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Key concepts, core functions, and best?practiceprinciples

1. Overview
Aspect Definition Why It Matters
, Planning, preparing, and delivering food? _ . . )
Catering _ Drives guest satisfaction, brand
and?beverage (F&B) services for events, _ _ _
Management reputation, and profit margins.

institutions, or commercial outlets.

_ Overseeing the operation of lodging Impacts occupancy rates,
Accommodation - : .
facilities (hotels, resorts, B&Bs, serviced revenue per available room

Management
apartments). (RevPAR), and guest loyalty.
Coordinated delivery of food, beverage, Enhances cross?selling
Integration and lodging services to create a opportunities and operational

seamless guest experience. efficiency.

2. Core Functions

2.1. Strategic Planning

1. Market Analysis — Identify target segments (business, leisure, group, MICE).
2. Concept Development — Define service style (buffet, a la carte, room service, banquet).
3. Feasibility Study — Estimate demand, cost structure, break?even point, ROI.

2.2. Operations Management

Area Key Tasks Typical KPIs
Menu & Product Recipe design, costing, nutritional Food cost % (target 28?357%),
Development compliance, seasonal sourcing. menu popularity index.
Procurement & Supplier selection, contract negotiation, Stock turnover, waste %
Inventory stock control, waste reduction. (target <5?7%).

. ) Kitchen workflow, staffing schedules,  Order fulfilment time, guest
Production & Service o _ . .
service timing, quality control. satisfaction scores.
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Area Key Tasks Typical KPIs
Housekeeping & Room cIeMﬁﬂIa@ﬁeﬁar@mt Occupancy turnover time,
Facility Upkeep maintenance scheduling. cleanliness audit score.

Front?Office & Guest Reservations, check?in/out, concierge, Average check?in time, Net

Relations complaint handling. Promoter Score (NPS).
Finance & Revenue Budgeting, pricing strategy, yield RevPAR, average daily rate
Management management, cost control. (ADR), EBITDA margin.

2.3. Human Resources

e Recruitment, training, scheduling, performance appraisal, health & safety compliance.*
e Emphasis on cross?training (e.g., front?desk staff understanding basic F&B service) to

improve flexibility.
2.4. Marketing & Sales

e Branding, digital presence, loyalty programs, group contracts, event promotion.*
e Use of Customer Relationship Management (CRM) systems to personalize offers.

2.5. Quality & Safety

e HACCP & food safety audits, sanitation protocols, fire safety, guest security.*
e Regular internal audits and external certifications (e.g., ISO 22000, Green Key).

3. Service Formats

Format Typical Setting Guest Expectations Revenue Implications
_ Speed, discretion, menu High margin per plate, but
Room Service Hotels, resorts _ _
variety high labor cost
_ _ Large volume, lower per?
Convention Custom menus, timed ) _
Banquet/Conference . unit margin, strong
centers, hotels service, AV support )
ancillary sales
Resorts, cruise Unlimited access, diverse Predictable revenue, need

All?Inclusive , . ) , o )
ships cuisines, inclusive pricing tight cost control
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Format Typical Setting Guest Expectations Revenue Implications
o upscale nobd@anagement |
Boutique/Fine? Prerhium ingredients, High average check, lower
o standalone ) _
Dining unique experience volume
restaurants

**Self?Service/Buff
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