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Allergies and intolerances refer to different response to food ingredients and other everyday use items. Allergies mean that the persons immune system is having a reaction and releasing chemicals that can then cause physical issues such as itching and swelling. On the other hand, intolerance refers to when a person’s body is not able to digest a certain type of food, drink or medicine and has an unpleasant physical reaction. Intolerance has nothing to do with the immune system. Allergies can be from a food ingredient such as nuts, meat, eggs or dust, pollen etc.  And Intolerance can be from dairy products etc.

Allergies and intolerances play a very crucial part in the hospitality industry. This is because it can affect a person’s health very badly if there is any mistake done by the product provider. Allergies could lead to reactions as bad as death. Therefore, it is very important for the employees in the hospitality industry to be knowledgeable about this. One of the first training received by new employees is health and safety, and present employees are required to re do health and safety courses every few months to make sure everyone is always ready and trained.

In a recent lecture I learned about the way hotels ensure matters related to allergies and intolerances are taken care of properly. One of the first things a hotel does when a new customer arrives is ask them about any pollen or dust allergies in order to make sure their rooms are set accordingly. A customer with pollen allergy would be given a room with less trees and grasses outside their window in case they want to open it. And they might also be provided with correct medication if there is still a risk of them having a reaction. Some hotels provide hypoallergenic products such as pillows, towels, robes etc. for their customers. These are mainly seen in high end hotels such as 4 star, 5 star. 

Hotels room service facilities also make sure to ask the customers at the check in about any food allergies and intolerances, so that they can cater to their food needs accordingly. Food for Customers with dietary requirements are prepared separately in order to keep it fully safe for the consumer. Hotel restaurants have a very similar method of ensuring safe dining for the hotel customers. They ask customers about food allergies and if the ingredient is not removable from the food item chosen by the customer, they provide them with alternative food choices which are more suitable. 

Other than keeping the allergic and intolerable items away from the customers, hotel management also ensures to have first aid kits available in the hotels in case someone consumes something they are allergic to unknowingly. First aid kits contain general allergy treatment to help the person until correct medication or treatment is received. Some hotels also make sure to always keep a vehicle available in case of an emergency. 

All this is very necessary to help keep the customers safe as well as satisfied. It is a major priority for hotels because their reputation also relies on the safety of their customers. If a customer experiences discomfort in a hotel, they will have a negative image on the hotel which may lead to them not recommending it to their friends and family. This will lead to a loss of potential customers which is very affecting for a hotel. 

Moreover, Allergies and intolerances could lead to legal actions taken by customers which is very harmful for a hotels business and image. The law requires hotels to make sure the customers environment is safe for their health and any contravention to the law may also cost the hotel loads of money as fines. 

Another reason for keeping the customers satisfied is making sure they stay loyal to the hotel and comeback for their next stay. A good customer service ensures loyalty in customers and bringing even more people in in the future. It may also lead to getting good customer reviews on their website which is always useful for attracting new customers.
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