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You must read the case study below and attempt ALL of the tasks which follow.
(This case study is fictitious.)

Green Lagoon Hotel (GLH)

The Green Lagoon Hotel is situated north of Mombasa, Kenya, in a quiet rural area. It is owned by
George Situma and he operates as a sole trader. His two daughters, Abla and Milina assist him in
the running of the hotel. The hotel is located next to the beach and is popular with international
travellers as well as with Kenyans.

George bought the hotel about 20 years ago and has made many improvements over the years. It
has 55 rooms, a restaurant, two bars and an outside swimming pool. While the profitability of the
hotel is important, George believes that this will only be achieved by offering a high standard of
service to the guests. To ensure this high standard of service, George employs 42 full-time staff as
well as his two daughters together with occasional use of casual staff. One of his objectives for
next year is to increase the average number of rooms occupied per night, from its present 75% to
85%. At the same time he wants to maintain or improve the present levels of service. He believes
in being very approachable and personally handles any complaints from the guests. He is an
autocratic manager who likes to make all the important decisions himself, and closely supervises
and controls his staff. He is particularly severe with any staff member who causes a customer
complaint.

There are four departments in the hotel. The front office looks after reservations, reception and all
administration, including bookkeeping, and is managed by Abla Situma. The restaurant and bars
are managed by Milina Situma. The housekeeping department, which cleans all rooms and the
public areas, is managed by a long term employee, Mary Baraza. The gardens, swimming pool
and all other external areas are managed by Collins Ochieng, who also has worked for the hotel for
many years. All other staff report directly to these four managers, except in the kitchen where the
head chef reports to Milina and the other kitchen staff report to the head chef. Generally there is
quite a wide span of control.

The hotel enters into contracts with foreign travel tour operators and this provides a guaranteed
room occupancy of about 50%. George does not want to increase these contracts as he believes
that too much reliance on a few contracts would weaken his reputation and his ability to negotiate
good prices. Many customers like to combine a safari holiday with a stay at a beach hotel. In order
to make this easier for customers and to increase his sales, George has entered into an agreement
with the owners of a safari lodge. Customers can pay one inclusive cost for a week’s stay at his
hotel and a week at the safari lodge, with transport between the two included. This has proved very
popular and he is thinking of also offering a shorter holiday of four days at his hotel and three days
at the safari lodge.
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You must attempt ALL of the following tasks.
Where appropriate use information from the case study to support your answer.

1 (a)

(b)

(c)

(d)

(b)

(c)

(d)

(b)

(c)

(d)

GLH operates in the tertiary sector. State the sector in which each of the following suppliers
to GLH operate.

(i) Mombasa Farms Ltd which supplies them with fresh food grown on their own farms. [2]
(ii) Blue Pools Ltd which maintains the swimming pool every week. [2]

Profitability and good service are two objectives of GLH. Describe two further objectives that
George might set for the next 12 months. [2x2=4]

At times, GLH suffers from a shortage of working capital. Define working capital and suggest
actions that George could take to improve his working capital position. [6]

George is thinking of changing from a sole trader to a limited company. He would own 50%
of the shares and his daughters would own 25% each. Explain the advantages and

disadvantages of this change. [6]

[Total: 20]
Describe the advantages of GLH having a wide span of control throughout most of the
organisation. [4]

Reservations for the hotel are handled by the front office. Explain why it is important that the
front office communicate clearly with housekeeping. [4]

The housekeeping department does not produce revenue. Discuss how target setting could
help the department become more efficient. [6]

Explain three probable effects on staff of George being an autocratic manager. [3x2=6]

[Total: 20]

Describe the advantages to GLH of employing some casual staff. [4]

Explain one advantage and one disadvantage of job sharing for waiters and waitresses in

the restaurant. [2x 2=4]
George expects his staff to be punctual. Describe three other expectations George might
have of his staff. [3x2=06]
Explain why the possibility of promotion may be important to the staff. [6]

[Total: 20]
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(b)

(c)

(d)

(b)
(c)
(d)
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Explain the advantages to George of spending money on training for his staff. [4]

The location on the beach is an important advantage to GLH. Describe what disadvantages
they might have in being in an area away from any towns or cities. [4]

Explain why the government would want to encourage tourism and support George’s
business. [6]

Explain what effect a world recession could have on GLH. [6]

[Total: 20]

Describe how GLH could promote itself in international markets. [4]
Describe how GLH could segment its market in order to increase sales opportunities. [4]
Explain the importance of price in the marketing mix of GLH. [6]
Explain why the link with the safari lodge might give GLH a competitive advantage. [6]

[Total: 20]
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