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FOREWORD


The Theory of Hospitality and Catering is a must-read. I remember in my university days reading textbooks by the authorities in their field – but that’s all they are, memories. They, too, were must-reads at the time, but invariably grew dusty on the shelves after graduation.


The Theory of Hospitality and Catering, however, is a true necessity for any student of catering and hospitality anywhere in the world. It is a book you will keep with you throughout your career. Most importantly, it not only covers the theory of hospitality and catering, but also the practice. It is a comprehensive, authoritative book for everyone in the field. Whether back-of-house or front-of-house, this book is essential.


I know, having started a business from scratch, that ideas are useless on their own. It is ideas combined with action that make things happen. The Theory of Hospitality and Catering bridges the gap between idea and application, between theory and practice.


It was a privilege to work with Professor David Foskett MBE CMA when I was Chancellor of Thames Valley University (TVU, now the University of West London). David is truly one of the titans of the hospitality industry, and as Head of the London School of Hospitality and Tourism he helped create a beacon of excellence, renowned not just across the UK but worldwide.


And with The Theory of Hospitality and Catering, David and his colleagues have produced a book that is itself a beacon of the industry – a work that is clear, and clearly useful, to people at all levels. Whether a student or a practitioner, this book is indispensable.


Lord Bilimoria CBE DL


Founder and Chief Executive, Cobra Beer
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INTRODUCTION TO THE 13TH EDITION


As travel, tourism, recreation and hospitality become increasingly important in the economic life of the vast majority of countries, so the need for well-trained operatives and managers continues to grow.


This book is designed to meet the needs of those training for, or involved in, the hospitality and catering industry.


This 13th edition has been revised and updated to keep in line with the continuing changes both in industry and catering education. As in previous editions, we have not attempted to write a completely comprehensive book, but rather have set out an outline as a basis for further study. In this way, we hope to assist students at all levels and, for those who wish to study in greater depth, further references and websites are suggested where appropriate. This book will be relevant to those studying Professional Cookery, Food and Beverage Service and Hospitality courses at Levels 2 and 3. It also covers units/modules of Foundation degrees and BA (Hons) degrees in Hospitality Management, Event Management and Culinary Arts.


About the authors


Professor David Foskett MBE CMA FIH BEd HONS is former Dean and Head of the London School of Hospitality and Tourism at the University of West London, and now runs David Foskett Associates. He is a member of The Royal Academy of Culinary Arts, Craft Guild of Chefs, a Fellow of the Institute of Hospitality, and sits on various committees advising on hospitality education and training. He is an experienced hospitality and catering author.
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Andrew Pennington is Director of China Campus, Blue Mountains International Hotel Management School, Suzhou Tourism and Finance Institute.
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1 What do we mean by the hospitality industry?
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The defining activities of the hospitality economy are the provision of accommodation, meals and drinks in venues that are outside of the home. Hospitality consumption occurs ‘on-site’ in the venue. The creation of the context of consumption and management of consumption are activities that differentiate the hospitality industry from other businesses that provide accommodation, food and drink.


The British Hospitality Association (BHA) defines the UK hospitality economy as comprising the following four elements:





1  hotel and related services (including camping grounds and other accommodation)



2  restaurants and related services (including pubs, takeaway food shops, licensed clubs and motorway service areas, where hospitality services are the main activity for the latter)



3  catering (including corporate hospitality/contract catering to both private clients – for example, airlines – and public-sector clients, and in-house catering across non-hospitality direct sectors such as health and education)



4  event management (including conference and exhibition organisers).





Product and service


The hospitality product consists of the elements of food, drink and accommodation, together with the service, atmosphere and image that surround and contribute to the product. The hospitality industry contains many of the characteristics of service industries, with the added complications of the production process. It is the production process that is the complicated element as it focuses on production and delivery, often within a set period of time.


Appropriate environment


The need to provide the appropriate environment within which hospitality can be delivered means that most hospitality businesses need a substantial amount of investment in plant and premises. This creates a high fixed cost/low variable cost structure. The variable costs in servicing a room are minimal, although the hotel itself, particularly in the luxury hotel market, has a high fixed cost. In general, the financial break-even point for hospitality businesses is often fairly high. Exceeding this level will result in high profits, but low volumes will result in substantial losses.


The importance of forecasting


Hospitality services suffer from fluctuations in demand: demand fluctuates over time and by type of customer. For this reason, forecasting business is often difficult because of the mixture of patterns and variables that can affect demand, making planning, resourcing and scheduling difficult. Hospitality cannot be delivered without customers, who are involved in many aspects of the delivery of the hospitality service. Achieving a satisfactory balance between demand patterns, resource scheduling and operational capacity is a difficult task for managers in hospitality. Managing customer demand to achieve optimum volume at maximum value is extremely complex. Too few customers could spell financial ruin; too many customers without the required capacity or resources often means that the customers’ experience suffers, leading to dissatisfaction. Scheduling of resources is also difficult; if too many staff are on duty to cover the forecast demand, then profitability suffers. Insufficient staffing creates problems – with servicing and staff morale. Forecasting is therefore a crucial function, which contributes to the successful operation of the hospitality business.


Consistency


The ability to deliver a consistent product to every customer is also an important consideration. Staff must be trained in teams to deliver a consistent standard of product and service. This means being able to cater not just for individual customers but to the needs of many different groups of customers, all with slightly different requirements. The success of any customer experience will be determined at the interaction point between the customer and the service provider.


Service staff


The service staff have an additional part to play in serving the customer: they are important in the future selling process, and therefore should be trained to use the opportunity to generate additional revenue.


The above description demonstrates the four characteristics of the hospitality industry that make it a unique operation.


The overlap between hospitality and tourism


The hospitality and tourism industry should be viewed as being made up of two separate sectors with a large degree of overlap (see Figure 1.1).





1  The hospitality industry covers the provision of food, drink and accommodation in venues outside of their home. These services are provided to both a country’s residents and non-residents, and include everyday purposes as well as services to tourists.



2  The tourism industry can be defined as the activities of persons travelling to and staying in places outside their usual environment for more than one consecutive day, for leisure, business and purposes other than being employed in the place visited.
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The UK hospitality industry



The largest sectors in the UK hospitality industry, in terms of number of outlets, are hotels and pubs, but the industry comprises a wide variety of outlets, from sports clubs and stadia to theme parks, historic properties and cinemas. Indeed, many researchers are unsure whether to include the leisure sector within the catering market, since it consists of so many outlets, each of which serves only small quantities of food.


Like hospitality and tourism, all leisure markets benefit from improving economic conditions. For many people, real disposable income has grown and forecasts predict that it will continue to do so. In wealthy markets, the leisure and pleasure sectors outperform the economy in general. It is usually the case that, as people become wealthier, their incremental income is not spent on upgrading the essentials but on pleasure and luxury items. However, whenever there is a downturn in the economy, the leisure sectors suffer disproportionately.


The leisure industry has been described as the biggest, fastest-growing industry in the UK. Within the leisure sector, some areas have slowed down, while others are consolidating and concentrating on core businesses. One of the most useful ways of categorising the leisure sector is to separate it into popular leisure activities – for example, theatre, ten-pin bowling and cue sports, casinos, bingo, and health and fitness.


Traditionally, catering activity has been divided into either profit- or cost-sector markets. The profit sector includes such establishments as restaurants, fast-food outlets, cafés, takeaways, pubs, and leisure and travel catering outlets; the cost sector refers to catering outlets for business and industry, education and health care. Recent developments have blurred the division between profit- and cost-orientated establishments.


The three main types of business


The industry can be divided into three main types of business: SMEs, public limited companies and private companies.





•  Small to medium-sized business enterprises (SMEs): SMEs have up to 250 employees. In the UK as a whole, SMEs account for approximately 60 per cent of all employment. These are usually private companies that may become public limited companies if they get very large.



•  Public limited companies and private companies: the key difference between public and private companies is that a public company can sell its shares to the public, while private companies cannot. A share is a certificate representing one unit of ownership in a company, so the more shares a person has, the more of the company they own.





Other types of business


The types of business in operation in the catering and hospitality industry can be further divided into sole traders, self-employed, partnership and limited liability companies. These are usually private companies.





•  Sole trader: a sole trader is the simplest form of setting up and running a business. It is suited to the smallest of businesses. The sole trader owns the business, takes all the risks, is liable for any losses and keeps any profits. The only official records required are those for HM Revenue & Customs (HMRC), National Insurance and VAT. The accounts are not available to the public.



•  Self-employed: there is no precise definition of self-employment, although guidance is offered by HMRC. In order to determine whether an individual is truly self-employed, the whole circumstances of his or her work need to be considered. This may include whether he or she:







    – is in control of their own time, the amount of work they take on and the decision making


    – has no guarantee of regular work


    – receives no pay for periods of holiday or sickness


    – is responsible for all the risks of the business


    – attends the premises of the person giving him or her the work


    – generally uses her or his own equipment and materials


    – has the right to send someone else to do the work.








•  Partnership: a partnership consists of two or more people working together as the proprietors of a business. There are no legal requirements in setting up as a partnership. A partnership can be set up without the partners necessarily being fully aware that they have done so. The partnership is similar to a sole trader in law, in that the partners own the business, take all the risks, stand any losses and keep any profits. Each partner individually is responsible for all the debts of the partnership. So, if the business fails, each partner’s personal assets are fully at risk. The advantages of operating a business as a partnership can be very similar to those of the sole trader. The main official records that are required are those for HMRC, National Insurance and VAT. The accounts are not available to the public.



•  Limited liability companies: these are companies that are incorporated under the Companies Acts. This means that the liability of their owners (the amount they will have to pay to cover the business’s debts if it fails or if it is sued) is limited to the value of the shares each shareholder (owner) owns. Limited liability companies are much more complex than sole traders and partnerships. This is because the owners can limit their liability. As a consequence people either investing in them or doing business with them need to know the financial standing of the company. Company documents are open to inspection by the public.






The UK hospitality economy



The industry covers more than 170,000 commercial businesses throughout the UK, with a further 90,000 outlets in such areas as health care and education catering. The core hospitality economy has been estimated to turn over in excess of £90 billion and to contribute £46 billion to the UK economy in terms of gross value added. (Gross value added (GVA) is the sum of the wages and profits in hospitality; it measures the net contribution of the sector of the economy since it is the difference between the goods and services offered by the sector minus the value of inputs used to produce them.) It contributes directly to approximately 2.5 million jobs (about 1 in 13, or 8 per cent, of all UK employment), making it the fifth biggest industry in employment terms, ahead of financial services, transport and communication, and construction, and comparable in scale to the education sector. This figure includes an estimate of employment in in-house catering across non-hospitality sectors and temporary agency employment in hospitality.


Additionally, it contributes to more than 1.2 million jobs through the multiple effects of the indirect supply chain and the employment included (direct and indirect employee spend related). Approximately 675,000 of these jobs are accounted for by supply chain purchases, with two-thirds of these in three sectors:





1  food manufacture, food and beverages



2  agriculture



3  business services.





The core hospitality economy is estimated to directly contribute approximately £34 billion in tax revenue to the UK Treasury, which includes VAT on sales, excise duty on on-site alcohol consumption, corporation tax, income tax and National Insurance contributions. Estimates of exports or attributable in-brand spending from core hospitality indicate that the industry accounts for approximately £7.4 billion of foreign exchange export earnings, which represents 1.8 per cent of total export earnings.


On average, 4.2 per cent of total investment in the economy is made by the hospitality economy, helping to sustain approximately 61,000 jobs, with 39,000 of these in construction and related activities.


The hospitality and tourism economy is forecast to grow 3.8 per cent per annum (faster than manufacturing, construction and retail), to around £257 billion by 2025 (10 per cent of UK GDP). It is forecast that it will provide 175,000 additional jobs – growing to 3.7 million jobs – by 2025. A key strength of the industry in the UK is that its wealth and job-creating potential is spread throughout the country, with towns, cities and rural areas all benefiting from the activities of hotels, restaurant, pubs, or other catering businesses and events. Not only is hospitality important to the economic success of local economies, it also plays a significant role in the social and cultural life of communities.


The UK hotel industry


The definition of a hotel varies according to the source consulted. Basically, any establishment that calls itself a hotel is classified as a hotel.


Table 1.1 highlights the fragmented nature of the hotel industry. The number of hotels and guest houses in the UK (which includes budget properties, private hotels and guest houses) is 46,000, the average size of a hotel in the UK is approximately 11.5 rooms, with the average-sized budget hotel having 77 rooms.
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Structure of the UK hotel industry


Whitbread, with its Premier Inn brand, is the largest hotel operator in the UK (in terms of number of hotel rooms), followed by InterContinental and Travelodge. Except for Premier Inn and InterContinental, all the leading hotel companies in the UK are non-UK owned. And, with the exception of Premier Inn, Travelodge and Accor, expansion now takes place mainly by franchising.


By 2030 it is expected that two-thirds of UK hotel rooms are likely to be branded as part of a corporate chain or consortia. However, approximately 300,000 hotel/bed and breakfast rooms in the UK will be unbranded.


The presence of international chains is high in the five-star accommodation market. In the UK there are more hotel bedrooms in the mid-market, three-star, category than in any other category; the independent hotelier traditionally dominates this market.



Franchising in the hotel industry


Franchising is not a new concept in the UK hotel industry, although it has undergone rapid growth in recent years.


Five of the world’s top six largest hotel companies (Intercontinental Hotel Group (IHG), Wyndham, Hilton Hotels, Accor and Choice Hotels International) are active in the UK market through franchising. The exception is Marriott International. Wyndham and Choice Hotels are active only through franchising, whereas the others are also active through other business models, including management agreements, leases, and through development and ownership.





•  Intercontinental Hotel group franchises almost 3,900 of its hotels worldwide; it manages 646 and owns just 10. Intercontinental franchises 94.2 per cent of its hotels in the Americas but approximately 85.5 per cent globally, including 83.6 per cent in the European region. Indigo, IHG’s new lifestyle brand, and Staybridge Suites, an extended-stay brand, were launched almost exclusively as franchised properties.



•  Wyndham has more than 3,000 rooms under the Ramada brand, 4,500 with Days Inn and 2,277 Ramada Encore rooms.



•  Choice’s UK portfolio comprises 39 hotels (3,000 rooms) mainly under the Quality and Comfort brands. Hilton’s UK portfolio consists predominantly of managed hotels, with an increasing proportion of its estate operating under franchise agreements, half of its full-service DoubleTree by Hilton brand. The more standardised brands, Hampton by Hilton and Hilton Garden Inn, are growing their presence in the UK as well as across Europe, with many properties opening under franchise agreements; both brands have European pipelines of 40-plus hotels through a combination of management and franchising agreements.



•  Accor, Europe’s largest hotel company and a franchisor of choice in France, has also successfully deployed the franchise model in the UK.





The big companies are attracted by the limited capital investment required in franchising. This, as well as the ability to work through a broad-based franchise network, enables more rapid network growth and better local knowledge. Return on capital for the franchisor (the franchise provider) is typically strong, as capital expenditure is low and a steady stream of free income from an expanding network is an attractive proposition. The franchisor does not own the buildings or the asset, only the brand that they operate or franchise. The brand becomes a powerful asset; it generates the business, and allows the business to growth and develop through marketing and brand management.


One of the key factors in franchising is for the customer service experience to be consistent. A franchisee (franchise user) operating a franchise of a poor standard damages the whole brand. In hotels the model lends itself most easily to the mid and budget markets. Not that the upmarket hotel is unable to deliver excellent customer service, but it is more individualistic in style and that makes for a more difficult definition of standards and consistency of delivery.


We take a look at the use of the franchising model in the hospitality sector in general later in this chapter, on page 15.


Select-service hotels


Many travellers continue to show a recession-era preference for select-service hot tion – the so-called ‘Y’ population (anyone born between 1980 and 2000).


Select-service hotels are comparable to limited-service properties, but offer some amenities traditionally associated with full-service hotels, such as meeting space or casual dining outlets. They are increasingly favoured by hotel investors and developers due to the lower upfront cost of capital and increased operating margins. They are also more efficient to operate than full-service properties due to their limited food and beverage offerings, and the associated space required for these, as well as the absence of concierge and other services. By limiting service offerings, select-service properties are able to reduce their overhead costs, especially payroll. These higher operational efficiencies typically achieve significantly higher margins as a percentage of gross operating profits than those commanded by full-service hotels.


Budget hotels


The UK budget hotel sector continues to be dominated by two companies: Whitbread, with its Premier Inn brand, and Travelodge. Both are continuing to expand.


A budget hotel is a property without an extensive food and beverage operation, with limited en-suite and in-room facilities (limited availability of such items as hair dryers, toiletries, etc.), low staffing and service levels, and a price markedly below that of a full-service, three-star hotel.


In-house catering development


With increased consumer interest in food and eating out, hotels are becoming more focused on developing attractive food and beverage facilities in-house. Unlike in the past, when hotels typically operated food and beverage facilities merely to satisfy the demands of their guests, today’s hoteliers are increasingly adopting a more proactive approach by using their food and beverage outlets as a means to generate not only profitability but also publicity, as well as to cultivate a loyal following. Traditionally, hotel restaurants have not been profitable enterprises for hotels, given that they were often considered to be only an essential value-added service for guests.


The success of in-house catering development will depend on the willingness of hotels to deliver a product that will be attractive to the outside market, and to maintain this product so that it evolves with changing consumer tastes and trends. According to human resource specialists within the hotel sector, key factors holding back further development are that food and beverage managers in hotels tend to be hoteliers rather than restaurateurs, as well as the shortage of experienced culinary and service staff.


Mintel has identified four hotel catering formats, as follows.





1  General: hotels featuring restaurants that cater primarily for residents of the hotel and, second, for walk-in guests who are not residents. These often take the form of casual, all-day dining facilities. The most enterprising of these are attempting to attract different consumers at different times of the day.



2  Signature: hotels that have developed a restaurant as a brand that stands alone from the hotel, and is therefore aimed primarily at walk-in customers. Most of these restaurants are located in luxury or upscale establishments, a number of which are managed by celebrity chefs such as Giorgio Locatelli, Gary Rhodes, Gordon Ramsay, Brian Turner, Heston Blumenthal, Marcus Wareing and Alain Ducasse. Signature restaurants tend to operate independently of the hotel they are attached to. Establishments that fall into this category include Nobu (Metropolitan Hotel, London), Chino Latino (Park Plaza, Leeds and Nottingham), Locanda Locatelli (Hyatt Churchill, London) and Dinner (Mandarin Oriental, Hyde Park, London – Heston Blumenthal).



3  Outsourced: hotels that outsource the management and operation of their catering provision to a third party. The outsourcing of a hotel’s food and beverage operations can take several forms: a lease contract, management contract or an agreement with a contracted caterer. An example of an outsourced food and beverage hotel operation was when the Cumberland Hotel, London contracted Restaurant Associates, a division of the contract catering giant Compass plc, to operate all its bars and restaurants.



4  Budget: hotels that provide only a limited catering service, and sometimes no catering at all other than food from vending machines. The budget hotel sector in the UK is still expanding, and consequently the vast majority of new hotels have very limited food and beverage facilities or none at all – in part this is due to lenders providing limited capital to developers in the accommodation sector.





Many hotel chains that have come to rely upon the strength of their brand names have resorted to developing sub-brands designed to appeal to both guests and non-residents.


The contracting out of food and beverage services to third parties will continue to be a major trend in the hotel catering sector over the next few years, although this will be much stronger in London than in the provinces. As many hotels continue to remain sluggish owing to evolving consumer demand for food and beverages and intense competition from the high street, the idea of outsourcing food and beverage services will become increasingly appealing.


Vertical integration between many hotel and restaurant groups has meant that the outsourcing decision is often not such a radical step to take for many hoteliers, as costs and revenues remain within the group.


Outsourcing is not always a straightforward option for hotels, however. To attract walk-in customers, a hotel ideally needs to be located where there is easy access to the restaurant, and the location of the hotel itself (city centre, countryside, etc.) needs to fit with the clientele that are being targeted – that is, the product must be attractive to the passing trade. Despite these constraints, the number of outsourced restaurants is expected to increase considerably over the years to come.


The UK restaurant industry


For the majority of the population, pubs, restaurants and gastropubs remain the most popular places to eat out.


The UK restaurant industry is worth more than £40 billion, and this figure is expected to reach £52 billion by 2017, capitalising on customers’ ever-growing interest in food. The average spend on a meal with wine is between £30 and £50 per head, with the consumers most active in the restaurant sector aged 18–24.





[image: ]






[image: ]




While the industry remains relatively unpenetrated by chains, branded casual dining and food-to-go is well established in the high street (Table 1.3). New and traditional fast food is forecast to be the strongest-growing branded segment (Figure 1.2).
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The long-term prospects for the eating out and casual dining markets are positive, with robust underlying demand and supply-side drivers (as shown in Table 1.4), despite difficulties experienced with fluctuations in the economy. There is a trend towards further growth in the eating out market.


However, there remains big competition from supermarkets with their speciality meals. Many restaurateurs have had to make their offer more attractive and represent better value for money. In times of difficulty, restaurateurs, pub operators and hoteliers have been forced to look at costs, and have ‘re-engineered’ their menus using cheaper cuts of meat and smaller portions.


Leading operators use a number of levers to drive like-for-like sales, through increasing cover turn and spend per head (Table 1.5).


Comparing the UK and US eating out markets suggests that there is significant opportunity for the development of differential offerings at a number of different price points. For example, major eating out chains in the United States span a wide range of price architectures, whereas in the UK most casual dining chains are clustered around a median price point.
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The EU hospitality industry



The EU restaurant industry currently employs approximately 9.5 million workers in 1.7 million enterprises in the market-orientated economy. This represents, respectively, 4.4 per cent of total employment in Europe and 8 per cent of all enterprises. It is one of the fastest-growing sectors in Europe in terms of employment. Hotels and restaurants are major employers of young people: about half the workforce is below 35 years of age. Hospitality enterprises are predominantly of small and medium size: 99 per cent have fewer than 50 employees and as many as 92 per cent have fewer than 10 people on the payroll.


Other types of catering establishment in the hospitality industry


Catering activity can traditionally be divided into either profit (commercial) or cost (public) sector markets.


Commercial catering


The profit sector includes such establishments as restaurants, fast-food outlets, cafés, takeaways, pubs, and leisure and travel catering outlets.


Hotels and restaurants


These establishments are covered in detail earlier in this chapter.


Wine bars, fast-food outlets, takeaways: quick service


Customer demand has resulted in the rapid growth of a variety of establishments offering a limited choice of popular foods at a reasonable price, with little or no waiting time, either to be consumed on the premises or taken away.


Delicatessens and salad bars


These offer a service (usually lunch) based on a wide variety of bread and rolls (e.g. panini, focaccia, pitta, baguettes and tortilla wraps). Fresh salads, home-made soups and one hot ‘chef’s dish of the day’ may be available.


A chilled food selection, from which customers can pick and mix, can provide the basis for a day-long service, including breakfast. A ‘made to order’ sandwich counter and a baked jacket potato bar with a good variety of fillings are very popular components of some of these establishments.


Private clubs


These are usually administered by a manager appointed by a management committee formed from club members. Good food and drink, often with an informal service in the ‘old English’ style, are required in most clubs, particularly in the St James’s area of London. However, there is an increasing demand for more modern dishes and service, and members of these clubs also frequent the most prestigious hotels and restaurants.


Nightclubs and casinos usually offer the type of service associated with the restaurant trade. This provides another source of income to the business.


Chain catering organisations


These are the well-known hotel companies and restaurant chains, the popular type of restaurants, chain stores and shops with restaurants that often serve lunches, teas and morning coffee, and have snack bars and cafeterias. There are many establishments with chains spread over wide areas and in some cases overseas. Prospects for employment and promotion opportunities are often considerable.


Speciality restaurants


Moderately priced speciality eating houses are in great demand and have seen tremendous growth in recent years. In order to ensure a successful operation it is essential to assess customers’ requirements accurately and plan a menu that will attract sufficient numbers of customers to generate adequate profit. A successful caterer is one that gives customers what they want and not what she or he thinks the customers want.


Pop-up restaurants


Occasionally, a restaurant may be in operation for just a short time; this is referred to as a pop-up restaurant. Such venues may operate to cover a specific time of year or theme, such as Christmas or a summer festival. They may also appear because a short-let arrangement is available on a suitable building, or because a chef or other professionals want to try out a market before committing fully to a business. These restaurants will vary in terms of style and method of service.


Street food vending


With today’s busy lifestyles, transient working days and people on the move, street food, food trucks and fast-food vendors have become much more popular in recent years. They offer a variety of provision, from coffee and other drinks to sandwiches, pizza and a variety of food cooked to order. Many offer food of a particular style – for example, Thai food, which reflects the popular street food available in Thailand. Customers are served their food and drinks from the unit and pay on ordering. Some vendors may have temporary, limited seating available. These units are usually positioned on specific sites, and are licensed and managed by the local authority. Indeed, any premises or unit wishing to operate as a food business must register with the relevant local authority and comply fully with food safety legislation (for further information, see Chapter 3).


Country hotels


Country house hotels have been and are being developed in many tourist areas. Many are listed buildings, stately homes or manor houses. They normally have a reputation for good food, wine and service, reflecting the ambience of the business and surroundings.


Consortia


A consortium is a group of independent hotels that purchase products and services such as marketing from specialist companies providing members of the consortium with access to international reservation systems. This enables the group to compete against the larger chains.


Motels/travel lodges


These establishments are sited near motorways and arterial routes. They focus on the business person who requires an overnight stop or the tourist who is on a driving holiday. These properties are reasonably priced; they consist of a room only, with tea- and coffee-making facilities. Staffing is minimal and there is no restaurant. However, there will be other services close by, often managed by the same company or group.


Timeshare villas/apartments


A timeshare owner purchases the right to occupy a self-catering apartment, a room, or a suite in a hotel or leisure club for a specified number of weeks per year over a set period of years, or indefinitely. These may be exchanged with the owners of timeshares in other locations.


Other accommodation providers


Guest houses are to be found all over the UK. The owners usually live on the premises and let their bedrooms to passing customers. Many have regular clients. Guest houses usually offer bed, breakfast and evening meal, and are small, privately owned operations.


Farmers, wishing to diversify and recognising the importance of the tourism industry in the countryside, formed a national organisation called the Farm Holiday Bureau. Most members have invested to transform basic bedrooms to meet the required standards. The National Tourist Board inspects every member property to ensure good value and quality accommodation. In most cases the accommodation is on or close to working farms.


The Youth Hostels Association (YHA) runs hostels in various locations in England and Wales. These establishments cater mainly for single people and for those groups travelling on a tight budget. In some locations they also offer a number of sports facilities.


Coffee shops


Coffee shops (both chain and independent outlets) form one of the most rapidly growing parts of the hospitality and leisure industries (Table 1.6). The coffee shop sector is expected to reach £16.5 billion in turnover and 27,000 outlets by 2020 according to a report by the Allegra World Coffee Portal.


Coffee shops provide a variety of good coffee based on the espresso, as well as a range of other drinks and snacks. Both comfortable seating and a takeaway service are available.


Coffee shops may also be found within other establishments, such as airports, department stores and hospitals.
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Airports


Airports offer a range of hospitality services catering for millions of people every year. They operate 24 hours a day, every day of the year. Services include themed restaurants, speciality restaurants, coffee and seafood bars, as well as food courts. These are often supplemented with a general shopping arcade.


Spas


A spa often forms part of a luxury hotel or country house hotel. The client can access a range of health and beauty treatments to promote health and well-being. Spa treatments are also an increasingly popular leisure activity.


Pubs


Public houses (pubs) are premises licensed to sell alcohol. Around 19,000 of Britain’s 48,000 pubs are run by so-called ‘pubcos’ (pub companies) such as Enterprise Inns and Punch Taverns. The industry is struggling: a UK Institute of Economic Affairs report calculates that, between December 2005 and March 2013, net closures represented 16.5 per cent of the pubco sector and 14.6 per cent of the independent sector. There has been a decline in alcohol consumption in the UK, with per capita consumption declining by 18 per cent since 2014. This has been driven primarily by a slump in beer sales. In 2003 the average adult drank 218 pints annually; by 2011 they were consuming just 152.


The effect of this collapse has been more significant for licensed trade premises, than for the ‘off trade’ (primarily supermarkets and off licences). Over the ten years to 2013, per capita sales in the latter were down 16 per cent, but by 54 per cent in the licensed trade. As people are not drinking as much in pubs, pubs that sell only drinks (known as wet pubs) are now almost extinct. Many pubs have increased their food offer, offering a meal experience, bar snacks, different types of menu and themed nights. They have introduced live music and large TV screens to show sporting events. Coffee machines have been introduced, with a barista being employed to make and serve different types of coffee. Other drinks have also been introduced, such as cocktails (including non-alcoholic cocktails). The whole pub experience continues to evolve, with some gaining Michelin stars for their food.


Gaming


Those premises that have a licence to serve alcohol without having to do so as part of a meal may provide gaming. No licence or permit is required for pubs or other eligible premises to provide gaming under the exempt gaming provisions (see below).


The UK Gaming Act allows pubs and other eligible premises to provide what it calls ‘exempt gaming’. This must be ‘equal choice’ gaming (examples would be bingo, bridge and certain poker games). Stakes and prizes must comply with the limits prescribed in the regulations. No amount may be deducted or levied from amounts staked or won. No participation fees may be charged. The games played may take place only on one set of premises, i.e. there may not be any linking of games between premises. Children and young people must be excluded from participating.


Public-sector catering (cost sector)


This sector covers hospitals, universities, colleges, schools, prisons, the armed forces, police and ambulance services, local authority buildings, ‘meals on wheels’ (food delivery to the housebound or elderly in their own homes), and the like. It has been known for many years as ‘welfare catering’ and is characterised by its non-profit-making focus, minimising cost by achieving maximum efficiency. However, with the introduction of competitive tendering, many public-sector operations have been won by contract (and are operated by contract food service providers) and this has introduced new concepts and commercialism to the public sector. This sector is more commonly known as the cost sector.


Prisons


Prison catering may be run by contract caterers or by the Prison Service in the UK. The food is usually prepared by prison caterers and inmates. A new initiative introduced into UK prisons is the concept of ‘training’ restaurants and kitchens to train inmates with a few months left to serve so that they are able to gain the qualifications that will enable them to secure related employment in the hospitality industry on release. This has reduced the reoffending rate significantly (for more information, visit http://theclinkcharity.org). In addition, there are also usually staff food service facilities in prisons for all the personnel who work there, such as administrative staff, prison officers and management.


The armed forces


Services here include feeding armed service staff in barracks, in the mess, and in the field or on ships. Much of the work involved is specialist, especially field cookery. However, the forces – like every other section of the public sector – are looking to reduce costs and increase efficiency. Consequently, they too have initiated market testing and competitive tendering through the Ministry of Defence, resulting in contract caterers taking over many service operations at the aforementioned locations.


Catering for the armed services is specialised and has a dedicated training centre; details of catering facilities and career opportunities can be obtained from career information offices, although (as mentioned above) contract caterers (contract food service management operators) are increasingly being used throughout the armed services.


Hospital catering


Hospital food is an essential part of patient care; good food can encourage patients to eat well, giving them the nutrients they need to recover from surgery or illness. In the UK, approximately 145 million meals are served each year in 700 NHS and privately owned hospitals and care homes.


In many hospitals a qualified dietician is responsible for:





•  collaborating with the catering manager on the planning of meals



•  drawing up and supervising special diets



•  instructing diet cooks on the preparation of special dishes



•  advising the catering manager and assisting in the training of cooks with regard to nutritional aspects



•  advising patients.





In some hospitals the food for special diets will be prepared in a diet bay by diet cooks.


Information about the type of meal or diet to be given to each patient is supplied daily to the kitchen. This information will give the number of full, light, fluid and special diets, and each special diet will be accompanied by the name of the patient and the type of diet required.
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WEBLINKS


The Hospital Caterers Association aims to promote better hospital food and improve the standards of catering in hospitals and health care in Great Britain and Northern Ireland. Its Better Hospital Food programme was introduced to ensure the consistent delivery of high-quality food and food services to patients. For more information, see:


www.hospitalcaterers.org


For further information on NHS and hospital catering, visit the following websites.


NHS Estates Information Centre:


www.nhsestates.gov.uk


British Dietetic Association:


www.bda.uk.com
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Catering for the education sector (school and college food)


More than 350 million meals are served to students, lecturers and teachers in nearly 4,500 establishments across the UK, including state schools, private independent schools and public schools.
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WEBLINK


In England, the School Food Plan was published in July 2013. It provides a set of mandatory standards that all maintained schools, academies and free schools in England must follow. These are designed to make it easier for school cooks to create tasty, nutritious menus at school. To see the full standards visit:


www.schoolfoodplan.com/standards
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Residential establishments


These include schools, colleges, universities, halls of residence, nursing homes, homes for the elderly and hostels, where all meals are provided. It is essential in these establishments that the nutritional balance of food is considered, and it should wholly satisfy residents’ nutritional needs, as it is likely that the people eating in such places will have no other food provision.


Catering for business and industry


The provision of staff dining rooms in industrial or business settings has granted many catering workers employment in first-class conditions. Apart from the main meal services, beverage services, retail shops, franchise outlets and/or vending machines may form part of the service. In some cases a 24-hour, seven-days-a-week service is necessary, but generally the hours are more streamlined than in other sectors of the hospitality industry. Food and drink are provided for all employees, sometimes separately but increasingly together in high-quality restaurants and dining rooms. Many industries have realised that output is related to the welfare of employees. Satisfied workers produce more and better work and, for this reason, a great deal of money is spent on providing first-class kitchens and dining rooms, and improving the dining experience. This can also mean that the workers receive their food at a price lower than its actual cost, the remainder of the cost being borne by the company. This is called a subsidy and contributes to the overall employment benefits of an employee.


However, many companies are increasingly competing within a global economy. Competition is fierce, and this has led them to cut costs, meaning that many organisations are moving towards a nil subsidy for meals consumed at the place of work.


A company is not committed to providing any catering facility if:





•  there are suitable facilities available within easy access of the employee’s place of work



•  these facilities offer a reasonable choice of food



•  the times of opening are suitable to employer and employees.





Often, employers will provide a facility even if the above criteria exist, in order to provide better welfare and amenities for their people, hoping to retain them as employees for longer.
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WEBLINK


Information on catering for business and industry can be obtained from the Association of Catering Excellence’s website:


www.acegb.org
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Holiday centres


Holiday centres around the UK provide leisure and hospitality facilities for families, single people and groups. Many companies have invested large sums of money in an effort to increase the quality of the holiday experience. Center Parcs, for example, has developed sub-tropical pools and also offers other sporting facilities. Included in its complexes are a range of different restaurant experiences and food courts, bars and coffee shops. These centres are examples of year-round holiday centres, encouraging people to take breaks from home, at weekends or midweek, throughout the year.


Motoring services


Many motoring services areas provide food court-type facilities for travellers, offering a comprehensive range of meals on a 24-hour, seven-day-a-week basis. These are becoming increasingly sophisticated, with baby-changing, infant and pet-feeding facilities, bathrooms and showers, extensive ranges of branded food outlets and often accommodation, fuel, convenience shops, and car washing and maintenance facilities. MOTO and Welcome Break are examples; they operate across the UK and make most of the provisions above available in all of their outlets.


Drive-thru restaurants


Drive-thru restaurants are a relatively new concept in the UK. They are an American import – the most notable of these being the McDonald’s Drive-thrus located in many parts of the UK. Customers stay in their vehicles and drive up to a microphone in order to place a request. This is then relayed to a fast-food service point and, as the car moves forward in the queue, the order is prepared and then presented to the driver at the service window. This type of facility often forms part of the provision made in centres such as the motoring services described above.


Transport catering


Rail


Meals on trains may be served in restaurant cars and snacks from buffet cars. The space in a train’s restaurant car kitchen is very limited and there is considerable movement, which causes difficulties for staff.


Two train services run through the Channel Tunnel:





1  Euro Tunnel’s Le Shuttle train, which transports drivers and their vehicles between Folkestone and Calais; here food and drink is limited to that bought before the train departs



2  foot passengers may travel on Eurostar trains; Eurostar sees the airlines as its direct competition, therefore it provides airline catering standards on board the train for first- and premier-class passengers; this is included in the ticket price; provision for economy travellers is usually via buffet carriages or trolley services along the aisles of the train, and is another area into which contract food service providers have expanded.





Airline services


Airline catering is a specialist operation. Some airlines, such as Aer Lingus, have only one class on all UK and European services. Food and drink has to be purchased on these flights as the carrier is trying to minimise its low-cost formula. Other airlines offer food and drink as part of their ticket price. Tier systems are used by airlines, based on their frequent flyer programmes, to describe the prestige of a passenger. A first-, platinum- or premium-tier traveller will normally have travelled hundreds of thousands of miles with the carrier, and will have access to its lounges and many other extras, including a premium food and beverage offer.


Marine


The large liner’s catering is of a similar standard to that of the big first-class hotels, and many shipping companies are noted for the excellence of their cuisine. The kitchens on board ship are usually oil fired, and extra precautions have to be taken in the kitchen in rough weather. Catering at sea includes the smaller ship, which has both cargo and passengers, and cargo vessels, which include giant tankers of up to 100,000 tonnes. Ferries serve routes such as the English Channel and the Irish Sea. The English Channel ferries are in direct competition with the Channel Tunnel’s Eurostar and Le Shuttle services; in response to this, ferry operators have invested in leisure facilities and modern branded food outlets, sometimes in a food court arrangement, or in other cases in a buffet or carvery style.



Cruises


Cruise companies are rapidly increasing their number of cruise liners and the size of their ships. Cruise ships are floating luxury hotels, and more and more people are becoming interested in cruising as a leisure pursuit. This means that job opportunities and promotion prospects are excellent, and training is also provided. The benefits of travel all over the world, producing food and serving customers at the very highest standards make it a most interesting and worthwhile career. As an example of working conditions, staff may work for three months and then have, say, two months off. On-board hours of work could be ten hours a day, seven days a week.


On cruises where the quality of the food is of paramount importance other factors such as the dining room’s ambience of refinement and elegance are also of great significance. The success of the dining operation is tied to the design of the ship. Ship architects design cruise liners to provide quick and easy access to the kitchen areas, where food is prepared, and to the galley, so waiters are able to get food quickly and with as little traffic as possible. The food on most cruises can be described as excellent, high-quality banquet-style cuisine. A distinction can be made between traditional and modern eating on cruises, as shown in Table 1.7.
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This does not apply as much to the new giant ships that have many different dining rooms. On such ships passengers can eat in the dining room of their choice, more or less whenever they want, at tables of various sizes.


Dining is one of the most important – and selling – points for cruise lines. People who take cruises want to dine well and generally they do, though cooking dinner for 800 people per sitting and giving people what they want takes considerable skill and management.


Outside and event catering


When functions are held where there is no catering or where the function is not within the scope of the normal catering routine, then certain firms will take over completely. Considerable variety is offered to people employed on these undertakings and often the standard will be of the very highest order. A certain amount of adaptability, ingenuity and specialist equipment is required, especially for some outdoor jobs, but there is less chance of repetitive work. Greater flexibility is necessary on behalf of the personnel, often involving considerable travel, remote locations and outdoor venues. The types of function will include garden parties, agricultural and horticultural shows, the opening of new buildings, banquets, parties in private houses, military pageants and tattoos.


Franchising


Franchising is an agreement whereby one pays a fee and some set-up costs in exchange for the use of an established name or brand that is well known by potential customers. An example of this would be where the contract caterer Compass Group franchises the Burger King brand from its owner in exchange for a fee and a proportion of the turnover. There are normally strict guidelines, or ‘brand standards’, laid down for the franchisee (franchise user) to perform to, and these will govern the ingredients and raw materials used, and where they come from, together with portion sizes and the general product and service ‘offer’. The franchisor (the franchise provider) will ‘mystery shop’ or check on the brand standards and operational standards regularly to ensure that the brand’s reputation is not being jeopardised. The franchisor will normally also provide advertising and marketing support, accounting processes, help with staff training and development, and design provision for merchandising and display materials.


Franchising has several advantages.





•  First, it allows for many outlets to be set up nationally and, in so doing, maximises on economies of scale in purchasing promotional material in the development of the brand image.



•  The franchisee gains because the opportunity is shared to invest in a pre-tested catering concept, backed by advertising, research and development, training and other resources that might otherwise be beyond their financial parameters.



•  The banks also show an interest in franchising – in many ways they see it as a reasonably safe investment because of its established, tried-and-tested nature.





Many of the most active franchise schemes are based on a fast-food style of menu and operating system. Today there is a growing market involving wider menus and medium-spend restaurants, mainly licensed. Examples include Pizza Hut, Delice de France, Subway, Burger King, Krispy Kreme, TGI Friday’s and many others.


Corporate hospitality


The purpose of corporate hospitality is to build business relationships and to raise corporate awareness. Corporate entertaining is also used as a means of thanking or rewarding loyal customers.


Companies are increasingly recognising the growing importance of relationship marketing and corporate reputation. Reasons for spending money on corporate hospitality include:





•  building relationships with potential customers



•  to reward customers/thank them for their loyalty



•  as a marketing tool/raise company or product profile



•  increase business/sales



•  to achieve closer informal contact in a relaxed environment



•  to stay ahead of competitors



•  to raise and keep up the company’s profile/public relations



•  repeat business/retention of clients or customers



•  keep the customers happy/entertain them, act as a sweetener



•  to talk about business/networking



•  to achieve better communication interaction/improved understanding



•  to meet customer expectations



•  to reward/boost staff or team morale



•  social benefits/opportunity to relax.





Eventia is the professional association for the corporate and events industry. The events industry is worth £40 billion to the UK economy and accounts for 35% of the visitor economy (source: R&B Group).


The main reasons for the growth of this sector are company expansion and increased budgets for corporate hospitality. Those companies with increased budgets are committing to bigger or more superior events and increased spending per head, or holding events more frequently.


Food and service management (contract catering)


The food and services management (FSM) sector covers feeding people at work in business and industry; catering in schools, colleges and universities; hospitals and health care; welfare and local authority catering and other non-profit-making outlets. It is an important component of the UK hospitality industry, generating in excess of £4.25 billion in turnover and employing approximately 140,000 people.


Food and services remain the main focus in this sector, but it is evolving to become a multiple-services sector where catering is one of several services provided. Today contract catering also covers leisure centres, department stores, public events and places of entertainment. Other services might include reception, cleaning, portering, maintenance, security and engineering.


Outsourcing is now a key focus of many businesses as they look to cut costs, giving operators additional business from contractors that were previously in-house. There has also been an expansion of facilities management contracts, which have prospered on the back of the growing need to outsource.


Contract caterers are used by nearly every type of organisation, including the armed forces, business and industry in general, supermarkets, department stores and DIY chains, leisure centres, museums and galleries, and at sporting fixtures and events. With more than 60 companies registered in the UK, contract catering is one of the biggest and most diverse sectors in the industry. Compass and Sodexho are two of the largest food organisations in the UK, with 8,400 locations. These include Little Chef, Travelodge and motorway service stations. Other contract caterers include Harbour & Jones, Elior, Lexington and Initial Catering.


Types of contract


No two services or clients’ requirements are the same. For this reason, contracts differ from company to company. Some examples of the types of contract available are as follows.





•  Executive lease: the contractor provides a senior executive who will direct the client’s catering operation. Normally the whole operation remains the responsibility of the client and the staff are employed by the client. The aim is for the contractor and the executive to bring a level of expertise, which the client is unable to provide. The senior executive will be involved in implementing the systems managers and in the policy making. The contractor will provide a manager for the unit; all staff are employed by the client on its terms and conditions.



•  Management: the client employs the contractor to supply a total catering service using the contractor’s own on-site management and staff. The client also provides all the facilities and equipment. The contractor submits a monthly account to the client, which identifies all the expenditure and income associated with the operation. The difference between the expenditure and income, including the contractor’s fee, will be payable to or from the contractor.



•  Fixed price: the contractor works to an annual budget fixed with the client. If the contractor overspends, he or she pays. However, if he or she underspends then he or she retains the difference.



•  Concession: the contractor undertakes to manage an operation and rely for profit on his or her ability to maintain income levels over expenditure levels.





Contractor’s charges


Contractors generally offset their administration costs, and gain their profits from the following three sources:





1  fees charged



2  cash spent by customers



3  discounts from food and materials supplied to the client’s operation.





The fees can be made up in a number of ways:





•  a set annual figure charged on a weekly or monthly basis



•  a percentage of takings or costs



•  a combination of the above, with different percentages applying to various sections of costs



•  a per capita or per meal charge.





Key issues affecting contract food service management





•  Sustainability: the sourcing of fish and food in general is very much at the top of the sustainability agenda for all contract food service management caterers. Locally sourced food has also become a marketing and selling point.



•  Compliance: working towards compliance with ISO 14001, the internationally recognised standard for the environmental management of businesses, is another major focus. Companies are looking at reducing waste, addressing carbon emissions and reducing energy consumption.



•  Healthier menus: contractors in the food and management sector have also had to respond to the demand for healthier menus. There is pressure from the Food Standards Agency to include calorie counts on menus so that consumers know how many calories they are eating. Some contract caterers have started to implement nutritional content information. However, this is not easy to achieve as food is cooked on-site for individual contracts; chefs are employed to use their skills and to be creative, so asking them to provide nutritional information is difficult. Providing this information may eventually become a legal requirement.



•  Maximising efficiencies and keeping costs to a minimum: this has seen a growth in opportunities for ‘bundled services’, which is the packaging of multiple services under one contract – for example, staff, food service management hospitality services, vending, reception services, conference services, marketing services, clearing and portering all under one contract.
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Case study


Vacherin


Vacherin has expanded its services beyond food and services management (FSM).
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Case study


Allergens
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The globalisation of the hospitality and tourism industries


Travel, tourism and hospitality together make up the world’s largest industry. According to the World Travel and Tourism Council (WTTC), the annual gross output of the industry is greater than the gross national product (GNP) of all countries except the United States and Japan. Worldwide, the industry employs more than 112 million people. In many countries, especially in emerging tourism destinations, the hospitality and tourism industry plays a very important role in the national economy, being the major foreign currency earner. For many destinations, tourism is at the core of the region’s economy, essential for job creation and economic growth. Across the world, tourism enterprises including economic development corporations, destination marketing organisations, convention centres and visitors’ bureaus, tourism authorities and direct marketing organisations, are deploying tourism strategies to increase global awareness of their destinations.


Businesses today find themselves competing in a world economy for survival, growth and profitability. An international hospitality company must perform successfully in the world’s business environment.


As the economies of countries across the world continue to become more interdependent, this will give rise to increasing amounts of business travel. With this in mind, it is clear that the global economic environment plays a significant role in the internationalisation opportunities available to hospitality and tourism companies, and that global economic policies and developments play a critical role in the hospitality and tourism industry.


The globalisation of the hospitality and tourism industries has advanced under the pressures of increased technology, communication, transportation, deregulation, elimination of political barriers, sociocultural changes and global economic development, together with growing competition in a global economy. There are a vast number of influences in the external international environment that greatly affect the multinational organisation. Some of these are as follows.





•  Monetary and fiscal policies and exchange controls: some countries may limit the amount of money that can be withdrawn from them, as well as impose large payments for international transactions (e.g. joint ventures, entry to the country).



•  Financial and investment markets, individual consumer and corporate interest rates, the availability of credit, exchanges, and so on.



•  Taxation and tariffs: taxes on individuals, corporations and imported goods, imposed by the host country/government.



•  Trade/industrial factors: import/export measures of activity in commerce, and so on. These can serve as indices in determining the state of the economy (e.g. prosperity, depression, recession, recovery).



•  Labour markets: the level of unemployment, welfare spending, and so on.





Investment in infrastructure


An additional element of effective tourism implementation lies in public infrastructure investments. Infrastructure should be recognised as an important aspect of tourism development, including investments in airports to improve air access, which can spur tourism and economic growth. Destinations around the world – for example, London, Miami and Atlanta – have committed investment to airport and rail projects to improve traveller connections and tourist zones.


Maintaining and improving the UK’s international and domestic transport infrastructure will be critical to sustaining the strength of its tourism economy.


Conferences and business travel in the UK tourism industry


Business travel is an important sector of the UK tourism industry. This sector is defined by the British Association of Conference Destinations (BACD), and includes tourists who attend conferences, trade fairs and exhibitions, as well as incentive travel, corporate hospitality and business travel.


The UK is an important market for the global conference industry. As the international market continues to grow, the UK has to become increasingly competitive in order to win lucrative conference business. London attracts international conventions, international exhibitions and conferences; its major exhibition centres are ExCel and Olympia. London also attracts more meetings than most other capital centres. The reasons why it is able to attract such international business include:





•  it is easily accessible by mainland Europe and the rest of the world via the five international airports and the Channel Tunnel



•  it has a large number of modern landmarks – the O2, the London Eye, the Millennium Bridge, Shakespeare’s Globe, and the Tate Britain and Tate Modern art galleries, as well as the traditional landmarks like the Tower of London, Buckingham Palace, Palace of Westminster, and so on



•  its superior facilities – e.g. purpose-built convention and exhibition centres, museums, theatres, livery halls, stately homes, hotels with meeting facilities.





However, there is competition from mainland Europe. Some conventions require larger conference facilities than London can offer. Larger exhibition space can be found in other European cities such as Milan, Frankfurt, Paris, Hanover and Düsseldorf.


Opportunities from emerging markets


The overall contribution of emerging markets such as Brazil, Russia, India and China in terms of value will be relatively small up to 2020 compared with the traditional, established European and North American markets. However, it is recognised that there is significant opportunity for long-term growth in emerging markets over the next 30 years.


Africa


Investment in Africa continues to capture the attention of hotel investors. Approximately 30 hotel groups operate in Africa, representing around 60 brands. The established tourism destinations on Africa’s northern coast, most notably Morocco and Egypt, are well established destinations for Europeans.


Increased investor attention in this region has resulted in some improvements in policy making and access to financing. However, longstanding risks and barriers to entry continue to pervade in the market. Most notably, poor transportation infrastructure has historically restricted the connectivity of the sub-Saharan region. Air travel remains limited despite investments from nations in airports and on local airlines, as seen in Kenya and South Africa.


However, despite certain challenges, sub-Saharan Africa offers significant opportunities for hotel development. Approximately 47 per cent of existing hotel rooms are in sub-Saharan Africa. From an economic standpoint the region is well positioned for growth, due to an abundance of natural resources such as oil. Sub-Saharan Africa’s growing economy and internal focus on tourism, complete with the under-supply of hotel rooms, have gained the attention of investors around the world. Some countries are better positioned than others, as noted below.





•  Ghana’s economy has been boosted by an increase in oil production and foreign investment. Travel to Ghana has been increased due to extensive public investment in the country’s infrastructure, like the Kotoka International Airport.



•  In Nigeria, an equally strong economy also driven by oil production has helped hotel investment. Lagos, Nigeria’s capital city, currently boasts one of the highest hotel rates in Africa.



•  Tanzania relies on leisure tourists, offering guests pristine beach resorts and extensive nature reserves for safaris, and has targeted travellers from emerging markets such as China, India and Russia.





Asian investment


Asian investors have been a leading force in the hospitality industry. They have invested most heavily in international gateway cities (for example, London, Manhattan and Sydney) with a heavy population of Asian nationals and in large mixed-use projects, leveraging their development experience and significant customer base in their home countries. Cities such as Seattle and Houston have gained an increasing interest, with Chinese investors given strong job growth in the technology and energy sectors, completed with the rise in the local Chinese population.


It is anticipated the Asian investors will continue to be active buyers in hotels and commercial real estate developments as limited investment opportunities in their home countries, abundant liquidity and local currency appreciation are expected. The outlook for the international hotel industry is strong, as is interest in trophy assets in gateway cities.


China’s outbound tourism industry has grown in recent years, as income levels in China’s middle class have increased and a proliferation of information on outbound travel has heightened the desire to travel abroad. Several countries around the world have eased restrictions on visas to attract the Chinese market.


Food tourism


The experience of food and taste is an important element in tourism. In defining food tourism there is a need to differentiate between those tourists who consume food as a part of the travel experience and those whose activities, behaviours and even choice of destination are influenced by their interest in the food. Similar to these people are those who are interested in wine and visit the noted wine-producing areas of the world. For such people, vineyards, wineries, wine festivals, wine shows, wine tasting and/or experiencing the attributes of a wine region are the prime motivating factors. Similarly, food tourism refers to visits to food producers, food festivals, restaurants and specific locations renowned for a particular food, as well as food tasting and/or experiencing the attributes of specialist food production regions, or even visiting a restaurant to taste the dishes of a well-known chef; for food tourists, such factors provide the motivation for them to travel to a certain area. (Some people, for example, travel to Perigord in France to taste the foie gras and truffles, and sample the local Bergerac wine for which the area is renowned.)


The digital world


One of the principal challenges confronting the industry of the future will result from the ongoing transition to the ‘information age’. The convergence of computing, telecommunications and content will shape the way and pace at which people live and work. Advances in digital capabilities will drive more activity at a global scale as geographical boundaries are broken. Above all, this will change the nature of the exchange process between providers and their customers – the latter will have more choice. To be successful, tourism organisations must invest in technology as well as have the right products and prices.


As in all areas of business, the internet is playing an increasingly important role in hospitality. It is used as a source of information, and bookings can be made online. The internet offers numerous ways to find out whether a hospitality company or restaurant, say, delivers on its promises. Dissatisfied clients are able to vent their feelings to an internet-connected community of millions. Companies are in turn expected to systematically accumulate information about their customers, to help them to segment and understand consumers, and offer them more relevant choices. Continued support for businesses to leverage opportunities such as the use of digital technologies to understand and exploit target markets will be significant.


Along with the internet and mobile technology, social media has changed how we communicate. It has also changed how we behave and it is changing the world of business. Every business organisation has to make social media part of its strategy. Social media is able to sell products, promote services and build a company’s brand. It can help engage an audience, define a hospitality and tourism message, and broadcast it far and wide. (For more on the use of social media in a catering and hospitality business, see Chapter 13.)
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Topics for discussion




  1 Give your impressions of the food that was served at your previous schools, with suggestions for improvement.


  2 Explain the importance of food for the hospital patient, with suggestions for the types of food to be offered.


  3 Discuss what you think passengers travelling on aircraft would like to eat, and explain how it may, or may not, be feasible to provide it.


  4 How do you think changes in the industry will occur over the next ten years? Explain why you think they will happen.


  5 Each student in the group should obtain a number of menus from each type of catering organisation referred to in this chapter; the information should then be pooled for group discussion.


  6 What essential differences attract staff to the various aspects of the industry (consider, for example, pay, conditions of work, career prospects)?


  7 Establishments such as motorway facilities should meet special needs; explain what they are and how they are met, then select another area of catering and state what those needs are and how they are achieved.


  8 Discuss the advantages for a hotel in outsourcing its food and beverage provision.


  9 Discuss ways to reduce food waste in the hospitality industry.



10 Discuss the future of the British pub industry. What must it do to sustain and grow?
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2 Employment law in the hospitality and catering industry
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For those employed in the hospitality industry it is important to understand that there is a considerable amount of legislation that regulates both the industry itself and employment in the industry. Employers who contravene the law or attempt to undermine the statutory rights of their workers (for example, paying less than the national minimum wage or by denying them their right to paid annual holidays) are not only liable to prosecution and fines but could be ordered by tribunals and courts to pay substantial amounts of compensation.


This chapter outlines the main principles of employment legislation that a hospitality professional should be aware of in the UK. When working in other jurisdictions internationally, it is important to understand other legislation that may apply.


Workers and employees


An employee is a person who is employed under a contract of employment or service. An essential feature of a contract of employment is the ‘mutuality of obligation’. The employer undertakes to provide the employee with work on specified days of the week for specified hours, and, if employed under a limited-term contract (e.g. 12 months), while the employee undertakes to carry out the work in turn for an agreed wage or salary.


The only workers who can be characterised as not being employees are those engaged on an ‘as and when required’ basis, referred to as ‘zero hours’ contracts (for example, from a list of casual workers who help out in banqueting, restaurant and bar when a member of the regular staff is ill or when extra staff are needed for a function). They are not ‘employees’ in the accepted sense of the word as there is no ‘mutuality of obligation’ between them and the employers who engage their services. These workers are free to reject work offered to them. Unfair dismissal is exclusive to employees who have a contract of employment.


Workers who are not necessarily employees still have certain levels of protection; in the UK they are protected by:





•  health and safety legislation



•  anti-discriminatory laws



•  National Minimum Wage Act 1998



•  Part-time Workers (Prevention of Less Favourable Treatment) Regulations



•  Working Time Regulations 1998



•  Public Interest Disclosure Act 1998



•  Equality Act 2010



•  Data Protection Act 1998.






Legislation protecting workers in the UK



The Equality Act 2010


Since the first Race Relations Act was introduced in the UK in 1965, many other personal characteristics besides race have been protected from discrimination as a result of both domestic initiatives and European Directives.


UK law relating to discrimination is mainly contained in the following legislation:





•  Equal Pay Act 1970



•  Sex Discrimination Act 1975



•  Race Relations Act 1976



•  Disability Discrimination Act 1995



•  Employment Equality (Religion or Belief) Regulations 2003



•  Employment Equality (Sexual Orientation) Regulations 2003



•  Employment Equality (Age) Regulations 2006



•  Equality Act 2006 Part 2



•  Equality Act (Sexual Orientation) Regulations 2007.





In 2010, the government introduced new equality laws to speed up issues of equality: the Equality Act 2010.


The Equality Act 2010 requires:





•  some public bodies to consider how they can help to stop people doing less well than other people because of their family background or where they were born; they have to think about what they can do to make their services more helpful to poorer people



•  all public bodies to think about treating people from different groups fairly and equally (this is called the Equality Duty); all public bodies must make sure their work supports equality and treats people from different groups fairly and equally – for example, in their services, through their jobs and through the money they spend.





Public bodies already need to think about treating people of different races, disabled people and men and women fairly and equally. The Act adds extra groups of people to the Equality Duty:





•  people of different ages – younger and older people



•  lesbian, gay and bisexual people



•  people who have changed their sex or are in the process of doing so



•  people with a religion or belief, or people without a religion or belief



•  women having a baby and women just after they have had a baby.





The Act also allows civil partnerships for gay and lesbian couples to be held in religious buildings.


The Act makes it easier for employers to use positive action, and it lets them choose a person who will make their workers more diverse when choosing between people who are right for the job.


Equal pay


If a UK company has 250 or more workers it may have to publish information about any differences in men and women’s pay. The Equality Act also enables the government to tell public bodies to publish information about equal pay and how many workers it has who are disabled or people of different races. The government plans to do this for public bodies with 150 or more workers. The Act also stops employers telling workers they must not talk to one another about how much they are paid.


Extra powers for employment tribunals


Employment tribunals can suggest how an employer can put things right for a worker if they were treated unfairly. However, this does not help the employer’s other workers because most people who complain to employment tribunals have stopped working for the employer. The Equality Act allows the employment tribunal to tell the employer their advice should apply to all their workers.


Reasonable adjustments


In the UK, the Equality Act has introduced several new rules to better protect people with disabilities. It makes the law on ‘reasonable adjustments’ clearer. These are changes an employer or someone providing a service has to make so that people with disabilities can do something like getting into a shop, restaurant or bank. Sometimes making a reasonable adjustment will cost extra money: the Equality Act says that most of the time the service provider or employer can’t expect the person with a disability to pay them back that extra money.


The Equality Act will make it harder for an employer to be unfair because it says they can only sometimes ask if a person is disabled. For example, an employer might need to know if a person is disabled so they can make changes to a test or a job interview.


Dual discrimination


The Act makes dual discrimination against the law. This is when someone is treated worse than other people because of a combination of two things:





•  if they are a woman or a man



•  if they are transsexual



•  if they have a disability



•  if they are heterosexual, lesbian, gay or bisexual



•  their age



•  their race



•  their religion or belief.
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WEBLINK


Details of the Equality Act 2010 can be found at:


www.legislation.gov.uk/ukpga/2010/15/contents


[image: ]





Recruitment and selection


When advertising for and recruiting new or replacement staff, employers in the UK hospitality industry need to be mindful of the following legislation:





•  Children and Young Persons Act 1933



•  Licensing Act 1964



•  Rehabilitation of Offenders Act 1974



•  Data Protection Act 1988



•  Immigration, Asylum and Nationality Act 2006



•  National Minimum Wage Act 1998



•  Working Time Regulations 1998



•  Sex Discrimination Act 1975



•  Race Relations Act 1976



•  Disability Discrimination Act 1995



•  Human Rights Act 1998



•  Equality Act 2010.





Job advertisements


When placing adverts, British employers must be conscious of their duty under the Equality Act 2010 not to discriminate against job applicants and existing members of staff because of a protected characteristic on the grounds of:





•  age (although see ‘Legislation affecting the employment of children and young persons’, below)



•  disability



•  gender reassignment



•  marriage and civil partnerships



•  pregnancy and maternity



•  race



•  religion or belief



•  sex



•  sexual orientation



•  trades union membership (or non-membership) or activities.





Job applications


Job application forms should be designed to gain relevant information about a job applicant’s schooling, qualifications, training and previous work experience. Requests for personal information such as age, sex, marital status, ages of children, address, telephone numbers, details of next of kin, and so on, can be justified on a variety of grounds, as can requests for information on any recent illness or injury, allergies or disability. The application form must state the need for this sensitive data, and reassure candidates that this information will be treated and held in strictest confidence, in keeping with the provisions of the Data Protection Act 1998.



Providing advance information to job applicants


Under the Human Rights Act 1998, job application forms, job descriptions and offers of employment should, where applicable, forewarn applicants that offers of employment will be conditional on their wearing of uniforms while on duty and/or complying with employers’ rules regarding dress or appearance, including restrictions on unsightly tattoos, facial piercings and the wearing of protective clothing. It should also be made known if the place of work is monitored by CCTV surveillance equipment, and if workers’ telephone calls, emails and use or abuse of the internet are routinely monitored, together with the reasons for such surveillance or monitoring. These requirements should also be addressed during the job interview.


UK contracts of employment


A contract of employment must be provided within two months of beginning the employment. The terms of an employment contract set out what an employee and employer have agreed and what they can expect of each other, as well as both the employer’s and employee’s rights and duties.


A contract of employment should cover the following information:





•  job title and location



•  head office address of employer



•  employment start date



•  rate of pay and method of payment



•  details of any other payments



•  working days and hours



•  meal breaks and other break entitlements



•  whether overtime is expected and, if so, at what rate



•  any shift work or night work



•  holiday entitlements



•  information on collective agreements



•  details of sickness pay



•  pension arrangements



•  notice period



•  disciplinary rules and procedures



•  grievance procedures.





Right to live or work in the UK


An employer who negligently employs a person subject to immigration control, who does not have the legal right to live or work in the UK, is liable for a substantial fine. An employer who knowingly employs such a person is guilty of an offence under the Immigration, Asylum and Nationality Act 2006, and is liable to be convicted or be given an unlimited fine and/or imprisonment not exceeding two years. To avoid any unwitting breach of the 2006 Act, job application forms should caution applicants that, if they are shortlisted, they will be required to produce documents confirming their right to be in and take up employment while in the UK. Employers must demand to see and take copies of one or more specified document(s) (see ‘Weblink’) before offering employment to a job applicant.


Employers wishing to employ a non-EU or Swiss national must submit their applicants under tier 2 of the UK Border Agency points-based system.
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WEBLINK


For a list of acceptable documents, refer to the Home Office website (Home Office guidance on employers’ right-to-work checks):


www.gov.uk/government/publications/right-to-work-checks-employers-guide
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Health questionnaires


Although the UK’s Equality Act 2010 does not outlaw pre-employment health questionnaires, it does caution employers and those responsible for screening and interviewing job applicants that they must not enquire about the health of any applicant before offering employment or when preparing a shortlist of applicants. If pre-employment questionnaires are incorporated in or accompany job application forms, they must be detached and set aside before these application forms are relayed to the person or persons involved in the screening, interviewing and selection process. However, a health-related question can be asked if its purpose is to establish whether the candidate would be able to carry out a function that is intrinsic to the work concerned – for example, heavy manual handling, working at heights, or exposure to hot or humid working conditions.


Job offers


An offer of employment should be made or confirmed in writing, and is often conditional on the receipt of satisfactory references from former employers. Withdrawing an offer of employment once it has been accepted could result in a civil action for damages.


Blacklists


Under the Employment Relations Act 1999 (Blacklists) Regulations 2010, it is unlawful to refuse to interview or employ someone whose name appears on a blacklist. A blacklist is a list of names of prohibited people who will be denied employment. The law applies whether recruiting new members of staff direct or through an employment agency.



Written statement of employment particulars


According to UK law, every employee, whether full-time, part-time, casual, seasonal or temporary, has a legal right to be provided with a written statement outlining the principal terms and conditions of his or her employment. This must be issued within two months of the date on which the employee first starts work, but ideally on the employee’s first day at work.


Any employee who is not provided with a written statement of employment particulars may refer the matter to an employment tribunal. If the employee’s complaint is upheld the employer will be ordered either to provide the statement or accept a statement written by the tribunal. An employer who presumes to discipline, dismiss or otherwise punish an employee for asserting his or her statutory rights, before an employment tribunal, may be ordered to pay that employee compensation. Any change in the particulars included in the written statement must be notified in writing to each affected employee at the earliest opportunity, but no later than one month after the change in question.


Legislation affecting the employment of children and young persons in the UK


Employers, before recruiting staff, must be aware of the legislation that imposes restrictions on the employment of school-age children and young persons under the age of 18.


Employment of young persons under the age of 18


As a rule, young persons under the age of 18 must not be employed for more than 40 hours in any week including overtime, nor for more than eight hours a day, nor other than in exceptional circumstances after 10 o’clock at night. They must also be allowed two consecutive rest days in every week. If they are required to work a shift lasting more than four and a half hours they must be permitted a minimum 30-minute meal break in the course of that shift. This also applies to apprentices under the age of 18.


The Licensing Act 2003 also prohibits the employment of persons under the age of 18 working in bars and public houses.


If an employee is under the age of 18, any other employee who works closely with the young person must be checked with the Criminal Records Bureau (CRB).


Employment of school-age children


The employment of school-age children in hotels, restaurants and public houses at weekends and during the school holidays is regulated by the Children and Young Persons Act 1933 and by local authority by-laws. As a rule no child may be employed:





•  if under the age of 14



•  during school hours



•  before 7.00 a.m. or after 7.00 p.m. on any day



•  for more than two hours in a school day or on a Sunday



•  for more than eight hours (or, if under 15, for more than five hours) on any one day (other than a Sunday) that is not a school day



•  for more than 12 hours in any week that is a normal school week



•  for more than 35 hours (or, if under 15, for more than 25 hours) in any week in which the child is not required to be at school



•  for more than four hours on any day without a rest break of at least one hour



•  at any time in a year unless, at that time, he or she has had, or could still have, during school holidays, at least two consecutive weeks without employment



•  to do any work other than light work (i.e. work of a kind that is unlikely to affect the safety, health or development of a school-age child or to interfere with the child’s education, or regular and punctual attendance at school).





Before employing a school-age child (or within seven days of doing so) an employer must apply to the relevant local education authority for an employment certificate. Most local authority by-laws prohibit the employment of school-age children in:





•  hotel kitchens



•  cook shops



•  fish and chip shops



•  restaurants



•  snack bars and cafeterias



•  any premises in connection with the sale of alcohol, except where alcohol is sold exclusively in sealed containers.





Legislation affecting the employment of convicted persons


Under the Rehabilitation of Offenders Act 1974, a person applying for work in the hospitality industry need not admit or disclose any criminal conviction that has been ‘spent’ either when completing a job application form or when answering questions at an interview.


Employment of women


UK employers who employ women of child-bearing age must, when carrying out the risk assessments prescribed by the management of Health and Safety at Work Regulations 1999, identify any workplace hazards that could pose a risk to pregnant employees, breast-feeding mothers or to women who have given birth within the previous six months, and take appropriate steps to minimise these risks.


Employment of door supervisors


Door supervisors, whose job it is to deal with unruly behaviour and to screen the suitability of people entering pubs, clubs and other licensed premises open to the public, will be liable to criminal prosecution if they carry on working without the benefit of a Security Industry Authority (SIA) licence. Pub landlords and club owners in England and Wales will themselves be guilty of an offence under the Private Security Industry Act 2001 if they use or engage the services of unlicensed door staff.


Employment legislation


The meaning of ‘pay’


Pay means any sums payable to a worker in connection with his or her employment, including any fee, bonus, commission, holiday pay or other emolument. It also includes statutory sick pay, statutory maternity pay, statutory adoption pay, statutory paternity pay, guaranteed payments, payments in respect of time off work, remuneration on suspension on medical or maternity grounds or under a protective award, and any sum payable in pursuance of a tribunal order for the worker’s reinstatement or re-engagement.


Pay does not include any loan or advance on wages, payments in respect of expenses incurred by a worker in the carrying out of his or her employment, pension payments, or redundancy and severance payments.


Equal Pay Act 1970


Under the UK’s Equal Pay Act 1970, a woman engaged in like work, or work of a basically similar nature, or in work rated as equivalent, or in work of equal value to that undertaken by a man in the same employment, is entitled to be paid the same as that man, and to enjoy equivalent terms and conditions of employment. The same rule applies if a woman is appointed or promoted to a job previously occupied by a man. In the absence of any express term, every contract of employment (and every collective agreement imported with an employee’s contract) will be treated in law as containing an implied equality clause.


The national minimum/living wage


In the UK there is a national minimum wage for adult workers (workers aged 21 and over) and a separate low minimum wage for employees aged 18–20. Following the July 2015 budget this is now known as the National Living Wage. These rates are reviewed periodically by government and apply to all workers, whether full- or part time, temporary, permanent, seasonal or casual, regardless of the nature of the contractual relationship between them and the people or organisations that employ them.


An employer’s refusal or failure to pay the appropriate national minimum wage could lead to a criminal prosecution and an appearance before an employment tribunal. Employers who fail to pay the current national minimum wage to former workers (for example, workers who have since left their employment) are liable to be ordered by Her Majesty’s Revenue and Customs (HMRC) Enforcement Agency to reimburse up to six years’ arrears of pay to each of those workers.


Statutory Sick Pay


Employers in the UK are liable to pay up to 28 weeks’ Statutory Sick Pay (SSP) to any qualified employee who is incapable of work because of illness or injury. The relevant legislation is to be found in the Social Security Contributions and Benefits Act 1992 and the Statutory Sick Pay (General) Regulations 1992.


Employers who operate their own occupational sick pay schemes may opt out of the Statutory Sick Pay scheme, so long as the payments available to their employees under such schemes are equal to or greater than payments to which they would otherwise be entitled under the terms of Statutory Sick Pay, and so long as these employees are not required to contribute towards the cost of funding such a scheme. Payments made under Statutory Sick Pay may be offset against contractual sick pay, and vice versa.


Meaning of ‘incapacity for work’


An employee is incapacitated for work if he or she is incapable, because of disease or bodily or mental disablement, of doing work that he or she can reasonably be expected to do under the contract of employment. Under the Food Safety (General Food Hygiene) Regulations 1995, food handlers suffering from (or carriers of) a disease likely to be transmitted through food, or while afflicted with infected wounds, skin infections, sores or diarrhoea, must not be allowed to work in any food handling, even in any capacity in which there is a likelihood of directly or indirectly contaminating food with pathogenic micro-organisms. In these circumstances, the worker is deemed to be incapacitated for work and, subject to the usual qualifying conditions, entitled to be paid Statutory Sick Pay until such time as the risk has passed.


Working Time Regulations


The Working Time Regulations apply to all employees and workers who undertake to do or perform work or service for an employer. The 1998 Regulations are policed and enforced by employment tribunals (in relation to a worker’s statutory rights to rest breaks, rest periods and paid annual holidays) and by local authority environmental health officers.


The 1998 Regulations (as amended from 6 April 2003) impose a number of restrictions on working hours and periods of employment for workers aged 18 and over, as follows.





•  Adult workers have the right not to be employed for more than an average of 48 hours a week.



•  Adolescent workers may not lawfully be employed for more than 8 hours a day or for more than 40 hours a week.



•  Adult workers may not lawfully be employed at night for more than an average 8 hours in any 24-hour period.



•  Adolescent workers may not lawfully be employed at night between the hours of 10 p.m. and 6 a.m. (or between 11 p.m. and 7 a.m. if their contracts require them to work after 10 p.m.).



•  Every worker is entitled to a minimum weekly rest period of 24 hours (or 48 hours in every fortnight); or, if under the age of 18, a minimum weekly rest period of 48 consecutive hours.



•  Every worker is entitled to a daily rest period of a minimum of 11 consecutive hours or, if under the age of 18, a daily rest period of a minimum of 12 consecutive hours.



•  Every worker is entitled to a minimum 20-minute rest break during the course of any working day or shift lasting or expected to last for more than 6 hours or, if under the age of 18, a minimum 30-minute break during the course of any working day or shift lasting, or expected to last, for more than 4.5 hours.



•  If an adult worker is content to work more than an average 48 hours a week, he or she must sign an agreement to that effect.



•  Night workers are entitled to free initial and follow-up health assessments (or, if under the age of 18, free initial follow-up health and capability assessments).



•  The upper limits on the working hours and periods of employment of adolescent workers aged 16 and 17 are fixed, and they have no legal right to opt out of these limits whether they wish to or not.





Holidays and holiday pay


From April 2009, every worker in the UK, whether full-time, part-time, temporary, permanent, seasonal or casual, is entitled to 5.6 weeks’ paid holiday in every holiday year. For example, for a person who works a standard five-day week, 5.6 weeks translates to 28 working days’ paid annual holiday.
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WEBLINK


To calculate the holiday entitlement of workers pro rata, visit:


www.gov.uk/holiday-entitlement-rights/entitlement
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Part-time workers


Under the Part-time Workers (Prevention of Less Favourable Treatment) Regulations 2000, part-time workers, regardless of the number of hours they work, must not be treated less favourably than comparable full-time workers employed or engaged under the same type of contract and doing the same or similar work.


Fixed-term contracts


‘Fixed-term employee’ means an employee who is employed under a fixed-term contract, which is a contract that terminates (ends) after a certain date, or at the end of a set project or task.


Under the Fixed-term Employees (Prevention of Less Favourable Treatment) Regulations 2002, employers who use the services of temporary employees, for short or long periods (for example, relief managers, to cover long-term sickness or maternity leave, or during busy operation periods such as summer or Christmas), must treat these employees in the same way as permanent employees.


The rights of fixed-term employees include:





•  to be paid the same (albeit on a pro rata basis) as comparable permanent employees working in the same establishment



•  to be employed under the same terms and conditions as permanent employees unless there are objective reasons for any less favourable treatment



•  to be given equal access to opportunities for promotion, transfer, training or permanent employment



•  to be informed of any suitable permanent vacancies that may arise



•  to request a written statement from their employers explaining the reasons for what appears to be less favourable treatment (the statement to be provided within 21 days)



•  not to be victimised, dismissed, selected for redundancy or subjected to any other detriment for asserting their rights, for questioning or challenging their employers’ refusal or failure to comply with the 2002 Regulations, for demanding a written explanation for any such failure, for refusing to forego a right conferred by the 2002 Regulations, for pursuing their rights before an employment tribunal, or for giving evidence or information in connection with such proceedings on behalf of another employee



•  to be paid Statutory Sick Pay when incapacitated for work



•  to be paid guarantee payments in respect of workless days



•  to receive redundancy payments on completion of two years’ continuous service



•  to payment of their normal wages or salary if suspended from work on medical grounds



•  to receive written reasons for dismissal



•  to give and receive statutory minimum notice to terminate their contract of employment and to automatic permanent status if their service under one or more fixed-term contracts extends beyond four years (unless there are objective reasons for continuing to engage them under fixed-term contracts).





The Employment Appeal Tribunal in the case of Department for Work and Pensions v. Sutcliffe held that an employee who fell ill during her ordinary maternity leave is not entitled to be paid contractual sick pay during that period. Since October 2008 that rule applies to women taken ill during additional maternity leave.


Equal treatment of agency workers


The Agency Workers Regulations 2010 state that workers coming from employment agencies to work in hotels, restaurants, pubs, contract catering, and so on, are entitled to equal treatment in relation to working hours, rest breaks, holidays, etc., as if they had been directly recruited by the establishment that hires their services. This covers waiters, food service staff, chefs, bar staff and housekeepers. They must not only be paid the same as any regular member of staff doing the same job, but cannot lawfully be required to work longer hours or take shorter breaks for meals and rest. However, an agency worker’s right to equal treatment under the 2010 regulations does not arise until and unless he or she has worked continuously with the same hirer in the same job for 12 continuous weeks. Intervals of up to six weeks between assignments in the same type of work with the same hirer do not break continuity for these purposes.
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WEBLINK


To find information on the entitlements of agency workers, visit:


www.nidirect.gov.uk
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The self-employed (freelancers and contractors)
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Table 1.8 Vacherin's services

Client and locations

CBRE, two sites in central London

Year contract awarded

2007; re-awarded twice since

Initial services provided in 2007

Staff FSM, private dining and hospitality, vending and refreshment points

Additional services added since 2007

Long-distance FSM for an annual event in the South of France
Conference room bookings
Portering

Reception services for both buildings, plus a new stand-alone reception
service for a group subsidiary

Key service milestones

The relocation of CBRE's West End office in 2011 and the changes this
involved; this move was also a catalyst for Vacherin taking on many of
these additional services and the setting up of its new reception services
division, Entrée

Source: FSM driving dynamic and responsible growth, British Hospitality Industry Report, 2014
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Table 1.9 BaxterStorey and Elior: meeting the allergens challenge

BaxterStorey Elior

Challenge

To ensure all 670 of its premises are compliant with the
Food Information Regulations and proactively manage the
benefits of this extra customer communication

Actions

BaxterStorey developed a tailor-made training
programme to ensure that its 7,500 employees are

up to speed on the new legislation. An initial group of
1,500 Allergy Champions were trained, more or less
two staff from every site, and their role was to cascade
this training to their colleagues via short weekly
briefing sessions, no ater than three months before
the legislation was due to take effect. They are also
responsible for communicating allergy information to
customers. The specialised training teaches staff what
allergens are, how allergens make people ill, how they
can treat an allergic reaction and how to avoid causing
one in the first place

Challenge

To ensure that its 10,000 employees spread over 650
outlets are fully aware of their obligations under the
new allergens legislation and have the systems ready to
manage it

Actions

Elior has introduced a menu and recipe management
system to all sites and all managers were trained months
before the legislation was due to come into effect. They
developed an allergen e-learning module for training
10,000 staff and recording this training. To support its
system, Elior has collected allergen information from
every supplier, covering thousands of product lines,

which has been uploaded onto its new menu and recipe
management system. All sites have been provided with the
communication materials with which to alert customers
to products containing allergens; this has been supported
with @ new website for its You & Life programme, which
provides allergen information and guidance

Source: FSM driving dynamic and responsible growth, British Hospitality Industry Report, 2014
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Table 1.3 Quick-service restaurants/takeaways in the UK

Owner Selected brands
Gregg's Gregg's

Subway Subway
McDonald’s McDonald's
Yum KFC

Domino’s Domino’s
Burger King Burger King
SSP Upper Crust, Millie's Cookies
Unilever Ben & Jerry's
Bridgepoint Pret A Manger
Papa John's Papa John's
Chicken Cottage Chicken Cottage
Dixy Chicken Dixy Chicken
EAT EAT

Dunkin’ Brands Baskin Robbins
Pizza GoGo Pizza A GoGo
Favourite Fried Chicken | Favourite

Jatinder Wasu

Perfect Pizza

West Cornwall
Company

Pasty

West Cornwall Pasty Company

Baguette Express

Baguette Express

Shakeaway

Shakeaway

Source: Horizons/Wordsmith and Company.
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Branded casual dining market

Macro-economic
trends

Demand

Consumer/lifestyle

Sociodemographic

Supply

Number of outlets

Improved proposition

Eating out is
influenced by the
overall economic
environment

The economic
outlook remains
challenging, which
was forecast

to limit growth

in eating out in
2013-2014

Eating out has
become embedded
in UK consumer
behaviour. This has
been a structural
shift over the past
20years or so

Competition for
leisure spending is
strong, but eating
out remains popular
and this is likely to
continue

A greater number and
proportion of more
affluent and cash-
rich, time-poor ABC1s
who are more likely to
eat out

Greater proportion
of women in work
and single-person
households may drive
future growth

The number of
restaurants in the UK
has been growing at

around 1% per annum

Within this, casual
branded chains have
seen the highest growth
of around 7% per
annum; this is forecast
to continue at the
expense of independent
restaurants

The growth in casual
dining chains has driven
an improvement in:

variety of cuisine
available

consistency and quality
of offerings

the nature of informal
propositions that cater
toa wide range of
eating out occasions

Source: Horizons ONS PwC analysis, December 2013
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lable 1.2 Consumer expenditure on food, drink ana catering in the UK

Total consumer expenditure on food, drink and catering (64 million people)
Total £196.6 bn

of which:

Consumer expenditure on catering services Household expenditure on food and drink

Total £83.9 bn Total £112.7 bn

Consumers purchase from caterers (restaurants, cafés, Households purchase from food and drink retailers
canteens) Gross value added £29.1 bn

Gross value added £26.9 bn  Enterprises 115,951 Enterprises 53,112 Employees 1,129,000
Employees 1,623,000 Sites 448,958 Sites 86,239

Caterers and retailers are supplied by food and drink wholesalers
Gross value added £10.7 bn Enterprises 15,525 Employees 217,000

Food and drink manufacturing

Includes everything from primary processing (milling, malting, slaughtering) to complex prepared foods; many products
will go through several stages

Gross value added £26.5 bn Enterprises 8,228 Employees 402,000 Sites 9,625

Exports from UK food and drink manufacturers Imports to UK manufacturers, wholesalers and retailers
Total £18.8 bn Total £39.5 bn

Of which: Of which:

® highly processed £10.8 bn ® highly processed £14.6 bn

® lightly processed £6.5 bn  lightly processed £17.5 bn

® unprocessed £15 bn ® unprocessed £7.4 bn

Based on Defra (2015), Food Statistics Pocketbook 2015
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lable 1.7 The differences between traditional and modern
eating on cruises

Traditional Modern

Formal dining room Choice of restaurants

Settimes Dine any time

Assigned tables Choice of seating

Elaborate table settings | Self-serve, buffet or waiter
service

Printed menu Frequently changing menus

Social interaction Wide variety of culinary styles
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Hotel group

Accor Hotels

Property types

Fifth largest hotel group
by room number

Establishments

4,000 hotels (500,000 rooms) in 90 countries

15 brands with 138 hotels (20,000 rooms), including:
@ Sofitel
Novotel
@ Mercure
® Ibis
e Etap
e Formule 1

Hilton Hotels
Corporation

3,300 hotels (550,000 rooms) in more than 77 countries
Employs 135,000 people
10 brands

BestWestern

BestWestern
International is the
world’s largest hotel
chain of independent
operators

Best Western UK: 2,801 independently owned hotels (15,000
rooms)

Best Western International: 4,000 hotels (more than 300,000
rooms) in 80 countries

Wyndham Worldwide

Second-largest
hospitality company in
the world

7,000 hotels (588,000 rooms) in 66 countries

Four major brands:
® Wyndham Grand
® Ramada
© Ramada Encore
® Jurysinn

Marriott Hotels

The world's third-
largest hotel company

3,200 hotels (577,000 rooms] in 67 countries
Ten hotel brands

Extended-stay apartments

Vacation ownership resorts

60 UK hotels across five brands:
©® JW Marriott

@ Renaissance

® Marriott

@ Grand Residences

® Courtyard

Carlson Hotels

The largest privately
held company in the
USA

Tour hospitality businesses
Five brands
More than 1,000 hotels in 72 countries (7,750 rooms

Three brands operating in the UK:
® Parklnn

Park Plaza
® Radisson Hotels and Resorts (42 hotels]

The Rezidor Hotel
Group

Based in Brussels

More than 380 hotels (approximately 81,000 rooms] in 59 countries
under five brands

50 hotels in the UK, operating Radisson and Park Inn Hotels
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lable 1.1 The UK's ten largest hotel groups

Hotel group
Whitbread

Property types

Budget hotel and
branded restaurant

Establishments

600 Premier Inns (40,000 rooms)
Beefeater, Brewers Fayre and Taybarns restaurants

900 Costa Coffee outlets in the UK; 400 internationally in 25
countries [second to Starbucks)

InterContinental Hotels
Group (IHG)

More than 4,300 hotels (620,000 rooms} in 100 companies,
including:
o InterContinental
® Hotel Indigo
® Crowne Plaza
Holiday Inn
 Holiday Inn Express
 Staybridge Suites

Travelodge (Dubai
International Capital]

Budget hotel [the first
budget hotel brand to
launch in the UK]

3,801 hotels [more than 26,000 rooms) in the UK, Ireland and
Spain
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lable 1.6 Leading coffee shop groups in the UK

Owner 2012 Selected brands
Whitbread 1,390 Costa

Starbucks Corp. 743 Starbucks

Rome Bidco 450 Caffe Nero

Marks & Spencer 106 Café Revive

Arab Investments 10 Coffee Republic

SSP 109 Café Ritazza

Risk Capital Partners 70 Patisserie Valerie, Druckers Vienna Patisserie, Baker & Spice
AMT Coffee 59 AMT Coffee

Muffin Break 50 Muffin Break

Paul 39 Paul

Thornton's 37 Café Thornton’s
Esquires Coffee 35 Esquires Coffee Houses
Hilton 32 Caffe Cino

BB's 29 BB's

WSH 28 Benugo

S.A. Brain 24 Coffee #1

Apostrophe 21 Apostrophe

Caffe Fratelli 14 Caffe Fratelli

Boston Tea Party 11 Boston Tea Party

Source: Horizons/Wordsmith and Company
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Travel agents, Takeaways
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The overlap between the hospitality and tourism industries
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