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Abstract 

uests are the primary concern of the 
Lodging Employees; but, the Employees 
are the Administrators’ primary worries, 

(Mill, 2006). Should the Administrators be 
worried about the Employees and not the Guests? 
Lodging Administrators are more concern about 
the Employees; because, they work hard for the 
betterment of the establishments but receive 
little or no Reward. Employees have not been 
recognized effectively for their Services in the 
Lodging Establishments. They are rarely 
recognized for their roles as intermediaries 
between the Management and the Guests; they 
render Services, and involved in Productions 
toward the growth of the Industry. Their work 

attitudes or relationships 
with Guests are 
becoming very poor. If 
Lodging Employees could 
be taken care of 
adequately, 
Administrator’s worries 

would be minimized. 
They would carry out 
their duties cheerfully 
and Guests would be well 
served and entertained 
with smiles. The Lodging 
Administrators in the 
Hospitality Industry 
understand Employees’ 
predicament; but, what 
would they do? 

INTRODUCTION 

orking and Administering Lodging Service Establishments are 

no easy tasks. The tasks of the Lodging Establishments involve 

the services of Administrators and Employees working together 

as a team to fulfill the goal of the establishment which might be profitability. 
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Hayes, Ninemeier, & Miller, (2014) have stressed that Lodging Establishment 

consists of Hotels and other businesses that provide overnight accommodations 

for Guests. Many Hoteliers provide food, beverages and entertainment for guests 

in their facilities.  Lodging Administrator could be referred to as the individual who 

manages the operations of Hotels, Motels, Resorts, or other Lodging related 

establishments such as Hospitals, Boarding Schools, Nursing Homes/Home for the 

Elderly or Home Care Facilities. Administrator’s duties could vary from institutions 

to Institutions, (Ollor, 2019). According to Careerexplore, (2019) Lodging 

Administrators could go out of their way to make sure that Guests in their facilities 

have the best experience possible. They also have the responsibility of making 

sure that the establishments run efficiently at a profit. Ollor, (2019) emphasized 

that the progress and achievements of the Establishment are made possible by 

the hard working Employees; and as such, should be recognized and 

compensated. Hayes et al. (2014) stressed that the Lodging Establishments, since 

their inception have been growing and their early beginnings have been changing 

and would continue to do so. The Lodging establishments have become exciting 

and vibrant providing products and services to variety of travelers seeking their 

accommodations. Most of the travelers have several requests in common which 

could include; Safety, cleanliness, preferred locations and values. Also, different 

travelers could desire specific features for their overnight stays such as: Up-scale 

accommodations; Long-term Guests might want kitchen facilities, and Business 

travelers could request to Business Centers in the Establishments. Ollor and Harry 

(2020); Ollor and Tom, (2020) are of the view that most of the activities carried out 

as specified above were perfected by the Employees of the establishments at the 

directions and controls of the Lodging Service Administrator. Hayes et al. (2014) 

stated that the Lodging Establishments are part of the larger Hospitality Industry 

which could be part of even larger Travel and Tourism Industry. The Lodging 

Segment of the Hospitality Industry markets to travelers; whose primary purpose 

for staying at the Establishments could be to secure Lodging Services, (Ollor, 

2019).  

From the Figure 1 below, we could see that the Lodging Segment of the Hospitality 

Industry includes: Hotels, Bed and Breakfast Inns and Camps/ Park Lodges, (Hayes 

et al. 2014). Here, we could also see vividly that most of the works in this Lodging 

segments are carried out by the Employees. According to Ollor and Tom, (2020) 

Employees should be treated as the most liquid assets of organizations as they 

could contribute to withstanding the waves of globalization in business. The 
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authors have further stressed that Employees should be motivated and be 

encouraged with better Wages and recognitions for jobs well done; they shoulder 

lots of risks as they worked in hostile Environments and would need some 

compensations. 

 

AN OVERVIEW OF HOSPITALITY INDUSTRY (LODGING SEGMENT) 

           
Figure 1:  Shows various types of Organizations offering Lodging Accommodations 

for Travelers 

Source: Hayes, Ninemeier, & Miller, (2014). Foundations of Lodging Management 

 

RESPONSIBILITIES OF LODGING ADMINISTRATORS AND THE EXPECTATIONS OF 

EMPLOYEES  

The responsibilities of the Lodging Administrators could be much more; but below 

are the major ones to be discussed here: 
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In the Hospitality Industry, assets could include the following: The 

company’s buildings and their contents, the capital invested in the 

business, the revenue generated by the business and even the guests, and 

the personnel. In this way, assets could either be physical or financial, 

(Masa, Imegi and Akenbor, (2012); Ollor, (2019).  Employees work very hard 

to take care of the physical assets. They keep both the physical assets and 

the environment clean. They wash linings and dust furniture regularly so as 

to maintain and make them last longer. House Keepings are well carried 

out. Employees work directly with Guests and so revenues are collected 

directly from the Guests after services and same passed on to the 

Administrator for banking. Guests appreciate the services of the 

Employees especially when their services are good. When Employees are 

Happy, everyone would appreciate their services. Employees have to be 

taking care of effectively for the company activities to move smoothly; 

neglecting employees could mean neglecting the business, (Ollor and Tom, 

2020). 

The security would need to be reviewed in the sense of their pay to ensure 

adequate protection for valuable resources such as, assets, personnel, and 

most importantly, the Guests and their valuables (Cebekhulu, 2016). 

Protection must be provided for all the people in the Lodging facility and in 

fact, in all Hotel Industry. Effective security measures in Lodging facilities 

could play a significant role in the protection of valuable assets internally 

and externally (Cebekhulu, 2016). 

i) Physical Protection: 

Physical protection could in the province of the security 

Department. Lodging Administrator hires the best Security for the 

Industry. The Employees oversee the Physical protections of firms’ 

items. Burstein, (2001) states that the security's overall aim is to 

protect and conserve an Inn's Assets, provide for the reasonable 

protection of its Guests, Staff and prevent losses and not just 

crimes. 

ii) Financial Protection:  

According to Mill, (2006) Financial Management is becoming more 

important in the running of Hotels Establishments. In addition, The 

Controllers are becoming more involved in Hotel operations. Ollor, 

(2019) stressed that Employees work on the directions of the 
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Controllers to realize the purpose of the Hotel operations. The most 

important accounting and finance skills needed are identified as 

those related to internal control, budgetary control, analysis of 

financial statements, and preparation of budgets, (Masa et al. 2012; 

Ollor, 2019). 

2) MANAGING SUPPLY AND DEMAND 

In Managing Supply and Demand in the Hotel Industry, supply of Hotel 

rooms are fixed; while, the demand could vary, (Ollor, 2019). The tasks 

of managing supply and demand would normally fall on the Marketing 

Departments of Hotels. If the Marketing Employees could create 

Demand for the Establishments, they should in turn, be recognized and 

rewarded from time to time for performing diligent and efficient duties, 

(Ollor and Tom, 2020). 

When it comes to maximizing Hotel’s revenues, supply and demand 

would be cleverly implemented. The Supply and Demand puzzle could 

be regarded as the price. According to Site Minder, (2019) if the Lodging 

Administrator would not be using fluctuations of price for its advantage; 

then there shouldn’t be any need going into it. When the Demand and 

Supply Techniques are utilized; it would mean that all the rooms have 

been occupied; and these would keep all the Employees working round 

the clock.  

Marketing is the process of planning and executing the conception, 

pricing, promotion and distribution of ideas, goods and services to 

create exchanges that would satisfy individuals and organizational 

objectives, (Mill, 2006). According to the author, Marketing Department 

could carry out the following: Marketing Audit could be conducted, 

Target Markets could be Selected, the Establishment could properly be 

positioned, Marketing objectives determined, Action Plans developed, 

and the plans monitored and evaluated; these  activities would drive the 

Establishments toward Managing Demand. The Lodging Administrators 

could employ these Supply and Demand activities when boosting of 

Hotel revenues become eminent, (Site Minder, 2019). 

3) INCREASING INCOME 

In Increasing Income, Lodging Administrators would be involved in 
budgetary matters. They coordinate, supervise, and operate profitable 
Lodging business. They keep track of many activities involving Staff 
schedules and budgets in order to prevent loss and hence, making 
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lodging facilities profitable. The goals of Lodging Administrators could 
involve keeping tracks of how much money the establishments make 
and spend; and could in turn motivate, recognize and reward the hard 
working employees. But, if we may ask, would the Administrators 
remember that they have the responsibilities of recognizing and 
rewarding hard working Employees when they have increase in revenue, 
(Ollor and Harry, 2020)? According to Mill, (2014) tasks could become 
more complex as the size of Establishments increase; and should be 
done in order to ensure business continuity. Hard working and 
energized Employees are the ones to bring the tasks to completion. 
Achieving Income Increase: 

i) Revenue Maximization:  

In revenue maximization, according to Mill, (2014), satisfied 

Guests spend money in the Lodging facilities and in doing so, 

income are realized which could be Sales minus Cost; and so, 

income is increased when revenues are up and/or when cost 

goes down.  

For most Hotels Establishments, room sales make up the 

largest source of revenue, (Ollor, 2019). Lodging should be 

the focus in dealing with increasing income through Revenue 

Maximization, (Mill, 2014). 

ii) Cost Minimization:  

Mill, (2014) have stressed that Hotel operations could incur 

costs during developments and constructions; including 

operations, renovations, and modernization. Also, designs of 

Hotels could have significant impact on both the cost and the 

management of Hotels; and could be controlled through 

systematic programs of maintenance management, energy 

management, and linen cost controls, (Mill, 2014). 

4) INCREASING EMPLOYEES PERFORMANCE 

Performance refers to the right person applying the right effort to the 

right job in the right atmosphere in the right place at the right time, 

(Jones and Lockwood, 2002). According to eZee, (2018) allocating the 

right jobs to the right persons improve performance. Bullock, (2013) 

stated that performance management strengthens organizations and 

therefore defined performance as the overall expected values from 

employees’ behaviors carried out over the course of set period of time. 
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Ollor and Tom, (2020) have stressed that when employees are not 

recognized and rewarded adequately, they will render poor services; 

which might not be beneficial to the establishments. Hence, there might 

be reduction in productivity and profitability of the organization.  

Lodging Administrators, with their responsibilities as imposed on them, 

should have the understanding of the mindsets and strengths of 

Employees and understand what how to encourage Employees. As 

Lodging Administrators, supervising and seeing the job performance of 

employees; be selective in assigning tasks to employees as this could 

guides and motivates Employees in the right direction. Leadership and 

mentorship could be one of the must-have traits in Lodging 

Administration. Lodging Administrator must be open to accepting 

suggestions in order to increase employee performance which would 

improve on their efficiency and inputs, (eZee, 2018). 

According to Robert, (2006) a Lodging Administrator could achieving 

results through the use of people most suited to the task and in a way 

allow them to meet their own needs while helping to reach goals. 

5)  IMPROVING PRODUCTIVITY  

Lodging Administrators must establish good working relationships to 

ensure a productive work environment. They must assign duties and 

schedules shifts to workers to be sure that the lodging facility is kept 

efficient, (careerexplorer, 2019). The Lodging Administrator must confer 

and cooperate with other Administrators to ensure coordination of 

activities, (Ollor, 2019). According to Mill, (2006) a Lodging 

Administrator has the task of implementing new technologies and be 

current with new regulations in order to improve productivity of 

Employees and the level of services offered in the Establishment. 

Productivity could be improved through better workplace designs which 

could be through improved work processes and through better 

employee scheduling, (Ollor and Tom, (2020). Mill, (2006) emphasized 

that a coordinated approach in these three areas: Implementing new 

technologies, Being current with new regulations, and the Level of 

services offered in the Establishment, would result in reduced inputs and 

increased outputs which would lead to improved productivity and 

greater income, Mill, (2006). 

6) MANAGING CUSTOMER SERVICE 
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According to Mill, (2006) Employees interact with Guests as they render 

services to them. The responsibilities of each and every departments in 

the Lodging Establishments could directly or indirectly be in contact 

with Guests; and could interact in one way or the other. These 

Employees contribute to managing Customers’ Services. The Lodging 

Administrators must have good Customer-Service Skills when dealing 

with guests. Satisfying Customers’ needs are critical to any Lodging 

Establishments’ success as these would ensure Customer Loyalty, (Ollor 

and Efemena (2019; Ollor and Olaleye, 2019). Lodging administrators 

also would need strong interpersonal skills as they interact regularly 

with many different types of people (Careerexplorer, 2019; Ollor, 2019). 

The authors further stated that, Human Resource systems could be 

developed and Lodging Administrators could hire employees who 

would possess Service Performance Skills. The Employees would need 

to be trained in behaviors which would likely produce Satisfied 

Customers; and Employees’ Jobs designed such that, Employees are 

motivated positively to the satisfaction of the Guests. 

7) MANAGING QUALITY 

Managing quality could be one of the major factors for managing guests 

in the Lodging Establishments. Managing quality would be made 

possible when Administrators play their parts effectively by relating 

positively with the employees who would in turn work directly with the 

guests. Burstein, (2001) is of the view that Managing Quality could occur 

if the Administrators’ responsibilities are attended to, as Quality is the 

responsibility of all the Departments. Quality could be defined as the 

consistent delivery of individual services. According to Kapiki, (2010) 

Managing Quality should be critically important in the Hospitality 

Establishments. Lodging Administrators must be sure that the Lodging 

Establishments are clean, comfortable, and operational for the Guests; 

and should also ensure that Standards for Guest Services, decor, 

housekeeping, and food qualities are met.  

 
Adequately trained Employees in Quality Service etiquettes would surely improve 

Service Quality. Hayes, Ninemeier and Miller,  (2014); Ollor, (2019) postulate that 

creating values for Guests would lead to retention of Guests successfully, by 

making sure of consistent delivery of products and Guests’ Services according to 
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expected Standards. According to Mill, (2006); Ollor, (2019), need analysis should 

be done to determine whether Quality issues exist or not. This could be done to 

draw the attention of the management to the cost of not doing things right which 

might be necessary to calculate the cost of an error.  

 

CONCLUTION 
In conclusion, Lodging Employees work very hard in receiving Guests with good 
will and liberality. They work tirelessly to ensure that the Guests are well taking 
care of for the betterment of the Establishments; but, sad that they receive little 
or no recognition or Reward for their Services. Guests’ receptions and services 
could determine if Guests would come back which could ball down to how 
employees are treated by the Lodging Administrators.  
 
RECOMMENDATION 
Employees should be rewarded and treated adequately so that they would render 
Quality Services to the Guests; which would in turn be beneficial to the 
Establishments and so, productivity and profitability of the organization would be 
assured. 
The responsibilities of the Lodging Administrators should reinforce their 
responsibilities and ensure that they recommend Employees’ for possible 
effective recognitions and rewards to the management of the Lodging 
Establishments.  
Employees should be positively re-enforced by the Lodging Administrators, so 
that Employees would put in their best to ensure that adequate attentions are 
paid to the Guests for the Services they paid for. When Employees are well taking 
care of, Guests would be encouraged for repeat visits.  
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