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[bookmark: _Int_cxNIk524]This report will strategically examine Ikos Odisia resort, that will focus on how the resort adapts it operations to cater to diverse international visitors, how the hotel maintains high level of service while meeting the varied needs of guests. With focus of assessing key departments such as Food & Beverage and Events and Conferences, analysing how Human Resources (HR), Finance and Legal compliance assist these departments. In this report, will include operational management models and theoretical frameworks. The report also presents an operation management plan that will outline strategies that will cover KPIs, objectives, HR management strategies, finance, customer satisfaction and experience, and monitoring and evaluation.

[bookmark: _Int_DhcnDDNS]Ikos Odisia Resort is a beachfront, five-star hotel that is located in one of Greece’s most popular holiday destinations, Corfu. Ikos Odisia is proudly part of the internationally recognised Ikos Resort Corporation. Ikos Odisia opened its doors in 2023 and currently stands the largest resort in the Ikos Portfolio. Upholding the strong brand reputation of the Ikos chain, the resort is renowned for its luxury all-inclusive offerings and pride themselves on being sustainable through their operations. (Ikos Resorts website, 2025). 

Ikos Odisia, sets a high standard across the resort that is committed for delivering exceptional guest experiences, a key example of this is the focus on personalisation and individual care throughout their stays. Kandampully et al, (2017) highlights personalisation enhances guest satisfaction as it shows that a hotel is attentive and detail-oriented which has a positive impact on the service quality, important for maintaining a five-star reputation like Ikos Odisia. 

[bookmark: _Int_QhEghvP3]Ikos Odisia, boast a wide range of facilities and services within the resort this is including fine-dining restaurants, spa and wellness facilities, exclusive private beach access, bedroom suites, dedicated children’s areas, and premier concierge services. (TUI.co.uk, 2025). These amenities attract and design to cater the diverse needs of different international clienteles.



Tourists needs/motivations 

The main visitor types include:  

· Families 
· Luxury Travellers 
· Couples

[bookmark: _Int_TMxFvgqL]Each tourist type has different motivations and expectations, aligns with Crompton (1979) framework, which emphasises push e.g. relaxation and pull factors e.g. resort facilities. Korol and Skutar, (2024) states that hotels use market segmentation. Understanding, customer profiles allow the resort to tailor services and operational strategies to provide excellent guest experiences. (Vada et.al, 2023)

[bookmark: _Int_0EWO8kqn]Families seek child friendly amenities, safety, and convenience. (Tseng, et. al, 2023) Ikos Odisia, cater these needs by offering children dedicated spaces such as kids’ clubs, child-friendly dinning. Luxury Travellers demand high quality experiences, personalisation, and comfort (Shahid and Paul 2022). All of which Ikos Odisia integrates into its operations by providing Michelin star dining experiences, premier spa, and wellness treatments. Couples seek romantic escapes which the resorts offer spa couples’ packages, sunset boat excursions. Smith, (2021) highlights that wellness and romantic tourism is growing trend, which makes Ikos Odisia services essential for competitive positioning in the luxury resort market.









[bookmark: _Int_BS8EbOBT]Sonawane (2021) emphasises that attracting a diverse of visitor types and maintaining a high level of service quality comes with operational challenges this is including language barriers, cultural expectations, and dietary requirements. 

HR plays a critical role, by training employees in cultural sensitivity and communication to overcome language barriers and understand guest behaviours, aligning with Hofstede (1980) Cultural Dimensions theory, the resort understands guests prefer diverse ways of being approached. An example, guests from the UK may prefer a more direct approach, where guests from America would expect, friendly, enthusiastic approach (Züchner,2023). Bedi (2016) states that staff are trained to adapt their service styles, which enables smoother interactions. 

[bookmark: _Int_OTg8LpPE]Ikos Odisia offers multilingual support across the different departments within the resort such as Food and Beverage, Front of house. Menus, signage, digital tools are provided in multiple languages to meet the needs for different visitor types. example hiring practices who have the ability to speak different languages, ensure effective communication and more welcoming experiences for guests, meeting needs. 

To uphold a high standard of service quality across different markets. it can be suggested that the SERVQUAL framework (Parasuraman et.al, 1988) within the different departments like Food Beverage, and Events. This assesses the service quality of Ikos Odisia across five areas:
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Naik (2022) expresses that this framework enables hotels like Ikos Odisia to measure guest satisfaction, collect feedback through surveys, which helps to identify improvements in their operations e.g. Food and Beverage to make sure these standards that visitors expect are met to maintain service reputation.

O’Fallon and Rutherford (2020). says the operations of core departments such as Food and Beverage, Events play vital role for delivering high quality guest experiences, and key driver of revenue generation. Without these departments, a hotel cannot meet the expectations of their visitors. These frontline departments such as F&B, Events and Conferences are supported by back of house departments, HR, Finance and Legal compliance, by adapting it operations to meet the needs and demands of international visitors. 

Dimitriou, (2025) highlights that a strong HR department is essential in training, recruiting staff that aligns with a company value and ensuring legal compliance, good working conditions. 

[bookmark: _Int_hvG3Ww9J]The F&B department features eight restaurants that has variety of cuisine, offers extensive options to cater for specific dietary requirements e.g. vegetarian, gluten free and allergy awareness which addresses the “Reliability and Responsiveness” areas of the SERVQUAL model. Child-friendly buffet areas, child menus, early hour dinning is optional. Event and Conferences department offers a versatile range of indoor and outdoor spaces that can be adapted for different events and celebrations, themed events These offerings contribute to meeting the needs and expectations of the different international visitors that the resort attracts. These departments would closely work with together to deliver seamless high experiences.

Department like HR and Events is heavily dependent on strategic human resource management in which ensures that the right individuals is recruited, trained, and right to deliver premium service that visitors expect and uphold the reputation of the resort. Example, HR would hire skilled chefs, that has experience in international cuisine, specific skills like speaking more than one language or cultural knowledge whether its wine paring for luxury guests or halal food preparation. Each role must be filled with individuals who has technical skills language abilities, cultural awareness, and adaptability, (Adrian, 2021)

Hotels like Ikos Odisia adopt various organizational structures to support their efficiency and service delivery. (Jones and Lockwood, 2022). Hierarchical structure is utilized in larger hotels like Ikos Odisia where coordination is essential (Barten, 2024). Robbins and Judge (2017) states that a Hierarchal structure outline clearly defined roles, responsibilies, reporting lines in which enables efficient communication and task delegation across various levels of authority, that flow from the top down, meaning that that each level of staff are responsible for specific functions that contribute to meeting the diverse needs of the resort visitors. 
[bookmark: _Int_o1xyERng]An example of this, Ikos Odisia, have multiple different of Food and Beverage services within the resort, which would require different staff involved in different ways. Staffing needs within F&B department or Events and Conferences are determined by seasonal demand, restaurant and event bookings, venues, and restaurants capacity. HR ensures adequate staffing levels to maintain service quality. Example, during peak tourism months the resort would experience increased demand across both departments which would require recruiting part time and seasonal workers.HR assists with staffing schedules to guarantee that busy dining periods covered.

[bookmark: _Int_D6fA6Uv5]To ensure high level of service and customer satisfaction HR provides comprehensive training and programs for staff this includes service standards, health, and safety etc. Linking to Human Capital Theory (1964) emphasises employee’s assets who development can be increased through training. 
[bookmark: _Int_mcR8GW2m]The resort offers ongoing learning and development through Ikos group e-learning platform which is tailored for each employee, workshops for pre-season training, and performance feedback for professional growth and ensure guests consistently receive high standards of service. (Sani/Ikos group, 2024)

Finance is equally integral to F&B and Event Conferences, that is essential for operational success and stay profitable (Guilding, 2022). The finance team collaborate with both departments to manage the finance of the operations. F&B department would budget how much revenue will each restaurant and bars make based on anticipated guest numbers; average spend per guest. Also, include
planning for cost of food, labour costs and daily operations. Tools like break-even analysis helps to determine how much is required to make to cover fixed and variable costs. (Ali, R. 2025) Forecasting is another key aspect to plan for seasonal demand, staffing needs and food waste. To control costs, F&B uses standard potion sizes, manages stocks and schedule staff efficiently.  

To maximise, profitability and maintain high quality service, Hayes (2021) hotels like ikos Odisia, would adopt different pricing strategies that be tailored to it international guests, using value-based pricing, revenue management theory applied through dynamic pricing, yield optimisation and special promotions such as wine tasting nights. Prices may be altered during peak times. 

Similarly with Events and conferencing, budgeting would involve forecasting income from venue hire, whilst related expenses such as staff. Adopting Flexible pricing for events spaces, based on seasonality and the group size the resort can maximise profit while remaining attractive to international visitors. 

(Sani/ikos report, 2023) states that all resorts operations comply with legal and regulatory requirements to safeguard employees and guests. They conduct regular inspections and audits. Within the F&B department, legal compliance is particularly crucial due to the risk nature of food service operations. Compliance with food safety and hygiene laws include kitchen sanitation practices, temperature control of food, preventing cross-contamination is essential to avoid risks and legal liability. Barth and Barber (2017). 

Key areas of compliance include fire safety in kitchen, storage of cleaning chemicals. Also, include health and safety protocols is compiled in risk zones like kitchen where fire safety and chemical storage is managed. Events and conferences similarly adhere to legal compliance. managing supplier contracts ensuring clear terms on delivery standards, liability is essential.

Given the international clientele, each department must comply with GDPR when handling their guest’s data this can be through reservations or protecting personal information dietary requirements or financial transactions. (EU GDPR, 2018). Employees receive ongoing training, and audits are conducted to ensure standards, legal accountability and guest satisfaction is met.





























Operation Management Plan




Executive Summary:

[bookmark: _Int_oWK9x72C]This operation Management Plan outlines strategic strategies, that support the resort core objectives which is delivering excellent guest experiences. maintain efficiency and sustainability within their operations. The plan will focus on KPI’s e.g. customer satisfaction scores, that help to measure success and identify improvements that need to be made. Scope of this plan cover areas such as HR, Finance, Legal Compliance, highlighting initiatives such as strong staff training, effective financial management. 


Key Objectives:
Delivering exceptional service and high guest satisfaction, using resources effectively to limit expenses and reduce waste, and ensure legal and regulatory compliance. Clearly defined objectives support hotels in better coordinating resources with strategic goals and enhancing overall performance. (Slack.et.al, 2022)












Human Resources (HR) Management:

Staffing:
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(created by learner)

As part of this plan an organizational structure been developed to illustrate that the resort adopts a hierarchical model. In the structure streamlines each department operations by clearly defining roles, responsibilities, and reporting lines. The structure corresponds with Mintzberg (1979)’ Machine Bureaucracy framework, that is characterised by clear chain of command and centralised decision making.  At the top of this structure is the General manager, who holds the overall 
responsibility and oversee the resort departments. The departmental managers who in charge of key operational areas such as F&B, Events & Conferences, who coordinate their team, and directly report to the General Manger. 


Food & Beverage department is overseen by F&B manager who is responsible for overall success of all F&B outlets within the resort. This role involves setting departmental goals in alignment with the resort operational goals. Each restaurant and bar are managed by an outlet manager who is responsible for daily operations including staff scheduling, guest relations and Supporting roles within this department include supervisors, who monitors and support staff and ensure food, hygiene and service laws are followed. Also include various operational and front-line roles such as chefs who responsible for food preparation, whilst service staff waiters, engage directly with guests, to take orders, serve food and beverages ensure guest satisfaction during the restaurant in operation. 

[bookmark: _Int_sgKSgyEV]Similarly with Events and Conferences Department, Reporting to Director is Event Manager who handles the daily planning and operational logistics responsible to speak to clients, communicate with vendor services etc.

[bookmark: _Int_3TUnfmo3]Effective operations are conducted by strong interdepartmental collaboration, that helps to achieve common goals. For instance, F&B department would collaborate with the Events and Conferences team to plan catering arrangements for different functions e.g. weddings. whilst Finance team would help both F&B and Events departments by managing budgets, forecasting etc, while maintaining quality. (Sopforhotel, 2025)












Recruitment and Training:
To meet seasonal demand and ensure excellent service for international guests, recruitment and training strategies will be implemented. Recruiting staff few months prior of peak seasons to build up strong workforce. Particularly multilingual skills. Offering seasonal contracts to top performing employees, in which will increase staff retention, reduces training time. (Nickson, 2013).

All new recruitments will be provided an induction and training program, based on (Kolb 1984) experiential learning theory, encompassing service standards, customer service, health, and safety to ensure that these employees are trained to meet the standard of service and guest expectations.

Given the diverse clientele, cultural training will be compulsory and provided to all employees, that will include understanding religious considerations, dietary requirements, the goal is to prevent misunderstanding and provide a respectful service. 

[bookmark: _Int_w2PD1s5v]For preparation, all departments undergo comprehensive workshops, fresh staff and employees at the hotel will have refresher course to remind and update them operational changes and protocols e.g. fire safety. Cross training could also be implemented to ensure staff flexibility if there were to be employee’s shortages. 
(CIPD,2023)












Staff Scheduling and Allocation: 
Adopting the ‘flexible firm model proposed by Atkinson (1984), implementing a e flexible staffing model that will integrate different contract types, by creating a core and periphery workforce to provide flexibility meet the demands of peak seasons and accommodate fluctuating guest numbers. 

Utilizing a team of full-time staff across all departments, e.g. F&B. These employees will work fixed rota that will provide stability. Part-time staff, who schedules to work split morning or evening shifts where they cover busy periods of the day, e.g. breakfast service, they can work weekend and evenings that normally high demand periods. Part time workers support day-day operations, although help to reduce the cost of labour whilst shifts are being covered without the problem of overstaffing during quiet times or periods. (Boella & Goss 2013). 

To respond to unexpected demands e.g. staff absence, zero-hour workers will be employed. These staff are not guaranteed hours or on a fixed scheduled (Acas,2025) but would be called in to work e.g. a large-scale event that will expect a high volume of guests. 

During peak months from June- September, to support department operations temporary and seasonal employees will be recruited front-line roles, from bar staff, F&B assistants. As supported by Dalir (2024) seasonal employment ensures efficient staffing levels without commitment of year-round contracts and is standard strategy particularly in the hospitality sector. 




[image: A screenshot of a computer

AI-generated content may be incorrect.]
(Created by Learner)
This is an outline of a visual representation of staff rota, of how the resort can plan and communicate it staffing weekly, where employee shifts are managed effectively across various departments ensuring compliance with labour laws.

Performance Management:
To optimise service quality Ikos Odisia can implement a performance management framework that will monitor and manage staff performance that would incorporate continuous feedback, measurable targets, and incentives in which will motivate staff and maintain service standards.

Ikos Odisia can set out measurable customer service and operational Key Performance Indicators to monitor performance that is tailored to each role across the different departments. Tourism businesses use KPI’s to track how well the organisation or employees are performing, by setting targets in relation to the resort to meet strategic objectives and goals. (Marr, 2024) 

KPI’S would be assessed through guest satisfaction from surveys and online reviews, Net Promotor scores, mystery guest audit results, table turnover rates. These metrics would be monthly reviewed by departmental managers, that will identify any problems, what can be changed and benchmark against competitors. Example, For F&B a KPI could be Seat Occupancy rate at the Italian restaurant that can accommodate 100 guests, for the night 80 guests are eating there, the seat occupancy rate would equal to 80%.
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Here is a visual that outlines proposed KPIS that could be set for the F&B department at Ikos Odisia. 

Other strategies, monitor employee performance is conducting monthly staffing reviews including, recognition for achievements and identify individual development goals training needs. Also, departmental managers could provide regular feedback that will encourage professional development and rectify any early issues that will save waiting for review periods.

Offering Incentives during peak seasons, the resort could offer bonuses to employee who had excellent guest feedback or someone who reached a specific target. Recognition initiatives like employee of the month rewards, teambuilding exercises to foster the workforce as well as for top performing staff including seasonal workers should have the opportunity to progress by either offering permanent roles or promotions to ‘climb up the career ladder’ within the Ikos Group. (Altin et al., 2018)



Financial Management
Implementing yearly operating budget for different departments to that would include projected costs for staffing, utilities, supplies, maintenance, marketing, guest services, that can be informed by market analysis and anticipated international visitor’s numbers, and forecasting based on upcoming bookings, seasonal trends.

Differentiated budgets for off and on peak periods to manage fluctuations in guest numbers, for instance at peak periods, the demand for food service would be much higher, meaning for F&B department the team can plan to budget to cover the high costs that is required e.g. more staff, stocks etc. While off-peak periods the resort can allocate a lower budget to save some costs such as reducing staff, limiting menu options so less food wastage. 

Although this is all inclusive resort, adopting dynamic pricing overall can increase profitability, where the price could be alter based on the seasonality, competitor prices, market demand. During peak seasons higher rates on rooms or large event can be imposed, while quiet periods the resort can offer early online booking discounts. To manage this, implanting a revenue management plan system such ad IdeaS or Duetto would allow to forecast demand like current booking trends and suggest pricing adjustments in real time. (Ivanov.et.al 2012).

To cost control within departments like F&B can bulk buy from suppliers, can monitor food wastage closely and use energy efficient kitchen equipment to cut expenses, while other departments like Events and Conferences can cost control by outsourcing services e.g. décor. Furthermore, conducting regular financial report to track performance, cash flow, and profitability, to help make informed decisions. (Atril and Mclanely,2019)







Legal Policies and Procedures:
[bookmark: _Int_eXn9U7Qf][bookmark: _Int_8Rg377BO]Ikos Odisa, serve high guest volume and contain a high level of staff, it is law the resort complies with regulations through their operations to maintain ethical standards and protect from legal risks. 

The following strategies should be recommended


	
	 Strategic Actions. 

	




 Health and Safety Protocols 












	· Implementing a health and safety framework that aligns with Greek and EU directives that outline protocols and procedures for all departments.

· Carry out frequent health and safety inspections and audits across all departments particularly in high-risk areas such as kitchens. To pinpoint hazards, evaluate risks and put control measures in place migrate risks. 

· Mandatory, regular and update employee training on workplace health safety e.g. manual handling, the use of PPE, food handling, and emergency procedures.

· Food hygiene must be maintained in F&B department must strictly adhere to HACCP, including prevent cross contamination, kitchen sanitation practices, food storage temperatures etc.

· Reporting system to log injuries, accidents, or safety concerns 





	
Staff and Guest procedures:
	· Developing and enforce protocols for fire safety and evacuations plans.

· Regular maintenance on fire equipment, conducting regular fire drills, training employees in response to the use and evacuation fire procedures, fire risk assessments carried out. 

· Displaying clear and multilingual procedures all areas of the resort include public areas, guest rooms and staff zone. 

· Update guests and staff on emergency health protocols to respond to potential issues which should include isolation procedures, maintaining rigorous sanitation routines in all areas, clear communication plans for staff and guests without breaching data laws and panic. 


	Labor Laws 
	· All staff receive written contracts that details pay, hours and roles, rights

· Legal working hours, overtime laws, rest periods and holidays.

· Equal pay to enforce non-discriminatory practices.

· Sickness and Absence policy in place. Sick pay entitlement


	Data Protection and privacy laws.






	· Developing a clear data protection policy that aligns with the regulations of GDPR and data Protection Act (2018) that outlines how personal data is gathered, stored, utilized and shared

· Implementing technical safeguards like encryption safe booking systems, password protection.

· Guests are informed on how their personal data is collected and used.

· Training staff on handling guest data correctly

· Providing check boxes for guests to opt-in during books or check in. 



	

Insurance and Contracts Agreements



	Claiming insurance coverage to protect the resort, staff, and guests. 
Property to cover loss or damage assets, Liability insurance to protect against claims for injuries or damages, employee related insurance that includes compensation to cover injuries while at work. To manage claims incidents to be reported immediately. Investigating the incident, seeking legal help if required, follow up and improve to avoid any further issues. 

To enter contacts with suppliers, begins with identifying the demand for services. Once suitable suppliers are found, reputation qualifications are assessed. Next the cost and scope are negotiated 
[bookmark: _Int_wVncEsbr]and ensure that supplier meets legal, and insurance requirements are verified. Once everything is agreed, a contract will be issued out where both parties sign. After the resort will monitor and records are kept for future references. (Lyson’s and Farrington, 2016)



(The HR Consultants, 2025)
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Risk Management:
[bookmark: _Int_gVoe0YtY][bookmark: _Int_IX6uNqJY]Ikos Odisia, can face potential risks that can impact their operations such as economic turndowns which can lead to reduced visitor spending on travel that would impact revenue generation. Additionally, natural disasters e.g. can pose a threat to infrastructure and Health crises e.g. COVID can result in drop or cancellations in booking. To mitigate these risks developing a risk management strategy that includes proactive risk assessments, crisis communication and contingency planning, is essential when running a hotel to maintain smooth operations (Shedded, 2022)

[bookmark: _Int_BmpGvjZQ]To prepare for unexpected challenges, that requires ‘back up’ plan. Potential scenario could be delayed deliveries, therefore building rapport with different local and international suppliers can reduce the dependence. Another potential scenario of contingency planning is staff shortages, which Implementing cross-training so individuals can cover different roles when needed in demand to ensure flexibility e.g. a receptionist can cover a catering shift as they had the training to do so. offering staff incentives and programs to help reduce absenteeism, burnout. 

Effective communication if there were to be a crisis Ikos Odisia 
[image: ]
(Haupt, 2021)
 

[bookmark: _Int_1pjCXmBP]Operational logistics:
To provide high-quality experiences for guests before, during and after the resort can implement a customer management system to record their visitors’ preferences, in which can tailor services before arrival, guests booking online have the option requests for instance someone got a dietary need. Offering check-in and out processes via self-service kiosks or mobile technology to reduce waiting times. To enhance guest stays, employees will be trained to handle complaints, and follow-up emails and surveys be distributed to gather feedback for improvement. (Hudson and Hudson,2025)

[bookmark: _Int_kCD3p0gV]Other strategies that can be implemented is by utilizing technology systems through key departments. One being Property Management system to manage bookings and guest information. Point of sale system that F&B department can use to track sales. Having high-speed WIFI that guests can access, working with online travel agencies to make booking online easier and having automated self-service kiosks and digital forms for check in-out, billing and gathering feedback can save time, and make guest stay more convenient. (Ivanov and Webster, 2017)


Customer Satisfaction:
[bookmark: _Int_pYg1vmPC][bookmark: _Int_zSuOeB1f][bookmark: _Int_H3lGwkwa][bookmark: _Int_yyGfVhZB]Ikos odisia can gather guest feedback through surveys, online, or directly in person before checking out. Complaints can be handled quickly by having trained employees, with a system in place to resolve issues, and logged to identify any patterns and help to improve services which can help to ensure no repeated problems. Relating to total quality management framework which focuses on maintaining high standards and continuous improvement. (Prabhu, VA and Kumar, 2024). To align with TQM implementing clear internal standards for food quality, cleanliness, and service which employees will be trained to follow. For instance, food is cooked with fresh ingredients, focusing on quality, high standards are met, satisfying guests. 




Sustainability:
To run in a socially and environmentally responsible manner. To reduce environmental impact implementing eco-friendly practices in each department like installing energy-saving systems e.g. motion sensors, employing eco-friendly cleaning supplies products. To reduce food wastage recycling and composting programs can be put in place. Ikos Odisia, can collaborate with suppliers that are local to help community and reduce on transportation emissions. Guests’ encouragement for reuse of towels, take part on eco activities. (Wttc.og, n.d)





Monitoring and Evaluation
[bookmark: _Int_AZW9IEPo]Key Performance Indicators (KPIs): Each department can be set different KPI’s whilst operating. 
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[bookmark: _Int_enRyuFJ2]To monitor performance, regular reports can be carried out to see how the department is performing, regular guest feedback to improve on operations and keeping up to date with current industry trends to keep departments like F&B modern and competitive.

Conclusion:
To conclude this plan for Ikos Odisia, the operational strategies that are outlined, shows a strong alignment with the long-term goals of Ikos Odisia such as service excellence etc, through HR practices such as seasonal hiring, multilingual training. Financially, implementing effective budgeting, forecasting and cost control practices enhance profitability, while supporting growth of key departments e.g. F&B.  Legal compliance efforts to safeguard the business and enable to deliver high quality service. All these strategies work cohesively to uphold the resort reputation. 

Based on current trends in the hospitality industry, there is opportunity for Ikos Odisia to further improve. Embedding into sustainability deeper into its operations like offering -zero-waste buffet system or implementing eco-friendly excursions. To respond to the growing demand of wellness tourism, the resort could integrate more health services into it all inclusive offer, offering mindfulness worships, yoga retreats. To increase service efficiency integrating F&B robots for food service could enhance dinning operations. Lastly, Ikos Odisia could further broaden visitors by attracting business travellers through a ‘worktation’ package that include dedicated work areas, business concierge services and quiet zones. 
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individuals can cover different roles when needed in demand to ensure flexibility e.g.
a receptionist can cover a catering shift as they had the training to do so. offering
staff incentives and programs to help reduce absenteeism, burnout.

Effective communication if there were to be a crisis lkos Odisia

Firstly, a dedicated team of managers serve as spokes people to coordinate
with their employees’ responses.

Communicating with their staff and guests via staff email groups, international
messaging systems.

Write a pre-written messages for crisis scenarios through website, social
media, or emails.

Regular training and scheduled drills will be carried out, so that staff is familiar

which would help during real life crises.

(Haupt, 2021)
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procedures in guest rooms and common areas.

» Implement emergency contact systems so guests can

quickly reach staff in case of incidents.
¢ In-House Medical Support:

Have a staff member trained in basic first aid or CPR on

duty at all times.

Establish a partnership with local hospitals or medical

centers for rapid response to emergencies.
¢ Crisis Communication:

¢ Create a communication plan that includes notifying

guests and stakeholders immediately if a safety

incident occurs.

e Ensure that all relevant parties are kept informed,
including family members of any injured guests or

employees.
¢ Insurance and Legal Suppol

* Review insurance policies to ensure coverage for

accidents or injuries t. ¥ occur on-site.

Ask anything
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An outline of a simple risk assessment been carried out for F&B department
Risk Type Description Likelihood | Impact | Mitigation actions
Fire Hazards Electrical faults Medium High -install fire equipment
or Grease fires systems
-provide fire and safety
training
-Conducting regular checks
Food Risk of Cross- High High -Enforcing HACCAP
Contamination | contamination or -Training staff for food and
improper food hygiene laws, e.g.
storage resulting handwashing, colour coded
to illness chopping boards
-Correctly storing food and
labelling
-Kitchen inspections
Trips, Slips, Cluttered High Medium | -immediately cleaning spills
Falls walkways, -Clear walkways
uneven floors, -appriorate shoes
spills causing -using non-slip flooring mats
harm to staff -Sufficient lighting provided
Sharp Knife Cuts, burns from | Medium High -Provide knife and first aid
and knives, ovens, training
equipment fryers. -knives to be stored safely
injuries -ensure PPE use
Pest Risks of rodents | Low High -Daily deep cleaning
infestation and insects by -Secure food in sealed
attracted waste, containers and stored
leftovers pose a correctly
hygiene threat
Chemical Incorrect use or Low Medium | -Store chemical in
exposure storage of lead to designated areas
poisoning or -staff to be trained in safe
allergic reactions handling
among staff. -implement COSHH
guidelines
Allergies Failing to identify | Medium High -Implement allergen folders
allergens in food and details
can trigger -track recipes and menus
severe allergic -Train staff in allergen
reactions in awareness
guests,
potentially
causing life-
threatening
issues.
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for events and conferences department

Monitoring and Evaluation for Events & Conferences Department
Key Performance Indicators (KPIs):

1. Operational Efficiency: Track event setup times, coordination between

departments, and event timeline adherence.

. Financial Performance: Monitor event revenue (e.g., ticket sales, venue rentals),

costs (e.g., staffing, equipment), and profitability.

. Guest Satisfaction: Measure attendee satisfaction through surveys, event

feedback, and repeat event bookings.

. Employee Productivity: Assess staff performance through task completion

rates, event preparation times, and overall customer service quality.

Regular Monitoring:

* Collect data on event outcomes, review financial reports, and analyze guest

feedback after each event.

Continuous Improvement:

Ask anything
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Monitoring and Evaluation

Key Performance Indicators (KPls): Each department can be set different KPI’s
whilst operating.

F&B

Operational Efficiency- Tracking kitchen serving times, order

accuracy and inventory turnover

Financial Performances Track food and drink sales, cost of

goods sold and profit margins

Guest Satisfaction Measure feedback from guests via
surveys and reviews on food quality,

Varity and service quality

Employee productivity Assess employee efficiency in service
delivery, training completion and

turnover rates.
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for events and conferences department

Monitoring and Evaluation for Events & Conferences

Department
Key Performance Indicators (KPIs):

1. Operational Efficiency: Track event setup times,
coordination between departments, and event timeline

adherence.

. Financial Performance: Monitor event revenue (e.g., ticket
sales, venue rentals), costs (e.g., staffing, equipment), and

profitability.

. Guest Satisfaction: Measure attendee satisfaction through

surveys, event feedback, and repeat event bookings.

. Employee Productivity: Assess staff performance through

N2

task completion rates, eve. greparation times, and overall

Ask anything
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Events and Conferences

Operational Efficiency-

Track set up times, communication
between different departments, event
timeline

Financial Performances

Monitor the revenue of the event from
ticket sales, venue costs, profitability

Guest Satisfaction

Measuring attendee feedback via
surveys and repeat event booking

Employee Productivity

Assess the staff performance through
task competition, overall customer
service quality.

Regularly monitor performance through reports and data analysis.
Continuous Improvement: Develop a system for ongoing assessment and
improvement based on feedback, operational audits, and industry trends.
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Reliability- Doing what is promised
Tangibles- Clean, modern rooms and facilities
Responsiveness- Assisting guests efficiently
Assurance- Staff knowledge.

Empathy- Caring and personalised service.

Naik (2022) expresses that this framework enables hotels like Ikos Odisia to
measure guest satisfaction, collect feedback through surveys and reviews which
helps to identify different operational departments eg. Food and Beverage for
improvements, how they can adapt their service and conduct regular employees’

performances to make sure these standards that visitors expect are met to maintain
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