Introduction to Lodging Operations
Introduction to Lodging Operatiol\ﬂlgffggeétrn ent

(A concise guide for students, new managers, arid anyone Interested in the basics of running a
lodging property)

1. What Is Lodging Operations Management?

Aspect Description

Definiti The planning, coordination, and control of all activities that deliver guest services and
efinition
maintain the property’s profitability.

s Front?desk, housekeeping, food & beverage, engineering/maintenance, sales &
cope
g marketing, finance, and human resources.

Goal Provide a consistent, high?quality guest experience while maximizing revenue and
oa
controlling costs.

2. Core Functional Areas

Functional Area Key Responsibilities Typical Metrics

) ) Occupancy %, ADR (Average
, Reservations, check?in/out, guest ,
Front Office . . Daily Rate), RevPAR (Revenue
relations, billing. )
per Available Room).

Room cleaning, linen Turn?down time, room
Housekeeping management, public?area cleanliness score, labor cost % of
upkeep, inventory control. rooms sold.

Restaurants, bars, room service, Covers, average check, F&B
Food & Beverage (F&B) _ ) _ o
banquets, catering. profit margin, labor productivity.

Preventive maintenance, repairs, Work order completion time,
Engineering/Maintenance safety compliance, energy equipment downtime, cost per
management. square foot.

_ Group sales, online distribution,  Market share, average booking
Sales & Marketing _ ) _
rate management, branding. window, conversion rate.
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Functional Area Key Responsibilities Typical Metrics

BudgetM,a)réwe m&mt Gross operating profit (GOP),

Finance & Accounting ] _ ] _ _
cost control, financial reporting. EBITDA, variance analysis.

Recruiting, training, scheduling,  Turnover rate, labor cost % of
Human Resources employee engagement, revenue, training hours per
compliance. employee.

3. The Guest?Centric Service Cycle

1. Pre?Arrival — Marketing, reservations, pre?check?in communication.

2. Arrival — Greeting, registration, baggage handling, room assignment.

3. Stay — Housekeeping, F&B, concierge, maintenance, in?room technology.
4. Departure — Check?out, billing, feedback collection, post?stay follow?up.

Each touchpoint is an opportunity to reinforce brand standards and capture revenue.

4. Key Performance Indicators (KPIs)

Category KPI Why It Matters

Occupancy % — rooms sold + rooms Indicates demand and capacity
Revenue _ o
available utilization.

Shows average price earned per
ADR - total room revenue -+ rooms sold _
occupied room.

RevPAR — Occupancy x ADR (or total room Combines occupancy and rate into a

revenue + rooms available) single profitability metric.
Cost Helps balance service quality with
Labor Cost % of Revenue
Control expense management.
Energy Cost per Occupied Room Drives sustainability and cost savings.
Qualit Guest Satisfaction Score (GSS) — from Direct link to repeat business and
uali
Y surveys, online reviews brand reputation.
Housekeeping Turn?Down Time Impacts readiness for new arrivals.
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Category KPI Why It Matters

Average Booking WlMa-niange\pﬂle n t

Sales _ _ Guides pricing and inventory strategy.
reservation and arrival
Group Booking % — proportion of rooms Influences revenue stability and
sold to groups ancillary sales.
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