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1.i. What does ‘hotel product’ mean? Which components are included in it?
The term hotel product means all of the different elements that are available, and they cover a wide range of areas, for example; lodging, food, beverages, spa facilities and bicycle rental. Out of the many different elements it is acknowledged that lodging, food and beverage are the main areas. Philip Kolter has identified five levels of hotel product and the first is the ‘core benefit’ which is the fundamental benefit the customer is buying to rent the room. The second level moves to the basic product which is the functional attributes of the room at the basic level for example the bed, bath and toilet. The next level is the expected product where there is a set of attributes and conditions that the buyer (the guest) would normally expect to see and find. Examples of this could be a clean room, clean linen and towels and clothes hangers. Augmented product is the fourth level where the product meets the needs and desires of the customer beyond their expectations such as background music, a complimentary welcome drink and prompt service. The fifth and final product is the possible evolution to distinguish the overall offer and service for an all-suite hotel.

ii. Outline the factors that affect hotel pricing. 
There is a degree of rigidity that is in place for hotel pricing but overall it is to a lesser degree than that of the hotel product.  The main factors that affect hotel pricing are the pricing standards appropriate to the location of the hotel in its vicinity for example a more central hotel can demand a higher price. The relationship to other competitive hotels will affect and guide the hotel pricing, as hotels need to fill their rooms to their maximum potential. Further factors include the volume of demand that is produced due to the location of the hotel, the location of the hotel for tourism and the locality to any local attraction and tourist destinations and international versus national conference sites. Other factors that can affect the hotel pricing include the competence and efficiency of the hotel’s financial management, all fixed overheads, the cost incurred from having vacant rooms, credit policies and the overall depreciated estimate value of the hotel property. Hotel pricing can further be affected due to peak and off-peak seasons, group rates and incentive offers for example, offers for conferences or business travellers. 

iii. What is franchising? 
Franchising is a business strategy that a company may use to capture market share. If a business is doing well then it may consider franchising to expand and open even more opportunities through a licensing relationship. It is a business strategy for getting and keeping customers. It is a way of running a commercial operation using some or all aspects of another business including its name, brand and products. Due to this method of distribution through franchising it can satisfy customers needs. 
In franchising, franchisors (a person or company that grants the license to a third party for the conducting of a business under their marks) not only specifies the products and services that will be offered by the franchisees (a person or company who is granted the license to do business under the trademark and trade name by the franchisor), but also provides them with an operating system, brand and support. The franchisee has the benefit of being involved in a reservation and sales system which makes sure the business goes to you which may have not have otherwise been obtainable. The franchisee also profits from the franchiser through the access of professional training, advice and support which in turn improves efficiency and the overall operational image. The franchisee is driven to wanting to make a success of the business and in this process the franchiser’s distribution has expanded therefore hotel distribution is a vital part of marketing 

iv. What are the benefits of franchising in the hotel industry?
Franchising in hospitality is beneficial for both the franchisee and franchisors (Walker, 1996). It brings an opportunity to franchises to provide their hotel a brand name as well as can run the business as per international standards of the brand. A benefit of franchising in the hotel industry is that it gives the opportunity to maximise the commercial value of their respective businesses. As many hotels are faced with challenging market conditions, the ability to access a customer base and reservations infrastructure of a multinational brand may have considerable appeal to independent operators. Also, if a hotel enters a franchise agreement with a well-established and renowned, global brand then there is great potential to earn a large revenue and profit as customers will be aware of the brand, what it stands for and can offer. Franchising also offers generating revenue from the brand, with out the need for significant upfront capital outlay or the level of a long-term commitment. It can give a hotel a proven business format that is planned and controlled for quality standards by the franchiser and the opportunity to be part of an international expansion and in the hospitality industry global recognition is important. 





2. Compare a product mix of a city hotel with a resort hotel. Also, identify those services which may create a competitive difference between both types of hotel. 

City Hotel: Charlotte Street Hotel, London
Charlotte Street Hotel is a five-star small hotel that is part of the Firmdale Boutique hotels that are situated in London and New York and is just north of Soho in London. It is a minute's walk from Soho Square and the theatre district, within easy reach of the financial centre and is surrounded by some of London's best bars, restaurants and cafes. The hotel is within a ten-minute walk to the main central attractions of London. 
It has eleven, different luxurious room options ranging from a superior room to a penthouse suite and two-bedroom suite. Every room is individually furnished and decorated with a full range of toiletries, hairdryer, dressing gowns and slippers available with finishing touches such as granite bathrooms and oak custom-made bedroom furniture. All rooms have internet access, flat screen TV and DVD player with a full range of hot and cold drinks available. Within every room there are extensive complimentary products that include fresh fruit bowl on arrival, fresh flowers in your room, use of iPad, MacBook or laptop, international newspapers daily, DVD library, complimentary WiFi and a Bluetooth Bose sound unit. There is an extensive room service menu available for adults and children that is offered 24 hours a day. Family facilities include a children’s menu in the bar and restaurant, DVD and popcorn, books and comics, complimentary use of Nintendo Wii, cots, children’s bathrobes, slippers and toiletries, high chairs and a babysitting service. There is a concierge team available that offers a bespoke personalised service during a guest’s stay. 
The hotel offers extensive fresh seasonal food and drink options in its restaurant called Oscars with a breakfast and brunch menu, afternoon tea along with an alternative Bloomsbury set afternoon tea and à la carte fine dining. There are also a variety of food and drink options such as Sunday lunch, post theatre dining, cocktail bar and bar menu and seasonal events for example a Christmas day feast and a New Year’s Eve package. 
There are many areas for guests to use including two drawing rooms, a library, lobby, events and meeting room, a screening room and film club. A wide range of spa treatments are available to be enjoyed by the guest in their own room and guests can use the fully equipped gym as well. Charlotte Street Hotel also offers a wedding service as it holds a wedding licence and has several rooms which have been designed to be used for a formal service or lavish reception. There is a dedicated events team to facilitate any request or wish.
The hotel offers many packages and promotions that change seasonally and with local events and they include a winter promotion, festive family fun, short stay specials and a movie night. The different packages and promotions are targeted at a wide range of different customers and tastes offering something for young and more mature couples, families, parties, weddings and special occasions.

The Charlotte Hotel creates many competitive edges across many of its products. Its first one is its proximity to local tourist attractions having a central location. It also offers extremely high personal levels of service which you would expect from a five-star rated hotel. Some of the facilities that stand out for the lodging are individually styled rooms with fresh flowers and luxurious touches such as granite fixtures in the bathroom. For food and drink the Charlotte Hotel has the competitive edge through changing its menu on a regular basis to compliment the seasonal produce that is available. The promotions offered by the hotel are well thought out to again compliment what is happening at certain times in the year for example Mother’s Day and Christmas and there are packages and promotions for all types of guests including family and romantic stays and dining offers. 





Resort Hotel: Royal Decameron Montego Beach, Jamaica, Caribbean
The hotel is small and intimate that boasts ocean views and is rated as four stars with a good standard of accommodation. It is situated close to the commercial district and the ‘Hip Strip’ in Montego Bay where many shops, bars and restaurants are located. 
There are one hundred and forty-four rooms divided into one hundred and thirty-six standard rooms with an ocean view and eight ‘privileged rooms’. All rooms are modern in design with a matching Caribbean theme. Each room has a TV, WiFi, hairdryer, toiletries and an iron and ironing board. Cots are available on request. 
The hotel offers an ‘all-inclusive’ program or room only board. There are a wide range of food and drink outlets including a buffet restaurant which serves international food for breakfast, lunch and dinner and there is a Jamaican restaurant serving authentic food in an evening. Child dining options are available during all meals along with high chairs. There are three bars serving drinks from 10am till 11pm and are located at different venues around the hotel including the Zion Bar which is located in the beach area. 
For recreation, there are two outdoor swimming pools and one of them is shaded for guest’s comfort, along with tennis courts. As the resort is located by the ocean, there is a sea diving board, a beach area with chairs, tents and palm tree beach umbrellas and there are kayaks available. Health services include a fitness center, sauna and jacuzzi area, located by the sea where outdoor massages and beauty treatments are available. Entertainment is available and comprises of evening international themed night show and a ‘Glitter’ Disco for adults. The hotel caters for weddings and honey moons and has a dedicated team that will discuss and cater for guest’s needs. Additional services that the hotel offers include use of a safety box, currency exchange, a small gift shop, a laundry service and they are linked to a local tour operator and can provide information and tours to local attractions. 
The hotel offers promotional rates as part of the wedding and honeymoon packages for large parties. Other than this, the price is the same for all guests and it just fluctuates depending on the season. The hotel is suitable for couples, families and is promoted as a wedding venue.
The Royal Decameron Montego Beach creates many competitive edges across many of its products. Its first one is its proximity to the beach with an ocean view setting. For the lodging its competitive differences are that it is a small and intimate hotel which can be beneficial when it advertises for weddings as it gives the impression of providing a personal touch. All the rooms have an ocean view which proves very advantageous. The main facilities that add a difference are an extensive range of spa treatments including massages on the beach. The on-site doctor and laundry also add extra touches.

3. Identify how important it is for a hotel located at a hill station to use “promotions” during the off season. Also, identify the possible sales promotion it can offer. 
A hill station is a popular place to visit during the hot season because it can be located in low mountains or cool hills. It is a popular destination for tourists to visit to escape big cities and the heat of the summer months. During the winter season when a hill station hotel is off peak, there needs to be carefully planned promotions to encourage and entice customers to visit to allow a sustainable revenue stream. During the winter months, other amenities and activities become available in the local area such as winter sports, so a hotel can work closely with other local businesses to overall promote the destination to encourage tourists to come. It can also be a location to attract national and international conferences and conventions which the hill station hotel can then promote and stage and offer its conference facilities and guest rooms as group bookings. During the colder months, promotions can also be used to encourage guests to come for a relaxing weekend break, a pre-Christmas or post-Christmas get-a-way or for New Year celebrations. During the summer months, a hill station hotel can be a busy area with many tourists arriving to enjoy the climate. Due to it becoming busy and with the hustle and bustle, some people may choose not to visit. So, a promotion to encourage guests who do not like the heat of the summer may choose to visit in the off-peak season. 

There are a variety of sales promotions that can be used to entice potential guests and target different groups of people. There are two main ways in which promotions can be offered. The first is time limited and the second is a continuous promotion that is available for a long period. As well as this, sales promotions can be grouped into trade promotions, consumer promotions and displays. 
An initial consumer promotion that could be used at a hill station hotel is a price-off promotion which could highlight extra discounts off when visiting on certain days for example mid-week or weekends or a particular month when the hotel is especially quiet for example in January. Even though it is off-peak, there could be use of premium offers such as free children when accompanying adults or a special package where guests can stay for three nights but pay for two. A further promotion could be a quiet weekend which could be carried alongside other activities such as spa or wellness sessions in the hotel. It is also an ideal opportunity to work with local businesses and groups in the community for example to have an autumn fair, winter drinks tasting or a fashion or craft show. 
Using local events and calendar activities, the hotel could plan special promotions built around this to optimise sales. It is highly beneficial for all the hotels and businesses in an area to promote together regardless of what each hotels star rating and services are and by doing this it will build the whole area’s economy and be beneficial to all. Coupons can be given for example winter time excursions or for free use of the hotels recreation facilities. A loyalty scheme would be beneficial to attract back guests who have stayed during the summer months and the offer of a discount or a free evening meal etc… can prove enticing.
All consumer sales promotions need to be decided by the management team whether to be time limited or permanent. Careful consideration needs to be carried out because if a hotel’s room rate is the same for a while, then it will not appear to be anything special and therefore will not attract customers to commit to book and travel. The offers need to be enticing and worthwhile and promoted through effective advertising if to succeed. 
To attract trade promotions, businesses and local and national conventions, discounts can be given for group bookings. Merchandising support can be used for example to offer free display material and other selling aids to a retailer as part of a special campaign. During the week the hotel can be promoted as a place for training schemes or seminars – a venue where professionals can meet. 
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