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Abstract

This thesis examines hotel food supply chain management practices and hotel food
supply chains. The study is informed by qualitative data from 20 hotels of different
characteristics. The results show three models of strategic sourcing strategy for
affiliated hotels (chef-centred sourcing, centralised sourcing and flexible-centralised
sourcing) and two models for independent hotel (chef-centred sourcing, and chef and
owner sourcing strategy). Chef-centred sourcing can be a sourcing strategy for any type
of hotel regardless of their affiliation; this sourcing strategy, however, is common
among small group hotels, independent hotels and high-end hotel restaurants. Group
hotels, however, are likely to employ a centralised-sourcing strategy with a degree of
flexibility regarding supplier selection at property level. It was found that the higher the
level of service, the more flexible the centralised sourcing strategy. These sourcing
strategies have a strong, direct effect on how individual hotels source their food and
therefore their food supply chain network structures. It is apparent that hotel food
sourcing practice is complex and dynamic, and hotel business format is the main factor

influencing individual hotel sourcing strategies.

Hotel foodservice is characterised by low exploitation of information technology and
manual-based supply chain activities with a high level of dependency on head chefs
regarding supply chain performance. There is low level of implementation of supply
chain initiatives among hotels in this study and the reason for this may be the products
and production characteristics which differ from those in the retail sector. Although
supplier cooperation and relationships between head chef and suppliers were found,

there was an overall low level of collaboration between buyer and supplier. Consumer

.-



usage information was underutilised and under cultivated. Traditional arms-length
buyer-seller relationships were commonly found in group hotels at both company level
and property level. Overall hotel food SCM practice still displays traditional
management characteristics and price-led decisions being apparent. An exception was
found in high-end foodservice outlets and some outlets with chef sourcing strategies,
where close long-term relationships between chefs and suppliers were found. The
originality of this research lies in its attempt to fill a significant gap in hospitality
management literature as well as to synthesise literature in the realms of supply chain

management and hospitality management.

-1 -



List of Contents

ADSETACT ...t e ettt s 1
LSt Of CONENLS....cooiiiiiiiieciii ettt e et e st e e b e e eeaeeesreees i1
LSt OF TaBIES ..ottt vii
LSt Of FIGUIES ....vviieiiiii ettt ettt e e e e e viil
ACKNOWIEAZEMENTS......cccuiiiiiiiiiciie e e e X
I INtrOAUCTION ...ttt et 1
1.1 INErOAUCHION ..ottt es 1
1.2 The Hotel Sector and South West England............ccccooeveeviiniiiiinniiiieee. 10
1.3 Research Aim and ODJECHIVES ......cccviieriieeiiieeiie ettt 12

2 Supply Chain Management: The Concept and A Review .........ccccoevveenneene 15
2.1 Understanding the Concept of Supply Chain Management..............cc.ccenee. 22
2.1.1  Supply Chain Management ..............ceceereereeneenienie ettt esiee et 23

2.1.2  Supply Chain Management CharacteriStiCs.........c..eevrvvrerrrerreerieervervesnesneaneens 32

2.2 Supply Chain: Meaning, Scope and Management ..............ccceevveerveerrenneennne. 35
2.3 The Application of Supply Chain Management to the Service Sector ........... 40
2.3.1  THE SETVICE SECLOT ...ueeuieiieeieieeieeitete et ettt et et ste e s teesteee e st eneeeeeseeneenseeneeneas 40

2.3.2  The food grocery retailing SUb-SECLOT........cccuerierieiieeiieie et sereeene e 45

2.4 Chapter SUMMATY.......ccieriieiierieereenieeeteesteesseeeseesseesseeseessseenseesseesseenseessns 47

3 The UK Hotel Industry and Supply Chain Management Practices............... 50
3.1 INErOAUCTION ...ttt st 50
3.2 The Structure of the UK Hotel Industry...........ccecvevieniiiiiiiniieieieeieeeee, 51
33 The Hotel Industry Structure Trends.........cccoeveviriiinienenienenienieieeeeeee 56
T TR R oo} F:1a 3 X o )  H RS SR 56

3.3.2  The Growth of HOtel GIOUPS.......cccvvvviiiieiieiieierierie e e eve e 58

3.3.3  Hotel Facility Trends........ccceecveviiicieiieeieeieeieeeeee e ere et sae e es 60

3.4  Hotel Business ENVIronments ..........ccccooeeoverienienieneeiienieiesieneeeseceee e 62
3.4.1 The tangible side of hotel SETVICE........coeeviiririeniiniiieeeeeec e 64

3.5 Foodservice Supplier Business Environments............ccccceeevveeniieenciieenneeenee. 65
3.5.1 The FoodService SUPPLETS ......cccvirviiiiiiieiieteeieestesre et eire e eveereesreesenesene e 67

3.5.2  Food Supply Relations in the UK ............cocvevierieniiniiniiciece e 70

3.6  Drawing the Concept of SCM to Hotel Foodservice ..........ccceeevverienieennnnee. 73

- 111 -



3.7 Chapter SUMMATY........ccccviiiiiieciie et e e 79

4 Research Methods .........oocuieiiiiiiieiece e 81
4.1 INEEOAUCTION ...ttt et st 81
4.2 Research Conceptual Framework ............ccccevviieniiiiiieniinieeiecie e 82
4.3 Research Method Justification ..........c.cceeerierieniiniinieeneeeceee e 86
4.4  Previous Research Methods for Investigating Operations ............cccccceveennee. 87

4.4.1 Method precedent — INTEIVIEWS ......c.ecevieriierierieiieiieereereereereesreesieesenessvessneens 88
442 Method precedent - QUESHIONNAITE SUIVEYS ...cvverererereereereereesseessressnennessnessseens 89
443 Structured Questionnaire VS Semi-Structured Interview.........c...ccoeeeeveeeennenee. 90
4.5  Method ApPraisal........cccocceeeiieiiiiiiieiieeie e 93
4.5.1  INEEIVIBWS ...ttt ettt ettt ettt ettt e sht e sat e et et e e bt et ebeesbeesbeesaneeateens 93
4.5.2  FOCUS GIOUPS...utieirieiitieerireeireeeteeesreesiseeaseeessseesseeasssessssesssseesssssessssesssessssseessnes 94
4.5.3  Participant ODSEIVALION ........cccveevievierieriesieeseesreereereereesreeseesseesssesssesssessseens 95
4.6 Choice of Data Collection Method ..........cccceoiiiiiiniiiiiiiiiecee 95
4.7  Exploring Hotel Food Sourcing Practice and Food SCM Using Interviews ..97
4.7.1  Selection of hotels fOr INTETVIEW .........cceriirieriiriirie ettt 97
4.7.2  Acquiring hotel information for sampling............cccccoeeieiiiiiiiiniineceee 99
4.7.3 Interview schedule deSiZN ........ccceeviiiiiieiiiiieiiecee e 101
474  Interview PIlOLINE .occeevviiiiiiiieieereee ettt et st 107
4.8 Amendments to the interview schedule ............ccoooiiiiiiiiiiiiniiieee 109
4.8.1 Interview strategy and adminiStration ...........cceeveereereenienieeiieee e 111
4.8.2  Ethical ISSUES .......oiitieiiiieeieeiese ettt 114
4.8.3 Summary of interview reSPONAENTS ........cccvieriieriiieeiieerieeereeeieeesreeereeeseee e 115
4.8.4  Interview TransCriDiNg ........ccccceecierireriieriieiieiteseesee st e see e e ereereeseeseeseas 116
4.9  Methods of data analysis.........ccceeviiieiiiiiiiieiierieeieeee e 117
4.10  The Use of Computer SOftWare............cccueeiiiiiiiiiieiieiieeieee e 123
4.11  Critical Analysis of Research Limitations ...........ccceceeeviieeviieeniieeniieeieeene 125
4.12  Chapter SUMMATY......cccveeiiieriieeiiesieeteesteeeveeteeeereenseessseeseesssesseesseessseesseens 126

5 The Supply Chain of Hotel Food Service ..........coovvieviiiiniiiiiiieeiieee, 128
5.1 INErOAUCTION ... 128
5.2 Hotels and ReSpondents .............cccoeviieiierieniiieniieeieeeeee et 129
53 Hotel Food Sourcing: the Core Category.........cccueeveerieniieniieniieieeeie e 131

5.3.1 The Productions of Hotel Food Service ..........cocvereninieiinineieceeeeeee 133
54  The Management of Hotel Food Service Supply Chain Themes.................. 134
5.4.1 The challenge of managing fresh food supply chains ...........cccceevvvevercirncennnns 134

-1v -



5.4.2 Head chef as creator, memory and ProCeSSEr ...........evvierrierreereerreesveeveeveeneens 147

5.4.3 Using and collaborating with SUPPIIETS ........cceevveevrierrieriieriiesierre e eve e 161
5.4.4 Three elements t0 WOITY @DOUL........cccvevvieieeiieereeieeieeieesieeseeeseeeseneseneseneesseens 178

5.5 Chapter SUMMATY.........cccoeiiiieiieiieeie ettt et ebeeaee e 184
6  The Impacts of Organisational Characteristics on Hotel Food Supply Chains
..................................................................................................................... 186
6.1 INErOAUCTION ...ttt et 186
6.2 Supply Chain Activities of Hotel Food Service..........cccevviviiieiieniiiiienn, 187
6.3 Organisational Characteristics and Food Sourcing Strategy.............c..c........ 189
6.3.1 Strategic Food SOUrcing Stages .........cceeuerieriieriiieiieiieieesieesice sttt 197
6.3.2  The Food Sourcing Configuration..............cceceereerieeniieniienienienee e see e 199

6.4 Operational SOUTCING .......ccevuiieeiiiieeiieeriee et eteeeee e e e e e ereeeeaeeesnreeennes 207
6.4.1  Supplier deliVery SYSEIM .......cc.eeruiriirieriiniiriierieeieetere et 207
6.4.2  Supplier and hotel ordering channels ...........ccocooeeveniininiinnininee 210
6.4.3  Hotel Ordering SYSTEINS .....c..coeevuerierieriinerieniinieeteniesieete ettt 218

6.5 Supply Chain Network Structure ...........ccoooeeiiiiiiienieeiieee e 225
6.5.1 Dynamics of Supply Chain Network Structures.........c..ccccevereevenenecnencenenn 230

6.6  Chapter SUMMATY........cccooviiriiiiinieiieteee ettt 235
T CONCIUSION ...ttt et 237
7.1 INtrOAUCTION ..ottt 237
7.2 Summary of Key FINAINGS ......cccoovviiiiiiiiiiiieicceeeceeeece e 238
7.2.1  Hotel Characteristics and Supply Sourcing Practices..........cccceveeiriiriinriennncnne 239
7.2.2  Hotel food supply chain network structures...........ccceeeveeeeveeriienciieeieeevee e 241
7.2.3  SCM Practices in the Hotel IndUStIY ......cccoeeviiieiiiiniiiiieceeeecee e 242

7.3 Discussion of the Main Findings in Relation to Objective 1 ........................ 244
7.3.1  Characteristics of hotel food supply chains..........cccoceveeveniniinenininneene 244
7.3.2  Food SCM practices for hotelS ..........ceouiriiiiiiiiiiieieeeesee e 245
7.3.3  Supply Chain Performance.........c.ccooeeriiiiiiiiiiiieiesieeeseeeesee e 251
7.3.4 Buyer-Supplier Relationships..........cocveeviieriiiiiiieciiccieccee e 253

7.4 Discussion of the Main Findings in Relation to Objective 2 ........................ 256
741 SOUICING SIEALEEY ...eevievieiietieiiestiesitesteeteeteeteeteebeeseesseesseesseessaessnesssenssenns 256
7.4.2  Organisational Characteristics and Food Sourcing Practice...........cc.cccenuenee. 257

7.5  Findings on Hotel Food Supply Chain Network Structures (Research
ODJECTIVE 3) ettt ettt et et et e et e et et e e saeeeate e bt e eabeebeeenbeanaeens 262
7.6  Food Supply Chain Management Trends for the Hotel Sector ..................... 263

_V_



7.7 Methodological IMpPliCations ..........cccueeeiiieriiiieciieeciee e 266

7.8 Contributions of the Research.............cocooiiiininiiini, 266
7.9  Limitations of the Research ..........ccccoocoviiiiiiinininicccccee 268
7.10  Implications for Further Research.............ccceeviieiiiiiiniiiiiiece e 269
REFEIENCES......cuveiniiiiiiiecie e 271
APPENDIX A .ottt e 283
APPENDIX B ...ttt e 284
APPENDIX C .ottt e 287
APPENDIX D .ottt et e 288

-Vi -



List of Tables

Table 2-1 A sample of definitions of SCM in the literature ............ccccocveveeiineencnnenne. 17
Table 2-2 SCM COTE CONCEPLS ...eouvierreeirieiieeieetieeieeteesteeteesseeeseesseeesseesseesseesseesnseenses 28
Table 2-3 Characteristics of Supply Chain Management ............cccceeevvieeviieencieeenneeennee. 33
Table 3-1 Top 10 Hotel Groups in the UK, September 2007 ...........ccccoveevvervreereeenenne. 57
Table 3-2 Numbers of Suppliers in the Participant Hotel Locations ..........cc.ccccceeveeueenne. 72
Table 4-1 A Conceptual Framework used in this study.........ccccceevvieeviieciiiicieeeieeee, 82
Table 4-2 Research ObJECtIVES. ......ccviiiieiieiieeiieiie ettt ettt seae e eaeeeenes &3
Table 4-3 Variables of INEIest.......cc.ceouiviiriiiiiniiieiieeceeeee e 85
Table 4-4 Hotels 1in the pilot StUAY .......ccvveiiiieiiiieiieceeeee e 107
Table 5-1 Hotel and Interviewee List..........cocoiiiiiiiiiiiiiiiiiiiiiceieecceeee e 129
Table 5-2 Example of Spreadsheet Used in a ‘Mix and Pick’ Strategy............ccccuee.. 165
Table 6-1 Hotel Sourcing StrateZy.........cecueerieeiiieiieiieeriie ettt 198
Table 6-2 Food services in ‘push’ and ‘pull’ production contexts............cccceerrrennnenne. 205
Table 6-3 Numbers of supplier per type of f00d........ccoeouieviiiiiiniiiiiiieeeee 206
Table 6-4 Supplier food deliVery Patterns. .......ccveevvieeiiieeiie et 207
Table 6-5 Supplier ordering channels ...........cccceeeiiieeiiieniieee e 211
Table 6-6 Hotel food ordering channels..............coocoiiiiiieiiiiiieiiecceee e 216
Table 6-7 The overall number of hotel food suppliers in the study...........cceeecverennnnns 229
Table 7-1 Hotel and Food Sourcing Strate@ies ..........ccccoverieeiiieniienieeiieeieeieeeie e 257

- Vil -



List of Figures

Figure 2-1 A Framework of SCM Elements...........cccceoovveeiiieniieeiiee e 20
Figure 2-2 A Framework for Analysis SCM Literature............ccoceeceerernenieneeneneennene 21
Figure 2-3 Types of inter-company business process links ..........cccccoceeverienenieneenenn 38
Figure 3-1 Regional Distribution of Hotel Establishments in the UK in 2006............... 53
Figure 3-2 Distribution of Bedrooms by Region ............cccecvevieriieiieniieiiecie e, 54
Figure 3-3 Average Bedspaces per Establishment.............ccccooiiiiiiiiiiiiciiicieceeee, 55
Figure 3-4 Changes in Hotel Groups in the UK, 1998-2002 .........c.ccovvveeciienrieereeenee. 59
Figure 3-5 Foodservice Suppliers and Distribution Channels ..........c..cccccooveviiienienene 67
Figure 4-1 Changes in Number and Sequence of Interview Questions ...........cc..c...... 109
Figure 5-1 Factors Related to Product Offerings ...........cocceevevienieienieienienieiesee 154
Figure 5-2 A good relationship concept and their properties..........cccceeeveerveecreeninennnen. 174
Figure 5-3 ‘A good relationship’ and ‘competency’ concepts and its properties ......... 178
Figure 5-4 Elements considered important at each stage of strategic sourcing............ 180
Figure 6-1 Hotel food service supply chain activities...........cceecueeviienieeciienieeieeniieeeenn 188
Figure 6-2 Requesting Supplier Procedure .............coceeviriiniiiiiniininieniciceceeienens 191
Figure 6-3 Parties Involved in Strategic Food Sourcing of Hotel with Affiliation....... 196
Figure 6-4 Suppliers of group hotels..........cccovieiiiiiiieiiieeeeeee e 201
Figure 6-5 Suppliers of small group hotels..........coovieeiiiieiiiiiiieceeee e, 201
Figure 6-6 Suppliers of independent hotels ...........ccoeeviieiiiiiiiiiiiecee e, 201
Figure 6-7 Advanced Ordering SySteM.........c.eecuieriiiiienieniieie ettt 221
Figure 6-8 Fish supplier Chains ..........ccccoooiiiiiiiiiiiieec e 226
Figure 6-9 Meat supply Chains.........ccoooiiiiiiiiiiiicieceeeee e 226
Figure 6-10 Vegetable supply Chains..........cccoecuiiriiiiiiinieiiieiecee e 227
Figure 6-11 Dry food supply Chains..........cccceeeiiiieiiiieiieceeeee e 227
Figure 6-12 Fish items and their supply chains .........ccccceeveiiiiiiiiiiiieiee e 234

- viil -



Acknowledgements

The production of the thesis has been a long and hard journey. My heartfelt gratitude
goes out to my supervisors who are responsible for the successful completion of my
dissertation. This thesis would not have been possible without their guidance, their
relentless support, their time, attention and great patience. I am also truly indebted and

thankful to the examiners who have given me the chance to complete the dissertation.

I also would like to thank all respondents who have provided valuable data, without
them I could not have had such relevant data for this research. I am greatly appreciative
of all the staff at The Business School, the University library and IT staff, student

advisors, doctors who were helpful and supportive throughout my training.

I am obliged to a few friends whose untiring effort, commitment, encouragement and
support helped me greatly in the writing of the dissertation. Thanks also go to many of
my colleagues who supported me during my time at the university as well as my friends

who made my student life an interesting one.

I owe my deepest gratitude to my family, my parents, my cousins, my sister and her

delightful children.

-1X -



