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I had the pleasure of meeting and shadowing the manager of the Lowell Hotel, Mr. Stefan Soennichsen. 5-Star Luxury Hotel is among the biggest hotels in the world offering a wide range of hospitality services. The first thing I noticed from the hotel was that it has been able to maintain a high level of services offered to guests who not only check in once but more often whenever they visit the town where the hotel is located. In simple words it is the best place to be compared to other hotels doing business in the same niche. 
The business is located in a unique place where potential customers walk past the building. It is located in a posh along a subway station and near Avenue shops. The rooms can hold as many customers as possible i.e. an average of 10 seats per room.  The cheapest food goes at around $300 per serving, which translates to $21,000 generated per week. 
Challenges the Manager Faces in Daily Basis
One of the challenges the manager faces in daily basis is bringing everyone on board. For the hotel to succeed, the manager is required to ensure that all employees work as a team. We all know that collaboration is vital in ensuring success of hotels because it enables all employees work as a team something that helps in the delivery of greater customer experience.  The manage has to deal with this issue on an ongoing basis as not all employees enjoy working as a team and, therefore, have to be pushed to be part of it. 
The Manager’s Daily Responsibilities
The day I visited the hotel was a typical day like any other day. I found the manager seated in his office. He seemed too busy looking at the files laid on his office desk. In fact, he worked on the files from 8am to around 10am when he left the office and started walking around the hotel shaking hands, smiling, and talking to customers. At the back of all this, he seemed to be working on something perhaps inspecting how employees were carrying out various activities, for example, how they were handling customers. It is important to note here that the first and foremost responsibility of a manager is to meet business goals. Business goals cannot be met if customers are not served well and if their needs are not met as the saying goes “customer first.” By understanding the mantra “customer always comes first,” the manager seemed to spend most of his day engaging customers in a welcoming manner. He was always shaking hands with new customers and ensuring that they were attended to as quickly as possible. Therefore, it would be logical to mention here that the manager had a knack for talking and interacting with customers perhaps to understand what makes them happy and this has been a huge factor in running the business successfully. 
While there were a lot of activities going on in the hotel, the manager was always engaging with various employees something that was indicative of a team work. Managers have the responsibility of not only supervising how other employees work, but also to ensure that they worked as a team. The manager was also trying to ensure that employees expressed great qualities for building rapport with customers and with other coworkers. For example, he ensured that all supervisors were communicating effectively with their subordinates and other employees to ensure that customers were all served well. In support for this, I saw him interacting more often with supervisors from different departments. He was always having brief conversations with them perhaps to ensure that all departments were working collaboratively with each other. 
The number of people he seemed to supervise was huge. According to the hierarchical organization of the hotel, I understood that he always expected supervisors from different departments to report to him. I was so much surprised seeing how the manager was going beyond this boundary as he believes in teamwork and breaking barriers that may develop between himself, supervisors, other employees, and the customers. When I asked why he did all that he said “I want to build a business that embraces a kind of matrix structure and, therefore, I have to break every idea related to traditional organizational structures by redefining key relationships within the organization.” 
Number of hours the manager works per week
To ensure that the business was running smoothly, a typical working day for the manager started at 8.00am and ended late depending with the amount of work to be completed. The manager told me that sometimes his day starts early as 6.00am and ends late at around 1.00pm and that he sometimes work 60hrs in a week especially when there are new guests who need attention. He believes that creating a wonderful experience for new customers is key to growing the business from one level to the other. Thus, has to spend as much time as possible working to ensure that new customers get seamless experience they will remember as great memories.
What methods did he use to control costs?
The manager seemed to be aware of the raising costs in the hotel industry which make the cost of running various operations within the hotel too costly.  To maximize success of the hotel, the manager requires various departments and heads of departments, for example, the purchasing manager to keep inventory of all products purchased, prevent loss, as well as requiring the human resource manager to ensure proper labor management. When I asked how he manages to control costs he responded by saying “keeping control of costs is essential to any food and beverage operation.  All these strategies help me handle financial problems which are related to labor and inventory.” However, the first thing I found out about cost management was that the hotel was spending 25% of its revenues on staff. It was for this reason that the manager explained that getting staff costs under control is essential for business success and especially when it accounts for such a big chunk of revenues. “The cost of labor is the most important factor in a hotel said the manager. Consequently its variation can have a rippling effect across all operations.” Thus, it is plausible to mention here that the manager’s effort for getting staff cost under control has been essential.
Traffic Flow in the Hotel
First, it is important to note that here the hotel is located in the town center along the Main Street. Secondly, by considering the aspect of transport connections, there are bus routes that terminate near the hotel, which essentially suggest large numbers of customers who enters in the hotel to order some drinks or food. Therefore, traffic flow in the hotel was huge. 
What the manager likes about his job?
I was impressed by the manager’s answer to what he likes most about his job. He told me that passion is what drives him in daily basis. The hotel granted him an opportunity to exercise his abilities as a manager and, therefore, he likes it when playing various roles such as managing other employees, ensuring that hotel operations are running smoothly, or even interacting with customers. Passion is what makes him love everything he does in pursuit of ensuring the hotel achieve its goals. 
What the manager likes least about his job?
The manager told me that he dislikes it when he has to push people do doing things they ought to do under minimal supervision. This is the only challenging thing that makes him somehow dislike his work as a manager. 
Personal characteristics and competencies that an Individual should have in order to make in the hospitality industry
Having a vision is one of the most important personal characteristics that an individual should have in order to make in the hospitality industry. Vision helps an individual have a clear idea of what he or she wants to accomplish. It can also help individuals develop strategic plans for getting in the hospitality industry. The second personal characteristic is courage. This characteristic helps an individual develop the willingness to try something he or she is not quite certain about towards the achievement of his or her goals. Hospitality industry also requires honesty. Therefore, one should have the quality of integrate in order to make in the hospitality industry. Other qualities and competencies may include things like humility, hospitality and customer care skills. 
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