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Hospitality Management

The concept of hospitality is known since ancient times, the meaning of the term
hospitality refers to welcome, warmth, kindness and generosity; in the ancient times,
people considered hospitality to be very significant for their religious well being. Religion is
regarded to be the primary encouraging strength in the concept of hospitality. In historic as
well as in ancient times, priests, missionaries and pilgrims formed the large part of the
travelling public, their journeys included travelling to religious, holy places, and temples
that had a governing position in their religion; besides priests and pilgrims, the other
people who were engaged into travelling were the military travelers, or for the purpose of
diplomacy or political. People travel to religious places, historical places, tourist and local
attractions for some reason or for vacation, leisure, business and recreational activities.
When people travel, they require accommodation and hospitality, therefore, hotels, resorts,
motels or houses of friends and relatives in different areas were considered to be the
places where people reside overnight while travelling or visiting. The main purpose of this
research paper is to understand the meaning and significance of hospitality management,
the main areas that have been taken into account are characteristics of the hospitality
industry, hospitality industry in India, eco-friendly practices in hospitality management,
skills required for satisfactory hospitality management, and role of hospitality industry in
tourism. In understanding of this concept, hotels and accommodations can be outlined back
to many centuries and its evolution through the ages has been brought about by the
Britain’s economical and industrial transformations and progressions. With the emergence
of vehicles such as motor cars, also the importance of hospitality management became
more recognized as people even travelled to distant places and other cities in their cars
when those places could not be reached by railways. The establishment of hotels, guest
houses and accommodations are available at every tourist destinations so that people can

obtain appropriate hospitality.

Keywords: Hospitality Management, Individuals, Industry, Skills, Tourism, Eco-
friendly
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Introduction

Hospitality is termed as the relationship between guest and host;it is the work or
practice of being hospitable. Hospitality is also known as the work of kindly making
provision of care, politeness and courtesy to whoever is in need. According to the
dictionary, hospitality means the gracious and welcoming response and conduct of guests
and strangers. Particularly, this includes the reception, greeting and amusement of guests,
visitors, and strangers in a warm, pleasant, amiable and liberal way. The term hospitality is
derived from the Latin word hospes, meaning guest, visitor, or a person who makes
provision of accommodation for a guest or visitor. In India, hospitality is based on the
principle, which considers guest to be God. In India, guests and visitors are esteemed and
revered as they are extremely important and their visit has largely enriched ones home
(Introduction to Hospitality Management, n.d.). The main significance of hospitality

management is showing kindness in the treatment of the guests.

In hospitality management, there are several factors that need to be taken under
consideration; these are making provision of friendly interaction, food, rooms, recreation,
entertainment, amusement and comfort. Hospitality can be regarded significance in the
case of homes of friends and relatives as well as hotels; the main scope of hospitality
industry has been food services, accommodation, entertainment and travel services. In the
case of food services, the main areas have been restaurants, cafeterias and catering, in the
case of accommodation, there have been hotels, resorts and motels, in the case of
entertainment, there have been amusement parks, attractions, casinos and in the case of
travel services, there have been airlines, cruises, railways, car rentals and coaches. The
main aim of all the hospitality operations is to expand their businesses to make profit; they
all have the main objective to make the best quality services available to the people so that
large numbers of individuals seek accommodation in their hotels, resorts or motels

(Introduction to Hospitality Management).
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Characteristics of the Hospitality Industry

The characteristics of the hospitality industry have been stated as follows:

(Introduction to Hospitality Management, n.d.).

Intangibility - The hospitality produces, results and artifacts that cannot be
observed, perceived, distinguished, experienced, felt, heard, sensed or smelled before they
are acquired. When the sales representative of a hotel gets engaged into the job of making
available the hotel room to the customers, in this case, the room is not physically taken to
the customers and shown to them; in fact the room is not sold, what is accurately sold is the
right to use the room for a specific period of time; therefore, the products of the hospitality

industry are intangible.

Inseparability -In the case of hospitality management, whether it is a hotel or a
restaurant or a friend’s house, effective communication is considered to be imperative
between the service provider and the user of services that is the clients. For a dealing to
take place, both the service provider and the customers have to be present. The attitude of
the service provider as well as the quality of services should be enhanced in order to please
the customers; for instance, in a restaurant, the food may be excellent, but if the attitude of
the service provider is negligent or inattentive, then the overall experience of the

restaurant will be declined by the customers.

Variability or Heterogeneity -Services are fundamentally variable, because their
eminence depends upon who provide them and where and when they are made available;
in the delivery of services, the human resources play a crucial role and they have to possess
the required knowledge and skills that are essential in catering to the demands and
requirements of the customers, for example, it is the job of the room cleaner to keep the

room clean, on the basis of ones services and conduct one can lead to customer satisfaction.

Perish ability - In the case of hospitality management, the rooms that are vacant are
considered to be perishable, services cannot be stored; if in a hotel there are certain rooms
available that are vacant and the hotel management is not able to provide the services of
those rooms to any of the customers, then in future also they will face difficulties in making
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available the services of those rooms and in such kinds of situations, the rooms are

regarded as perishable. The rooms of the hotels cannot be stored, saved and used fresh.

Fixed Supply -Hotels, houses, motels and resorts that provide rooms and
accommodation to the people especially when they are travelling or when they visit
different cities and towns, always have limited number of rooms; all hotels, resorts and
motels vary in their sizes and elements; all have different range of services, but it is
important for them to enhance the quality of services so that they are able to adequately
meet the demands and requirements of the customers and build their reputation within the
community. The supply of services, facilities and rooms within the hotels always remains

fixed.

High Operating Costs -Hotels, resorts and other kinds of accommodation areas
always have very high operating costs; it takes a large amount of capital and labor to
operate an hotel management business; whether customers make frequent visit to the
hotel or not, whether the services of the hotels get sold or not, but it takes huge amount of
capital and labor to manage the business. When the hotel is not visited by any of the
customers or individuals on a frequent basis, then the management has to analyze the flaws

and the inconsistencies and employ measures to appropriately solve them.

Seasonality - Seasonality means transformations in production, service or
purchasing structures which take place inevitably at given occurrences over the years. On a
production and dealing position, seasonality is defined as seasonal variation in cost-
effective or commerce activity which takes place on a regular basis during a year as a result
of transformations in environmental conditions, holidays and vacations. Seasonality
indicates the subject matter of variations of demand or supply in the tourism industry
which are affected due to environmental, weather conditions, public and school holidays.
Seasonality in hotels, resorts and motels involves variations in number of guests,
occupancy rates and number of days. The Indian hotel industry generally experiences high

demand from October until April, whereas the months of monsoon necessitate low demand.
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Hospitality Industry in India

The hospitality industry in India offers a comprehensive approach to those
individuals who intend to make a career in this field; an individual is able to acquire
knowledge of all the areas and fields that are part of the hospitality industry. There are
numerous fields in this industry, such as introduction to the lodging industry, human
resources management, organizational behavior, facilities management, hospitality law,
employment law, food sanitation, food services operation, cost control, career development,
organizational administration, financial and managerial accounting, financial management
and operations and strategic management are the vital areas that come under hospitality

industry (Hospitality Management, n.d.).

In India, there has been development in the fields of education, technology and
industrialization; with these developments, there has been progress in the area of
hospitality management, hospitality industry has emerged into a new structure and their
main purpose began to acquire transformation from community to profitable advantages.
The main objective of hospitality industry is to make available all the adequate facilities to
pilgrims, scholars, adventurers and merchants. In the present existence, there are 1702
categorized hotels with a facility of 11,0958 rooms within the country. The hotels sector
includes diverse forms of accommodation, namely star category hotels, heritage category
hotels, timeshare resorts, apartment hotels, guest houses, and bed and breakfast schemes.
In India, hotels are categorized into six categories: Five star deluxe, Five star, Four star,
Three star, Two star, One star. These are mainly located in the business districts of metro
cities and provide to business travelers and foreign tourists; these hotels make provision of
consistent services and are regarded to be costly; these account for about 17.7% of the

industry (Introduction to Hospitality Management, n.d.).

The advancements, increase in the sources of income and lifestyles of the
individuals have resulted in increase in their requirements as well; people, when go out on
a vacation look out for luxurious, comfortable and well-appointed services and facilities.
The hotel industry is developing with a viewpoint that modernization, novelty and

innovation are the main areas leading to its growth and survival; home stays, heritage
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hotels, boutique hotels, house boats, tree houses, luxury trains are some of the examples
that are regarded to be unique products of the hospitality industry in India. Hotels are
principally found in metropolitan cities or tourist cities such as Delhi, Mumbai, Chennai,
and Kolkata. Currently, there has been an increase in commerce and leisure travel to
smaller cities such as Udaipur, Thiruvananthapuram, Bhubaneswar, Pune, Kochi,
Chandigarh and so forth, therefore, there have been an increase in the requirement for
eminent hotel rooms in these cities; hospitality successions are increasing their existence
in smaller cities. Many hospitality successions that were earlier centered just upon the
opulence section are now expanding into new and innovative product sections, such as
budget hotels and serviced apartments, in order to decrease the risks. The Indian Hotels
Company Limited (IHCL), a unit of Tata Group known primarily for its Taj luxury hotels has
endeavored into economy segment by initiating Ginger Hotels. Accor has publicized
arrangements to initiate its budget hotel brand, Formulel, in the country (Introduction to

Hospitality Management, n.d.).

Eco-Friendly Practices in Hospitality Management

When construction of hotels and resorts become one of the main projects to get
implemented, then the environmental conditions get severely affected, such as there is
cutting down of trees, digging of the land which largely affects the plantations and other
sources. There has to be provision of air conditioners, fans and heaters in accordance to the
weather conditions, well balanced, nutritious diet should be made available to the people,
both vegetarian as well as non-vegetarian, as there are large number of people who abstain
from consuming non-vegetarian food items. In the case of hospitality management, there is
destruction of the ecosystem, air, land, and water pollution, loss of vegetation and
disturbance of animal life. Different kinds of transportation facilities such as cars, buses,
autos, taxis have to be made available to cater to the transportation requirements,
especially of the tourists who are visiting the country for the first time (Introduction to

Hospitality Management, n.d.).

One of the most important practices in the case of hospitality management has been

food and beverage management (Hospitality Management, 2016). Some of the other
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environment friendly practices adopted by the hotels are low energy lamps for lighting
purposes, television, radio, air conditioners, fans, heaters, restrooms, water supply, laundry
facilities, newspapers, soaps, towels, tables, chairs, bed sheets, pillows, clean drinking
water, carpets, and so forth. Eco-friendly pens and pencils are made of recycled cardboard,
reprocessed plastic and scrap wood; the eco pencils are not made of wood, but they are
made of non-toxic polymer with the use of natural fillers. Wood saver pencils are made
through utilization of a shaft, which is made of biodegradable materials such as talc, clay
and gypsum. The plants that are used in the hotels are the potted flower bearing plants;
these plants perform the function of cleaning up the multiplicity of air pollutants within the

atmosphere (Introduction to Hospitality Management, n.d.).

SKkills Required for Satisfactory Hospitality Management

The human resources that perform adequate functions in hospitality management
are required to possess certain skills which have been stated as follows: (Student

Handbook, 2007).

1. Computer Literacy - When the recruitment of the personnel takes place in the
hospitality industry, they are required to possess the computer literacy skills; they
should be aware of how to operate the computer, word processing, spreadsheets,
and database software. Implementation of the basic hardware related tasks and
solving any kinds of problems that might arise while working on software or
hardware.

2. Reasoning, Problem Solving and Decision Making -One has to be rational and logical
in his thinking of making decisions and solving problems; one has to adequately
understand why things work as the way they do and what are the main
requirements to necessitate changes and modifications.

3. Strong Work Ethics -The workforce is required to possess strong and good quality
work ethics such as regular attendance, conscientiousness, diligence, promptness,
positive, helpful and an encouraging attitude, flexibility in meeting the requirements
of the customers and contributing wholeheartedly towards ones attainment of goals

and objectives.
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4,

Independence and Initiative -Showing independence and initiative means when one
gets engaged into performance of tasks without constant supervision of the
superiors; the work assignment is explained once by the superiors, then the
individual has to be determined, independent and take initiative so that he is able to
render his job duties effectively without constant supervision.

Presentation Skills - For the employees, it is important to possess effectual
presentation skills, such as wearing clean and proper attire, making tidy hair and
overall dress should be done in a neat manner, he has to be clear and fluent in his
speech and be courteous, pleasant and professional.

Leadership - The employees that are newly recruited require effective leadership,
management, guidance, control, headship and direction skills; when the workforce
is adequately guided and leadership skills have been implemented in an effective

manner then these aspects would largely contribute in improving their performance.

Role of Hospitality Industry in Tourism

Tourism includes activities of individuals travelling to and staying in places that are
external to their accustomed environment for not more than one consecutive year
for leisure time, commerce, production, work related, communal, entertaining, and
knowledge seeking purposes. The tourism industry is principally service and
community oriented; it is made up of industries and organizations belonging to
various other production and manufacturing units and segments. It is interaction
among these industries, organizations and individuals who make available travel
practice and experiences to tourists. The tourism industry consists of hospitality
that is related to accommodation and dining, travel that consists of transportation
services through different modes, and various other dealings and transactions
which provide services and products to tourists (Introduction to Hospitality
Management, n.d.). The role of hospitality industry in tourism is vibrant and diverse,
which has generated employment opportunities as well for the individuals

(Hospitality Management, 2014).
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There are four main components of the tourism industry; accommodation,
attractions, accessibility and ancillary services. The availability of appropriate and
comfortable accommodation facilities are considered to be the most crucial in popularizing
the tourist destinations; when a person is far from his home and family and he enjoys the
same kind of benefits as he enjoys in his own house, he becomes attached to the place and
does feel homely. There have been instances, when people do not find certain tourists
destinations, accommodations, hotels or places satisfactory, then in these kinds of cases, he
forms a negative attitude and would never return to that place again. If hotel staff behaves
in an impolite manner, then people would never visit that hotel again, this is the reason
that different hotels and accommodation facilities are being made available at different
tourist spots. All individuals desire comfortable accommodation, whether they are national
or foreign or belong to economy or opulent section (Introduction to Hospitality

Management, n.d.).
Discussion

Hospitality is a concept that has been prevailing in not only India but throughout the
world since ancient times, it is a concept that is used in day to day lives, for instance, when
friends and relatives make a visit, they are welcomed, they are communicated with in a
friendly manner, they are served food and drinks and they take pleasure in the way they
are been treated; later on one pays his gratitude for the opposite hospitality that he has
enjoyed. Over the years, there has been expansion and growth in hospitality management,
it is not just limited to effective communication and treatment at the friend’s house but it is
a comprehensive term, when people travel to another city, state, area or a country for the
purpose of business, holiday, leisure, recreation or visiting religious and holy places then
they require accommodation to stay; some people may stay at their friends or relatives

house, and some may seek hotels, guest houses or resorts to stay.

There have been characteristics of the hospitality industry, these are intangibility,
inseparability, variability or heterogeneity, perish ability, fixed supply, high operating costs
and seasonality. In order to render adequate performance in hospitality management,

there are certain skills that human resources should possess; these are computer literacy,

National Mission on Himalayan Studies (NMHS), GBPIHED, Almora, Ministry of Environment,
Forest & Climate Change, Govt. of India



THE HIMALAYAN VILLAGE - Promotion of Rural Tourism (An initiative of HIFEED & NMHS)

reasoning, problem solving and decision making, strong work ethics, independence and
initiative, presentation skills and leadership. These skills not only lead to adequate
performance of the workforce in the hospitality industry, but lead to customer satisfaction
as well, which is the most essential requirement. If any of these skills are lacking and the
customers do not feel satisfied with the service, then they may never make a visit to that
place in future, hence, this leads to decline in the goodwill of the place or a hotel. The most
important requirement on the part of the workforce should be politeness and respectful

communication.

When customers pay for the accommodation, he requires proper facilities; therefore,
in order to implement efficient service in the case of hospitality management, the main
areas that have to be taken under consideration are provision of air conditioners, fans and
heaters in accordance with the weather conditions, clean bed covers, pillows, carpets,
towels and soaps, availability of clean drinking water, nutritious diet and proper cupboards
and almirah. In the environmental conditions of the hotels and other places, if there are
attractive plantations, trees, flowers, then also customers feel comfortable and take
pleasure in their visit. Availability of facilities such as gymnasium, swimming pool, billiards,
pool, library, reading centers also attract many visitors, as these are considered to be useful
ways to occupy oneself. In India, there are numerous tourist attractions, parks and
religious places that foreign as well as national people visit, besides these places, in all
areas there have been establishment of hotels, resorts, motels and guest houses that
provide adequate accommodation and hospitality to the people so that they can make their

visit congenial, delightful and satisfying.
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