'to SLO 3.4)

Short-answer questions

6. Explain the importance of training and workforce development in hotels. (Linked to SLO
3.1)

7. Describe one example of maintenance practice in hotels. (Linked to SLO 3.2)

Analyse how budgeting supports hotel financial management. (Linked to SLO 3.3)

9. Give one example of innovation that creates competitive advantage in hotels. (Linked to
SLO 3.4)

o

Long-answer questions

10. Discuss the role of human resources in hotel operations, focusing on staffing, training,
and employee relations. (Linked:to SLO 3.1)

11. Evaluate the importance of physical resources in hotels, including buildings, facilities,
and guest amenities. (Linked to SLO 3.2)

12. Analyse financial resources in hotel management, considering revenue sources,
budgeting, and capital management. (Linked to SLO 3.3)

13. Assess the significance of technological and intangible resources, such as IT systems,
brand reputation, and innovation, in strengthening hotel competitiveness. (Linked to SLO
3.4)

Answers to Pilot Questions [Series 3]
Part 3.1 Human Resources in Hotels

1. Staffing in hotels refers to recruiting and assigning employees to specific roles.
Organisational structure is the arrangement of roles and responsibilities within a hotel,
ensuring smooth operations.

3. Workforce development activities include training workshops, mentoring, and career
progression programmes.

4. Employee relations affect service quality by motivating staff, reducing turnover, and
encouraging consistent guest service.

5. False. Training has a significant impact on guest satisfaction.

-
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Part 3.2 Physical Resources of Hotels

1. Physical resources are the tangible assets of hotels, including buildings, facilities, and
equipment.

2. Maintenance refers to regular repairs, cleaning, and upgrades, which are essential for
durability and guest satisfaction.

3. One example of a safety standard is fire safety compliance, such as smoke detectors and
emergency exits.

4. Guest amenities are items and services provided directly to guests, while service
infrastructure refers to systems like electricity and water supply that support operations.

5. False. Physical resources are equally important as human resources in hotels.

Part 3.3 Financial Resources in Hotel Management

1. Main sources of hotel revenue include room charges, food and beverage sales, and event
hosting.

2. Budgeting is the process of planning and allocating financial resources to guide hotel

operations.

One example of cost control is monitoring utility expenses.to reduce waste.

4. Investment is important because it allows hotels to expand facilities, upgrade services,
and adopt new technologies.

5. False. Capital management involves both short-term and long-term financial planning.

(98]

Part 3.4 Technological and Intangible Resources

1. Digital systems in hotels include online booking platforms and property management
systems, which are important for efficiency and guest convenience.

2. Brand reputation is the public perception of a hotel’s quality and reliability.

Hotels build customer loyalty by offering consistent service quality and personalised

experiences.

4. Innovation creates competitive advantage by enabling hotels to stand out through smart
technologies, sustainability, and unique services.

5. False. Intangible resources are just as important as physical resources in ensuring
competitiveness.

(98]

References and Attributions [Series 3]
Textual references

o Content on human resources, physical resources, financial resources, and
technological/intangible resources was developed from general hospitality and tourism
management literature.
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o Concepts such as staffing, organisational structure, training, workforce development,
service quality, budgeting, cost control, and innovation were adapted from standard
hospitality management practices.

Illustrations and attributions

e Figure 3.1 Hotel organisational structure
o Al prompt suggestion: “Diagram of hotel organisational structure departments”
o Suggested OER search string: “hotel organisational structure OER diagram”
e Plate 3.1 Training and workforce development in hotels
o Al prompt suggestion: “Hotel staff training workshop illustration”
o Suggested OER search string: “hotel staff training workforce development OER
image”
e Box 3.1 Employee relations practices in hotels
o Al prompt suggestion: “Table showing employee relations practices in hotels”
o Suggested OER search string: “employee relations service quality hotels OER
table”
e Figure 3.2 Physical resources of hotels
o Al prompt suggestion: “Diagram showing hotel buildings facilities equipment”
o Suggested OER search string: “hotel physical resources buildings facilities
equipment OER diagram”
e Plate 3.2 Maintenance and safety standards in hotels
o Al prompt suggestion: “Hotel staff performing maintenance work illustration”
o Suggested OER search string: “hotel maintenance safety standards OER image”
e Box 3.2 Guest amenities and Service.infrastructure
o Al prompt suggestion: “Table showing hotel guest amenities and service
infrastructure”
o Suggested OER search string: “hotel guest amenities service infrastructure OER
table”
o Figure 3.3 Sources of hotel revenue
o Al prompt suggestion: “Diagram showing hotel revenue sources rooms food
events”
o | Suggested OER search string: “hotel revenue sources OER diagram”
e Plate 3.3 Budgeting and cost control in hotels
o Al prompt suggestion: “Hotel managers reviewing financial budgets illustration”
o Suggested OER search string: “hotel budgeting cost control OER image”
e Box 3.3 Hotel investment and capital management
o Al prompt suggestion: “Table showing hotel investment and capital management
examples”
o Suggested OER search string: “hotel investment capital management OER table”
o - Figure 3.4 Information technology and digital systems in hotels
o Al prompt suggestion: “Diagram showing hotel IT systems booking apps PMS”
o Suggested OER search string: “hotel information technology digital systems OER
diagram”
e Plate 3.4 Brand reputation and customer loyalty in hotels
o Al prompt suggestion: “Hotel guests returning loyal customers illustration”
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o Suggested OER search string: “hotel brand reputation customer loyalty OER
image”
e Box 3.4 Hotel innovation and competitive advantage
o Al prompt suggestion: “Table showing hotel innovation and competitive
advantage examples”
o Suggested OER search string: “hotel innovation competitive advantage OER
table”

Course Title: Catering and Hotel Business Management
Course Code: HTM402

Course Units: 2 Units

e Foundations of Hospitality

Hotels in National Development

Resources of the Hotel Industry

Agencies and Franchising

Financial and Managerial Control

Suggested Outline for Series 4: Agencies and Franchising

o Part 4.1 Hospitality agencies and their roles
o Definition and types of agencies (travel agencies, tour operators, booking
platforms)
o ' Functions.in supporting hotels and tourism
o Collaboration between agencies and hotels
o Part 4.2 Hotel franchising models
o Concept of franchising in hospitality
o Types of hotel franchise agreements
o Benefits and limitations of franchising
e Part 4.3 Impact of agencies and franchising on hotel operations
o Contribution to marketing and distribution
o Influence on service standards and brand consistency
o Challenges and opportunities in agency and franchise relationships
e Part 4.4 Future trends in agencies and franchising
o Digital transformation and online platforms
o Globalisation and expansion of franchise networks
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o Sustainability and ethical considerations in agency and franchise practices

Introduction

Agencies and franchising play a vital role in shaping the hotel and catering industry. Agencies
act as intermediaries, connecting hotels with guests through services such as travel bookings,
tour operations, and distribution platforms. Franchising, on the other hand, provides hotels with
access to established brands, systems, and markets, enabling them to expand more quickly and
consistently. Together, these mechanisms influence how hotels operate, compete, and grow.

The aim of this Series is to help you define, explain, and evaluate the functions of agencies and
franchising in hospitality. You will explore how agencies support hotels and tourism, how
franchising models operate, and how both contribute to marketing, service standards, and brand
consistency.

We shall begin by examining hospitality agencies and their roles, then move on to hotel
franchising models. Next, we will analyse the impact of agencies and franchising on hotel
operations, and finally, we will consider future trends such as digital transformation,
globalisation, and sustainability. This progression will provide you with a comprehensive
understanding of how agencies and franchising shape the modern hotel industry.

Series Learning Outcomes
Upon completing this Series, you should be able to:

e SLO 4.1 define the concept of hospitality agencies and explain their roles in supporting
hotels and tourism,

e SLO 4.2 describe the main models of hotel franchising and outline the types of franchise
agreements,

e ~SLO 4.3 analyse the impact of agencies and franchising on hotel operations, focusing on
marketing, service standards, and brand consistency, and

e SLO 4.4 evaluate emerging trends in agencies and franchising, including digital
transformation, globalisation, and sustainability practices.

4.1 Hospitality Agencies and Their Roles

4.1.1 Definition and types of agencies

-
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Hospitality agencies are organisations that act as intermediaries between hotels and guests. They
help connect travellers to accommodation and related services. Types of agencies include travel
agencies, which arrange trips and bookings; tour operators, which package travel experiences;
and online booking platforms, which provide digital access to hotel reservations.

Travel agencies in hospitality include
bookings for clients.

, which refers to businesses that arrange trips-and

TYPES OF HOSPITALITY & TRAVEL AGENCIES:
A COMPREHENSIVE FRAMEWORK

TRADITIONAL TRAVEL AGENCIES @ OER ONLINE TRAVEL AGENCIES (OTAs)
BRICK & MORTAR /@ = GLOBAL OTAS
RETAILERS \&=L (Expedia, Booking.com)
BUSINESS TRAVEL e SPECIALIZED OTAS
MANAGEMENT (TMCs) \&5% @ =/ (e.g., Hostelworld, Villas)

CONSORTIA
NETWORKS \{

PACKAGE TOURS & ~a
CUSTOM ITINERARIES \&=

-

HOSPITALITY
& TRAVEL
DISTRIBUTION

CHANNELS

METASEARCH ENGINES
¥ (e.g., Kayak, TripAdvisor)

LAST-MINUTE DEAL
PLATFORMS

DIRECT BOOKING PLATFORMS

(SUPPLIER-OWNED)

INBOUND TOUR @ @
OPERATORS

HOTEL BRAND
&=/ WEBSITES

AIRLINE DIRECT
BOOKING

CRUISE LINE
~/ RESERVATION SYSTEMS

CAR RENTAL
BOOKING ENGINES

RAILWAY TICKET
PLATFORMS

OUTBOUND TOUR
OPERATORS
INTERDEPENDENCE
& COMMISSION
STRUCTURES

DOMESTIC TOUR

OPERATORS L/ 3
SPECIALIZEDTOUR (R
OPERATORS

(e.q., Adventure, Eco-Tourism)

*This diagram is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Travel Distribution)

Diagram showing types of hospitality agencies. Caption: Figure 4.1 Types of hospitality
agencies.

4.1.2 Functions in supporting hotels and tourism

Agencies perform several functions that support hotels and tourism. They promote hotels,
facilitate bookings, and expand market reach by connecting hotels to diverse customer bases.
They also provide customer service, helping guests with travel arrangements and resolving
issues. These functions make agencies vital partners in the hospitality industry.

Functions of agencies include
potential guests.

, which refers to promoting hotels and connecting them to

LA-NET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS



e

RVI

CE

RAND HORIZONS

Image of travel agency staff assisting clients with bookings. Caption: Plate 4.1 Functions of
hospitality agencies.

4.1.3 Collaboration between agencies and hotels

Collaboration between agencies and hotels 1s essential for mutual success. Hotels rely on
agencies for marketing and distribution, while agencies depend on hotels for quality services to
offer clients. Effective collaboration involves contracts, commission agreements, and shared
promotional activities. This partnership enhances visibility and ensures guests receive reliable
services.

Collaboration between agencies and hotels includes
agencies earn commissions for bookings.

, which refers to agreements where

-
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S N S — e R T e e e e T —Y
@ COLLABORATION BETWEEN HOSPITALITY AGENCIES & HOTELS: [ ,]ER\+
FRAMEWORK & EXAMPLES ) OER ipnsecr (EuTAES]
COLLABORATION AREA V,&G?& 0 EI E h] ﬁg COLLABO Tl(w AMPLE | MUTUAL BENEFIT |
(Category, e.g.) ( i e‘iargékéyl; c?es) (\” a%gt. e Eole c?evs) @oncrete,l&lfgs?reatee scenario) | (Outcome for both) ‘
— |
- CHANNEL Listing hotel on OTAs, GDS; |Providing real-time inventory, = ®Orey Wider Reach, i
E MANAGEMENT Dynamic Pricing rates; Setting commission G= %@ Optimized RevPAR ‘
& GROUP BOOKINGS | Sourcing corporate clients, Block-booking rooms, Secured Revenue, | |
2 & MICE securing group contracts p'epa"”gc‘;‘ti?i‘:;g SPACES, Increased Occupancy i
~ JOINT CAMPAIGNS | Running digital ads, email | Offering special packages, Enhanced Brand Visibily, | |
€ & PROMOTIONS marketing, social media exclusweaggggnt, brand Higher Conversions ~ | |
& |OYALTY PROGRAM | Promoting hotel loyalty tiers | Recognizing agency clients Repeat Business,
2 INTEGRATION to agency clients with loyalty perks (e.g., Customer Retention
upgrades) ‘
7 GUEST FEEDBACK & (Collecting and filtering guest| ,ﬁgﬂ'ﬁ,ﬁi‘gﬂ;ﬂ?ﬁ?&e Improved Reputation, \
§ SERVICE RECOVERY reviews and complaints improvements, responding to Guest Satisfaction :
3 Providing market trends i : : ; ‘
£ DATA SHARING & g nds, | Sharing guest preferences, Strategic Planning, ‘
petitor analysis, tay hist tional : :
© MARKET INSIGHTS booking patterns stay his anétgpem lona Personalized Service | |
L *This table is licensed under a Creative Commons Attribution-ShareAlike 4.0 International License (OER Project: Agency-Hotel Collaboration) /L

Box 4.1 Examples of collaboration between agencies and hotels Short description: Table-style

box listing contracts, commission agreements, and shared promotions.
Pilot questions 4.1

Define hospitality agencies.

Name two types of hospitality agencies.

Explain one function of agencies in supporting hotels.

What is the importance of collaboration between agencies and hotels?
True or False: Agencies have no role in promoting hotels.

M

4.2 Hotel Franchising Models

4.2.1 Concept of franchising in hospitality

Franchising in hospitality is a business model where a hotel owner operates under the brand,
systems, and standards of a larger company. The franchisor provides brand recognition,
marketing support, and operational guidelines, while the franchisee manages the day-to-day
running of the hotel. This arrangement allows hotels to benefit from established reputations and
proven systems.

Franchising in hotels includes
a larger company.

-

LA-NET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS

, which refers to operating under the brand and systems of



HOTEL FRANCHISING: FRANCHISOR & FRANCHISEE RELATIONSHIP & RESPONSIBILITIES

FRANCHISOR
(e.g., Marriott, Hilton, IHG)

FRANCHISEE
(Hotel Owner/Operator)

Brand Parent Company Franchisee Obligations (o) 77

A TP
Brand Parent

Local Hotel

Brand Name & Trademarks Initial Franchise Fee  Property

MUTUAL BENEFITS
& LONG-TERM
AGREEMENT

OPERATING AGREEMENT
& CONTRACT TERMS
(Typically 10-20 Years)

Reservations Systems

Ongoing Royalties
& Global Distribution

(e.g., % of Revenue)

Adherence to
Brand Standards

Marketing & Advertising
Support

Training Programs &
Operations Manuals

Property Maintenance
& Upkeep

Quality Assurance Local Marketing Efforts

& Standards FRANCHISOR PROVIDES:

Support, Systems, Brand Power
Design & Construction FRANCHISEE PROVIDES: Staffing & Day-to-day
Prototypes Capital, Local Management, Labor Management

OER RESOURCE: HOTEL MANAGEMENT PRINCIPLES
\%

Diagram showing franchisor—franchisee relationship in hotels. Caption: Figure 4.2 Concept of
franchising in hospitality.

4.2.2 Types of hotel franchise agreements

Hotel franchise agreements vary depending on the level of control and support provided.
Common types include:

e Management franchise: The franchisor manages the hotel directly.

e Product distribution franchise: The franchisee sells services under the franchisor’s
brand.

o Business format franchise: The franchisee adopts the franchisor’s entire system,
including branding, operations, and marketing.

A business format franchise includes , which refers to adopting the franchisor’s entire
system of branding and operations.
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HOTEL FRANCHISING: FRANCHISOR & FRANCHISEE RELATIONSHIP & RESPONSIBILITIES

OPERATINGUNDER |y — = —— |
17 BRAND STANDARDS 7 ACCESSTOGLOBAL

& TRADEMARKS RESERVATIONS

& MARKETING

STAFF OPERATING WITHIN A FRANCHISEE-OWNED HOTEL, SUPPORTED
i BY THE FRANCHISOR'S SYSTEMS AND TRAINING.

B I —
OER RESOURCE: HOTEL MANAGEMENT PRINCIPLES

Image of hotel staff working under a franchise brand. Caption: Plate 4.2 Types of hotel franchise
agreements.

4.2.3 Benefits and limitations of franchising

Franchising offers several benefits, such as brand recognition, marketing support, and access to
established systems. However, it also has limitations, including franchise fees, reduced
independence, and strict compliance requirements. Hotels must weigh these factors before

entering into franchise agreements.

Benefits of franchising include , which refers to gaining recognition through an
established brand.
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HOTEL FRANCHISING BENEFITS AND LIMITATIONS: A COMPARATIVE VIEW

| FRANCHISOR (BRAND OWNER) | FRANCHISEE (HOTEL OWNER)
KEY BENEFITS

ﬁl RAPID, CAPITAL-EFFICIENT EXPANSION famolks ESTABLISHED BRAND NAME & REPUTATION
PROVEN OPERATIONAL SYSTEMS & MANUALS

B@o INCREASED BRAND RECOGNITION

Benefits ACCESS TO GLOBAL RESERVATION & MARKETING
% CONSISTENT ROYALTY REVENUE STREAMS § o
& ACCESS TO LOCAL MARKETS % TRAINING & SUPPORT PROGRAMS
KEY LIMITATIONS

‘o RISK TO BRAND REPUTATION FROM POOR

M DT HIGH INITIAL FEES & ONGOING ROYALTIES

[, LESS DIRECT CONTROL OVER DALY OPERATIONS STRICT ADHERENCE TO BRAND STANDARDS

Limitations

LEGAL COMPLEXITY & FRANCHISE LAW
COMPLIANCE

b DIFFICULTY MAINTAINING BRAND CONSISTENCY
iy ACROSS A DIVERSE PORTFOLIO

LIMITED OPERATIONAL FLEXIBILITY

SHARED PROFITS & FRANCHISOR-IMPOSED
CHANGES

Source: Adapted from Hotel Management Principles OER Module. Use with attribution.

Box 4.2 Benefits and limitations of franchising Short description: Table-style box listing brand
recognition, marketing support, fees, and compliance requirements.

Pilot questions 4.2

Define franchising in the context of hotels.

Name two types of hotel franchise agreements.

Explain one benefit of franchising for hotels.

What is one limitation of franchising?

True or False: Franchising allows hotels complete independence in operations.

MRS

4.3 Impact of Agencies and Franchising on
Hotel Operations

4.3.1 Contribution to marketing and distribution

Agencies and franchising both play a major role in marketing and distribution. Agencies
promote hotels through advertising, travel packages, and online platforms, while franchising
provides access to established brand marketing campaigns. Together, they expand visibility and
attract diverse customer segments.

-
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Marketing through agencies includes , which refers to promoting hotels via online
booking platforms.

HOTEL MARKETING & DISTRIBUTION CHANNELS: THE FRANCHISE ECOSYSTEM

Booklt! —f TravelSavvy
/
“MetaFind @:@Metaﬁnd
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. FRANCHISE
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@ m DISTRIBUTION SUPPORT {}
= = Xa N
famsks - (&n /JI % EE
: I, P SR,
BRAND WEBSITE CENTRAL GLOBAL REVENUE AGENCY

& LOYALTY RESERVATION ~ MARKETING MANAGEMENT ~ PARTNERSHIPS
PROGRAM SYSTEM (CRS) ~ CAMPAIGNS SYSTEMS & CONTRACTS

OER RESOURCE: HOTEL MANAGEMNT & MARKETING

Diagram showing marketing and distribution channels in hospitality. Caption: Figure 4.3
Marketing and distribution through agencies and franchising.

4.3.2 Influence on service standards and brand consistency

Franchising ensures service standards and brand consistency across different locations.
Agencies also influence standards by requiring hotels to meet certain quality benchmarks before
listing them. This alignment helps maintain guest trust and loyalty, as customers expect uniform
experiences across franchise hotels and agency-recommended properties.

Service standards in franchising include , which refers to maintaining uniform guest
experienees across hotel branches.
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DELIVERING BRAND CONSISTENCY: HOTEL FRANCHISE SERVICE STANDARDS

famoks

CONSISTENT BRAND
STANDARDS &
GUEST EXPERIENCE

|

STAFF TRAINING AND OPERATIONAL MANUALS ENSURE A UNIFORM GUEST
EXPERIENCE ACROSS ALL FRANCHISED PROPERTIES.

-

| ‘

OER RESOURCE: HOTEL MANAGEMENT PRINCIPLES

Image of hotel staff delivering consistent branded service. Caption: Plate 4.3 Service standards
and brand consistency in hotels.

4.3.3 Challenges and opportunities in agency and franchise relationships

While agencies and franchising offer opportunities for growth, they also present challenges.
Hotels may face high commission fees; strict compliance requirements, or reduced
independence. However, opportunities include expanded market reach, stronger brand
recognition, and improved operational support. Successful management of these relationships
requires balancing costs with benefits.

Challenges in agency relationships include , which refers to the high commission fees
charged for bookings.
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HOTEL AGENCY FRANCHISING: KEY CHALLENGES & OPPORTUNITIES

CHALLENGES (RISKS & HURDLES) OPPORTUNITIES (GROWTH & POTENTIAL)
,A},, » BRAND DILUTION RISK &85 - RAPID MARKET EXPANSION
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= « STRICT ADHERENCE TO BRAND « ACCESS TO GLOBAL DISTRIBUTION SYSTEMS
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= L
s « SHARED BRAND REPUTATION RISK =12l * PROVEN BUSINESS MODEL & TRAINING
O QER Source: Adapted from Hotel Management & Marketing OER Modules. Use with attribution. O OER

Box 4.3 Challenges and opportunities in agency and franchise relationships Short description:
Table-style box listing high fees, compliance requirements, reduced independence, market reach,
and brand recognition

Pilot questions 4.3

Explain how agencies contribute to hotel marketing.

Define brand consistency in franchising.

Give one example of a service standard influenced by agencies.

What is one challenge hotels face in agency relationships?

True or False: Agencies and franchising only create challenges without opportunities.

Nk W=

4.4 Future Trends in Agencies and
Franchising

4.4.1 Digital transformation and online platforms

Digital transformation is reshaping agencies and franchising in hospitality. Online platforms such
as global distribution systems (GDS) and booking apps have become central to connecting hotels
with guests. Franchises are also adopting digital tools for reservations, customer relationship
management, and brand marketing. These innovations improve efficiency and expand market
reach.

-
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Digital transformation in agencies includes , which refers to using online platforms for
hotel bookings.

HOTEL DIGITAL TRANSFORMATION: THE AGENCY FRANCHISE ECOSYSTEM

AGENCY SERVICES
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Technology roadmap
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IMPLEMENTATION & INTEGRATION
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COnnecled
ystems

PMS, CRS, POS, Moblie App

development Data lakes

FRANCHISEE FRANCHISEE
(HOTEL) DATA ANALYTICS & - LN | MARKETIN (HOTEL)
FEEL%BC,)&K & REVENUE OPTIMIZATION Lz FRANCHISE [ EXPERIENCE FEE.%BC‘)\CLK &
Al HOTEL PROPERTY /@

ADOPTION /f = e \ (e “amoks* brand) - 98 B3 AOOPTION
LOC&J market Iata Dashboard AI/MaChg'ge s Megnatol Sccial media Website  Guest Performance
ata Bl reporting, Demand forecasing = ' SEQ, SEM, Social Media, CRM, feedback
Dynamic pricing, Performance metrics L Loyalty program, Direct booking

AGENCY FRANCHISOR (BRAND) SUPPORT & STANDARDS
CENTRALIZED TRAINING & CERTIFICATION PROGRAMS APPROVED TECHNOLOGY VENDOR LIST & PLATFORMS

BRAND-COMPLIANT DIGITAL PLAYBOOKS ~ ONGOING R&D & INNOVATION UPDATES QUALITY ASSURANCE & AUDITING

OER RESOURCE: HOTEL TECHNOLOGY & MARKETING MANAGEMENT

Diagram showing digital transformation in agencies and franchising. Caption: Figure 4.4 Digital
transformation and online platforms.

4.4.2 Globalisation and expansion of franchise networks

Globalisation has led to the rapid expansion of franchise networks across different countries.
International hotel'brands establish franchises in diverse markets, offering consistent service
standards worldwide. Agencies also benefit from globalisation by connecting travellers to hotels
across borders. This trend strengthens brand recognition and creates opportunities for growth.

Globalisation in franchising includes , which refers to expanding hotel brands into
international markets.
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GLOBALIZATION & INTERNATIONAL HOTEL FRANCHISE NETWORKS

famoks
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Hotel
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MULTINATIONAL FRANCHISE AGREEMENTS ENABLE A CONSISTENT BRAND EXPERIENCE
AND CENTRALIZED SUPPORT ACROSS DIVERSE GLOBAL MARKETS.

OER RESOURCE: HOTEL MANAGEMENT PRINCIPLES

Image of international hotel franchise branches. Caption: Plate 4.4 Globalisation and expansion
of franchise networks.

4.4.3 Sustainability and ethical considerations

Sustainability and ethics are becoming increasingly important in agencies and franchising. Hotels
are expected to adopt eco-friendly practices, while agencies promote responsible tourism.
Franchises integrate sustainability into brand standards, ensuring consistent environmental and
social responsibility across branches. Ethical considerations also include fair labour practices and

transparent contracts.

Sustainability in franchising includes , which refers to adopting eco-friendly practices
across hotel branches.
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SUSTAINABILITY & ETHICAL CONSIDERATIONS IN HOTEL AGENCY FRANCHISING: KEY AREAS
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bz BN i 5 HANDLE COMPLAINTS & DISPUTES FAIRLY
INITIATIVES @ REPORT ON SUSTAINABILITY PERFORMANCE & % REGULARLY REVIEW ETHICAL COMPLIANCE
Al coaLs %7 & TRAINING
@ Source: Adapted from Hotel Management & Ethics OER Modules. Use with attribution. @

Box 4.4 Sustainability and ethical considerations in agencies and franchising Short description:
Table-style box listing eco-friendly practices, responsible tourism, fair labour, and transparent
contracts.

Pilot questions 4.4

Explain how digital transformation is changing agencies and franchising.
Define globalisation.in the context of hotel franchising.

Give one example of sustainability practice in franchising.

What ethical considerations are important in agency relationships?

True or False: Future trends in agencies and franchising ignore sustainability.

M

Series Summary

This Series has focused on the role of agencies and franchising in shaping hotel operations and
competitiveness. We began by defining hospitality agencies and examining their types and
functions, before moving on to franchising models and agreements. We then analysed the impact
of agencies and franchising on hotel operations, considering their contribution to marketing,
distribution, service standards, and brand consistency, as well as the challenges and opportunities
they present. Finally, we explored future trends such as digital transformation, globalisation, and
sustainability, showing how these developments are influencing the industry.

By engaging with these topics, you should now be able to define hospitality agencies and their
roles (SLO 4.1), describe franchising models and agreements (SLO 4.2), analyse the impact of
agencies and franchising on hotel operations (SLO 4.3), and evaluate emerging trends in this
ol
S
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area (SLO 4.4). These outcomes provide you with a practical framework for assessing how
agencies and franchising contribute to hotel growth, competitiveness, and long-term
sustainability.

Glossary of Terms

e Agency: An organisation that connects hotels with guests through bookings and related
services.

e Brand consistency: Delivering uniform guest experiences across different hotel branches
under the same brand.

o Business format franchise: A franchise model where the franchisee adopts the
franchisor’s entire system, including branding, operations, and marketing.

e Collaboration: A partnership between hotels and agencies involving contracts,
commissions, and shared promotions.

o Commission fees: Charges paid to agencies for each booking made.

« Digital transformation: The adoption of online platforms and digital tools to improve
efficiency and expand market reach.

o Franchise agreement: A legal contract outlining the relationship between franchisor and
franchisee.

o Franchisee: The hotel owner who operates under the franchisor’s brand and systems.

e Franchisor: The company that provides branding, systems, and support to franchisees.

e Globalisation: The expansionof hotel franchises and agencies into international markets.

e Management franchise: A model where the franchisor manages the hotel directly.

e Marketing channels: Platforms and methods used to promote hotels to potential guests.

e Online booking platform: A digital system that allows guests to reserve hotel rooms
online.

e Product distribution franchise: A model where the franchisee sells services under the
franchisor’s brand.

e Responsible tourism: Travel practices that minimise harm to the environment and
communities.

e Service standards: Benchmarks of quality that hotels must meet to satisfy guests.

» Sustainability: Eco-friendly practices integrated into hotel operations and franchising.

o /Tour operator: A business that packages travel experiences, including accommodation
and activities.

o Travel agency: A business that arranges trips and bookings for clients.

Concept Check Questions [Series 4]
Objective questions

1. Define a hospitality agency. (Linked to SLO 4.1)
2. Identify one type of hotel franchise agreement. (Linked to SLO 4.2)

-
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3. True or False: Commission fees are charges paid to agencies for each booking. (Linked to
SLO 4.1)

4. State one benefit of franchising for hotels. (Linked to SLO 4.2)

5. Which future trend involves adopting eco-friendly practices across hotel branches?
(Linked to SLO 4.4)

Short-answer questions

Explain one function of agencies in supporting hotels and tourism. (Linked to. SLO 4.1)
Describe how franchising contributes to brand consistency. (Linked to SLO 4.2)
Analyse one challenge hotels face in agency relationships. (Linked to SLO 4.3)

Give one example of digital transformation in agencies and franchising. (Linked to SLO
4.4)

A S

Long-answer questions

10. Discuss the roles of hospitality agencies, including their types and functions. (Linked to
SLO 4.1)

11. Evaluate the benefits and limitations of hotel franchising models. (Linked to SLO 4.2)

12. Analyse the impact of agencies and franchising on hotel operations, focusing on
marketing, service standards, and challenges. (Linked to SLO 4.3)

13. Assess future trends in agencies and franchising, considering digital transformation,
globalisation, and sustainability. (Linked to SLO 4.4)

Answers to Concept Check Questions [Series 4]
Objective answers

1. A hospitality agency is an organisation that connects hotels with guests through bookings
and services.

2. One type is‘a business format franchise.
3. True.

4. Brand recognition.

5. Sustainability.

Short-answer answers

o

Agencies promote hotels and facilitate bookings, expanding market reach.

7. Franchising enforces uniform service standards across branches, ensuring guests receive
consistent experiences.

One challenge is high commission fees charged by agencies.

9. Online booking platforms and digital reservation systems.

«

Long-answer answers

-
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e Q10 Basic response: Hospitality agencies include travel agencies, tour operators, and
online booking platforms. Their functions are promoting hotels, facilitating bookings, and
providing customer service. Value-added response: Beyond these, agencies also shape
tourism flows, influence guest perceptions, and integrate with global distribution systems,
making them critical to hotel competitiveness.

e Q11 Basic response: Benefits of franchising include brand recognition, marketing
support, and access to established systems. Limitations include franchise fees, reduced
independence, and strict compliance requirements. Value-added response: Outstanding
learners may note that franchising also provides economies of scale, training support, and
global reach, while limitations can extend to cultural mismatches in international
markets.

e Q12 Basic response: Agencies and franchising impact hotel operations by expanding
marketing channels, ensuring service standards, and presenting challenges such as high
fees and reduced independence. Value-added response: Advanced learners may
highlight how these relationships also create opportunities for innovation; cross-border
expansion, and enhanced customer loyalty, while requiring strategic negotiation to
balance costs and benefits.

e Q13 Basic response: Future trends include digital transformation, globalisation, and
sustainability, all of which are reshaping agencies and franchising. Value-added
response: Outstanding learners may add that artificial intelligence, blockchain for
contracts, and ethical tourism practices are emerging as additional trends, further
influencing how agencies and franchises operate globally.

Answers to Pilot Questions [Series 4]
Part 4.1 Hospitality Agencies and Their Roles

1. Hospitality‘agencies are organisations that connect hotels with guests through bookings
and services.

Travel agencies and tour operators.

Promoting hotels and facilitating bookings.

Collaboration ensures visibility, reliable services, and mutual success.

False. Agencies play a key role in promoting hotels.

ey’ i

Part 4.2 Hotel Franchising Models

1. Franchising is a business model where a hotel operates under the brand and systems of a
larger company.
2. Management franchise and business format franchise.
3. Brand recognition.
4. Franchise fees and reduced independence.
P
D
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5. False. Franchising requires compliance with franchisor standards.
Part 4.3 Impact of Agencies and Franchising on Hotel Operations

1. Agencies contribute by promoting hotels through advertising and online booking
platforms.

Brand consistency means delivering uniform guest experiences across hotel branches.
Agencies may require hotels to meet quality benchmarks before listing them.

High commission fees.

False. Agencies and franchising create both challenges and opportunities.

Nk

Part 4.4 Future Trends in Agencies and Franchising

1. Digital transformation is changing agencies and franchising through online booking
platforms and digital tools.

Globalisation in franchising refers to expanding hotel brands into international markets.
Using eco-friendly practices across hotel branches.

Fair labour practices and transparent contracts.

False. Sustainability is an important future trend.

bl

References and Attributions [Series 4]
Textual references

o Content on agencies, franchising models, operational impacts, and future trends was
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o Figure 4.2 Concept of franchising in hospitality
o Al prompt suggestion: “Diagram showing franchisor franchisee relationship in
hotels”
o Suggested OER search string: “hotel franchising concept OER diagram”
e Plate 4.2 Types of hotel franchise agreements
o Al prompt suggestion: “Hotel staff working under franchise brand illustration”
o Suggested OER search string: “hotel franchise agreements OER image”
e Box 4.2 Benefits and limitations of franchising
o Al prompt suggestion: “Table showing hotel franchising benefits and limitations”
o Suggested OER search string: “hotel franchising benefits limitations OER table”
o Figure 4.3 Marketing and distribution through agencies and franchising
o Al prompt suggestion: “Diagram showing hotel marketing distribution agencies
franchising”
o Suggested OER search string: “hotel marketing distribution agencies franchising
OER diagram”
o Plate 4.3 Service standards and brand consistency in hotels
o Al prompt suggestion: “Hotel staff delivering consistent branded service
illustration”
o Suggested OER search string: “hotel franchising service standards brand
consistency OER image”
e Box 4.3 Challenges and opportunities in agency and franchise relationships
o Al prompt suggestion: “Table showing hotel agency franchise challenges
opportunities”
o Suggested OER search string: “hotel agencies franchising challenges
opportunities OER table”
o Figure 4.4 Digital transformation and online platforms
o Al prompt suggestion: “Diagram showing hotel digital transformation agencies
franchising”
o Suggested OER search string: “digital transformation agencies franchising hotels
OER diagram”
e Plate 4.4 Globalisation and expansion of franchise networks
o Al prompt suggestion: “International hotel franchise branches illustration”
o [ Suggested OER search string: “globalisation hotel franchise networks OER
image”
o Box 4.4 Sustainability and ethical considerations in agencies and franchising
o Al prompt suggestion: “Table showing sustainability ethical considerations
agencies franchising”
o Suggested OER search string: “sustainability ethical considerations hotel agencies
franchising OER table”
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Course Title: Catering and Hotel Business Management
Course Code: HTM402

Course Units: 2 Units

e Foundations of Hospitality

Hotels in National Development

Resources of the Hotel Industry

Agencies and Franchising

Financial and Managerial Control

Suggested outline for Series 5: Financial and Managerial
Control

Main Parts and Subparts

Part 5.1 Principles of financial control
o Definition and importance of financial control in hospitality
o Key tools of financial control (budgets, audits, internal checks)
o Role of financial control in preventing losses and ensuring accountability
Part 5.2 Managerial control systems
o Congept of managerial control in hotels
o Types of managerial control (strategic, operational, quality control)
o ( Techniques for monitoring performance and efficiency
Part 5.3 Integration of financial and managerial control
o How financial and managerial controls complement each other
o Case examples of integrated control systems in hotels
o Challenges and best practices in implementing control systems
Part 5.4 Contemporary issues and trends
o. Digital tools for financial and managerial control
o Risk management and compliance in hospitality
o Emerging trends such as sustainability reporting and data-driven decision-making
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Introduction

Financial and managerial control is central to the effective running of hotels and catering
businesses. These controls ensure that resources are used efficiently, losses are minimised, and
performance is monitored against set objectives. Without proper control systems, hotels risk
inefficiency, poor service delivery, and financial instability.

The aim of this Series is to help you define, explain, and evaluate the principles of financial and
managerial control in hospitality. You will explore the tools of financial control, examine
managerial control systems, and analyse how both integrate to strengthen hotel operations. In
addition, you will consider contemporary issues such as digital tools, risk management, and
sustainability reporting.

We shall begin by studying the principles of financial control, then move on to managerial
control systems. Next, we will analyse the integration of financial and managerial control,
and finally, we will examine contemporary issues and trends. This progression will provide
you with a comprehensive understanding of how control systems safeguard hotel performance
and competitiveness.

Series Learning Outcomes
Upon completing this Series, you should be able to:

e SLO 5.1 define the principles of financial control in hospitality and identify key tools
such as budgets, audits, and internal checks,

e SLO 5.2 describe managerial control systems in hotels and explain how they monitor
performance and efficiency,

e SLO 5.3 analyse how financial and managerial controls integrate to strengthen hotel
operations, and

e SLO 54 evaluate contemporary issues and trends in financial and managerial control,
including digital tools, risk management, and sustainability reporting.

5.1 Principles of Financial Control

5.1.1 Definition and importance of financial control

Financial control refers to the systems and processes used to monitor, manage, and safeguard an
organisation’s financial resources. In hospitality, financial control ensures that hotels and
catering businesses operate efficiently, prevent losses, and remain accountable. It is vital for
maintaining profitability and sustaining long-term growth.

-
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Financial control in hotels includes , which refers to monitoring and managing financial
resources to prevent losses.

THE HOTEL FINANCIAL CONTROL CYCLE: BUDGETING, MONITORING & AUDITING

== « Establish Strategic Goals
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« Take Corrective Action & Adjust (PMS/POS)

3. MONITORING & REPORTING

A « Generate Daily/Monthly P&L Statements
INPUTS: Historical Data, Market Zanll| < Analyze Budget vs. Actual Variance Q OUTPUTS: Revised Forecasts, Policy
Analysis, Strategic Plan * Review Key Performance Indicators (KPIs) Changes, Performance Evaluation

Management Review

OER RESOURCE: HOSPITALITY FINANCIAL MANAGEMENT

Diagram showing financial control cycle (budgeting, monitoring, auditing). Caption: Figure 5.1
Principles of financial control.

5.1.2 Key tools of financial control

Hotels use several tools to achieve financial control:
o Budgets: Plans that allocate resources and set financial targets.
e Audits: Independent checks to verify accuracy and compliance.
o Internal checks: Procedures to prevent fraud and errors.

These tools help managers track performance, identify problems early, and ensure accountability.

Budgets in financial control include , which refers to allocating resources and setting
financial targets.
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FINANCIAL CONTROL TOOLS: BUDGET MONITORING & REVIEW

KEY PERFORMANCE INDICATORS (KPIs)

+ Rey Perfermance Inzcators (KPIs)
- [iuilicators (KPis)
Kay Performance Indicators)

INTERNAL CONTROLS

« Ongaimg Royalibeas (e.g. %)
» Eapewse Authorization

e

MANAGERS USE FINANCIAL DATA TO ANALYZE PERFORMANCE, ENSURE COMPLIANCE, AND MAKE INFORMED DECISIONS.

OER RESOURCE: HOSPITALITY FINANCIAL MANAGEMENT

Image of hotel manager reviewing budget documents. Caption: Plate 5.1 Tools of financial
control in hotels.

5.1.3 Role of financial control in preventing losses and ensuring accountability

Financial control plays a crucial role in preventing losses by detecting irregularities and
enforcing compliance. It also ensures accountability by requiring managers to justify resource
use and report financial outcomes. Effective financial control builds trust among stakeholders
and supports sustainable hotel operations.

Accountability in financial control.includes , which refers to managers justifying resource
use and reporting outcomes.
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ROLES OF FINANCIAL CONTROL IN HOTELS: ACCOUNTABILITY, PREVENTION, & LOSS REDUCTION

KEY FINANCIAL CONTROL FUNCTION PRIMARY OBJECTIVE (ACCOUNTABILITY)

’ @ ESTABLISH DEPARTMENTAL TARGETS
@ ‘ % SET PERFORMANCE STANDARDS

’ i‘ ALLOCATE RESOURCES EFFICIENTLY

1. BUDGETING &
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LOSS PREVENTION & REDUCTION MECHANISM
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« RECORD DAILY REVENUES
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(8) | . SAFEGUARD ASSETS

2. CASH MANAGEMENT
& REVENUE CONTROL

. [% PREVENT THEFT & EMBEZZLEMENT
. 5}. AVOID REVENUE LEAKAGE
. m MINIMIZE BAD DEBTS

» PROCESS INVOICES ACCURATELY
* MATCH PURCHASE ORDERS
| * AUTHORIZE PAYMENTS wéﬁ&

3. ACCOUNTS PAYABLE
& PURCHASING

* |55 PREVENT DUPLICATE PAYMENTS
. li DETECT FRAUDULENT INVOICES
. .@ AVOID UNAUTHORIZED PURCHASES

» ENSURE POLICY COMPLIANCE

‘ * MAINTAIN FINANCIAL INTEGRITY

4. INTERNAL AUDITING
& COMPLIANCE

* REPORT FINANCIAL DATA

* 2 IDENTIFY INTERNAL CONTROL
"~ WEAKNESSES

«|= REDUCE OPERATIONAL ERRORS
(+ &, MITIGATE FINANCIAL RISKS

Source: Adapted from Hospitality Financial Management OER Modules. Use with attribution.

5.1 Roles of financial control in hotels Short description: Table-style box listing prevention of

losses, accountability, compliance, and stakeholder trust.
Pilot questions 5.1

Define financial control inhospitality.
Name two tools of financial control.

What is accountability in financial control?

MRS

Explain one role of financial control in preventing losses.

True or False: Financial control is not necessary for hotel profitability.

5.2 Managerial Control Systems

5.2.1 Concept of managerial control in hotels

Managerial control refers to the processes managers use to monitor, evaluate, and guide
operations to achieve organisational goals. In hotels, managerial control ensures that staff
performance, service quality, and resource use align with strategic objectives. It provides a

framework for decision-making and accountability.

Managerial control in hotels includes
to achieve organisational goals.

-
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THE HOTEL MANAGERIAL CONTROL CYCLE: PLANNING, MONITORING, EVALUATING, CORRECTING

1. ESTABLISH STANDARDS & PLANNING
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« Update Standards & Policies e8| « Record Financial Transactions smnll
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O
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‘_.1 Identify Deviations & Trends B—

Historical Performance Guest Satisfaction, Financial Goals

Conduct Management Review

Source: Adapted from Hospitality Management Principles OER Module. Use with attribution.

Diagram showing managerial control cycle (planning, monitoring, evaluating, correcting).
Caption: Figure 5.2 Concept of managerial control in hotels.

5.2.2 Types of managerial control

Hotels apply different types of managerial control:
o Strategic control: Ensures long-term goals and strategies are achieved.
e Operational control: Focuses on day-to-day activities and efficiency.
e Quality contrel: Monitors service standards and guest satisfaction.

These types of control help managers balance long-term vision with daily performance.

Operational control in hotels includes , which refers to monitoring day-to-day activities
and efficiency.

LA-NET | ONLINE LEARNING VIDEO PLATFORM FOR POST-SECONDARY & HIGHER INSTITUTION STUDENTS



OPERATIONAL CONTROL: CHECKING STAFF PERFORMANCE & SERVICE STANDARDS
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.....

SUPERVISORS MONITOR DAILY OPERATIONS TO ENSURE ADHERENCE TO BRAND STANDARDS AND
TO PROVIDE IMMEDIATE FEEDBACK AND COACHING.

= e [T 1
OER RESOURCE: HOTEL MANAGEMENT PRINCIPLES

Image of hotel supervisor checking staff performance. Caption: Plate 5.2 Types of managerial
control in hotels.

5.2.3 Techniques for monitoring performance and efficiency

Managerial control uses techniques such as performance appraisals, key performance
indicators (KPIs), and benchmarking. These tools allow managers to measure staff
productivity, service quality, and operational efficiency. Effective monitoring ensures that hotels

remain competitive and responsive to guest needs.

Performance appraisal in hotels includes , which refers to evaluating staff productivity
and service quality.

\" lJ
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MANAGERIAL CONTROL TECHNIQUES IN HOTELS: KEY AREAS & METHODS

CONTROL CATEGORY SPECIFIC TECHNIQUE / METHOD PURPOSE OF CONTROL | APPLICATION EXAMPLE IN HOTELS
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l{% SURVEYS Sorale Analyze employee turnover rate
Q Source: Adapted from Hospitality Management Principles OER Module. Use with attribution. @

Box 5.2 Techniques for monitoring performance and efficiency Short description: Table-style
box listing performance appraisals, KPIs; and benchmatking.

Pilot questions 5.2

Define managerial control in hotels.
Name two types of managerial control.

What is the purpose of strategic control?

MRS

Explain one technique used to monitor performance.

True or False: Quality control focuses only on financial outcomes.

5.3 Integration of Financial and Managerial

Control

5.3.1 Complementary roles of financial and managerial control

Financial and managerial controls complement each other in hotel operations. Financial control
ensures accountability and resource management, while managerial control focuses on
performance, service quality, and efficiency. Together, they provide a balanced system that

safeguards profitability and guest satisfaction.

-
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Integration of controls includes , which refers to combining financial accountability with
operational efficiency.

INTEGRATED FINANCIAL & MANAGERIAL CONTROL FRAMEWORK FOR HOTELS

INPUTS: DATA SOURCES

CENTRALIZED DATA WAREHOUSE INTEGRATED CONTROL CYCLES

== & INTEGRATION ENGINE INTEGRATED FINANCIAL CONTROL CYCLE
E - « Daily Revenue & Expense Tracking
FINANCIAL ACCOUNTING * Budget Variance Analysis
SYSTEMS « Financial Reporting (P&L, Balance Sheet)

(PMS, POS, GL)

FHO
BUDGETS &
FORECASTS

« Internal Auditing

CROSS-FUNCTIONAL

DATA
CONSOLIDATION &
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FEEDBACK & DECISION
SUPPORT LOOP

INTEGRATED MANAGERIAL CONTROL CYCLE
« Qperational Performance Evaluation

(Benchmarking)
% « Labor Productivity & Cost Control
* Guest Satisfaction Monitoring

__/\/'I =
» Corrective Action & Planning
] ol ARM; 2 IM ENT

OPERATIONAL REPORTS REDUCED COSTS

KPls, Quality Metrics, INCREASED PROFITABILITY
( Glsjegtugée)&bail?)cs ENHANCED GUEST EXPERIENCE
STRATEGIC ALIGNMENT

Source: Adapted from Hospitality Control Systems OER Module. Use with attribution.

Diagram showing integration of financial and managerial controls. Caption: Figure 5.3
Complementary roles of financial and managerial control.

5.3.2 Case examples of integrated control systems

Hotels often use integrated control systems such as balanced scorecards, which combine
financial measures with operational and service indicators. Another example is performance
dashboards, which track budgets, KPIs, and guest satisfaction simultaneously. These systems
allow managers to make informed decisions that align financial stability with service excellence.

Balanced scorecards in hotels include , which refers to combining financial measures
with operational and service indicators.
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INTEGRATED CONTROL SYSTEMS: USING THE BALANCED SCORECARD

HOTEL INTEGRATED PERFORM 7
— ANCE DASHBOARD:

» BALANCED SCORECARD
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E\ Housekeeping Eficiency % suf erticaton
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MANAGERS USE BALANCED SCORECARDS TO MONITOR STRATEGIC OBJECTIVES ACROSS FINANCIAL,
FINANCIAL, CUSTOMER, INTERNAL PROCESS, AND LEARNING PERSPECTIVES.

Source: Adapted from Hospitality Control Systems OER Module. Use with attribution.

Image of hotel manager reviewing a performance dashboard. Caption: Plate 5.3 Case examples
of integrated control systems.

5.3.3 Challenges and best practices in integration

Integrating financial and managerial controls can be challenging due to conflicting priorities,
data complexity, and resistance to change. Best practices include clear communication, training
staff on control systems, and using digital tools to streamline processes. Successful integration
enhances transparency and strengthens decision-making.

Best practices in integration include , which refers to training staff on control systems to
ensure effective use.

[Insert box here] Caption: Box 5.3 Challenges and best practices in integration Short description:
Table-style box listing conflicting priorities, data complexity, resistance to change,
communication, training, and digital tools. Al prompt suggestion: “Table showing challenges
best practices integration financial managerial control hotels” Search string: “integration
financial managerial control hotels challenges best practices OER table”

Pilot questions 5.3

Explain how financial and managerial controls complement each other.

Give one example of an integrated control system used in hotels.

What is a balanced scorecard?

Name one challenge in integrating financial and managerial controls.

True or False: Integration of controls improves transparency and decision-making.

Nk v =

\" lJ
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5.4 Contemporary Issues and Trends

5.4.1 Digital tools for financial and managerial control

Hotels increasingly rely on digital tools such as property management systems (PMS), financial
software, and performance dashboards. These tools automate budgeting, reporting, and
monitoring, making control systems more efficient and accurate. Digitalisation also enables real-
time decision-making and enhances transparency.

Digital tools in control include , which refers to using property management systems to
automate financial reporting.

INTEGRATED HOTEL DIGITAL TOOLS: PROPERTY MANAGEMENT SYSTEMS & DASHBOARDS

T INTEGRATED CONTROL DASHBOARDS

INTEGRATION HUB FINANCIAL CONTROL DASHBOARD
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REAL-TIME DATA
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ANALYTICS ENGINE
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MANAGERIAL CONTROL DASHBOARD
« Operational KPIs (Occupancy, ADR)

« Labor Management & Productivit
* Guest Satisfaction Scores (GSS)

* Reputation Management

SYSTEMS

U=

~ OUTPUTS: PERFORM
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GUEST-FACING APPS OPERATIONAL EFFICIENCY
& WEB CHANNELS ENHANCED GUEST EXPERIENCE
STRATEGIC AGILITY

Source: Adapted from Hospitality Digital Managem OER Module. Use with attribution.

Diagram showing digital tools for financial and managerial control. Caption: Figure 5.4 Digital
tools in financial and managerial control.

5.4.2 Risk management and compliance

Risk management is essential for protecting hotels against financial losses, fraud, and operational
disruptions. Compliance ensures adherence to legal and industry standards, such as tax
regulations and labour laws. Together, risk management and compliance strengthen trust among
stakeholders and safeguard long-term sustainability.
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Risk management in hotels includes , which refers to protecting against financial losses
and fraud.

INTEGRATED CONTROL SYSTEMS: RISK MANAGEMENT & COMPLIANCE

KEY RISK AREAS | COMPLIANCE
Jeswey | DEADLINES

/ COMPLIANCE CLHMES
DEADLINES

+/ TIRE SAFETY
INSPECTIONS (DAILY)

+/ 700D SAFETY AUDITS

+/ LICENSING & PERMITS
(RENEWAL)
(STAFF SAFLTY TRAMING

— -

MANAGERS USE COMPLIANCE CHECKLISTS AND RISK REGISTERS TO PROACTIVELY MANAGE
OPERATIONAL RISKS AND ENSURE LEGAL & REGULATORY ADHERENCE.

Source: Adapted from Hospitality Control Systems OER Module. Use with attribution.

Image of hotel manager reviewing compliance checklist. Caption: Plate 5.4 Risk management
and compliance in hotels.

5.4.3 Sustainability reporting and data-driven decision-making

Modern hotels are adopting sustainability reporting, which tracks eco-friendly practices and
social responsibility. Data-driven decision-making uses analytics to improve efficiency, predict
trends, and enhance guest satisfaction. These practices reflect the growing importance of ethical

and sustainable management in hospitality.

Sustainability repotting in hotels includes , which refers to tracking eco-friendly practices
and social responsibility.
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SUSTAINABILITY REPORTING: DATA-DRIVEN DECISION-MAKING IN HOTELS
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@ Source: Adapted from Hospitality Sustainability Management OER Modules. Use with attribution. @

Box 5.4 Sustainability reporting and data-driven decision-making Short description: Table-style
box listing eco-friendly practices, social responsibility, analytics, and predictive decision-
making.

Pilot questions 5.4

Define digital tools in financial and managerial control.

Explain the importance of risk management in hotels.

What is compliance in hospitality operations?

Give one example of sustainability reporting.

True or False: Data-driven decision-making is unrelated to guest satisfaction.

M

Series Summary

This Series has explored how financial and managerial control underpin effective hotel and
catering operations. We began by defining the principles of financial control and identifying
tools such as budgets, audits, and internal checks. We then examined managerial control
systems, including strategic, operational, and quality control, alongside techniques like KPIs and
performance appraisals. Building on this, we analysed how financial and managerial controls
integrate through systems such as balanced scorecards and dashboards, before concluding with
contemporary issues such as digital tools, risk management, compliance, and sustainability
reporting.

By engaging with these topics, you should now be able to define the principles of financial
control (SLO 5.1), describe managerial control systems (SLO 5.2), analyse how financial and
managerial controls integrate (SLO 5.3), and evaluate contemporary issues and trends in this
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area (SLO 5.4). These outcomes equip you with practical knowledge to assess how control
systems safeguard profitability, accountability, and competitiveness in modern hospitality.

Glossary of Terms

e Accountability: The requirement for managers to justify resource use and report
financial outcomes.

o Audit: An independent check to verify financial accuracy and compliance.

o Balanced scorecard: A tool that combines financial measures with operational and
service indicators.

e Benchmarking: Comparing performance against industry standards or competitors.

e Best practices: Recommended methods for overcoming challenges and ensuring
effective integration of controls.

o Compliance: Adherence to legal and industry standards in hotel operations.

e Data-driven decision-making: Using analytics and data to guide operational and
strategic choices.

» Digital tools: Software systems that automate financial and managerial control processes.

» Financial control: Systems and processes used to monitor and safeguard financial
resources.

o Integration: The process of combining financial and managerial controls for improved
performance.

o Internal checks: Procedures designed to prevent fraud and errors.

o Key performance indicators (KPIs): Measurable values used to track progress toward
goals.

o Managerial control: Processes used to monitor, evaluate, and guide operations to
achieve organisational goals.

e Operational control: Monitoring day-to-day activities and efficiency.

o Performance appraisal: Evaluation of staff productivity and service quality.

o Performance dashboard: A digital tool that tracks budgets, KPIs, and guest satisfaction
simultaneously.

e Quality control: Monitoring service standards and guest satisfaction.

« Risk management: Protecting hotels against financial losses, fraud, and operational
disruptions.

e Strategic control: Ensuring long-term goals and strategies are achieved.

o  Sustainability reporting: Tracking eco-friendly practices and social responsibility in
hotel operations.

Concept Check Questions [Series 5]
Objective questions

1. Define financial control in hospitality. (Linked to SLO 5.1)

-
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2. Identify one tool of financial control. (Linked to SLO 5.1)

3. True or False: Managerial control focuses only on financial outcomes. (Linked to SLO
5.2)

4. State one type of managerial control. (Linked to SLO 5.2)

5. Which integrated system combines financial measures with operational and service
indicators? (Linked to SLO 5.3)

6. True or False: Sustainability reporting tracks eco-friendly practices and social
responsibility. (Linked to SLO 5.4)

Short-answer questions

7. Explain one role of financial control in preventing losses. (Linked to SLO 5.1)

8. Describe how operational control supports hotel efficiency. (Linked to SLO 5.2)

9. Give one example of a digital tool used in financial and managerial control. (Linked to
SLO 5.4)

10. Analyse one challenge in integrating financial and managerial controls. (Linked to SLO
5.3)

Long-answer questions

11. Discuss the principles and tools of financial control in hotels. (Linked to SLO 5.1)

12. Evaluate the types of managerial control and their importance in hospitality operations.
(Linked to SLO 5.2)

13. Analyse how financial and managerial controls integrate to strengthen hotel operations,
with examples. (Linked to SLO 5.3)

14. Assess contemporary issues and trends in financial and managerial control, including
digital tools, risk management, and sustainability reporting. (Linked to SLO 5.4)

Answers to Concept Check Questions [Series 5]
Objective answers

1. Financial control is the system used to monitor and safeguard financial resources in
hospitality.

Budgets.

False. Managerial control covers performance, service quality, and efficiency.
Strategic control.

Balanced scorecard.

True.

Sy D) D

Short-answer answers

7. Financial control prevents losses by detecting irregularities and enforcing compliance.

8. Operational control monitors day-to-day activities, ensuring resources are used
efficiently.

9. Property management systems (PMS).

-
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10. One challenge is conflicting priorities between financial accountability and operational
flexibility.

Long-answer answers

e Q11 Basic response: Financial control involves monitoring financial resources through
tools such as budgets, audits, and internal checks. These ensure accountability and
prevent losses. Value-added response: Outstanding learners may add that financial
control also supports strategic planning, builds stakeholder trust, and integrates with
digital systems for real-time monitoring.

e Q12 Basic response: Managerial control includes strategic, operational, and quality
control, each ensuring goals are met, efficiency is maintained, and service standards are
upheld. Value-added response: Advanced learners may highlight how managerial
control also fosters innovation, aligns staff behaviour with organisational culture, and
adapts to changing market conditions.

e Q13 Basic response: Financial and managerial controls integrate through systems like
balanced scorecards and dashboards, combining accountability with efficiency. Value-
added response: Outstanding learners may note that integration also enhances
transparency, supports data-driven decision-making, and requires best practices such as
staff training and digital tools to overcomechallenges.

e Q14 Basic response: Contemporary issues include digital tools, risk management,
compliance, and sustainability reporting, all of which modernise control systems. Value-
added response: Advanced learners may add that emerging trends such as predictive
analytics, Al-driven monitoring;.and global sustainability standards are reshaping how
hotels manage control systems.

Answers to Pilot Questions [Series 5]
Part 5.1 Principles of Financial Control

1. Financial control is the system used to monitor and safeguard financial resources in
hospitality.

Budgets and audits.

Financial control prevents losses by detecting irregularities and enforcing compliance.
Accountability means managers justify resource use and report financial outcomes.
False. Financial control is essential for hotel profitability.

bl i

Part 5.2 Managerial Control Systems

-
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1. Managerial control is the process of monitoring, evaluating, and guiding operations to
achieve organisational goals.

Strategic control and operational control.

Performance appraisals.

Strategic control ensures long-term goals and strategies are achieved.

False. Quality control focuses on service standards and guest satisfaction.

Nk

Part 5.3 Integration of Financial and Managerial Control

1. Financial control ensures accountability, while managerial control ensures efficiency;
together they strengthen operations.

2. Balanced scorecards.

3. A balanced scorecard combines financial measures with operational and service
indicators.

4. Conlflicting priorities between financial accountability and operational flexibility.

True. Integration improves transparency and decision-making.

W

Part 5.4 Contemporary Issues and Trends

1. Digital tools are software systems that automate financial and managerial control

processes.

2. Risk management protects hotels against financial losses, fraud, and operational
disruptions.

3. Compliance means adhering to-legal and industry standards in hotel operations.

4. Publishing reports on eco-friendly practices such as energy conservation.

5. False. Data-driven decision-making directly enhances guest satisfaction.

References and Attributions [Series 5]
Textual references

o Content on financial and managerial control was developed from standard hospitality and
tourism management literature.

¢ Concepts such as budgets, audits, accountability, managerial control systems, integration,
digital tools, risk management, and sustainability reporting were adapted from widely
accepted practices in hotel and catering management.

Illustrations and attributions
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e Figure 5.1 Principles of financial control
o Al prompt suggestion: “Diagram showing financial control cycle hotels budgeting
auditing monitoring”
o Suggested OER search string: “financial control cycle hospitality OER diagram”
e Plate 5.1 Tools of financial control in hotels
o Al prompt suggestion: “Hotel manager reviewing budget documents financial
control”
o Suggested OER search string: “financial control tools hotels OER image”
e Box 5.1 Roles of financial control in hotels
o Al prompt suggestion: “Table showing roles of financial control‘hotels
accountability prevention losses”
o Suggested OER search string: “roles of financial control hotels OER table”
o Figure 5.2 Concept of managerial control in hotels
o Al prompt suggestion: “Diagram showing managerial control cycle hotels
planning monitoring evaluating correcting”
o Suggested OER search string: “managerial control eycle hospitality OER
diagram”
e Plate 5.2 Types of managerial control in hotels
o Al prompt suggestion: “Hotel supervisor checking staff performance operational
control”
o Suggested OER search string: “managerial control types hotels OER image”
e Box 5.2 Techniques for monitoring performance and efficiency
o Al prompt suggestion: “Table showing managerial control techniques hotels KPIs
benchmarking appraisals”
o Suggested OER search string: “managerial control techniques hotels OER table”
o Figure 5.3 Complementary roles of financial and managerial control
o Al prompt suggestion: “Diagram showing integration of financial and managerial
control hotels”
o Suggested OER search string: “integration financial managerial control hotels
OER diagram”
e Plate 5.3 Case examples of integrated control systems
o _Alprompt suggestion: “Hotel manager reviewing performance dashboard
balanced scorecard”
o ' Suggested OER search string: “integrated control systems hotels balanced
scorecard OER image”
e | Box 5.3 Challenges and best practices in integration
o Al prompt suggestion: “Table showing challenges best practices integration
financial managerial control hotels”
o> Suggested OER search string: “integration financial managerial control hotels
challenges best practices OER table”
e  Figure 5.4 Digital tools in financial and managerial control
o Al prompt suggestion: “Diagram showing hotel digital tools property
management systems dashboards”
o Suggested OER search string: “digital tools financial managerial control hotels
OER diagram”
e Plate 5.4 Risk management and compliance in hotels

-
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o Al prompt suggestion: “Hotel manager reviewing compliance checklist risk
management”

o Suggested OER search string: “risk management compliance hotels OER image”
e Box 5.4 Sustainability reporting and data-driven decision-making

o Al prompt suggestion: “Table showing sustainability reporting data-driven
decision-making hotels”

o Suggested OER search string: “sustainability reporting data-driven decision-
making hotels OER table”
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