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The Report
Introduction
This report examines and evaluates operational management practices and procedures of the Hotel Montreal, Four Seasons. Located in Montreal, tailoring itself towards a luxury and international clientele (Four Seasons Hotel, 2025). This report assesses the key areas of operations management within the hotel, with focus on HR, finance and legal policy and procedure. This report, examines the area of the food and beverage department, identifying the importance of being in accordance with the law. Industry legal practice emphasises the importance of operational compliance, this includes legislation on preventative controls on food safety hazards, traceability of food products and strict hygiene and sanitation practices (Justice Laws, 2025). The analysis of the operational areas and how they integrate their focus with the target market allows for the evaluation and notation of the company’s overall objectives, and how they can be achieved throughout the operational process.
Importance of Operations Management
With an 11% increase in international tourism from 2023, the competition among international hotel corporations is becoming more competitive (UNWTO, 2025). Effective operations management ensures that the Hotel can stand out from competitors. 
Operational frameworks are a set of procedures and guidelines that determine how a company should operate, covering anything from organisational structure to corporate culture (Fresent, 2025). When running a company, it is key that the operational framework is identified and designed as it allows an organisation to effectively satisfy operational objectives and goals of the business in the short and long term, additionally clear operational frameworks allow for effective operation and tailoring towards a target market (Kell et al, 2006).
The operational framework of the Four Seasons Hotel Montreal is built on a hierarchical structure with senior management overseeing departments and ensuring collaboration, clear lines of authority ensure an understanding of roles and accountability for actions at differing management levels (NIBusiness, 2025). The brand maintains its reputation of excellence, emphasising personalisation and proactive hospitality by aligning this framework with operational objectives. The use of goal alignment ensures faster decision making and further employee engagement in the company vision (Lapusan, 2023).
The identification of target consumer markets, their want, needs and guest profiles. Tailoring marketing and sales to these markets can increase operational effectiveness and business attractiveness to the desired consumer (Simkin & Dibb, 1998). Hotel Montreal targets luxury international travellers who prioritise experience, high quality service and having their needs met over cost. They offer a range of amenities, services, and experiences beyond a standard hotel, such as bespoke tasting menus, executive suites and spa experiences (Four Seasons, 2025). These offerings elevate guest experience and achieve the luxury feel desired by consumers. 
International travellers tend to stay within hotel brands they are familiarised with and that they are comfortable and loyal towards (Liu et al, 2020). Hotel Montreal as part of an international hotel group capitalises on brand recognition to build brand loyalty, tailoring its marketing and experiences to the international luxury profile, to become associated with luxury (Apiah & Ozeum, 2019). For luxury travel customisation and tailored experiences are key; by creating an experience across cultures and understanding their audience they can create memories that influence future visitations, to the Hotel or those within the Four Seasons group (Praporski, 2008). Prioritisation of certain markets over generalisation could run the risk of alienating or dissuading other potential customers harming sales (Chron, 2025). Finding the balance in segmentation and standardisation is crucial to optimise marketing and maintain brand clarity (FasterCapital, 2025).
The Role of Human Resources (HR) Management in Operations
The HR department is central for managing staff, internal communications and recruitment. HR functions with a strategic voice across departments. Aligning organisational goals to the staff ensures the right people are participating to fulfil the organisations’ vision. HR also creates positive work culture and supports employs while ensuring the company adheres to labour laws and regulations, whilst remaining competitive (MVNU, 2023).
Hotel Montreal's organisational structure utilises its hierarchy to ensure communication and collaboration between department is conducted to provide quality service. With a staff of over 200 members managing 169 rooms and 18 private residences, the company relies on HR to ensure the vision of luxury service is provided whilst remaining viable from the staff perspective (Four Seasons, 2025). Despite internal documents of the Hotel Montreal being inaccessible to outside interests by basing upon what can be found and information relating to the corporate group and the industry, the hotels operational practices can be examined. 
The Four Seasons group is noted for their rigorous recruitment process aimed at attracting highly skilled customer-focused individuals. This includes multiple interview stages, assessments, and background checks to align candidates with the brand’s service standards (Costello, 2023). In a recent survey, 86% of job seekers considered workplace diversity as a key factor in finding employment, emphasising the importance of inclusivity and cultural fit in the workplace (PRNewswire, 2019). The hotel and the industry contribute to diversity and inclusion by recruiting from a diverse talent pool of differing backgrounds, cultures and experiences to foster inclusive work environments and enrich guest experience. 
In relation to training practices new hires undergo extensive onboarding programs covering service standards, protocols and work culture in luxury hotels like the Four Seasons. This is shown through their use of early in career programs and development coaches to innovate and train existing and new staff for roles (Four Seasons Careers, 2025).
Companies like the Four Seasons group also consider continuous education throughout employment a key factor, allowing staff the opportunities to develop skills through workshops, seminars, and e-learning, ensuring that staff stay informed with industry trends and service expectations whilst upskilling the workforce. A continuous learning culture reduces turnover and increases productivity as staff feel valued and motivated when given the opportunity to advance themselves, feeling a personal investment within the business (Harri, 2024). 
Managing staff practice within Hotel Montreal and the industry is done using regular performance reviews and feedback sessions, ensuring high standards are maintained and issues are addressed. By recognising staff achievements and providing incentives to maintain quality service the Four Seasons can motive staff and reduce turnover by contributing to a positive work environment. Positive work environments have been shown to increase employees’ wellbeing, leading to increased work engagement and positivity towards the work. This empowers staff to deliver exceptional service whilst promoting job satisfaction and staff retention (Bajrami et al, 2022).
The F&B industry has one of the highest rates of staff turnover, at 74% in 2023, with the need for active recruitment and training to ensure staff can fulfil their roles, HR plays a significant part in its operation (Upson, 2024). By focusing HR practices on active recruitment, continuous training and healthy staff practices the Hotel Montral can aim to retain employees and foster a positive work environment ensuring effective operation management throughout the hotel.
The Role of Financial Management in Operations
Finance utilises the management of organisational resources and financial practices to maintain operational efficiency and achieve competitive advantage (UKFinance, 2025). As the backbone of strategic decision making, resource allocation and ensuring long-term viability finance is key to operational management. Effective financial management by luxury hotels like Hotel Montreal ensures the maintaining of high service standards whilst remaining profitable and resilient against market changes (CIPFA, 2017).
Four Seasons employs several financial practices that ensure budgeting and forecasting processes. These involved detailing planning of operational costs across the company and the use of industry trends to account for seasonal demand and other factors. Financial quarters are then used to review past financial performance to account for trends like peak/off-peak times and ensure resources are allocate to accomodate for the expected fluctuations (Four Seasons, 2025). 
Despite specific figures not being noted for Hotel Montreal, industry averages can be used to assess income and expenditures. By forecasting accurately, the hotel can adapt to market conditions and maintain profitability (Sutton, 2024). Luxury hotels operate typically within a net profit margin of 25-30% primarily due to premium pricing power, ancillary revenues and services (Baws, 2023). The margins can be tracked through methods like RevPAR, GOP, ADR and cost percentages compared to costs, allowing the hotel to monitor performance and financial health using the data. The finance department also maintain margins by addressing costs through control measures. Measures like energy-saving initiatives, bulk purchasing agreements and outsourcing of non-core services reduces expenditures, reinforces financial stability and enhances operational efficiency (EBR Consulting, 2023).
Segmentation of markets allows for the use of pricing strategies. Corporate guests might benefit from package deals whilst leisure travellers may respond better to promotional add-ons. By offering exclusive packages or loyalty programs to incentivise repeat visits the company can optimise its revenue and ensure continued profits in off-peak seasons. Hotel Montreal does this by offering F1 race weekend packages, credit on dining/spa services and altering room/suite pricings in the off-peak (Four Seasons, 2025). By leveraging its systems and quality service the hotel can dynamically price its rooms, services and events, ensuring revenue is maximised without sacrificing occupancy rates or service standards. 
F&B is considered an ancillary revenue stream within the hotel industry contributing to 30% on average of the total hotel revenue. This stream contributes to profitability whilst providing added value to guests enhancing their experiences (Girard, 2024). The interconnection of revenue generation and cost management of F&B has a significant effect on the finance department practices and duties. The profitability of F&B directly influences the hotels financial practices, like setting appropriate menu prices based on cost analysis to ensure healthy profit margins. The relationship between F&B and finance can be improved through integrated planning, shared data analysis and co-ordination, enhancing revenue and controlling costs whilst maintaining quality service and efficiency (LinkedIn, 2024).
The Role of Legal Policies and Procedures in Operations
In operations management the area of legal policy and procure is crucial to ensure efficient and organised operation of the hotel whilst remaining within lawful regulation. The country a business is operating within have specific laws and regulations set forth that they must abide by. For Hotel Montreal this would be Canada. These rules can differ to other countries so international corporate groups like Four Seasons must be aware. 
To operate several legal requirements must be complied with, including business licensing and registration, health and safety regulations, building and fire codes, labour laws and more. A key example is Hotel Montreal being required to register as a legal entity and obtain a federal business number from the CSR, as well as the permits relating to the services they offer before opening (OnDemand International, 2024). Canadian businesses furthermore have registry ids, this ensures they can be classified and regulated in accordance with the law (Canada Business Registries, 2025). 
Montreal is under the authority of Quebec’s laws and regulations, including Quebec’s civil code which is exclusive to that province (Government of Canada, 2025). A business standard Hotel Montreal is required to follow by being in Quebec is Bill 96, establishing Quebec's official language as French, subsequently all documents, goods and services are required to have French translations (Paton, 2025). The Tourist Accomodation Act also outlines the regulations of hotel operation within Quebec province, including conditions for operations and registration requirements, these differentiations in procedure between provincial and federal level are important as they are the difference between a lawful and an unlawful act (Legis Quebec, 2025). 
Legislation can also differ by departments. With the F&B department that Hotel Montreal has and the products/services that it provides they would need to comply with the CFIA’s Safe Food for Canadians Regulations that ensure food safety and provide a regulatory framework for the food industry (Justice Laws, 2025).
All regulations are required to be enforced and monitored internally and externally to ensure compliance and standards are met, and to ensure the business is not failing in their responsibilities. When an organisation fails to uphold itself, they are considered in non-compliance, this can result in civil penalties such as fines or potentially criminal penalties like imprisonment depending on the severity of the non-compliance (Competition Bureau Canada, 2025). Compliance with rules and regulations ensures that clear parameters are set to protect the hotel’s reputation and create a layer of risk coverage when legal issues arise (Papp, 2024). Legal compliance allows for the building of a strong foundation to create a welcoming, secure and safe environment for both employees and guests (Sutherland, 2024).
Rules and regulations can also be set in accordance with international law and agreements. Compliance with international regulation ensures a company can remain lawful and welcoming to international travellers that are affected by these policies. The Hotel Montreal for example must be compliant with the UN Convention of the rights of persons with disabilities, requiring the hotel to be open and friendly to customers with accessibility issues in its infrastructure and service provisions (United Nations, 2025). Compliance with international law ensures operation across boundaries as is essential for multinational chains like the Four Seasons. By navigating the regulatory environment at every level using effective arbitration, strong labour relations and proactive protection measures the company can foster a thriving and sustainable business (Aadil Mansuri, 2023).
The Operations Management Plan
Executive Summary
This plan establishes the comprehensive framework of the Four Seasons Hotel Montreal that is used to provide exceptional service and quality catered to its luxury and international clientele. The business emphasises structured hierarchical system to ensure clear communication, collaboration, and accountability across departments. This plan is focusing on the key areas of HR, finance and legal to identify the success of the hotel and how it could further ensure operational efficiency and a positive guest experience. HR strategies focus on effective recruitment, particularly in the value of seasonal staffing aligned with Montreal’s demand surges. Finance strategies discuss differing practices like forecasting to adapt to fluctuations and the use of metrics to optimise revenues. Legal strategies focus on risk mitigation, contingency plans and monitoring to safeguard brand reputation and operational integrity. Performance evaluation of the differing areas and the hotels is identified through the analysis of KPI metrics to ensure the hotel is achieving its objectives of profitability and ensuring quality luxurious experiences for guests. 
HR Management Strategy
Hotel Montreal, with its size, uses a hierarchical structure within its operational management process. This hierarchy defines authority and responsibility allowing for clear organisation and communication. With effective authority a manager can use their role to ensure their subordinates are aware of the organisational goals and follow suit (BrightHR, 2024). This structure and hierarchy can be seen within an organisation chart, which can be used for a company or singular department, as shown within Appendix A. 
Hotel Montreal has several departments dedicated to specific duties; this departmental segmentation ensures quality service standards are maintained in every aspect of a guests stay. In times of departmental collaboration, like F&B working with Events for catering, a clear hierarchy and division of duties ensures communication between staff and management. Effective leadership is needed in situations like this and can have a direct effect on customers and the workforce. When a skilled leader is managing, they can create a culture focused on providing quality service and set high standards, additionally these leaders can recognise and provide employees with the chance to be rewarded and grow, ensuring engagement and further motivation to long-term success (BrittsImperial, 2025).
With Hotel Montreal being affected by the high turnover within hospitality they must maintain efficient recruitment practices, using HR. Further information on the duties and metrics of HR can be found in Appendix B. The industry is affected by seasonal demand and Hotel Montreal must ensure they can address the influx of international travellers within these peak times. This is evident in times of event like the Grand Prix and the International Jazz Festival, which has on record increased occupancy rates by an industry average of 80% within Montreal. Hotel Montreal must also account for the 9.2% anticipatory increase in winter visitors to the city between December 2024 and March 2025, in comparison to the previous 5.6% increase of the same period (Trudeau, 2025). This demand emphasises the need for effective recruitment and onboarding processes, and strategy to be developed to ensure long term success. 
Strategy for recruitment could include co-ordination with external organisations to ensure steady recruitment, whether through partnerships with hospitality schools or recruitment agencies specialising in seasonal staff. The additional staff in peak seasons will allow the demand to be addressed without losing the quality service guests expect. Onboarding can include implementation of company culture orientation and group training to establish teamwork and positivity in the hiring stage. By ingraining the culture early new staff can be aware of what is expected and fit into the team more effectively. This integration then reinforced through a buddy system with existing staff, behavioural assessments, and feedback to ensure healthy communication (HiBob, 2025). 
The use of effective training programs and practices to ensure the workforce is educated in the company culture, legal practices/regulations and the duties of their roles can further support the strategy. Varied training programs based on different aspects like cultural sensitivity and emergency response can ensure staff have a varied skill set and are prepared for situations thrown at them. Cultural sensitivity training being especially important given the international guests that are expected and the need to be able to understand differing cultural norms and expectations. These programs can be done through workshops, online programs/apps or skilled speakers, this continuous learning throughout their careers and the onboarding process ensures staff are prepared. When staff feel they are effectively trained they feel valued and organised, increasing staff retention and productivity, as support by a study relating productivity and training (Dearden et al, 2006). 
HR is important to ensure co-ordinate between the existing staff and the types of contracts present within the company are known and used effectively. The mixed workforce of full-time, part-time, and seasonal staff is used in the industry to better address times of high occupancy and demand, lessening the burden on long-term staff. Seasonal staff/flexible job positions within the hospitality sector are evident in the rates of employment, with a survey showing that 69.6% of all employers in the Belgian hospitality industry using flexible positions in 2023 (Liantis, 2023). Temporary staffing allows the business to maintain flexibility to meet demand surges while maintaining efficient resource allocation and financial profitability (Nowsta, 2025). 
Within Appendix B, monitoring and management of performance is a duty of HR. This is key to quality service and efficiency. Regular performance reviews allow discussion of staff contributions and duties, by providing feedback staff can be made aware of what they are doing well and what must be addressed. The strategy of continual support and insight can ensure collaboration between employees and management, giving staff the chance to enhance their skills and feel acknowledged and inspired to maintain quality work (HRdept, 2023). This is further emphasised through wage bonuses, employee of the month and public praise. Incentivising performance and quality service is linked to reducing staff turnover and positive work culture (Musa et al, 2014). 
Financial Management Strategy
The careful financial management and effective procedures of the Hotel Montreal are needed to ensure the business maintains profitability and long-term viability. Effective management can ensure the business is not only able to assess and evaluate their past data but also predict and forecast future financial projections, allowing the organisation to financially plan and co-ordinate for the success of the business. Analysis also allows the business to identify where investment is needed or resources are mismanaged, to be better utilise elsewhere, ensuring financial optimisation and efficiency (Luna-Pereira & Caicedo-Rolon, 2022). Additional duties of Finance can be found in Appendix C. 
The costings of the business can change depending on factors including staffing costs in peak seasons or utilities in heat waves/cold storms from heating and HVACs. These influences on the budget need to be forecasted and strategy prepared where possible to ensure efficient use of the budget, including the projection of highs and lows in the forecasts. Strategic budgeting allows the aligning of the hotel's financial resources with its long-term objects to ensure effective allocation and prioritisation. This financial stability allows for the pursuit of growth and profit whilst managing risks (Vecchio, 2025).
Effective strategies to accomodation for seasons could be the having reserves or increasing the budget for overtime/seasonal hires, marketing spend and utility costs to capture demand and manage increased occupancy/hotel usage. Whilst reductions in budgets for staff, marketing and cost-saving measures of water conservation and cross training could be done in times of quiet. The flexibility to adapt allows the budget to strategically account for fluctuations in both revenue and expenditures. 
Forecasting strategies like the analysis and prediction of occupancy rates would allow the hotel to determine their future demand and performance by estimating room sales over a specific period. By making informed decisions about pricing and promotion this can allow better financial planning and operational efficiency (Str, 2024). The metrics essential in creating a comprehensive occupancy forecast would be ADR, RevPAR, and total revenue, these provide a clear picture of hotel performance and allows analysis. By examining booking trends and external market conditions Hotel Montreal can estimate the number of guests for a period and adjust their practices in accordance (Colcol, 2024). 
[bookmark: _Int_C1wyDaBx]The co-ordination of pricing strategy through market analysis and demand can be allow a business to maximise revenue and viability. The use of dynamic pricing allows the hotel to adjust its room rates based upon real-time data of the market and occupancy to adjust for demand. This flexibility allows the hotel to capitalise on market insight to gain competitive advantage whilst optimising occupancy and revenue (Hollander, 2024). By adapting to the changing market and tailoring to customer preferences and purchasing behaviour the company can provide the best service to its target market (Gibson, 2024). 
Whilst ensuring revenue is important, use of cost control strategies is the key to minimising expenditures and ensuring efficient spending. This can be done through negotiation of contracts with suppliers or the implementation of a just-in-time inventory system to reduce storage costs and overheads. The JIT system has shown success within other hotels, highlighting its ability to be used to minimise material handling, reduce waste and lower costs in over purchasing (Barlow, 2002). 
The adoption of energy-saving systems, like renewable energy or LED lighting, is another cost control strategy, where costly in the outset could lower overall expenditure long-term. With tourists becoming increasingly more informed about sustainability, as shown by research conducted finding 76% of travellers indicating they’d more likely book a hotel if it had a green certification (Llanso, 2024). The projection of eco-friendly practices could increase the consumer demand. 
Legal Policy, Procedure & Strategy
Hotel Montreal must comply with all relevant local, national, and international laws and regulations to ensure lawful operation. The responsibility and practices of legal ensure the company is compliant and protected from an organisational, staff and customer perspective, further information on duties can be found in Appendix D. Legal policy is the concern of every department and thus awareness and communication is needed for operation. 
To remain compliant the company must be aware of policy and changes in existing or new legislation which affects them, this is done through the active monitorisation and participation in the legal process, like subscribing to legal newsletters, engaging with industry associations, or consulting with legal counsel. By designating duties to legal compliance adherence can be ensured, through internal audits and employee reviews ensuing those involved are well informed (Iris Carbon, 2024). 
As noted in Appendix D, the creation and enforcement of protocols adhering to legal standards are the duty of the hotel’s legal area. Protocols may differ between departments but a key one to note are health and safety protocols. When a guest stays with Hotel Montreal they have a duty of care and responsibility for them, the use of proper procedure can ensure safety for both guests and staff. 
Health and safety protocols can differ from fire safety to emergency evacuation plans, to health crises like COVID-19. This compliance can be achieved through strategies like comprehensive standard operating procedures (SOPs) for key safety areas, as well as emergency response plans and injury/hazard reporting and instigations. By creating clear concise procedures information can be spread and received in timely accurate manners, lessening confusion in crisis situations (Collaboris, 2025). 
Collaboration between the legal sector and other departments can ensure standards of risk management, like through the creation and adoption of contingency plans. These plans can be used as a strategy to mitigate risks while remaining lawful and upholding safety standards. Contingencies can cover various scenarios like staff shortages, supply chain issues, safety incidents and disaster response, an example of a contingency plan for Hotel Montreal can be found in Appendix E. By preparing and educating staff for scenarios risk can be mitigated when something does go wrong. Emphasis on preparation and communication in a crisis is important to the business and its stakeholders as it maintains the reputation/trust of the business through showing its professionalism and reliability (Henderson Loggie, 2023). 
Insurance and liability ensure the business can manage ay claim or legal issue when they arise. In Canada, a hotel requires several types of insurance to cover different aspects of the business. Although hotels can differ Hotel Montreal requires commercial general liability insurance to protect from monetary loss arising from lawsuits involving personal injury, slander/defamation, and property damage (Gallagher, 2025). Comprehensive hotel insurance policy is another strategy to ensure the long-term survival of the business by protecting its financial assets and avoiding damage to the brands reputation (Morgan Richardson Ltd, 2025). 
Monitoring and Evaluation
The identification of metrics for performance analysis are required to monitor and analyse the operational efficiency and performance of the organisation, this is done through KPIs. Whether the hotel wanted to examine the success of marketing, HR, finance, legal or other departments within the business the use of KPIs can identify metrics of success to measure and evaluate the progress of areas towards long-term goals of the organisation and quality work. (Mosca, 2019). Within Appendix F is an example of Hotel Montreal’s objects shown in accordance with the areas of HR, Finance and Legal as noted above. The use of KPIs is a strategy to evaluate business success ensuring alignment with organisational goals and the brand identity of the Hotel Montreal.
Conclusion
The operations management plan is used to examine areas of Hotel Montreal to ensure duties are done in accordance with operational goals. By using training programs and HR communications, detailing financial forecasts and dynamic pricing strategy, and the use of contignecy planning and clear reporting of legal procedure, the long-term objects as detailed can be achieved and measured for evaluation. 


Appendices:
Appendix A – An example image of a hierarchy organisation chart for a large hotel’s front office department (Setupmyhotel, 2025).
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Appendix B – Here is an operation plan for the HR area discussing the differing duties of the department and how they can conduct their responsibilities and measure success
	HR Function;
	Key Duties & Responsibilities
	Key Processes & Procedures
	Technology & Tools used
	KPIs/Metrics for success

	Recruitment & Hiring
	- Sourcing candidates
- Screening applications
- Addressing demand
- Conducting interviews
- Onboarding
	- Job postings 
- Interview protocols
- CV reviews
- Offer handouts
- New hire paperwork
- Onboarding checklist/programs
	- Applicant Tracking Systems (ATS)
- Job boards
- Recruitment agencies
- Social media
	- Time-to-hire
- Offer acceptance rates
- New hire retention rate (E.g. monthly or after 90 days)

	Training & Development
	- Identifying training needs
- Developing training programs
- Delivering training
- Tracking training progress
	- Needs assessments
- Skill/training reviews
- Program design
- Training delivery methods (online/offline)
- Professional development planning
	- Learning Management Systems (LMS)
- Training materials
- External training providers
- Skills reviews/audit
	- Training completion rates
- Training satisfaction surveys
- Internal promotion rates

	Compensation & Benefits
	- Designing compensation structures
- Managing payrolls
- Administering benefits (health, retirement, etc)
- Managing leave
	- Payroll processing
- Benefit enrolment
- Leave request processing
	- Payroll software
- Benefits administration
- Time and attendance systems
- HRIS
	- Payroll rates
- Employee satisfaction surveys
- Regulatory reviews

	Employee Relations
	- Managing employee grievances
- Resolving conflicts
- Disciplinary procedures
- Conducting investigations
- Maintaining employee morale
- Managing employee retention
	- Grievance resolution processes
- Disciplinary action policy
- Conflict resolution techniques
- Employee recognition programs
- Employee performance tracking
	- HRIS
- Grievance Documents
- Mediation and arbitration services
	- Grievance rates
- Employee satisfaction surveys
- Employee turnover rate

	Performance Management
	- Setting performance goals
- Conducting performance reviews
- Giving employee feedback
- Improvement plan design and coordination
	- Goal setting process
- Performance review scheduling
- Performance review forms
- Performance improvement plans
- Feedback systems/process
	- HRIS
- Performance management software
- Employee feedback systems
	- Goal milestone achievement rates
- Feedback rates
- Performance ratings
- Rate of review completions

	HR Policy Compliance
	- Ensuring compliance with labour laws and regulations
- Keeping updated on latest lawful policy
- Developing and updating company HR policies
- Raising awareness on policy
- Maintaining employee records
	- Policy development process
- Policy reviewal
- Policy distribution
- Policy awareness procedures
- Record keeping protocols
- Compliance audits
	- Legal resources (attorneys, government support)
- HRIS
- Compliance software
- Audit records
	- Compliance violation rate
- Employee policy awareness surveys
- Accuracy of employee records


Appendix C – Here is an operation plan for the Finance area discussing the differing duties of the department and how they can conduct their responsibilities and measure success
	Finance Function;
	Key Duties & Responsibilities
	Key Processes & Procedures
	Technology & Tools used
	KPIs/Metrics for success

	Financial Planning & Analysis
	- Analysing previous/current financial records
- Developing budgets
- Developing forecasts
- Providing financial insights to management
	- Budgeting reports
- Forecasting methods
- Financial comparison analysis
- Financial modelling
- Management reporting
	- Enterprise Resource Planning Systems (ERP)
- Financial planning software
- Spreadsheet software (E.g. Excel)
- Analytic tools (ThoughtSpot)
	- Budget vs actual variance
- Forecast accuracy
- Profit margins
- ROIs
- EBITDA

	Accounting & Reporting
	- Recording financial transactions
- Preparing financial statements
- Managing ledgers
- Ensuring compliance with accounting standards
	- Chart of accounts management
- Journal entry processing
- Account reconciliation
- Financial statement preparation
- Closing process
- Financial support documents (Balance sheet, cash flow, P&L)
	- General Ledger software 
- Accounting software
- External accountant support/agencies
- Reconciliation tools
- Reporting software
- Compliance tracking software
	- Accuracy of financial statements
- Timeliness of reporting
- Number of journal errors
- Reconciliation completion rate
- Audit findings

	Accounts Payable 
	- Processing vendor invoices
- Making payments to suppliers
- Managing vendor relations
- Resolving payment discrepancies
	- Invoice receiving and processing
- Purchase order matching
- Payment runs
- Vendor statement reconciliation
- Dispute resolution process
	- Accounts Payable automation software
- ERP systems
- Electronic payment systems
- Document management systems
- Collection tools
	- Average days to pay
- Number of invoices processed
- Error rate in invoice processing
- Percentage of payments made on time
- Vendor/supplier satisfaction

	Accounts Receivable
	- Generating and sending invoices to customers
- Collecting payments
- Managing customer credit
- Resolving payment issues
	- Invoice generation process
- Payment application
- Collections process
- Credit checks and management
- Dispute resolution
	- Accounts Receivable software
- Invoicing software
- Payment gateway integrations
- CRM system
- Collection tools
	- DSO
- Bad debt expense
- Collection effectiveness rate
- Customer payment behaviour

	Tax Management
	- Preparing and filing tax returns
- Ensuring compliance with tax laws and policy
- Tax planning and optimisation
- Managing tax audits
	- Tax calculation
- Tax return preparation and filing
- Tax planning strategies
- Responding to tax authority inquiries
- Keeping updated on tax regulations
	- Tax software
- Tax research 
- ERP systems
- Regulatory compliance software
- Legal resources
	- Tax compliance rate
- Number of tax audits
- Tax audit findings
- Timeliness of tax filings
- Accuracy of tax calculations

	Internal Controls & Compliance
	- Designing and implementing internal controls
- Monitoring compliance with regulations
- Identifying and mitigating risks
- Conducting internal audits
	- Control design and documentation
- Control testing and monitoring
- Risk assessment protocols
- Internal audit procedures
- Policy development and enforcement
	- Governance, risk, and compliance (GRC) software
- Internal audit software
- Document management systems
- Compliance tracking software
- Policy management systems and records
	- Number of control deficiencies
- Rate of compliance violation
- Risk mitigation effectiveness
- Internal audit findings


Appendix D – Here is an operation plan for the Legal area discussing the differing duties of the department and how they can conduct their responsibilities and measure success
	Legal Function;
	Key Duties & Responsibilities
	Key Processes & Procedures
	Technology & Tools used
	KPIs/Metrics for success

	Contract Management
	- Drafting and reviewing contracts
- Negotiating contracts
- Managing contract records
- Ensuring contract compliance
- Identifying and mitigating contractual risks
	- Contract drafting and reviewal process
- Negotiation strategies
- Contract execution procedures
- Contract database management
- Renewal and termination processes
	- Contract Management Software (CMS)
- Document Management Systems (DMS)
- E-signature platforms
- Records systems
- Legal research databases
	- Number of contracts reviewed
- Time to contract execution
- Contract compliance rate
- Number of contract disputes

	Litigation Management
	- Managing legal disputes
- Managing lawsuits
- Co-ordinating with external counsel
- Developing litigation strategies
- Monitoring litigation progress
	- Case intake and assessment
- Pleadings and discovery processes
- Settlement negotiations
- Trial preparation and management
- Legal hold procedures
	- Legal case management software
- E-discovery tools
- External counsel communication platforms
- Litigation support services
	- Number of active cases
- Litigation spend vs budget
- Case resolution rate
- Average time to case resolution

	Regulatory Compliance
	- Monitoring and interpreting relevant laws and regulations
- Developing and implementing compliance policies
- Training staff on compliance requirements
- Managing regulatory filings and reporting
	- Regulatory tracking and analysis
- Policy development and spread
- Compliance training programs
- Regulatory reporting procedures
- Internal audits and compliance reviews
	- Regulatory compliance software
- Legal research databases
- Policy management systems
- Training platforms
- Government agency websites and portals
	- Number of compliance violations
- Compliance training completion rate
- Accuracy and timeliness of regulatory filings
- Results of internal and external audits

	Risk Management & Corporate Governance
	- Identifying and assessing legal risks
- Developing risk mitigation strategies
- Co-ordinating with departments on risk mitigations
- Ensuring adherence to corporate governance principles
- Advising on corporate legal matters
	- Risk assessment procedures
- Contingency planning
- Legal risk registering
- Corporate governance frameworks
- Board meeting preparations and support
- Policy development and reviewal
	- GRC software
- Risk assessment tools
- Coporate/Board portal software
- Document management systems
- Legal advisory services
	- Number of identified risks
- Risk mitigation effectiveness
- Compliance with corporate principles
- Number of legal/risk issues raised by corporate/the board

	Employment Law
	- Advising on employment law matters
- Managing lawful policy in employment contracts
- Handling employee legal disputes and investigations
- Ensuring compliance with labour laws
	- Employment contract reviewal and examination
- Policy development and implementation
- Policy awareness campaign
- Disciplinary and legal grievance procedures
- Investigation protocols
- Compliance with labour regulations
	- HRIS (with legal modules)
- Policy management systems
- Legal research databases
- Mediation and arbitration services
	- Number of employee disputes
- Compliance rate with labour laws
- Employee satisfaction with legal processes
- Number of successful resolution of disputes

	Insurance Management
	- Drafting insurance policy
- Reviewing and negotiating insurance policy
- Ensuring policy is updated
- Advising on insurance requirements
- Managing the insurance claims process
- Providing legal advice on insurance matters and disputes
	- Insurance policy reviewal
- Policy development and implementation
- Negotiation procedures
- Claims and reporting process
- Compliance monitoring
- Documentation
- Collaboration protocols
	- Document management systems
- Legal case management software
- Spreadsheet software (E.g. Excel)
- Communication platforms
- Legal research databases
	- Policy coverage rate
- Claims resolution time
- Claims success rate
- Insurance premium costs vs budget
- Compliance rate
- Number of insurance disputes


Appendix E – Here is an example of a contingency plan for the Hotel Montreal. This is primarily focusing on risks associated with the F&B department. This details the probability, impact, and response strategies. 
	Risk
	Probability
	Preparation
	Response
	Responsibility
	Impact

	Staff Shortage
	High
	- Active recruitment
- Cross-training staff
- Have on-call/part-time staff to pick up slack 
- Co-ordinate with temp agencies to fill key positions quickly
	- Identify critical roles and reassign tasks
- Call in assistance from other departments
- Communicate with guests about potential delays (use complimentary drinks to lessen frustrations)
	F&B management, HR
	Low

	Equipment Failure
	Low
	- Regular scheduled maintenance 
- A reserve stock of critical parts
- Staff training on basic troubleshooting
- Alternate menu items that do not require the equipment
	- Adapt menu to the missing equipment
- Contact maintenance
- Arrange for temporary rental equipment
- Communicate with the kitchen/bar staff
- Inform guests of menu changes if necessary
	F&B management, Maintenance, Finance
	Medium

	Supply Issues
	Medium
	- Multiple supplier relationships and back-ups
- Rigorous inventory management 
- Supplier performance reviewal
- Alternate menu items adjusting for missing ingredients
	- Assess the impact on the menu
- Communicate with the supplier on the issue and time frame
- Source ingredients from elsewhere
- Adjust menu or offer substitutions
- Communicate with kitchen and service staff
	F&B management, Supply chain management, Finance
	Medium

	Food Safety Incident
	Medium
	- Food safety and hygiene training
- Regular internal audits for compliance
- Clear food safety incident response plans
	- Remove/isolate the affected product/area
- Follow established safety protocols
- Contact relevant authorities and management
- Document everything
- Implement corrective actions
- Communicate with staff and guests who may be affected
- Prepare public statement if necessary
	F&B Management, Health & Safety, Legal
	High

	Natural Disaster
	Low
	- Comprehensive hotel-wide emergency response plans
- Maintain emergency supplies
[bookmark: _Int_DddApva8]- Establish communication channels with local authorities
	- Follow emergency procedures
- Secure premises and equipment
- Assess safety of staff and guests
- Communicate with relevant authorities
- Implement emergency staffing plans
- Adjust operations based on situation
	F&B Management, Hotel Management, Health & Safety
	High


Appendix F – Here is an example of the operational goals of Hotel Montreal, including a generalised timeline of achievement, the responsibility of department and key area (Legal, HR, Finance) and KPIs associated to measure success.
	Goal
	Action Steps
	Resource Allocation
	Responsibility
	Timeline
	KPIs

	Enhance Guest Satisfaction
	- Implement customer feedback systems (Online sites, email, cards in rooms)
- Train staff in customer service
	- Budget for training
- Feedback software
	- Front Desk 
- HR for training
- Finance for budget changes
	3 months
	- Guest satisfaction score
- Positive reviews

	Increase Occupancy Rate
	- Launch marketing campaigns
- Develop partnerships with travel agencies/events
	- Budget for marketing
- Outreach team
	Sales Team
- HR for outreach team
- Finance for budget changes
- Legal for partnership contracts
	8 months
	- Occupancy rate
- Website traffic

	Improve Revenue Management
	- Revise pricing strategies following dynamic demand
- Optimise room inventory
	- Revenue management tools
- Staff training
	- HR for training
- Finance for revenue management
	6 months
	- RevPAR
- ADR

	Ensure High Compliance Rate
	- Conduct compliance audits of departments
- Update policies
- Implement staff awareness training
	- Legal counsel
- Training program
- Compliance resources
	- Legal for audits and policy
- HR for training
- Finance and other departments for audits
	Ongoing quarterly
	- Compliance rate
- Audit completion reports
- Training completion rates





Reference List:
(2025) Canada Business Registries. Available at: https://ised-isde.canada.ca/cbr-rec/en/search (Accessed: 04 May 2025).
About Canada’s System of Justice (2025) Government of Canada. Available at: https://www.justice.gc.ca/eng/csj-sjc/just/03.html?wbdisable=true (Accessed: 04 May 2025).
Appiah, D. and Ozuem, W. (2019) ‘Issues with the importance of branding, brand personality and symbolic meaning of brands in the smartphone industry’, Advances in Knowledge Acquisition, Transfer, and Management, pp. 56–97. doi:10.4018/978-1-5225-5393-9.ch003.
Barlow, G.L. (2002) ‘Just-in-time: Implementation within the Hotel Industry—a case study’, International Journal of Production Economics, 80(2), pp. 155–167. doi:10.1016/s0925-5273(02)00315-8.
[bookmark: _Int_rxmP7b0f]Baws, N. (2023) What is the average profit margin in the hotel industry?, Emersion Wellness. Available at: https://emersionwellness.com/average-profit-margin-in-hotel-industry/ (Accessed: 02 May 2025).
[bookmark: _Int_g3Uank8j]Colcol, S. (2024) Hotel forecasting: Revenue, methods and reports, SiteMinder. Available at: https://www.siteminder.com/r/hotel-forecasting/ (Accessed: 05 May 2025).
Commercial General Liability Insurance (2025) Gallagher. Available at: https://www.ajg.com/ca/insurance/commercial-insurance/commercial-general-liability/ (Accessed: 05 May 2025).
Convention on the rights of persons with disabilities (CRPD) | division for inclusive social development (DISD) (2025) United Nations. Available at: https://social.desa.un.org/issues/disability/crpd/convention-on-the-rights-of-persons-with-disabilities-crpd (Accessed: 04 May 2025).
Costello, M. (2023) The Four Seasons Recruitment Interview Guide, Four Seasons Recruitment. Available at: https://www.fsrl.co.uk/resources/blog/the-four-seasons-recruitment-interview-guide/ (Accessed: 02 May 2025).
Cultivating a culture of continuous learning in hospitality: Harri Insider (2024) Harri. Available at: https://resources.harri.com/blog/continuous-learning-in-hospitality/ (Accessed: 02 May 2025).
Dearden, L., Reed, H. and Van Reenen, J. (2006) ‘The impact of training on productivity and wages: Evidence from British panel data*’, Oxford Bulletin of Economics and Statistics, 68(4), pp. 397–421. doi:10.1111/j.1468-0084.2006.00170.x.
Delivering effective financial management (2017) CIPFA. Available at: https://www.cipfa.org/policy-and-guidance/reports/delivering-effective-financial-management (Accessed: 08 May 2025).
Demirović Bajrami, D. et al. (2022) ‘Significance of the work environment and personal resources for employees’ well-being at work in the hospitality sector’, International Journal of Environmental Research and Public Health, 19(23), p. 16165. doi:10.3390/ijerph192316165.
Early in career programs jobs: Early in career programs jobs at Four Seasons Hotels Limited (2025) Four Seasons Hotels Limited. Available at: https://careers.fourseasons.com/us/en/c/early-in-career-programs-jobs (Accessed: 02 May 2025).
Gibson, K. (2024) Dynamic pricing: What it is & why it’s important: HBS Online, Harvard Business School Online. Available at: https://online.hbs.edu/blog/post/what-is-dynamic-pricing (Accessed: 05 May 2025).
Girard, C. (2024) 10 lucrative ancillary services to boost your hotel’s revenue, Thynk. Available at: https://thynk.cloud/blog/ancillary-services-diversify-hotel-revenue (Accessed: 02 May 2025).
Hierarchical organisational structure (2025) NIBusinessInfo. Available at: https://www.nibusinessinfo.co.uk/content/hierarchical-organisational-structure (Accessed: 08 May 2025).
[bookmark: _Int_XtwB9tt6]Hollander, J. (2024) What is dynamic pricing in hotels and why does it matter?, HotelTechReport. Available at: https://hoteltechreport.com/news/dynamic-pricing-hotels (Accessed: 05 May 2025).
Hotel forecasting: Why it is important to your business (2024) STR. Available at: https://str.com/data-insights-blog/hotel-forecasting-why-it-important-your-business (Accessed: 05 May 2025).
How important is workplace hierarchy? (2024) BrightHR. Available at: https://www.brighthr.com/articles/culture-and-performance/corporate-hierarchy/how-important-is-workplace-hierarchy/ (Accessed: 04 May 2025).
Kell, L.T. et al. (2006) ‘Chapter 15 Operational Management Procedures: An introduction to the use of evaluation frameworks’, Developments in Aquaculture and Fisheries Science, pp. 379–407. doi:10.1016/s0167-9309(06)80018-9.
Lapusan, S. (2023) The crucial role of goal alignment in performance management, Mirro. Available at: https://mirro.io/blog/organizational-goal-alignment/ (Accessed: 08 May 2025).
[bookmark: _Int_XTvEu4tC]Liu, Y. et al. (2020) ‘How does brand loyalty interact with Tourism Destination? exploring the effect of brand loyalty on Place Attachment’, Annals of Tourism Research, 81, p. 102879. doi:10.1016/j.annals.2020.102879.
Llanso, L. (2024) The rise of sustainability in hospitality: The pivotal role of Energy Efficiency, Spacewell Energy. Available at: https://www.dexma.com/blog-en/the-rise-of-sustainability-in-hospitality-the-pivotal-role-of-energy-efficiency/ (Accessed: 05 May 2025).
Luna-Pereira, H.O. and Caicedo-Rolón, A.J., 2022. The importance of financial management for decision-making in the industry. Journal of Language and Linguistic Studies, 18(4).
Luxury hotel montreal: Downtown: Four seasons hotel montreal (2025) Luxury Hotel Montreal | Downtown | Four Seasons Hotel. Available at: https://www.fourseasons.com/montreal/ (Accessed: 02 May 2025).
Mastering Financial Management in food and beverage: Essential insights from high season Hospitality School (2024) LinkedIn. Available at: https://www.linkedin.com/pulse/mastering-financial-management-food-beverage-essential-insights-4hysc (Accessed: 02 May 2025).
More and more flexi-jobbers are getting started: 2023 will be a record year (2023) Liantis. Available at: https://www.liantis.be/nl/nieuws/steeds-meer-flexi-jobbers-aan-de-slag-2023-wordt-recordjaar (Accessed: 05 May 2025).
Mosca, L. (2019) Key performance indicators 101 & why they’re important, Forbes. Available at: https://www.forbes.com/sites/louismosca/2019/06/18/key-performance-indicators-101-why-theyre-important/ (Accessed: 05 May 2025).
Musa, B.M., Ahmed, I. and Bala, A. (2014) ‘Effect of motivational incentives on staff turnover in hotel industry in Gombe State’, IOSR Journal of Business and Management, 16(3), pp. 36–42. doi:10.9790/487x-16333642.
New hires need culture-focused onboarding (2025) HiBob. Available at: https://www.hibob.com/guides/onboarding-company-culture/ (Accessed: 04 May 2025).
Over 86% of job seekers say workplace diversity is an important factor when looking for a Job (2019) PR Newswire. Available at: https://www.prnewswire.com/news-releases/over-86-of-job-seekers-say-workplace-diversity-is-an-important-factor-when-looking-for-a-job-300964115.html (Accessed: 02 May 2025).
Papp, A. (2024) Hotel policies: A balanced approach, SabeeApp. Available at: https://www.sabeeapp.com/blog/hotel-rules-and-policies-getting-the-balance-right (Accessed: 04 May 2025).
Paton, B. (2025) Why Bill 96 impacts websites in Canada and beyond, Localize. Available at: https://localizejs.com/articles/quebec-bill-96 (Accessed: 04 May 2025).
Penalties and remedies for non-compliance (2025) Competition Bureau Canada. Available at: https://competition-bureau.canada.ca/en/deceptive-marketing-practices/types-deceptive-marketing-practices/penalties-and-remedies-non-compliance (Accessed: 04 May 2025).
Praporski, N. (2008) "Customization vs. standardization in global hotel expansion", UNLV Theses, Dissertations, Professional Papers, and Capstones. 630.
http://dx.doi.org/10.34917/1754480
Safe Food for Canadians Regulations (2025) Justice Laws. Available at: https://laws-lois.justice.gc.ca/eng/regulations/SOR-2018-108/index.html (Accessed: 04 May 2025).
Setupmyhotel (2025) SetupMyHotel. Available at: https://setupmyhotel.com/ (Accessed: 04 May 2025).
Standardization, adaptation, and segmentation (2025) FasterCapital. Available at: https://fastercapital.com/topics/standardization,-adaptation,-and-segmentation.html (Accessed: 08 May 2025).
Staying ahead of regulatory changes: A guide for businesses (2024) IRIS CARBON. Available at: https://iriscarbon.com/staying-ahead-of-regulatory-changes-a-guide-for-businesses/ (Accessed: 05 May 2025).
Sutherland, T. (2024) Key legal considerations when setting up a hotel, LegalVision UK. Available at: https://legalvision.co.uk/startups/legal-hotel/ (Accessed: 04 May 2025).
Sutton, N. (2024) 7 reasons why forecasting is essential for your business, OneAdvanced. Available at: https://www.oneadvanced.com/news-and-opinion/7-reasons-why-forecasting-is-essential-for-your-business/ (Accessed: 02 May 2025).
The crucial role of cost control in the hospitality industry (2023) EBR Consulting. Available at: https://www.ebr.consulting/blog/the-crucial-role-of-cost-control-in-the-hospitality-industry (Accessed: 08 May 2025).
The disadvantages of Target Marketing (2025) Chron. Available at: https://smallbusiness.chron.com/disadvantages-target-marketing-36131.html (Accessed: 02 May 2025).
The Finance Department: An often-overlooked critical function in a scale-up (2025) UK Finance. Available at: https://www.ukfinance.org.uk/news-and-insight/blog/finance-department-often-overlooked-critical-function-in-scale (Accessed: 02 May 2025).
The importance of SOPS in a post-pandemic world (2025) Collaboris. Available at: https://www.collaboris.com/sops-post-pandemic-world/ (Accessed: 05 May 2025).
The role of effective leadership in hospitality management (2025) Britts Imperial. Available at: https://brittsimperial.com/the-role-of-effective-leadership-in-hospitality-management/ (Accessed: 04 May 2025).
The significance of international law in the hospitality and Tourism Industry (2023) Aadil Mansuri. Available at: https://www.aadilme.com/the-significance-of-international-law-in-the-hospitality-and-tourism-industry (Accessed: 04 May 2025).
Tourist accommodation act (2025) Légis Québec. Available at: https://www.legisquebec.gouv.qc.ca/en/document/cs/H-1.01 (Accessed: 04 May 2025).
Trudeau, L. (2025) All the key statistics you need on Montreal tourism, The Best Montreal. Available at: https://www.bestinmtl.com/guide-to-tourism-statistics-montreal/ (Accessed: 04 May 2025).
[bookmark: _Int_sZltjmJJ]Unlocking hospitality excellence: The crucial role temporary staffing plays in Hotels (2025) Nowsta. Available at: https://www.nowsta.com/blog/unlocking-hospitality-excellence-the-crucial-role-temporary-staffing-plays-in-hotels/ (Accessed: 05 May 2025).
Upson, M. (2024) Restaurants with some of the highest employee retention rates, EMERGING. Available at: https://emerging.com/insights/employee-hiring/restaurants-with-some-of-the-highest-employee-retention-rates (Accessed: 02 May 2025).
Vecchio, L.D. (2025) Strategic budgeting: What is it, process, and best practices, PLANERGY. Available at: https://planergy.com/blog/strategic-budgeting/ (Accessed: 05 May 2025).
What are the benefits that Hotel Insurance brings for your business and customers? (2025) Morgan Richardson Ltd. Available at: https://morganrichardson.co.uk/what-are-the-benefits-that-hotel-insurance-brings-for-your-business-and-customers/ (Accessed: 05 May 2025).
What is an operational framework in business and what to include in developing one? (2025) Fresent. Available at: https://blog.fresent.com/what-is-an-operational-framework-in-business-and-what-to-include-in-developing-one/ (Accessed: 02 May 2025).
What is contingency planning and why is it important? (2023) Henderson Loggie. Available at: https://hlca.co.uk/resources/what-is-contingency-planning-and-why-is-it-important/ (Accessed: 08 May 2025).
What is performance management and why is it important? (2023) The HR Dept. Available at: https://www.hrdept.co.uk/services/performance-appraisals/what-is-performance-management-and-why-is-it-important/ (Accessed: 05 May 2025).
Why is human resource management important? (2023), MVNU. Available at: https://mvnu.edu/blogs/why-is-human-resource-management-important/ (Accessed: 02 May 2025).

	
	
	



image4.png
Front Office Hierarchy | Organisat
Large Hotel

Front Office
Manager (FOM)

Reservation |
Revenue
Man

Night Auditor

‘Guest Relations
Manager /
Supervisor

Guest Relations
Executive

Reservation
Agents /
Associates

www.setupmyhotel.com ©

Condierge
Information Sl ICELTD Bell Captain
Iy Receplonist Supervisor

upervisor

Concierge |
Information

Assistant





