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Chapter 10 | Performance measurement and management

I have 40 staff, most of whom are full time. Ten work mainly on the liquor side, 20 on food and
10 on apartments. There is a restaurant manager and a bar manager. Staff turnover is 70 per cent,
which compares very well with most hotels, where turnover can be as high as 300 per cent. In
general, the staff are very good and seem to enjoy working here.

The restaurant at the Squire Hotel in Oxford has 20 tables with a total seating capacity of 100. The
restaurant is well used at lunchtime by tourists and visitors to the local colleges and by local
business people. However, there are several excellent and famous restaurants that tend to draw
potential customers and even hotel guests away from the hotel restaurant in the evenings.

The restaurant managers have considerable discretion in menu planning, purchasing and staffing,
providing they keep to the budgets set by head office. These budgets specify, for example, the food
and staff costs for an individual breakfast, lunch and dinner. Overall food costs and staff costs are
reported weekly to the hotel manager. The style of restaurants in the hotels varies considerably from
carvery to a la carte, with the decisions made on the basis of the type of hotel and the requirements
of the local community. Elizabeth Dickens, the restaurant manager, explained:

My job is concerned with keeping to food and staff budgets and so most of my time is taken up
with staffing, purchasing and menu planning. At lunchtime, for example, I provide four items, three
traditional and one vegetarian, and these change weekly. We aim to serve a main course within 15
minutes of taking an order. | am constantly looking for new ideas for our menus and better ways of
serving but | am constrained by continually tightening budgets from head office. | think we have
now reached the point where we are starting to lose many of our established customers. We really
do need to respond to the changing demands of our customers in terms of speed of service, par-
ticularly at lunchtimes, and changes in diet together with the desire for a greater and more
interesting range of meals. | think head office is out of touch with reality.

Questions

1 Evaluate the performance measures in place at the Squire Hotel Group.
2 What improvements would you suggest?
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