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Abstract

The principal aim of my thesis is particularly intent on topical situation of hotel industry in Great Britain and comparsion of Runnymede Hotel & Spa and Thurlestone Hotel. I would like to get across my experince of working abroad in high quality service hotels. This thesis is devided into two parts. In the first part I have described above all hotel industry like an important part of travel industry and many other aspects such as hotel groups we can find in UK or effects that can influence this sphere. The second part includes comparison of two different type of hotel and my own experience gained through my job there. 
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Abstrakt:

Hlavním cílém mé práce je především zaměření se na aktuální situaci hotelového průmyslu ve Velké Británii a také srovnání hotelu Runnymede & Spa a hotelu Thurlestone. Chtěla bych předat touto prací mé zkušenosti získané během práce konané v hotelech s vysokou kvalitou služeb. Tato práce je rozdělena do dvou částí. V části první jsem především popisovala hotelový průmysl jako důležitou část cestovního ruchu a mnoho dalších aspektů jakými jsou například hotelové skupiny, které lze ve Velké Británii nalézt nebo také vlivy, které ovlivňují tuto oblast. Druhá část obsahuji srovnání dvou různých hotelů a mé vlastní zkušenosti získané během práce těchto hotelích.

Klíčová slova: hotelový průmysl, služba, Runnymede Hotel & Spa, Thurlestone Hotel, Velká Británie
Introduction

Hotel industry is one of the part of tourist industry. From its beginnig has gone through amazing developement. At the present time people prefer delicious food and really can enjoy it. New types of accommodation establishments have came into being and it is only up to our choice where we spend leisure time. Work in one of the big number of hotels both in a position as a waiter, manager and cook is interesting. It is amazing to spend our time in these hotels as a guest. But let us try to imagine it from a little bit different point of view, from a view of employee. It is incredibly hard work to deal with people and I think not everybody can carry on this job. Therefore I am interested in hotel industry and my thesis concerned also hotel industry from a general point of view. That is why I have stated 25 best UK hotels. I was impressed, I must say, by all of them. They are all five – star hotels and differ again in many aspects, but they have something in common – they rank between the most luxurious and greatest world´s hotels. This is all the mark of success and effort which people can achieve. In another part I have concentrated on two hotels where I worked. 

With a regard of that I could not manage to get hold of any publication to writing of thesis in library or any other places, I had to try  to find most of information from Internet. I conceived my thesis like a collection of my own experience combined with market research. My thesis is intent above all on interests of the sphere of tourist industry and present situation.
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1 Prelude
The topic of my thesis is Standard of hotel services in Great Britain and the aim is Collect and Analyze Information on Two Hotels of Different Type in Great Britain. I have chosen this topic mainly from the reason, that I have been interested and working in this sphere, thus in hotel industry. I studied secondary school in Velké Meziříčí with specialization in hospitality. Thanks to this school I had opportunity to take part in summer training abroad in Great Britain in the end of the third year – class. This training or just a summer job I carried out in a four – star hotel Runnymede Hotel & Spa, which is situated in area Surrey distant about 40 kilometres from pulsuting London. At that time I was only eighteen years old and at the same time it was my first job abroad at such a distant country. At which time it was my first experience to comunicate with english – speaking people. In this hotel I was working in the position as bar attendant. 
After several years later, when I have already studied at the College of Polytechnics in Jihlava I took part in semestral training in Great Britain also in the hotel. The location of this hotel is in a part of England called Devon in a small village Thurlestone. It is also four – star hotel, which is situtated just a few metres from sea. I was working there as bar attendant again  for four month. In my opinion, this was the most productive and useful training I could go through. I have improved essentially my language knowledge and had as well possibility to get in touch with new people. I am going to write in details about this and my previous training and above all about hotels where I was working in a practical part. 

In teoretical part I will purpose to write about hotel indurstry in Great Briatin particularly from a general point of view. I would like to mention further hotel chains or groups in UK, next UK rating system and innovation, which make smooth system functioning easy. Afterwards I would like to focus in service, that is arranged for guests in hotel and the way how would be provided to the customers, I want also point out its basic aspects and first of all characteristics. It is very closely associated with topic top complaints. It is concerned the promblems appearing in hotel we should avoid and that we could find out through questionares designated specially for guests. Since I was always taken by hotel industry, I was also interested in situtaion in this sphere of tourist industry during economic crisis and in particular in Great Britain. After it I would like to state hotels taken for the best ones in England. And in the very end I introduce news and interests from hotel industry. 
2 Hotels and other accommodation careers – about the industry, about hotels in UK
In the very beginng I would like to write about the hotel industry generally. I want to describe this kind of industry as an important part of a travel industry which provide accommodation in many different ways. 

Hotels and other accommodation vary as the many family and business travelers they accommodate. The industry include all types of lodging, from upscale hotels to recreational vehicles (RV) parks. Motels, resorts, casino hotels, bed – breakfast inns, and boarding houses also are included. In fact, in 2004 nearly 62 000 establishments provided overnight accommodations to suit many different needs and budgets.
The establishments are different in size and of course in the service they provide. Hotels and motels comprise more establishments. They mostly offer and tend to provide more services than other lodging places. We can vary five basic types of hotels – commercial, resort, residential, extended stay and casino. Most hotels and motels are commercial properties that provide catering mainly to business people, tourists and other travelers who need accommodation for brief stay. Commercial hotels and motels are usually situated in large cities or in suburbs. They are not seasonal accommodation, they operate for all year round. Larger properties can offer a variety of services for their guest, including a range of restaurants, and beverage service – from coffee bars and lounge counters to cocktail lounges and formal dining in restaurants. Some establishments can offer, mainly in large hotels, different kind of retail shops, such as gift boutique, newstands, drug and cosmetic counters, barber and beauty shops. An increasing number of full – service hotels now offer to their guests to take advantage of using of laundry service, swimming pools, fitness centres or health spas.
Larger hotels and motels often have banquet rooms, exhibiton halls, spacious ballrooms for the opportunity to accommodate conventions, bussines meetings, workshops, wedding receptions and other social gathering. Conventions and other business meetings are an important source of revenue for these establishments. Some commercial hotels are known as conference hotels. They are fully equipped and designed for meetings. They provide audiovisual and technical equipment, a business center, and banquet services. 

Resort hotels and motels offer luxurious surroundings with a lot of different recreational facilities such as swimming pools, golf courses, tennis courts, game rooms, and health spas. In these accommodation are also planned social activities and entertaiment. Resorts are mostly located in vacation destination or near natural setting. These places can be mountains, the seashore, theme parks, or other attractions. We have to also take into consideration that the business of many restorts depends on economic conditions, weather and more aspects. Some resort hotels and motels provide additional convention and conference facilities to encourage customers in order they combine business with pleasure. During the off season, many of these establishments are dependent mainly on conventions, sales meetings, incentive tours therefore to fill their empty rooms. In some cases resorts close for the off – season. I can mention for instance seaside resorts in Italia and other restorts.
Residential hotels provide living quarters for permanent and semi permanent residents. These hotels combine the comfort of apartment living with the convenience of hotel services. Many have dining rooms and restaurants. They are also opened for residents and general public.
Extended – stay hotels combine features of a resort and residential hotel. Typically, guests use these hotels for a minimum of 5 consecutive nights. These facilities usually provide rooms with fully equipped kitchens, entertaiment systems, ironing boards and irons, office space with computer and telephone lines, fitness centres, and other amenities.
Casino hotels provide lodging in hotel facilities with a casino. The casino provides table wagering games and may include other gambling activities, such as slot machines and sports betting. Casino hotels generally offer a full range of services and amenties and also may contain conference and convention facilities.
In addition to hotels and motels, bed-and-breakfast inns, recreational vehicle (RV) parks, campgrounds, and rooming and boarding houses provide lodging for overnight guests. Bed-and-breakfast inns provide short-term lodging in private homes or small buildings converted for this purpose and are characterized by highly personalized service and inclusion of breakfast in the room rate. Their appeal is quaintness, with unusual service and decor.

I would like to also mentinon RV parks and campgrounds, which cater to people who enjoy recreational camping at moderate prices. Some camps provide accommodation, such as cabins and fixed campsites. 
Other short – term lodging facilities in this industry include guesthouses or small cottages, youth hostels – occupied mainly by students. Also included are roaming and boarding houses. These establishments also may provide services such as housekeeping, melas and laundry services.
In recent years hotels, motels, camps and recreational and RV parks fused with national chains have grown rapidly. National corporations own many chains.While economy chains have become more prevalent, the movement in the hotel and lodging industry is towards more extended-stay properties. In addition to fully equipped kitchenettes and laundry services, the extended-stay market offers guest amenities such as in-room access to the Internet and grocery shopping. This segment of the hotels and other accommodations industry has eliminated traditional hotel lobbies and 24-hour front desk staffing, and housekeeping is usually done only about once a week. This helps to keep costs to a minimum. All-suite facilities, especially popular with business travelers, offer a living room or sitting room in addition to a bedroom. These accommodations are aimed at travelers who require lodging for extended stays, families traveling with children, and business people needing to conduct small meetings without the expense of renting an additional room. Increased competition among establishments in this industry has spurred many independently owned and operated hotels and other lodging places to join national or international reservation systems, which allow travelers to make multiple reservations for lodging, airlines, and car rentals with one telephone call. Nearly all hotel chains operate online reservation systems through the Internet.(1)
2 About hotels in UK
Why should we visit the United Kingdom ? There is actually no sea we can spend so much time like in other much more interesting and favourite places like Italia or Spain. Of course there are a lot of sights we can come to see but not so gorgeous or charming like in France – Paris or in Italia – Rome. But after few stays in this country I had oportunity to get to know this land from a little bit different point of view and definitely changed my opinion in this land.
When I visited England for the first time, I was not a tourist but a student who went there for training to hotel located in Surrey area. I remember how much I was impressed by that hotel, by the people who were working there. Second vistit has not changed my opinion at all even if I stayed in a different kind of hotel, this time in area Devon. 

I think the United Kingdom is an interesting place to visit, mainly because it consists of different nations and territories – England, Scotland, Wales and Northern Ireland. London definitely belongs to a very popular destination for travelers. Personally I think London is a nice city, but I prefer an english countryside to busy city. London is so dirty and too commercial. I can compare it now, because I was working in different hotels. They were situated near London and in the countryside near sea. 
The culture and travelers notice that English is dominant language, although other languages such as Scottish or Irish are generally known too. While this is generally very welcoming to travelers, it should be noted that there is somewhat of a downfall to the United Kingdom for tourists. Inflated prices will make the cost of an average day of traveling easily $100 or more. This is largely based on region, however, and some regions can cost much more than this. This is somewhat due to the fact that the United Kingdom generally has some of the highest wages in the area – good for locals but bad for tourists. 

In the future I would like to go to England not for job but just a tourist. It would be so great to stay in one of an english hotel to recognize this land.
The United Kingdom will be sure to please most travelers, as it offers many types of interests. By far, the most attraction will most likely come from tourists who like to have a night out on the town and go to clubs. Fun isn’t hard to find in the United Kingdom, the problem is usually paying for it. As we definitely know pound is still the strongest currency, so we have to realize that stay and fun will for us quite expensive. Definitely visiting this country reallly worth it.(2)
3 Hotel groups, hotel chains
In this part I would like to intent on hotel groups or chains we can find in UK.
Alpha Hotels Ltd

Alpha Hotels Group provides comfortable and affordable hotels in perfect central locations in the heart of London near famous tourist attractions. All rooms have TV with free satellite channels, tea/coffee making facilities, radio, telephone, and not to forget the complimentary breakfast .
Arinza Star Hotels Ltd

The Company was established in 2003 and already is managing three hotels. This proves Arinza Star Management stands for quality and Service. Below is the list of hotels currently under management.
Brend Hotels
The Warmest of West Country Welcomes...
These owners is the Brend Family, Devon and Cornwall's leading hotel group.
Britannia Hotel

These hotels are located mainly in the city centre, in the airport, in the country or seaside. They are usually  situated near motorway networks, stations and airports with transfers from the airport, hotels have all the facilities for the business traveller. They also offer their customers convenient prices for acommodation.
Butterfly Hotels

Citadines

The Citadines chain, the leading name in Apart'hotels, offers fully-furnished studios and apartments, including standard hotel services, plus optional extras for one night or several days.

City Inn Ltd

A new idea in City Centre Hotel. New buildings, new thinking. The idea of this hotel group is: „Not just places to sleep. Places to live. Places to work. Places to dine. Places to entertain.“
Corus Hotels
Hotel group Corus hotel offer their guests in the first place comfort and friendly welcome.
With hotels from Scotland to the West Country this hotel group is in Britain's favourite places.
Dolby Management
Purpose-built modern hotels offering the best value for money with a warm and friendly atmosphere. Located in the north-west of England.

Elegant English Hotels

The people who likes travelling or decide to go to London for business, they find accommodation in Elegant English Hotels in the Royal Borough of Kensington & Chelsea. The Gallery, Gainsborough and Willett Hotel are supremely positioned for London's cultural attractions, fashionable Knightsbridge, the backwaters of Chelsea and Earls Court and Olympia exhibition centres.Charming guest rooms, courteous service, delightful prices and superb locations: Elegant English Hotels in London.
Elizabeth Hotels Ltd

This hotel group introduce COMFORT, CHARACTER and QUALITY - these words are credo, and in addition to their properties offer friendly and attentive service, and that all important, "Home from Home" atmosphere. They do their best to make stay for guests enjoyable.
English Rose Hotels Plc
Euro Hotels

The Euro Group of companies has been established for over 30 years and is now one of the largest hoteliers in London, specializing in providing budget hotel accommodation within the London area. Each hotel is distinctive in style and character. To the south of the river Queens Hotel (the largest in the Group) offers the biggest conference and banqueting venue in South London. Built for the Great Exhibition at Crystal Palace in 1854 the building has played host to Royalty from across the world and continues to provide comfort for competitors and visitors to the Sport England athletic stadium. The Crystal Restaurant situated on the 5th Floor offers a panoramic view across London's West End.
Fardell Hotels Ltd
Franklyn Hotels And Resorts
The Stein Group was created as a hotel company in 2001 by David Stein to specialize in the acquisition, development and management of small luxury lifestyle hotels across Europe.
The Group's philosophy is to combine the very best elements of Mediterranean lifestyle with the conveniences of today's modern world. Today, The Stein Group is the leading pan-European small luxury lifestyle hotel company.
Lester Hotels Ltd

All Lester Hotels have been awarded three stars and are part of the Best Western consortium excluding the Comfort Hotel, which is a newly built modern hotel with limited services. Each property offers beautifully appointed bedrooms, and the Best Western properties provide comprehensive conference & banqueting facilities and a quality dining experience.
London Town Hotels Ltd

London Town Hotels bring an excellent range of good value central London hotels with up to the moment facilities and a reputation for a high standard of hospitality.These hotels in central London vary from very latest contemporary style hotels - Quality Crown Hotel Paddington and Country Inn & Suites Kensington - to elegant townhouse hotels style hotels - such as Quality Hotel Hyde Park (formerly the Quality Hotel Paddington) and Comfort Inn Bayswater. Each of their hotels is a part of a major worldwide chain and is close to tube stations for very easy travel around the capital.
Macdonald Hotels

From Peterhead in Scotland’s North East, to Plymouth in the South West, Macdonald Hotels have a location for their guests. Many hotels are set in acres of private grounds ranging from country meadows, to wooded parkland, from formal gardens to loch-side settings.
Peel Hotels
All of the range of 3 & 4 Star hotels will fulfill all requirements for business, conference, vacation, convention or holiday travel 
Premier Inn

Premier Travel Inn is the UK's biggest hotel chain with over 480 great locations across the country. At Premier Travel Inn customers can find comfortable, well-equipped bedrooms and en suite bathrooms.
Purple hotels
Richardson Hotels Ltd
Sarova hotels Ltd

This hotel group introduce their guests a unique range of locations from the centre of London to the tranquil Worcester countryside.
Somani Hotels 
Splendid Hotels is a hotel chain situated in selected locations in central and outer London. Within our hotel group are Holiday Inn, Express by Holiday Inn, Comfort Hotels and Best Western each of the hotels meeting the high standards required by the brand name.
Spring Park Hotels Ltd
Umi Hotels
Umi introduce a new concept of hotels. The aim of this hotels group is in the first place to offer some of the best London hotel accommodation, with excellent service and facilities. I tis situated in a quiet garden square in famous Notting Hill Bayswater area, this central London hotel offers leisure and group accommodation, as well as the best business accommodation and facilities in the area.(3)
4 UK hotel rating system
New UK hotel rating system has been introduced to public in 2007. In the past was quite difficult to distinguish different kinds or types of hotels. For instance what is the difference between a four-star hotel and a four-diamond hotel? After so many years of baffling travellers with various symbols and criteria, UK accommodation ratings finally are getting simpler. That is why in 2007 were released and now a nation new guidebooks that changed in the first place to a standardised grading system for all hotels in Scotland, England and Wales. 
The new ratings are based on a five-star system and see all grading bodies following the same criteria for the first time. Visit Britain, Visit Scotland, Visit Wales and the AA are joint partners in the project and have spent 2006 applying the new rules to their inspections. (4)
4 National standards scheme
After years of disagreement, the AA(annual assesment) and the national tourist boards (except Northern Ireland) have standardised the assessment of hotels and other guest accommodation. Overseen by Visit Britain, the system which was introduced in 2008 gets rid of guest accommodation diamonds and replaces them with stars, previously only used for hotels. These star ratings are based on a lengthy set of criteria called the ‘National Quality Assurance Standards’.
4 Star-grading for hotels and guest accommodation
· One star: simple, practical, no-frills

· Two stars: well-presented and well-run

· Three stars: good level of quality and comfort

· Four stars: excellent standard throughout

· Five stars: exceptional and luxurious

As the time is changing, it was important to come up with new categories. The “metro hotel” has been introduced for somewhere centrally located in a town or city, which provides all hotel services but not may run a restaurant because it is not cost – effective.
4 Accommodation in Northern Ireland
The Northern Ireland Tourist Board, Discover Northern Ireland, operates a statutory scheme to assess minimum standards for all guest accommodation. This includes a building inspection, management and staffing assessments and health and safety checks. The classification star-rating system is voluntary, with one to five stars awarded to hotels and one to four stars to guesthouses. B&Bs are not given a rating – the Tourist Board lamely advises customers to look at the B&B advertisements on its website or brochure before booking.(5)
5 Defining a service
Before we want to promote or advertise our product or service, we should do some research and decide what exactly we want to offer. At the present time there is so much stress and competition on quality service…but what exactly do we imagine under expression „service“? The term service can have different meaning and interpretations, but it depends on the user – Is it he way a company or clerk answer our questions? – Is it the way the product is delivered? Is it the way a complaint is registred and sorted out? Is it the way the product can be used? Is it the behaviour and attitude of the employees? What exactly is service? So as we can see, there are so many meanings and I think it is quite important to clarify this term.
We can divide the service concept into four main categories:
· The product itself 

· The quality and service attributes that back the product 

· The employee as a product 

· The intangible service. 

In order to get more customers and maintain them, it it important to know what we are actually selling and of course the promises we are giving to our customers. First of all we should do market research and prepare our specific class of product and service. We must not make any promises provided everything is well organized to realize them.Today´s customer is more demanding customer. We have to do our best to find out customer´s wish and desire. Our credo should be: What we offer the customer is what the customer expects.
The customers expects the product to: 

· Answer customers´s needs 
· Be priced reasonably 

· Have an aesthetic/attractive appearance
It is needed for product to have appropriate quality and service attributes. The customer expects the product to have the following good qualities. First of all we ask for the product to be available, for instance in a hotel. When we need a product as our favourite wine or food and service as imediate service from porter when we arrive to the hotel. Then we can expect the product to be durable/fresh. When I take it from a view of hotel restaurant, the most important for us is getting fresh food and drink. We prefer a product or service if it is easy to use and easy to locate it. The product and service must be safe as well. We expect of course, that the service and product providers will give us clear explanations or the service and product will be accompanied by a clear operating instructions. And the last character the customer definitely expects to be offered them good value (value as being the quality of the product and the service in relation to the price paid). 

The customers regard employees as our product, from whom the folowing qualifications. First of all we expect broad general knowledge. For instance when I was working in a hotel in UK as a bar attendent the guests did not expect not only knowledge about the food, drinks in the bar, but they wanted to know local attractions in surrounding, or interest about the hotel and many other things. Then follows know – how. We have to know how to deal with the guests in case of problems or we should know how to attract more guests to the hotel – to put discount on hotel rooms, or hold some drink party for guests in (drinks are free!). The gusets appreciate peoples´ skills and qualification. When I decide to stay in a luxury hotel – four star hotel, I expect the employees are professional in their specialization. If I want to order some sort of wine in hotel restaurant, I would like to have some recommendation from a sommelier. People skills are very closely connected with technical skills. The competition awarness is very important. Our hotel and empolyees want to be the best of all. We want to be unique and mainly we want to differ from our competition, that´s why so many customers will visit us and stay in our hotel. The other qualification customers expect are for example positive attitude, involvement, motivation and loyality, cultured language, salesmenship or sense of ethics. Team spirit is essential. I can say this from my own experience. As a bar attendant in hotel I had opportunity to work with great people – we were team and customers notice that and work was done really properly, I definitely enjoyed that. But when I worked between people who took this work for competition – who is better, I did not have any support and help, I feel so stressed and nervous. To be initiative, then to have an ingenuity and punctuality are needful for us to be good at work we want to do really properly. To be a good employer we have to have sense of responsibility. Our employer rely on us, that we do our work proprely, then he can trust us when we operate with money or we behave ourselves. Professional presentation belongs to another characteristic which is expected from us. It is our appearance, behaviour, dealing and solving problems. 
The intangible service is as important to the customer as the product itself. It is experienced the moment it is delivered - before, during, or after a sale. It cannot be recalled. It is the most difficult to define, but for practical purposes we can categorize it as follows: 

· attention to the customer 
· courtesy
· an atmosphere of hospitality
· employee's knowledge of the product
· helpfulness / assistance to customers
· an interest in customers' opinions and feedback
· complaints resolution
· company policies that work for customers and not against them
· order and cleanliness  (6)
6 Hotel complaints – Top hotel complaints that travelers write about
In the following part of my thesis I am writing about top hotel complaints, that travelers write about. I have seen the article about this topic in foreign website and I must say I was quite interested in it. Mainly therefore I was working in hotel in UK and came across a lot of problems. Sometimes we had guests difficult to please and not everytime they were really satisfied with our service. It was really important to know how to deal with them in paticular situation and face up to the problem. It is always necessary to be patient and obedient. That is why always when they arrived to the hotel they got a questionare – comment card. It was for us an extremely useful tool in helping us find out the customer´s views and ratings of all our services.  And I think in every hotel they do their best to sort out the problem as quickly as it possible. They definitely should not ignore complaints if they do not loose their future and present customers. Our aim is to prevent complaints more trainig with start and speaking to them. The following complaints are taken for the most usual. 
6 Top Traveller complaints
Bed Bugs
The first complaint is taken for a very serious complaint and one that the hotels dread. These horrid creatures can be found in carpets, woodwork, beds and travellers luggage. They can last up to one year without your blood as food. We should check out the sheets for small specks of blood, we should also pull back the bed sheets and check the mattress seams and bedside drawers for signs such as the bug itself or minute small black droppings or dried blood. 
Dirty Hotel
There is nothing worse than a dirty unmaintained hotel. It is definitely concerns both the inner area and surrounding of the hotel. It is needed to be invested in a maintance. The first impression the hotel guest get when they arrive to the hotel, it is followed by entering to reception. We always notice in a restaurant the equipement – tables and chairs, tablecloth etc, in a hotel room – bed and sheets, bathroom. The customers will never come back to the dirty and shaby hotel
Unhelpful staff
Now here is a hot potato ! In this part it is meant very important part on which depend how much guests are satisfied in our hotel.The guests expect from hotel staff a good service. When they stay in a luxury hotel they want to feel there well and definitely they do not pay low price for their stay. Mainly on staff depends if our customers come back to our hotel again.
Noisy room
It can be another problem in hotel. But as I can remeber in our hotel I have never heard this kind of complaint. The guests respect each other and do their best to keep quiet. Of course in the hotel there stayed families with small children when was quite difficult to be quiet and on the other side elderly couple who wanted to enjoy their stay in a quite place. But as I have already meant there was respect in both sides.
Overcharged
It is surprising how many travellers do not check their items bill when checking out. Extras such as a paid movie or a short from the minibar can go on the wrong room bill so easily. Also it is needed to be careful when at the hotel bar as the room name and number that you shouted out to the barman can now be used by an unscrupulous person to charge his drinks to.

Poor room service
I must say I had a lot of opportunities to carry out room service. It was really not favourite part of my job. In many cases people really did not appreciate it, but this opinion is of course from my point of view. Not every time staff behave thmeselves, they forget about the room service or bring food, drinks or any other items after a long time.
Overpriced Phone charges
Minicab scam
This for sure applies to London but probably happens all over the world too. You ask Reception to book you a taxi to the airport on check out morning. He uses his "friendly" unlicensed or private hire driver service who add a commission on for him which you pay for !
Inaccurate star rating
The problem in London is that there is no single regulatory body which controls star ratings. It is therefore possible, in fact probable, that many hotels decide themselves what star rating to be. The main discrepancies lie in the one to three star range. There is a budget hotel in Paddington at the moment that has after many years decided to replace the 70's bedroom furniture with Ikea products. No problem there until they therefore decide to up the nightly rate by 20 pounds and ( this is the bit objected to ) call the rooms "DELUXE". (7)
7 Economic downturn 
26 March 2009: The UK hotel industry did not escape the effects of the global economic downturn in 2008 and another difficult year lies ahead in 2009, although a number of international events and the decline in the value of Sterling may soften the impact, according to Hotel Britain 2009, PKF’s definitive guide to the performance and prospects of the UK hotel industry.
The report reviews the performance of 548 hotels representing over 88,000 rooms across both London and the According to Robert Barnard, Hotel Consultancy Services Partner at PKF
 Accountants & business advisers, UK hotels face a challenging year in 2009 due to the deepening economic downturn. However, exceptional growth in the market over the last five years does give the industry a strong starting point and international events, new concepts and further investments may soften the impact. 
Robert said, “There is no doubt that there are challenges ahead, but while this 2009 edition of Hotel Britain is the gloomiest yet, there are important positives to remember regions“. 

“The UK is hosting a number of international sporting events in 2009 such as The Ashes and the ICC World Twenty20 and these may boost UK visitor numbers. “Equally, Sterling has dropped to record lows against the Euro and the US Dollar and this should encourage visitors from both Europe and North America who, in the last few years, have avoided the UK due to the strength of Sterling. “The North American visitor market to the UK may also be buoyed on two fronts by the appointment of new USA President Barack Obama: firstly, because we are no longer in an election year when most Americans tend not to travel; and secondly, by aiding consumer confidence which may encourage people to travel. “Finally, while the luxury sector is slowing, the budget end of the spectrum is still reporting positive results and both Premier Inn and Travelodge have aggressive development plans for 2009.” (8)
8 25 Best Hotels in the United Kingdom 
From the bustling cities of London and Glasgow to the beautiful countryside, the UK has an fascinating amount of hotels and resorts worthy of being called “world’s best.”That is the judgment of the expert panelists who chose the best hotels in the UK for Forbes Traveler. Which of these establishments is number one? Forbes Traveler did not rank them, instead of that the specialists had their own imagines and exact panel to choose the best places. The best places has been choosen on the basis of man factors such as room quality, servic, decór and location. Their main aim was making their own collection much more than list, it was very important for them to be a real resource, a place travelers and tourists to find the absolute best place to stay and could come back again. They did not only choose them, but they had as well professional travel writers who have stayed in those hotels and could make the exact imagine on them – they had opportunity to spend time in particular room, they have been served and etc. These writers have not been provided complimentary rate.
The Balmoral
Edinburgh, Scotland – an Edwardian grand hotel
Bovey Castle
Devon, England - bulit in 1906, especially recommended for golfers and hikers and anyone who likes old-fashioned elegance à la the Orient Express

The Cadogan
London, England – historic hotel situated in the middle of Knithbridge´s Sloane street, bulit in 1887, it is closely connected with famous people as Oscar Wild or Lillie Langtry, "close friend" of King Edward VII
Chewton Glen
Hampshire, England – country – house hotel oppened in 1966
Claridge's
London, England – it is a temple to 1930s Art Deco, connected also with a famous chef Gordon Ramsey 
The Connaught
London, England – hotel, where each guest is introduced the typical english atmosphere and style of gentleman´s club
Covent Garden Hotel
London, England – former hospital, now hotel situated an area known for its colourful traffic – free streets attracts many famous people 
Cowley Manor
Gloucestershire England - known for its world – class spa, probably was an inspiration for Lewis Caroll to write Alice in Wonderland
The Orchester

London, England – renovation in 2003 
Dukes Hotel
London, England – an urban hotel, the interior bulit in Victorian style
Four Seasons Hotel London
London, England – luxury hotel situated in a heart of the city of London
The Gleneagles Hotel
Perthshire, Scotland - built in 1924 by the Caledonian Railway Company, recommended for those, who loves golf, there is also Victorian garden and Michelin – starred
 dining is guaranted
The Goring
London, England – situated very close to the Buckingham Palace
, owned by the Goring family opened it in 1910
The Grove
Hertfordshire, England – bulit in 18th century as the seat of the Earls of Clarendon, opened as a hotel in 2003
The Lanesborough
London, England – museum – size house, originally bulit as a private home changed into a hotel in 1990´s, popular with media and movie stars
Le Manoir aux Quat’Saisons
Oxford, England – 17th - century manor house
The Lowry Hotel
Manchester, England - taking its name from the renowned painter L.S. Lowry (best known for his matchstick-men pictures), the Lowry opened in 2001, Manchaster´s first five – star hotel
Lucknam Park
Bath , England – located very closely to historic spa town of Bath
Mandarin Oriental

London, England – formerly known as the Hyde Park Hotel, located in attractive area of London
One Aldwych 
London, England – little inn situated several miles of the city center of Glasgow
One Devonshire Gardens
Glasgow, Scotland
The Ritz, London
London, England – „this is a classic London where tie and jacket are must“
The Royal Crescent Hotel and Bath House Spa
Bath , England – this building is a beautiful example of 18th century Georgian architecture
Soho Hotel
London, England - opened in 2004 between Dean and Wardour streets, right in the heart of energetic Soho
The Stafford Hotel
London, England  (9)
9 News from hotel industry
Six – star hotel in Scotland
Six – star hotel Argyle Internation will be located in a business area of Glasgow. It will be a 26 – storeyed buildnig. In this hotel will be 160 rooms, 68 suits and 2 presidential suits, and on top floor there will be the bar. We can also find there restaurant, conference hall, spa – center and banquet hall for 630. Construction should be finished till 2010. (10)
Hotels for unusual guests

The first hotel that was made from the previous prison and equipped unusually was opened in Germany. The owner of this unusual acommodation is former lawyer Michael Koll. And what can offer this hotel to their clients – single chambers with prison beds, washstands and toilet. The common showers are situated in the corridor, bar and lobby bar are latticed. The guest of this institution will pay for the room about 45 euros per night. Very similar hotels have been already bulit in Switzerland and Great Britain. (11)
Budgetary hotels become more popular

According to many researches the number of budgetary hotels grows. This type of accommodation is mostly in demand at students or at business tourists. In Great Britain the number of budgetary hotels has increased by 38%
 in last five years. The boom of this hotels is marked in China. (12)
Boutique hotel

This type of accommodation reflects intimate, luxurious enviroments. These hotels are different form large chains. Sometimes can be known as lifestyle hotel or design hotel, boutique hotel started to appear in 1980´s in large cities like London, New York or San Francisco. The hotel rooms are usually equipped in themed or stylish way. Boutique hotels are mainly small hotels with 3 – 50 rooms. The most notable boutique hotels are for example Starwood Hotels and Resorts Worldwide's W Hotels, ranging from large boutique hotels like the W Union Square NY to the W 'boutique resorts' in the Maldives to true luxury boutique hotel collections like the Bulgari collection, SLS Hotels, Thompson Hotels, Joie De Vie hotels, and The Keating Hotel, and many others.(13)
Comparsion of hotels
In the previous part I was writing about hotels in the Great Britain and hotel industry very generally. That is why I concentrate now on particular type of accommodation. Now I am going to come up with introduction of two hotels, where I had the opportunity to work. I mean to describe them from a different point of view, because these hotels differ in many aspects. I would like to compare first of all their location, local attraction, clients who stay in these accommodation, restaurants, my job as well and etc. These hotels will be described from a little bit different perspective, it will not be a description of a guest who stays in this accommodation but an empolyee who was working there. In both hotels I was working as a bar attendant. This job for me was very interesting and I could work in a hotel area and take orders, speak to guests in a different language, which was definitely for the first time very difficult. I could speak only school English, which is absoultely different. Me as an employee of the hotel had a lot of advantages. The first night in the hotel I stayed in a hotel room and we always had the posibility to taste food and drinks in restaurants, which is important, because than we could recommend to customers. The other important thing is being communicative. It was expected from us to talk to guests for example during dinner, when I was offering wine and make wine service. We as employees find out their needs, whether our service is excellent and efficent or just whether our guests are satisfied. Our aim was the guest feel in the hotel like at home. They stayed in hotel mostly more than few days. We bacame friendly faces who they meet every day and who are willing and capable to help. Because particularly on employees and their correlate cooperation depends how much the hotel will be successful and profitable. So my main aim is the analyzation of information on two hotels where I was working. These information are mainly my own experince and I would like to point out here the main difference between them. 
10 Runnymede Hotel & Spa
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Picture.1: Runnymede Hotel

It has been such a long time since I was working in this hotel. I was only eighteen years old and I should take the very first job abroad. I got this job through my secondary school, which was the Hotel school and business academy Světlá in Velké Meziříčí. At that time I was working there during summer holiday. I arrived there in the middle of June, the hotel was completely fully – booked because of the horse races in Ascot. I got the accommodation in staff house distant about 30 minutes walk from hotel. I must say I was quite scared about everything firstly. It was my first contact with english speaking people, which was the most difficult. The first day in the hotel I got complimentary dinner and non – alcoholic drinks. The folowing day started my job. Mostly I was working in a small kitchen that belonged to the bar because I have not a lot of experinece. It was actually Lounge situated next to the reception. In the morning you can get there tasty breakfast, during lunch time it is served there mostly different kinds of sandwiches. For english is typical their afternoon tea, that they can order in the Lounge. I was working there for three month and must say I was very satisfied there. I got in touch with many great people and till the present time I am with some of them in contact. Now I tend to describe this hotel from my point of view .
10.1  About the hotel 
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Picture. 2: Hotel entrance

The Runnymede Hotel & Spa is part of the largest family-owned and run hotel group in the UK. It is a four – star hotel situated on the banks of the river Thames. Its location is very attractive. It is situated in area Surrey
, personally I think this area belongs to one of the richest area from UK. We can find this hotel in a small village Egham distant about 40 kilometres from London, so it is in a suburb. From this village is a good access to London and other attractive parts of this area from an Egham train station. Definitely I must mention also an airport Heathrow, that is the biggest one in UK, perfectly situated only few minutes from hotel.  Hotel can also arrange a taxi or private car from the airport or to the airport. I would like to carry on with attractive places or events which guests can see and visit and make their stay more enjoyable. Doubtless the most visited and famous attraction is royal castle Windsor
. As I can remember I could see there the gallery and exhibiton of Queen Mary’s Dolls House, Royal carriages and presents. When the flag was hanged up, queen was in castle. It was also interesting to take part in changing of the gard, which takes place every day. There is also beautiful surrounding area. Hampton court, the palace of Henry the VII Tudor, is another place worth seeing. For those who likes spending their time surrounded by beautiful scenery have possibility to make a trip to the Savill Garden. It is one of Britain´s greatest ornamental gardens founded in the 1930´s by Sir Eric Savill. Visiters visit there 35 acres. And now I can offer popular attraction not only for family with small children but for everyone. There is over 50 amazing attractions located in 150 acres. And for those who love adrenalin is Thorpe park at their disposal. I should not also forget about sporting venue as golf that is played in sister hotel Grove, The Wentworth Club, Laleham Golf, Sunningdale Golf Club or Royal Ascot club. All these golf links are situated very close to the hotel. Horse racing is another popular venue and guests who are interested in it can visit this venue for instance in Ascot, Windsor, Kempton Park, Epsom, Sandown Park. It is taken for the world´s famous flat race meeting and definitely social event of the summer. The other sports that are very popular are rugby or polo.



Picture. 3: Map of Runnymede Hotel surrounding

I should not also forget about the history of hotel, which is connected with Magna Carta or The Great Charter. It was close to the spot where the Runnymede Hotel & Spa now stands on June 15th 1215. King John agreed to lay his seal on The Great Charter (Magna Carta), and on this site now stands the Magna Carta Memorial. This Charter is arguably the most influential document in world history.The Charter is a series of written promises between the King and his subjects, vowing that he would govern England and deal with its people according to the customs of Feudal Law. The Charter was an attempt by the Barons to stop a King abusing his power on the people of England.

10.2  Hotel description
In this part I am coming up with introduction of the hotel. In front of the hotel next to the main entrance there is a car park for hotel guests and hotel staff can arrange to park cars. It is important to know that there are also no barriers for disabled people. For wheel chair users can get to the hotel via the fixed level ramp. After entering the hotel on the left hand side there is reception, that provide a guest registration of arrivning guest or registrating guest to their rooms. Next to the reception there is Lounge where refreshments and wide sortiment of alcoholic and non – non alcoholic drinks are provided. There are also two restaurants Leftbank, that offer mainly sea food and very famous Charlie Bell´s, but about them I will write more in details in other part. For those who want to make their stay more pleasant can also use hotel facilities such as 18 – metre swimming pool, sauna, steam room. It is possible to take in the hotel dancing class or excersise in a hotel gymnasium.
10.2.1 Rooms 
Rooms are equipped with furniture in order to the top satisfaction of the guests. The hotel wants to make their stay relaxing and the biggest wish is the guests to feel there like at home. A lot of rooms have the views of the river. I would like to mention as well in room facilities such as: Tv, Wireless internet access, power shower, air-conditioning, 2 telephone lines with a direct dial telephone number and voicemail, iron & ironing board, complimentary tea and coffee making facilities, mini bar, 24 hour room service, same day dry cleaning service, trouser press, hairdryer. It is great that hotel do not forget about disabled people. For them were two bedrooms specially designed and constructed. 
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Picture 4: Hotel room 

These bedroms have facilities like:
· Wider doorways to allow easy access for wheelchair users

· A large bathroom with suitable taps, sanitary ware and grab handles

· Call assistance alarm system from bathroom and bedroom

· Fully controllable lighting and air conditioning

· Wardrobes and drawer units with appropriate access for the mobility impaired

Location of these bedrooms are next to the lift/fire escape for easy access, they are also very roomy.
10.2.2 Health and Spa
As we can read from the title of the hotel Runnymede Hotel & Spa it stands to reson that this hotel specialize in spa treatment and hotel guests have a lot of possiblities how to relax during their stay at their fingertips. Me as an empolyee, I had opportunity to use some of  facilites, that were for hotel guest. I took advantage of it and tried for instance swimming pool, sauna or steam room where you can smell eucalyptus. It was great after hard work to go to have a swim or relax in sauna. That is why I always visited these facilities, mainly because I wanted as well to „clean my brain“ there and little bitt have a rest from people. But definitely I could not use all the facilities. For hotel guests is after using swimming pool and other facilites the Club Lounge at their disposal. But only those who has membership can use it. In the hotel guests can pamper their spirits not only in spa, swimming pool or sauna, they can also visit beauty salon. There you can get massage, manicure or facial beauty treatment. But all this is not offerd for wommen. Even if men have their place here. It is offered a range of spa treatments specially designed for men. 
10.2.3 Restaurants
Anglers bar & Conservatory
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Picture 5: Anglers bar & Conservatory
This bar or also Lounge is situated close to the reception. It is a quite large place where you can get refreshment, light lunch or just drink. From 7:00 – 11:00 you can get conservatory menu and it is served breakfast, when you can get a wide sort of salt or sweet food of just a coffee. From 10:00 am – 9:45 pm you are different kind of food such as sandwiches, wraps, salads or sweet things. I must not also forget about english afternoon tea, which certainly belongs to the most favourite event of the day. That is why a lot of people visited hotel at this time and enjoy pleasant afternoon in hotel. It consist of sandwiches, scones – clotted cream or preserves and some other sweet food and of course of a choice of tea. From bar attendant you can be offered some wine and spirits or professionaly mixed cocktails. 
Charlie Bell´s 
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Picture 6, 7: Charlie Bell´s

In this restaurant I had an opportunity to taste the first english meal in the UK. Actully I must say it was not typical english cuisine, but as I can remember it was chicken fajitas connected with spanish cuisine. Definitely I was really impressed by this restaurant. When you enter this restaurant, it seems to you that you are on some ship directly in a cabin. It is really furnished very comfy. It is interesting that kitchen is not located in a separate room, but it is situated in the same room, it is an open kitchen and guest can observe cooks how they prepare, which is amazing. I must say I really admire job of cooks because it is really stressful job and not everyone can perform it. And in the hotel like this, luxury hotel where guests pay for meal quite high price must be everything perfect. Charlie Bell´s also offeres a wide range of cocktails, draught bedra and wines. You can choose from sandwiches, pasta, fish to steaks grilled in different ways. On the menu you can also find desserts or hot drinks. There is also not forgotten about the small guests, specially for them the childern menu is prepared. 
Leftbank
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Picture 8, 9: Left Bank
As a part of Runnymede hotel has a contemporery riverside location. Siutated on the bank of the River Thames, Leftbank is the ideal venue for every occasion. Not only hotel guests but the visiters can enjoy here evenings with live Jazz music on Friday and dinner dances on Saturday nights. Cuisine in this restaurant can boast the modern British and Mediterranean menu, with ingredients carefully sourced from across the UK. The wine list is extensive, while the luncheon buffets have achieved legendary status. I must say Leftbank really vary from Charlie Bell´s and Lounge. I could once taste food there and was absolutely delicious. I would recommend this restaurant everyone who likes enjoying food in a beautiful setting. 
10.3  Meetings
In Runnymede hotel & Spa you do not have to be only accommodated but you can spend here your time in different ways. This hotel do their best to make customers´s stay pleasant, enjoyable and makes everything easy for them in order they do not worry about anything. Runnymede offer 12 meeting rooms, 14 syndicate rooms and world – class spa and capacity for 2 to 300 delegates. Each meeting and conference room is equipped with comfortable and designed furniture specially for needs and wishes of the customers. There is also fully controlled air – conditioning, broadband and wireless internet access. Meetings and Events team try to do their best and treat to each meeting or event individually, for each of these occasion are specially designed and ready – to use facilities to fulfill customer´s needs.
Weddings & occasions at the Runnymede

Weddings at the Runnymede are a trully special occasion. I had opportunity to take part in one of those, but as an employee of the hotel of course. It was really beautiful experience. A memeber of Events team always looks after this event and will take personal control of all the details. In the hotel they can also provide civil ceremony and arrange the reception and acommodation.
The following things can be provided as a complimentary on wedding day:

· Red carpet on arrival

· Dedicated reception drinks area

· Tasting menu for two

· Cake stand and knife

· An executive double riverside bedroom on your Wedding night for the happy couple including a bottle of Champagne and full English breakfast

· A separate changing room on the Wedding day

· Postage of your UK wedding invitations
Banquets and private dining

This is occasion can evokes or to be similar to bussines meeting or some session. A leisurely lunch stretching into the afternoon. There is a variety of suites that can be comfortably take in 12 to 300 guest. Each suite offers a different dining experience with three of hotel suites offering gorgeous views overlooking the River Thames. There is as well a direct access to the terrace, that provides a great place for welcome and some digestive drink reception. 
Delegate packages

Runnymede Hotel & Spa with its great location  close to Heathrow Airport it is certainly the ideal place for business venue. Specially for the business sessions are designed delegate packages according to a specific conference and Meeting & Events team
Within the 8 hour day delegate package includes:

· Complimentary car parking

· Hire of the main meeting room with flipchart

· Morning tea and coffee with freshly, prepared cookies, pastries, sliced and whole fruit

· 3 course carvery luncheon

· Afternoon tea and a selection of homemade cakes

· Meeting room stationery and sweets

· Guest Services administrative support

· And with Wi-Fi throughout the meetings area 
Conference package:
· Hire of main meeting room with flipchart

· Overnight accommodation

· Full English breakfast

· Morning coffee and pastries

· Afternoon tea and cakes

· Luncheon by the river and dinner (to set value)

· Guest services administrative support

· Use of the Fitness Spa

· Car parking
Riverboats & barbeques

Riverboat celebrations are arranged through Runnymede. Up to 150 guest are welcome  to board of different boats depart from hotel mooring on the riverside and then cruise up the River Thames to Windsor castle. For guests´s enetratiment can be provided music from classical to jazz. For smaller groups and more intimate opportunity there are the choice of two riverboats. They are moored off hotel private moorings and they are available for any private occasional.

Barbeques 
Rivierside terrace is the ideal place for making a private barbecue. It is a beautiful setting for people who can enjoy their drinks reception with a view of the river where you can observe chef who prepare  delicious meal in the terrace gazebo

10.4  Sister Hotels
In the very end I would like to introduce Runnymede sister hotels. We can find these hotels in area Surrey as well. Two of those are situated in the city center of London and the latest opended in the suburb of London.
Athenaeum hotel

The location of  Athenaeum Hotel & Apartment is in the heart of the city center of London. We can find this luxury hotel on Piccadilly with a beautiful view of Green Park. It is taken for one of the leasing city centre hotels offering a full luxury Spa experience.
The Grove
This hotel is very close to me. I was lucky, because before they had opened this hotel, me as employee had an opportunity to spend here one night. It was given to me from the hotel as a complimentary. I must say I was really impressed by this hotel. I really do not suppose, I will have a possibility to stay in five star hotel in the future. I liked the location, because it was situated in the countryside in beautiful surrounding. It is situated in the South of England. This hotel can offer their cutomers delicious food in three restaurants, an award – winning spa or golf courese. 
23 Green Garden House – Luxury serviced apartements

These serviced apartements are right in the heart of London´ s West End, situated in St Christopher´s Place. These serviced apartments are right in the heart of London’s West End. It is are situated in St Christopher’s Place, an exclusive pedestrian only street that is minutes away from Bond Street and Oxford Street. (14)
11 Thurlestone hotel
[image: image10.png]


    
Picture 10: Thurlestone Hotel

Thurlestone hotel is the second hotel I have taken of advantage to work there. I was working there in 2007 for the first time. At that time I studied College of Polytechnics in Jihlava. A part of studying was also a training that I should take during the fifth term. I was persuaded that the best place of my training would be definitely abroad. I decided for the UK, because I wanted to improve english and get more training in hotel. That is why I got in contact with my teacher from secondary school and asked her for help. She gave me some contact for Anne Martlage, who helps to student from hotel school to find summer job in different parts of England. I was lucky, because she got hold of job in Thurlestone hotel. I must say I was quite scared about the journey there. I had to get to London, in my case, by bus and then I had to travel to Plymouth next five hours which was so exhausting. My journey did not finish in Plymouth, but I had to carry on to the small village, which almost no taxi driver did not know, Thurlestone. I arrived there late at night and was acommodated in the hotel. So I did not have any possibility to look around the hotel. The following day I was showed around the hotel and I had also do some administration. And then I movedn in to the new staff accommodation. I was lucky, that I met there the very first day czech and slovak people. They helped me a lot, showed me and explained me everything. I was working as a bar attendant. The first days were so hard, I really do not like remember these days with a smile. My colleagues were not only English, they were three men – two of them were english and the last one was from France. They really did not try to make my job easy but on the other hand it was quite good for me, it was something like a school. I arrived few days before Easter and it was really important to learn my job pretty well. It was great that I had so many good friends there that helped and supported me. Before arrival I thought it would be very easy to go there just by myself without and friends I mistaken. After few days I got better and finally I enjoyed my job a lot. Everything was absolutely new for me, because I have never worked behind the bar. I would like to describe my job in details during description of this departement. My training lasted four month. It was such a great experience for me, both working with people, language and responsibility for my own living there. I really never forget about both hotels. That is why I have decided to describe and compare these hotels. In Runnymede hotel I did not have so many opportunities to work so much with people because of english and experience. Therefore Thurlestone hotel is much more close to me. I spent there such a marvellous time. In the following pages I tend to concentrate on describing a hotel from my point of view as an employee. I was working there for four month in 2007. Because I was absoutely satisfied I came back again in 2008. In Thurlestone hotel I took job this time for three month. Now I am going to write about the hotel and its long history, attractions and places to visit, description of all the departements, rooms, restaurants and also sister hotel Mullion Cove. 
11.1 About the hotel
11.1.1 Hotel history

An interesting and quite long history is connected with Thurlestone hotel. It is situated in a small village Thurlestone along the South Hams coastline with charming view of the Thurlestone Rock and Bigbury Bay. The earliest mention of this village we can find in the Domesday Book, where i tis appeared as Torlestan. The name dones from a Saxon word Thyrl, which means a hole and thus the seashore known as Thurlestone Rock. Panoramic sea views, sandy beaches and hidden coves – this all are the wealth and beauty of this area. Thurlestone hotel was founded by the Grose family who have now velcomed visitors to the area for four generations and the best part of a century have become a part of Thurlestone´s history. Willam John and Margaret Amelia were those who established the very first accommodation known for many years the Village Inn. The main goal was to run this boarding for golfers and families on holiday. After few years was this building extended. I should also mention that this building has been built about in 1890´s. The twenties and thirties are considered to be the golden age of the Thurlestone. The family had  the 1940´s, 1950´ and 1960´s difficult time. The war damaged hotel building severly. Neverthless the family work hard ro re – establish the hotel and many of pre – war traditions were revived. 
11.1.2 Surrounding and local attractions

The Thurlestone hotel is situated in stunning coastal location in area called South Devon
. It is a four – star hotel offering luxury and comfort in the countryside far from hustle and bustle of large cities. As I compare the Runnymede and Thurlestone, I prefer mainly Thurlestone. The setting is absolutely gorgeous, it is an ideal location for family holiday with easy access to the sea and for elderly couples. The hotel set in 19 acres fo sub tropical gardens distanced about 20 miles from Plymouth. I remember going to the sea always after work. It was only few minutes walk to the beach. I could relax there and have a little rest. Unfortunately sea was so cold that swimming was only for hardy people. So I should not forget about beautful beaches in surrounding. I could mention for instance wonderful beach in a small village Hope Cove, that I visited with my friends quite often. I was really impressed by surrounding and it is clear to me, why people come to visit this place regularly. 
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Picture 11: Thurlestone and Hope Cove

There are so many places to visit. Of course it is necessary to have a car if you want to set out for a trip without relying on any transport. I have my own experience with, local bus goes only twice a day. With a car was everything so easy. My first trip was headed to a small town Kingsbridge about fifteen minutes by bus from Thurlestone. There are a lot of shops, restaurants, cafes or boating facilities. Annual events take a place here such as Fair week in July or Extravaganza carnival in November. Salcombe is another destination worth seeing it. We can find about five miles from Thurlestone. It is a sailing and boating resort, where annually takes place regatta. In the city center there are many shops, cafes and restaurants. There are a lot of of places to visit, bus I must say I visit only few of them. I really liked Salcombe, Kingsbridge aswell and above all Plymouth. Plymouth is taken for regional capital of Devon and Cornwall. This city is connected with history such as Sir Francis Drake or The Pilgrim Fathers. It is definitely modern city and port offering to the visiters National Marine Aquarium, Theatre Royal Hoe or Devenport Shipyard river cruises etc. I have mentioned only few places which can be visited. I was always recommended Totnes – an ancient market town or Dartmouth – riverside resort offering their visitors castle, shops, art galerries and more other places of interest.
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Picture 12: City of Plymouth
In area Devon there is a part that could be also seen. We do not have to spend our time here not only walking in the cities and researching the sights. About 45 minutes drive from Thurlestone situated Dartmoor National Park. There are beautiful moorland landscape and wooded valleys. It is only one of the many places, that visitors can see. I should state as well that children are welcome. I would recommend visiting Aquarium in Plymouth, Pennywell farm, which is something like ZOO or Paigton ZOO and much more attractions. 
11.2 Hotel description
Thurlestone hotel is, as I have already meant four – star hotel offering to their guests the comfort and luxury. Definitely main advantage is setting and absolutely wonderful surrounding. So when guest decide to stay in a hotel instead of a trip somewhere else, they can carry out a lot of activities outside the hotel and in case of bad weather can use facilities or service offering inside of the hotel. When there is a good weather it is possible to take part in golf course. Actually golf has a great tradition in Thurlestone. Thurlestone golf course become the venue  for an important tournament and it is taken for one of the most beautiful courses in the country. Thurlestone Golf Clu band the Thurlestone Hotel are linked. Both of them came into existence in 1896. Members were chosen by the conventions, so that by the end of 1897 the Club had admitted 48 members, 13 of them ladies. I should say that it is a 9 hole course. Any other possibility how to spend time can be sunbathing and relaxing by the outdoor pool. There is also Rock pool, where hot food, sandwiches and drinks can be odered. In case of interest and a good weather dinners for guest are cooked here. The next leisure facilities are badminton, tennis and squash courts. If it rains indoor swimming pool can be used. I could as an employee use only indoor pool which was definitely great and I must say I did not leave out this possibility. In the swimming pool area there is also jacuzzi providing an excellent massage and next door in a separate are we can find gym. Customers can let themselves indulged with treatments in Decleor Beauty Spa and Hair rooms. For gentlemen  is snooker room at their disposal. Hotel do not forget of course about childern. They can become members Danny the Dolphin Children´s Club and win a lot of prices. 
11.2.1 Rooms 
In Thurlestone hotel there are 64 spacious luxury non – smoking bedrooms, many of them have a beautful view overlooking the sea. Guest can choose accommodation, which will suit their need such as:
· Village View Bedrooms – restful rooms with view of the village Thurlestone
· Sea View Bedrooms – high standard and quality decorated rooms with a marvelous view of the coast
· Sea View (Balcony) – rooms with a private balcony, furnished for the purpouse of  relaxing
· Superior Sea View Bedrooms – elegant and stylish equipped rooms with or without balcony
· Superior Sea View (Balcony) 
· Premier Sea View – the most prestigous room with wonderful view of Turlestone Bay, newly reconstructed rooms in a high standard
· Premier Sea View (Balcony) 

· Village View Suite - spacious rooms with lounge area and fireplace overlooking the Thurlestone village
· Sea View Suite 
· Superior S/V Suite (Balcony)
· Family Bedrooms  – family accommodation, specially furnished rooms with special facilities for children
In all bedrooms there are bath and shower, toiletries, white towels, guest bathrobes, Sky TV, direct dial telephone with message waiting facility and baby listening, telephone internet access, radio, hairdryers, beverage trays and of course comfortable beds with good matress and good quality linen. In addition Suites and Premier rooms have mini bars and DVD/Video. Suites have also separate lounge area. Premier and Superior Rooms all have sea views, many with balconies. In the hotel is room service available. Guests mainly order breakfast to their room or dinner or just a superb. Room service was one of the activities I had to do in the bar. There is a lift serving all the floors of the hotel with a level access from car park.
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Picture 13: Hotel room 

children (12 years and under) 

There is also not forgotten about the children. Specially for families with children were constructed rooms. Children will be accommodated in extra beds sharing with two adults.Single rooms with village view are available as well
Dogs 

It is great that in the hotel are also welcome pets. Dogs can be accommodated in guest’s rooms at a charge of £6.00 per night. Dogs are not allowed in any public area of the hotel and in Premier Bedrooms or Suites.
11.2.2 Restaurants

Margaret Amelia Restaurant
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Picture 14: Margaret Ameilia Restaurant

This restaurant is called after founder of Thurlestone hotel. This restaurant is really large and there are more than 40 tables. I was working there quite often, it was a part of my job as a barman. I was looking after wine service. I must say, that it was a quite interesting job. I am not a professional sommelier
 but I learnt quite a lot about wine. It is important to know which wine match to food or dessert, than you have to know the right service of wein – for example wein service of expensive wines is quite different. Mostly people in these luxury hotels are gurmets and are interested in cuisine and prefer a good wine and they like paying for that. On the other hand they expect perfect service. It is also important to be in continuous communication with them, actually they expect that we talk to them. So in the restaurant hotel guests can start their day with breakfast, that it served early in the morning and it is offered mainly buffet breakfast. Very important is of course traditional english breakfast, which is not so light but really delicious and people took a fancy it. In UK the main meal of the day is considered dinner. Lunch is mostly light and it is mostly served wide choice of sadwiches or creamy soups. Although dinner English really can enjoy. It is served from 7.30 – 9pm and is offered high quality 4 course dinner menu. Courses and dinner menu is created daily by chef. It includes vegetarian dishes and many local specialite, dietary  requirements are alo taken into conisederation.And this great and delicious dinner can be served at the the tables with amazing view looking across to Thurlestone Beach. I should also point out that gentlemen are asked to wear int the restaurant jackets. Baby and children in highchairs are not allowed to be in restaurant during dinner service that is why specially for children is prepared supper. This children´s menu offer above all healthy food and daily specials. In this restaurant take a place a lot funcitons such as birthday celebrations, wedding reception or anniversary. Thurlestone hotel is thanks to its great cuisine a memeber of the South Hams Food and Drink Association.
Terrace bar
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Picture 15. Terrace bar

Terrace bar is the place I was working every time I was in England. The biginning therw as I have already meant was really hard. But I am grateful all people who helped me here, because for me it is the best experience I could get. It was not just a bar where only drinks were served. The guests can get here a wide range of beverages – alcoholic, non – alcoholic, hot drinks or cocktails, hot food or fresh made sandwiches. The bar was always opened from 10am. This departement is called terrace bar, because directly from the bar you can enter the large terrace. In case of a nice weather people can take a seat there and enjoy food and drinks and mainly the beautiful view of the Thurlestone Rock. Lunch was served from 12.30pm – 2.30pm. In my opinion I think sometimes it was the most busiest part of the day. The menu consist of selection of sandwiches, creamy soups, salads or sea food. Specially for children was offered children´ s menu and desserts of course have must not be absent. Definitely it was great that non – residents were also welcome to the Thurlestone hotel to enjoy the amazing atmosphere of this place. Room service was also a part of my job. Guests can order light refreshments to their room or I have to prepair a complimentary bottle of champagne for newlyweds.It was available 24 a day.  I was working usually split – shifts, which means I could relax between lunch and dinner. Usually from 3pm – 5.30 afternoon teas was served in the Lounge that we could find next to the Terrace Bar. It is a quite large room with a fireplace and sofas with armchairs, it is furnished in a home style in order the guests feel there satisfied and could relax with a nice cup of tea or coffee and delicious selection of cakes or scones with clotted cream. Before dinner our guests had a pre – drink in the terrace bar. It was quite different service then during lunch. They mainly had cocktails, sherry or more other drinks. Then folows dinner in restaurant, where we were helping with wine service. When hotel guests finished their dinner, they move to the terrace bar to have some coffee, tea or digestive such as whiskey, cocktail or some liqueur. There is also take a place evenings with singer and dancing for the entertaiment of guest. Director of this hotel came up with with an idea to have a drink party during summer month July and August. It was something like a complimentary from hotel to thank them for trust, folow – up returns to the hotel and make their stay more pleasant and enjoyable. For hotel guests alcoholic, non alcoholic drinks and different kinds of canapapes were prepared. All the employees, including director Julie Baugh, chef or managers, also people from houskeeping and of course all the waiters, offered these goodies to guests. It was definitely the way how we could talk to people properly and to be really close to them.
Village Inn
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Picture 16: Village Inn

Village Inn is a beautiful local pub. It is situtated in the very edge of Thurlestone Village only few minutek from the south – west coast path and the marvellous scenery of Bigbury Bay. This pub came into being in 16 th century. For over a century this a very popular house has been owned by the Grose family. It is very closely connected with hotel, because it was the very early beginnings of Thurlestone Hotel. Today under the managing of pleasant and friendly team of people this very popular pub can offer good service, really extensive wine list and freshly prepared melas. I think it is a nice place to stay and enjoy yourself. There is always enjoyable atmosphere and beautiful inner area of the pub, that we can see only in these english pubs. I was really enthusiastic that there is non smoking enviroment. I was working there few times and definitely I was pleased by this. Village Inn is opened daily for lunch and dinner and mostly on Fridays customers are always welcome to take part in entertaiment. 
11.3  Meetings
Meetings & Conferences

Thurlestone hotel is not only a place where you can have a rest or enjoy so many facilities offered by this hotel. It is a spectecular coastal setting where it is also possible to combine work with entertaiment such as golf and leisure facilities. Professional management team is ready to fullfil all the wish and needs their customers. The main goal is the customers to be satisfied and make the conference or meeting venue unforgettable experience. This accommodation offers modern rooms furnished. There are rooms called Delvers Meeting Room, Cowrie Meeting Room,Yarmer Meeting and Conference Suite, which are available for conferences, seminars, product launches, board meetings and many other events. This Yarmer Suite can accommodate up to 150 people. It is equiped with free Wi – Fi, PA, music system, private bar and entrance, free parking for up to 120 cars. In addition free leisure facilities are available including 9 hole golf course, indoor and outdoor pools, spa, sauna and more other to make customers´ stay pleasant. I should also point out, that high quality food is guaranteed. An excellent dinner or lunch they can have in restaurant, Terrace Bar, or they can dine by the pool or in informal local pub Village Inn. It is possible to have a private dining and banqueting on request. Hotel also offer special 24 hour delegate rates:
Rates include:

· Overnight accommodation

· Morning Newspaper

· Full English breakfast

· Morning Tea, Coffee & Biscuits

· 2 course lunch with Coffee

· Afternoon Tea and Coffee

· Room Hire for main meeting room,

· WiFi Facility

· Sparkling Mineral Water in the meeting room,

· 4 course Table d'hote dinner with Coffee

· Free use of all the hotels lesiure facilities

Weddings & Celebrations 

Thurlestone Hotel became a popular place for making such a festive occasion as wedding. Wedding Coordinator has extensive experience in the organisation and management of wedding receptions and civil ceremonies. It is the person who helps with necessary to ensure that the special day runs smoothly. He/She will make a special offer for brides and bridegrooms such as for instance an intimate celebration for just a few people to large reception party for more than 100 guest. In Thurlestone Hotel can be hold civil ceremonies, because hotel is licensed for this event. Hotel provide special facilities for this occasion or wedding package, it includes:

· Choice of one arrival drink from the following drinks menu: Bucks or Cranberry Fizz, Kir Royale, Pimm’s, Orange Juice or Fruit Punch

· Hire of the Margaret Amelia Restaurant of Yarmer Function Suite for Wedding Breakfast

· 3 course wedding meal with coffee and mints for the wedding breakfast

· 1/2 Bottle offred or white house wine per person with the meal

· One glass of sparkling wine per person for the toast

· Use of our silver round or square cake display stand with cutting knife

· Menu cards, table plan and name cards

· Small stem vases for table arrangements

· Master of Ceremonies

Evening receptions, buffets and entertaiment can be available in case of interes. 
11.4  Sister Hotel
The Mullion Cove Hotel Cornwall
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Picture 17: Mullion Cove

Mullion Cove Hotel is a sister hotel of the Thurlestone Hotel. It is situated in South Cornwall. In 2006 the Grose Family and Thurlestone Estates became owners of this three – star hotel with a beautiful view of the sea and historic harbour on the Lizard Peninsula on the South Cornwall Coast..(15)
12 Summary
In the very end I would like to sum up my thesis. A lot of reasons made me for writing it. For the first time I have started to be interested in hotel industry before and during studying at secondary school. Afterwards I took advantage of working abroad and this brought me an idea of my future job. I was lucky and met great and friendy people. We were team and that is why job was for me really enjoyable. People always notice when you do your job with happines and really well. Then it is definitely amazing when they can appreciate your work and they do not take you for just only waiter but for somebody who is for you, not only an ordinary „person“. I can judge it now from my own point of view and all the more I am aware of this hard work and I think much of it. When I was working in Thurlestone Hotel for the second time I met there people from previous year, they rememberd me. They remembered my biginnig and the moments when I waited on them. These moments really worth it. I was aslo impressed in this sphere of tourist industry by punctuality and perfection how much everyhing must be done both during service, some celebrations and definitaly job of cooks. Their job is incredibly stresful and exacting and the result is very often something like a masterpiece. At the present time when we face economic crisis, not even hotel industry have not avodided it. It is necessary to cope with it in spite of this difficult situation. The more we have to do our best in order we attract our future guests and keep the present ones, which certainly is not easy, because competition is incredibly keen and in the market there are so many hotels and other accommodation establishments.
But let us come back to my hotels that I have compared. As I could already have found out, their history and beginnig is very interesting. They have been owned and successfully run by families for years and belonged to attractive sought – after four - star hotels. They differ in many aspects I have already described. The first of all it is a location. Thurlestone Hotel is situated in a beautiful setting close to the sea. This place is sought – after particularly because of quiet surrounding in a purpose of relaxing and getting away from hurried cities. On the other hand Runnymede Hotel is in a perfect location very close to the capital city London and all the happenings. I think there is quite a problem with accessibility to Thurlestone.  You can not rely on public transport, it is necessary to have a car, because this hotel we find in a solitude. In comparsion Runnymede has an ideal access and it is not so difficult to find it. In Egham, where Runnymede is situated, there is a train station from where you can get to London about in 40 minutes and also taxi rank. These hotels also vary definitely in number of room. Runnymede Hotel is without question larger. Runnymede has 180 room, now then can accommodate quite a big number of people. So it is a perfect location for conventions and conferences. On the other hand Thurlestone Hotel there are 64 rooms. Personnaly I prefer these smaller hotels to larger ones. They are much more familiar, I think. Runnymede hotel is particularly large hotel, where we can visit two restaurant with high quality food unlike in Thurlestone there is only one, but with a long history called after founder Margaret Amelia Restaurant and great offer of british cuisine. Prices for rooms vary but not too much. We have to take into consideration location for instance Thurlestone situated close to the sea. The rates for the romms vary in location, it depends whether you have a room with view of the sea or of the village, whether you have room with a balcony and with a view and other aspects. Rates in Runnymede are taken in a similar point of view.  I would like to also compare these hotels from a view of spending leisure time. Runnymede hotel is famous mainly for its spa treatment. It specialize in different kind of massages and other treatment and also offer their guest packages. Thurlestone Hotel is not concerned with spa treatment in such a big extent. Golf courses and much more beutiful setting for this, at the present time, popular sport game can without question offer only Runnemde Hotel. The diference between these two hotels are as well in a number of sister hotels. Thurlestone sister hotel is located in Cornwall and is called Mullion Cove. Runnymede sister hotels are mainly situated in London – they are Athenaeum Hotel, The Grove – situated in very suburb of London, and 23 Greengarden House. 

As I have already written they differ in many aspects but the main thing they have really common I have met in both of them great team of people just because of them are these hotels so often visited. Particularly on people, empolyees of course, depend quality of service and how much well customers feel there. 
Data of best english hotels
	Name
	Location
	Hotel
	Number of rooms
	Approximate price of room (GBP)
	Michelin starred - restaurant

	Cowley Manor
	Gloucestershire , England
	A
	30
	250
	 

	Le Manoir aux Quat’Saisons
	Oxford, England
	B
	32
	410
	2

	Lucknam Park
	Bath , England
	C
	41
	280
	1

	The Royal Crescent Hotel and Bath House Spa
	Bath , England
	D
	45
	245
	 

	One Devonshire Gardens
	Glasgow, Scotland
	E
	49
	140
	 

	Chewton Glen
	Hampshire, England
	F
	58
	313
	 

	Covent Garden Hotel
	London, England
	G
	58
	235
	 

	Bovey Castle
	Devon, England
	H
	63
	225
	 

	Thurlestone
	Devon
	TH
	64
	100
	 

	The Cadogan
	London, England
	I
	65
	200
	 

	The Goring
	London, England
	J
	71
	212
	 

	Soho Hotel
	London, England
	K
	91
	280
	 

	The Lanesborough
	London, England
	L
	95
	354
	 

	One Aldwych
	London, England
	M
	105
	241
	 

	The Connaught
	London, England
	N
	123
	455
	1

	The Ritz, London
	London, England
	O
	133
	472
	 

	The Lowry Hotel
	Manchester, England
	P
	165
	350
	 

	Runnymede
	Surrey
	RH
	180
	160
	 

	The Balmoral
	Edinburgh, Scotland
	Q
	188
	305
	1

	Mandarin Oriental
	London, England
	R
	198
	400
	1

	Claridge's
	London, England
	S
	202
	248
	 

	Four Seasons Hotel London
	London, England
	TH
	219
	364
	 

	The Grove
	Hertfordshire, England
	U
	227
	295
	 

	The Gleneagles Hotel
	Perthshire, Scotland
	V
	232
	400
	2

	The Dorchester
	London, England
	W
	250
	498
	2


Graph 1. 
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� PKF is one of the UK’s leading firms of accountants and business advisers, which specialises in advising the management of developing private and public businesses.  


� The Orient Express is the name of a long-distance � HYPERLINK "http://en.wikipedia.org/wiki/Passenger_train" \o "Passenger train" �passenger train� originally operated by the � HYPERLINK "http://en.wikipedia.org/wiki/Compagnie_Internationale_des_Wagons-Lits" \o "Compagnie Internationale des Wagons-Lits" �Compagnie Internationale des Wagons-Lits�, he name has become synonymous with intrigue and luxury travel 





� The guide awards one to three stars to a small number of restaurants of outstanding quality. 





� Buckingham Palace is the official � HYPERLINK "http://en.wikipedia.org/wiki/London" \o "London" �London� residence of the � HYPERLINK "http://en.wikipedia.org/wiki/Monarchy_of_the_United_Kingdom" \o "Monarchy of the United Kingdom" �British monarch�


� These information were publicised 22nd february 2008





� Surrey  is a � HYPERLINK "http://en.wikipedia.org/wiki/Counties_of_England" \o "Counties of England" �county� in the � HYPERLINK "http://en.wikipedia.org/wiki/South_East_England" \o "South East England" �South East� of � HYPERLINK "http://en.wikipedia.org/wiki/England" \o "England" �England� and is one of the � HYPERLINK "http://en.wikipedia.org/wiki/Home_Counties" \o "Home Counties" �Home Counties�.Surrey is divided into 11 � HYPERLINK "http://en.wikipedia.org/wiki/Borough" \o "Borough" �boroughs� and districts.


� Windsor Castle is the largest inhabited � HYPERLINK "http://en.wikipedia.org/wiki/Castle" \o "Castle" �castle� in the world and, dating back to the time of � HYPERLINK "http://en.wikipedia.org/wiki/William_I_of_England" \o "William I of England" �William the Conqueror�





� Devon  is a large � HYPERLINK "http://en.wikipedia.org/wiki/Counties_of_England" \o "Counties of England" �county� in � HYPERLINK "http://en.wikipedia.org/wiki/South_West_England" \o "South West England" �South West England�. The county is also referred to as Devonshire





� Sommelier or wine steward, is a trained and knowledgeable � HYPERLINK "http://en.wikipedia.org/wiki/Wine" \o "Wine" �wine� professional, commonly working in fine � HYPERLINK "http://en.wikipedia.org/wiki/Restaurant" \o "Restaurant" �restaurants�, who specializes in all aspects of wine service. The role is more specialized and informed than that of a wine waiter.








