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Food tech operators versus 
restaurateurs fight continues
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PRESIDENT’S NOTE

Fresh water is one of the most precious 
natural resources that is getting depleted fast. 
Water conservation has become an important 
issue in the hotel industry since enormous 
quantities of water are wasted everyday in 
hospitality business throughout the world. 

Some guests are more likely to waste water 
in a hotel than their home since the amount 
of water they consume is independent of 
their room tariff. So we advise our members 
to install water saving devices in the shower, 
flush and faucet to reduce water flow. Low 
flow shower-heads and aerators in faucets are 
used which restrict water flow but increase 
water pressure. We also advise to use flushes 
that use less water than conventional ones. 
These flushes use five to six litres of water 
per flush whereas conventional ones use 15-
20 litres. In all the public areas we suggest 

installation of automatic sensors to help in 
reducing the wastage of water.

Areas like pools, spas, laundry, landscaping 
and kitchen are where consumption is the 
highest and is monitored. The reduction in 
water consumption reduces the water intake 
that is sometimes purchased.

At the moment we are also encouraging 
big establishments to harvest all the 
rainwater from their roof tops and store it 
in underground tank or to a set of rainwater 
recharge wells. Also we are sending  a message 
to recycle water, such as using  kitchen wash 
water to water plants. The water that comes 
out when swimming pool is drained can be 
used in the garden or a farm.

Let’s consider water a non-renewable 
resource and spend it judiciously.

Areas like pools, spas, laundry, 
landscaping and kitchen are where 
water consumption is the highest 

and is monitored.F
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EDITOR’S MESSAGE

Hotel aggregation 
took off in Indiawith 
management
and franchisee 
of hotel assets, 
primarily in the
budget and economy 
categories
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An association of budget hotels and 
guesthouses recently staged a protest against 
a leading hotel room aggregator and alleged 
its discount-based pricing policy was driving 
the industry into distress. The association 
alleged that the aggregator was usurping 
nearly 45 per cent of the booking amount 
though the commission in the agreement 
ranged below 24 per cent.

Such independent protests by small hotel 
owners are springing up across India. However, 
the aggregators refute the allegations; they 
say that listing on their platforms has given 
thousands of hotels opportunities for easy 
booking, significantly increasing occupancy 
and profitability.  

Hotel aggregation business took off in India 
just six years ago. It began with management 
and franchisee of hotel assets, primarily in the 
budget and economy categories. The biggest 
operator has now nearly 3 lakh rooms under 
its control in over 500 cities across the country. 
And now, backed by big investors they are 
forging into the upper mid-scale and upscale 
categories. So it needs to be seen how the big 
boys of hospitality handle the onslaught.
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SECRETARY’S MESSAGE September - October 2019

In the first six months of 2019 there have been visible signs of a 
slowdown in the economy. Like many other sectors the hospitality 
business is bearing the brunt. To rise above the economic slowdown 
the hospitality sector must immediately take up an aggressive 
marketing strategy. First of all, accept that technology has taken 
over in the field of hotel bookings. Today’s travellers are empowered 
to do their own research—they depend less on travel agents. 
Design your hotel website in such a way that looks breathtaking, 
yet simple to navigate. Next, your hotel should be easily searchable 
online, especially through the smartphone. You need to be bidding 
aggressively on Google’s search and social platforms like Facebook 
and Twitter. Offer incentives to those who directly book from your 
website. This will take care of profit-sharing with online booking 
platforms. Finally, build a customer loyalty program so that your 
customers come back to you and also refer your property to others. 
Word of mouth publicity works the best.

Make your price competitive. Guests should get value for money 
offers and must not feel cheated. Even if you can’t pamper your 
guests ensure that they don’t feel miffed and post a negative review 
of your hotel in the review sites. Even if they do so try to talk to them 
or engage with them in a polite way to put across your viewpoint.

Finally, the members of hospitality sector must unite and appeal 
the government to bring down the GST rates to 12 per cent across 
the board. This can help hotels and restaurants in India with their 
counterparts in south east Asia. We can attract more international 
tourists from these countries like Thailand, Malaysia and Singapore if 
GST rates are brought down.

Mr Sudesh Poddar
Secretary, HRAEI
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NEW AVENUE FOR 
HOTEL INDUSTRY
Odisha High Court allows ITC on goods and 
services used for construction of hotels, writes 
Vikas Agarwal and Rahul Gupta

TOURISM is an important sector 
for the Indian economy and is 
growing rapidly. The World Travel 

and Tourism Council calculated that 
tourism generated Rs 16.91 lakh crore 
(US$240 billion) or 9.2% of India’s GDP in 
2018 and supported 42.673 million jobs, 
that is, 8.1% of its total employment. The 
sector is predicted to grow at an annual 
rate of 6.9% to Rs 32.05 lakh crore 
(US$460 billion) by 2028 (9.9% of GDP). 
India is also emerging as a Medical 
Tourism hotspot.

Tourism has emerged as India’s 
fourth biggest major foreign exchange 
earner. India’s foreign exchange 
earnings from the tourism sector 
is growing at a compound annual 
growth rate (CAGR) of about 13% 
and foreign tourist arrivals is growing 
at a CAGR of about 7%. The Ministry 
of Tourism along with various State 
Governments &amp; Union Territories 
are collaborating with private sector 
under Public Private Partnership 
/ Design Build Operate model to 
develop Tourism Infrastructure in and 
around the tourist spots.

To provide better and efficient 
hospitality services to all tourists, we 
either need to renovate or develop new 
infrastructure, such as hotel buildings. 
In terms of Sec. 17(5)(c) and (d) of the 
Central Goods and Services or CGST Act, 
2017 (here-in-after referred to as “CGST 

Act”), the input of goods or services or 
both received by a taxable person for 
construction of an immovable property 
(other than plant or machinery) on 
his own account including when such 
goods or services or both are used in the 
course or furtherance of business is not 
allowable.

It may be noted that input of the 
supply of goods or services or both used 
for construction of immovable property 
form a significant part of the cost of 
project (approximately 13%). This in turn 
extend our payback period by almost 2 
years that adversely affects our decision 
of renovation or expansion.

Further, recently the Hon’ble Orissa 
High Court in the case of M/s. Safari 
Retreats Private Limited [2019-TIOL-
1088-HC-ORISSA-GST], has allowed 
availment  of input tax credit (ITC) 
on goods and services used for 
construction of immovable property 
meant for letting out for commercial 
purposes (used in the course or 
furtherance of business). The key 

highlights of the order are as under:
uThe purpose of the CGST Act is to 
provide a uniform law for levy and 
collection of tax on intra state supply 
of goods and services, and to prevent 
multi taxation.
uSection 17(5)(d) of the CGST Act 
is to be read harmoniously and a 
narrow interpretation of Section 17(5)
(d) of the CGST Act is frustrating the 
very objective of the CGST Act.
uIf the petitioner is required to pay 
GST on rental income arising out 
of the investment on which he has 
paid GST, he is entitled to avail the 
ITC for the inputs and input services 
consumed by them.
uThe Hon’ble High Court of Orissa re-
establishes the principle of seamless 
credit in the supply chain as backbone 
of GST regime. The judgement opens 
a horizon for various persons using 
immovable property for providing 
taxable supplies with no breakage in 
tax credit chain. Similar petition has 
been filed in the case of Bamboo Hotel 
and Global Centre (Delhi) Pvt. Ltd 
[W.P.(C) 5457/2019] where the Hon’ble 
High Court of Delhi had issued 
notices to Union of India and other 
Respondents.

It is a favourable judgement by 
the Honourable Orissa High Court 
considering the intent  of law 
rather than the plain reading of the 
provisions contained therein. This 
judgement provides the basis for 
contending claim of input tax on 
construction of immovable property 
by hospitality sector as well.

The Orissa High judgement has 
opened avenue for the hotel industry 
to challenge section 17(5)(d) on 
the same grounds and facts as the 
aforementioned judgement. The 
premise makes a strong case with a 
huge possibility of success. The success 
will lead to huge savings and increase 
the financial viability of hotel projects.

OPINION
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Every sphere of the business environment is begging for 
transformation in India, says Achint Singh

THE most promising premise 
of a new India is that every 
one of its people has a chance 

at prosperity. The essence of the 
Indian dream is that it gives each 
Indian the opportunity to manifest 
his grandiose vision into a living, 
breathing reality. India’s truth, 
however, is quite different.

In an epoch of change and 

growth, India does not reward its 
entrepreneurs for their audacity; it 
does not allow them the flexibility 
to make their own decisions, and 
snatched away the potential for 
tremendous long-term upside 
due to a prospective momentary 
loss. India’s financial institutions, 
supposed to be the facilitators of a 
dynamic developing economy, are 

woefully inept at differentiating 
between a genuine business 
disaster, and purposed defalcation.

As we saw in the recent suicide 
of Cafe Coffee Day’s founder VG 
Sidhartha, the business environment 
here is too suffocating for an 
ambitious man to thrive in. It makes it 
difficult to obtain credit when needed, 
and credit has been the backbone 

OPINION

Unease of doing business
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of every great company that has 
emerged over the last decade. The 
rigidity of the Indian money markets 
renders them debilitated to meet 
the needs of such a rapidly evolving 
economy.

And this issue is prevalent on a 
systemic scale. It pervades the air 
of small and medium business and 
can be a detriment to the progress 
it was designed to enhance. To 
stop this disaster before it becomes 
a calamity, it is of paramount 
importance to control the rancour 
before it reverberates through the 
entire mechanism.

But to do that, we must 
understand how dire the situation 
truly is, and empathise with those 
who suffer at the hands of these 
devastating deficiencies. We 
must walk in their shoes, see with 
their eyes and think with their 
minds to appreciate the gravity 
of the situation and to be able 
to dissipate this crisis lest it burn 
everything India once stood for.

Out of 190 countries, the World 
Bank, in its annual Ease of Doing 
Business Index, ranks India at a 

dismal 77th place. Singapore is 2nd, 
Hong Kong is 4th, Kazakhstan is 
28th, and even communist China 
is significantly better, coming at 
a 46th rank. While governments 
preach about the ‘Control Raj’ as a 
relic of a bygone time, the situation 
is still dreadful, and in an emerging 
economy, where business is the most 
veritable driver of development, this 
suffocates innovation, stifles growth 
and threatens the foundation for a 
progressive economy. Unnecessary 
licensing, needless bureaucratic 
layers and an ancient system of 
governance are impeding any 
positive change that might be  
taking place.

10-12 licenses and permits, 
each one tougher to obtain than 
the last, are required to start a 
small hotel in India without any 
star categorisation. This number 
can be as less as 5 in USA, just 1 
in Thailand and 6 in Singapore. 
Everyone is talking about the 
paucity of hotel rooms in India and 
how there are cities in America 
which have more than all of India. 
Wonder why that is.

And you would hope that at least 
for all these licenses, it would mean 
that Indians are happier and have 
better quality of life due to strict 
regulations. The reality is far more 
dismal than this.

India is at 133 out of 156 
countries in the world happiness 
report. The bottom 20% of the 
world, that is. For quality of life, 
India is 34th in the world, below 
Thailand, Bulgaria, Malaysia and 
even China. 22 of the world’s 30 
most polluted cities are within 
our borders and India is the world 
leader in being the most polluted 
country. About 6.1% of India is 
unemployed, which means 8.7 
crore men and women. This is just 1 
crore in the US.

For all of the government’s 
talks about economic growth 
and making India a superpower 
in the coming years, India’s GDP 
Per Capita PPP is a paltry $7060. 
For measure, USA, the country 
which we would have to overtake 
to achieve a globally dominant 
position, has a GDP Per Capita PPP 
of $59531.

In absolute terms, India’s GDP 
is $2.9 trillion. The USA’s is almost 
$30 trillion. With the recent drop 
in the GDP growth rate, it has 
fallen before 6%, one of the most 
modest of the world’s other fast-
emerging economies, it might even 
be a further 40 years before we 
are anywhere close to America’s 
numbers and that too assuming 
that America doesn’t grow at all. 
The numbers are worse in Per 
Capita terms.

There needs to be change, and 
it needs to be from the bottom-
up. Every sphere of the business 
environment is begging for 
transformation, and it is India’s 
responsibility to listen to its pleas.
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BIG INTERVIEW: Brij Raj Oberoi

R ECENTLY he acquired the 
iconic Fairlawn Hotel, the last 
heritage leisure property of 

early colonial ‘Calcutta’. He spoke to 
Mystic East in an exclusive interview. 
Excerpts:

Q: Why are you so passionate about 
Heritage Hotels ?

A: For me Heritage Hotels has always 
been a passion. Heritage Hotels are 
unique and have a distinct character 
and atmosphere which people relish. 

This is slowly fading away. Heritage 
Hotels have history and a reflection 
of a bygone era, something that you 
cannot build overnight.

Q: What are your plans for 
renovation of Fairlawn Hotel, 
a hotel with legacy of over two 
centuries? 

When will you open it? Will there 
be more rooms in the hotel?

A: Yes indeed we bought Fairlawn 

‘HERITAGE HOTELS REFLECT A BYGONE ERA,  
SOMETHING YOU CAN’T BUILD OVERNIGHT’

The Himalayas is his second passion

Hotel recently, a hotel with a legacy 
of over two centuries. We took over 
the hotel in a running condition and 
it is fully operational. We would not 
like to change the character or the 
atmosphere prevailing at the moment. 
The hotel has a very strong character 
of Kolkata and the way the elite lived. 
We will only restore the hotel slowly to 
its old grandeur. This requires a lot of 
careful research in order to maintain 
the old character much appreciated 
by visitors of Kolkata and from 

Brij Raj Oberoi—aka Diamond—is 
called the hotel industry’s other Oberoi. 
The 57-year-old Brij Raj is M.S. Oberoi’s 
nephew—his mother and Biki Oberoi’s 
mother were sisters. It was uncle MS 
who gave his nickname, Diamond. 
Trained at the Oberoi School of Hotel 
Management in Delhi and mentoring 
by his illustrious uncle inspired Brij to 
expand Elgin—a hotel set up by his fa-
ther—into a chain of heritage hotels in 
the Himalayas in northern West Bengal 
and Sikkim.

Brij Raj started out helping his father, 
Kuldip Oberoi, who had set up the first 
Elgin in Darjeeling in an 1887 vintage 
building that belonged to the Mahara-
ja of Cooch Behar. Kuldip Oberoi first 
rented the place, and later, in 1965, 
bought it for Rs 3 lakh. Brij Raj, who 
used to assist his father in the hotel in 
his school days, entered the business in 
1976, on return from training in Delhi. 

He acquired The Nor-Khill, the property 
of Sikkim’s erstwhile monarch, in 1976. 
Then there was no looking back.

BRIJ RAJ OBEROI  
–  Founder and Managing Director,

The Elgin Hotels & Resorts
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‘HERITAGE HOTELS REFLECT A BYGONE ERA,  
SOMETHING YOU CAN’T BUILD OVERNIGHT’

different parts of the world.

 Q: What are the biggest lessons you 
have learnt from your uncle Mr. M.S. 
Oberoi?

A: I was greatly influenced by my 
uncle Mr. M.S Oberoi. I met him on 
several occasions and he said that you 
have to be the best in what ever you do. 
He also told me that the hotel industry 
was an industry of human relations. 
This deeply touched my heart.

 Q: Did you take a formal training in 

hospitality? How did it help you in 
running hotels?

A: I trained with The Oberoi School 
of Hotel Management in Delhi. I learnt 
a lot from the practical training in 
various departments. One thing I 
learnt was never to compromise on 
quality. I also learnt that well-trained 
staff is always an asset.

Q: Tell us something about your 
second passion - The Himalayas... 
and also about your long association 
with Elgin Hotel in Darjeeling.

A: I went to a school in Darjeeling at 
St. Joseph’s College and grew up in the 
Himalayas. The mountains have always 
been my second passion. I love nature 
and it has always been my weakness. I 
have had a long association with the 
Elgin in Darjeeling. I have enjoyed the 
restoration of this beautiful unique 
heritage property of Darjeeling. I have 
always loved the Himalayan region 
and have always wanted to make 
a tremendous contribution to the 
region where I grew up in.

Q: How did you keep Elgin 
running despite repeated strikes in  
Darjeeling ?

A: This was a very difficult task since 
I have always wanted to maintain 
the Elgin Hotels in Darjeeling, 
Gangtok, Kalimpong and Pelling 
to the fullest. I must admit that this 
was a big drawback for the industry, 
but somehow Darjeeling has a 

certain magic and always bounces 
back. I guess Darjeeling town has a 
interesting setting overlooking the 
Kanchenjunga. This glorious setting 
has always been the magic.

CELEBRITIES AT ELGIN
l Sashi Kapoor - Actor 
Indian Cinema

l Ishmail Merchant and 
James Ivory - Director 
and Producer

l Tom Stoppard - British 
Playwright and Screen-
writer

l Patrick Swayze - Ameri-
can Actor

l Tiziano Terzani and 
family - Italian Journalist 
and Writer

l Julie Christie - British 
Actress

l Sting - British Musician

l Dominique Lapierre 
and his wife Dominique - 
French Author

l Clive Anderson - British 
Television Actor

l Late Norman Hutchin-
son and Gloria his wife 
- Royal Artist

l Julian Barrow - Land-
scape Artist

l Dan Cruikshank - Brit-
ish Art Historian

l Ian Hislop - British 
Journalist and Writer

l Gunter Grass - German 
Novelist

l Felicity Kendal - British 
Film and Theatre Actress

l Michael Palin - British 
Film and Television Actor



12| MYSTIC EAST

BIG INTERVIEW: Brij Raj Oberoi

 Q: Your first acquisition was Nor-
Khill Hotel in Gangtok. How did you 
acquire it? How is it going now?

A: The Elgin Darjeeling has received 
innumerous visitors from Sikkim. We 
were patronized by the members 
of The Royal Family and various 
people from all works of life. I guess 
they highly appreciate the Elgin in 
Darjeeling. I was specially invited by 
the Government of Sikkim to take over 
the Nor-khill Hotel at Gangtok. The 
Hotel I received was in a dilapidated 
condition and it took me many years 
of hard work and dedication to restore 
it to its present Heritage status.

 Q: Which is the most successful 
hotel in your bouquet?

A: The most successful Hotel in our 
chain is the Elgin in Darjeeling.

Q: Why have you kept your business 
confined mostly in the Eastern 
India? Don’t you have plans to 

expand in other cities of India? Or, 
foray abroad?

A: I have never wanted to be 
confined to Eastern India only but 
this merely depended on the Heritage 
Hotel opportunities which I received. 
I do plan to expand in other parts of 
India and abroad.

Q: You are a leader in the business 
in Eastern India. What are the 
advantages and disadvantages of 
running a hospitality business in 
this region?

A: Thank you for the 
acknowledgement, yes we have 
been greatly successful in Eastern 
India. I realized that this area namely 
Darjeeling, Gangtok, Kalimpong and 
Pelling required quality hotels. These 
areas lacked well run standard hotels. 
There were no Heritage Hotels in the 
region considering that this region 
was so deeply soaked in tradition 
and history. This has been my biggest 

contribution to this area in preserving 
the Heritage.

 Q: Do you think that north eastern 
part of India has a huge untapped 
potential in the hospitality sector?

A: I personally feel that there 
is considerable potential in the 
hospitality sector. There are a lot of 
heritage properties in the North East 
which could be carefully located 
and restored. This would make a 
tremendous contribution to the hotel 
industry.

Q: What is your advice to a budding 
entrepreneur in the hospitality 
business?

A: I would like to inform them 
that this is the industry which is fast 
growing and will in future be one of 
the biggest industries in the world. 
If one works with dedication one will 
always achieve, one should always aim 
at perfection and quality.

The Elgin Fairlawn, Sudder Street, Kolkata, is his latest acquisition
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THE ELGIN HOTEL
Darjeeling

The Elgin at Darjeeling 
was the summer home 
of the late Maharaja 
of Cooch Behar. It was 
built in 1887. It was 
later taken over and 
run by a Scottish Family 
who ran it more than 
50 years. My late father 
Shri K.C. Oberoi bought 
the property in 1965. I 
joined my father in 1976. 
It took us many years 
to Restore the property 
which is now the only 
best Heritage Hotel of 
Darjeeling.

THE ELGIN SILVER OAKS, KALIMPONG
The property, our third, was an old Manor House belonging to Mr. John Mason, a Jute Magnate from Bengal. We 

purchased the property in 1980. Slowly the number of rooms and the public areas were increased in conformity with the 
existing old structure. The hotel has a good view of the mountains and landscape gardens that we are very proud of.
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BIG INTERVIEW: Brij Raj Oberoi

THE ELGIN NOR-KHILL, Gangtok
Our second property was the Nor-khill Hotel in Gangtok and was built for the coronation of the “Chogyal and Gyalmo” of 

Sikkim. This also took a number of years to restore the hotel very carefully. We have always wanted the hotel to reflect the 
Sikkimess Culture. It is today a unique heritage luxury Hotel of Sikkim.
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THE ELGIN  
MOUNT PANDIM
Pelling

Elgin Hotels acquired 
a forth property at 
Pemayangtse Pelling 
(West Sikkim). This is 
situated next to the 
famous Pemayangtse 
Monastry. The hotel has 
the most magnificent 
view of the Himalayas and 
Mt. Pandim from where 
the name of the hotel is 
derived from. The hotel is 
surrounded by beautiful 
landscape gardens. A 
guest once remarked 
that “If God just exists he 
must be somewhere here.” 
I thought this was my 
biggest achievement.

THE ELGIN  
FAIRLAWN
Kolkata

The Fairlawn in 
Kolkata was acquired 
recently. This is an iconic 
landmark of Kolkata 
and the most centrally 
located. It was built 
more than 250 years ago 
and is one of the oldest 
properties of Kolkata. 
The hotel was run by 
only one Armenian 
family for more than a 
hundred years. The hotel 
reflects the glorious 
history of Kolkata. The 
hotel has played hosts 
to various distinguished 
guests from allover the 
world.
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MORE THAN JUST DRINKS
Bartending is increasingly becoming more professional and a popular  

career option, writes Radhika Poddar

Tequila Sunrise is a popular cocktail Growing number of women are taking up bartending as a profession

EDUCATION

A bartender is just a pharmacist 
with a limited inventory,’ this 
quote is attributed to none 

other than Albert Einstein, arguably 
the greatest scientist ever born. 
Well, when Einstein went to bars the 
inventory may have been limited—as 
it was nearly a century ago when he 
took a trip to bar. However, present 
day ingredients in bars have gone 
bananas.

Little wonder, the face of tending 
bar has been changing. Twenty or 
even 10 years ago, men and women 
got into bartending as a stopover 
before you stepped into some 
other career. It was a temporary 
job, “until you get a ‘real’ job or get 
through college,” says Kathy Sullivan, 
owner of Sidecar Bartending. The 
profession of a bartender involves 
much more than just mixing 
drinks, it requires an immerse 
understanding with the customers 
and an innate confidence to carry 
your act with gusto and precision. 
What would you call a cross between 
a juggler, a mind-reader, a janitor, 
a wine expert, a music jockey, a 
performer and a comedian?

“I want to be a bartender” won’t 
be as common as all the wannabe 
engineers and doctors out there. But 
then again, how much do we know 
about this elusive yet amazingly 
interesting job of bartending. As a 
career opportunity, bartending falls 
under the same category as food 
and beverages, especially within the 
tourism and hospitality industry. On 
one hand, bartending is an aspect 
that is included as a compulsory 
professional trait within the field of 
hotel management. On the other 
hand, the course of bartending 
within the field of hotel management 
especially consists of aspects such 
as understanding the myriad types 
of drinks as well as the innate 

knowledge of “what mixed with what 
forms what”, essentially falls under 
the more technical sounding term of 

Mixologist.
As mentioned above, bartending 

forms an integral, almost 

SEX ON THE BEACH

An alcoholic cocktail containing vodka, peach schnapps, orange 
juice and cranberry juice. The cocktail is usually consumed during 
summer months. It is an IBA Official Cocktail.

Ingredients: 1 1/3 oz Vodka, 1 1/3 oz Cranberry juice, 2/3 oz 
Peach schnapps, 1 1/3 oz Orange juice 

Preparation: Build all ingredients in a highball glass filled with ice. 
Garnish with orange slice.

Served: On the rocks; poured over ice

Standard garnish: Orange slice

Drinkware: Highball glass
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MORE THAN JUST DRINKS
Bartending is increasingly becoming more professional and a popular  

career option, writes Radhika Poddar

Sex on the beach too is a hot  
favouriteGrowing number of women are taking up bartending as a profession

omnipresent aspect of hotel 
management as all the students of 
this profession are essentially given 

training related to understanding 
different alcoholic spirits as well 
as their respective properties. 

Moreover, the practice of bartending 
in hotel management courses 
essentially involves the study of 
terms and connotations related to 
the practice, such as “How many 
ounces are equal to a quart of 
whiskey”, what is the difference 
between a “Bloody Mary” and “Sex 
on the Beach”, and “What would 
you give a person if they asked for a 
bourbon”.

On the other hand, there are 
several aspects related to bartending 
which cannot be taught in any hotel 
management school. This includes the 
ability to empathetically connect with 
your audience and give them a good 
time, to be charismatic and confident 
enough to showcase your mixing 
skills, to learn the art of juggling and 
playing around with glasses, and to 
be comfortable with being the centre 
of attraction and constantly being in 
control of your act.

There have been people who have 
gotten into the field just by pure 
curiosity or passion, while others take 
special courses to get the know-how 
of the profession. Either way, the 
thing to understand is that you do 
not require a license for bartending. 
It is similar to how you do not require 
a degree to perform on stage but a 
degree in music always helps if you 
want to do so.

There are quite a few employment 
opportunities with relation to 
bartending as a profession, including 
places like hotels, restaurants, bars 
as well as caterers. In terms of the 
average salary of a bartender, it 
can be very rewarding if you learn 
to perfect the art of socializing as 
well as the art of magic intoxicating 
potions. The average salary of 
a bartender can range from 2 
lakhs to 4 lakhs, and in advanced 
professional realms it can go as high 
as 15 lakhs to 20 lakhs per year.

BLOODY MARY

A cocktail containing 
vodka, tomato juice, 
and combinations 
of other spices and 
flavorings including 
Worcestershire sauce, 
hot sauces, garlic, 
herbs, horseradish, 
celery, olives, salt, black 
pepper, lemon juice, 
lime juice and/or celery 
salt. Wikipedia

Main alcohol: Vodka

Ingredients: Worcestershire Sauce, 
Pepper etc

Preparation: Add dashes of Worces-
tershire Sauce, Tabasco, salt and pepper 
into highball glass, then pour all ingredi-
ents into highball with ice cubes. Stir gen-
tly. Garnish with celery stalk and lemon 
wedge (optional).

Served: On the rocks; poured over ice.
Standard garnish: Celery stalk or dill 

pickle spear
Drinkware: Highball glass
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FOOD TECH 
AGGREGATORS: 
BOON OR BANE?
Following the recent standoff between food tech operators and 
restaurateurs, we are left wondering if online food aggregators 
are doing more harm than good. But one thing is clear now: 
there is no free lunch

T HE ongoing tussle between 
internet food aggregators 
and restaurant owners is 

deepening. The fight took off a few 
months ago, when food aggregators 
like Zomato were aggressively 
pushing their Zomato Gold package 
to customers who order food via 
aggregators on a regular basis. The 
deals were quite tempting: “buy-one-
get-one-free” on food and drinks for 
prices as low as Rs 1,500 per annum.

The Gurgaon-based aggregators— 
Zomato, Dineout and EazyDiner—
apparently promised that these dine-
in and table booking programmes 
was meant to draw more customers 
to the restaurants. But in reality, this 
‘promotional drive’ turned out to be a 
massive discount spree that rendered 
their sales unprofitable.

In a counter-attack, the restaurant 
owners retaliated in mid-August 
by initiating a massive #Logout 

campaign that spread like a wildfire. 
Nearly 2000 restaurants, mostly in 
the National Capital Region, opted 
out of the dine-in services of the 
aggregators. Largest aggregator 
Zomato retaliated saying that the 
number of restaurants who have 
signed as Gold partners are around 
6,500 and this means that a majority 
of the owners—that is over 4000—
have not joined the protest.

With the fight between both 
groups seems to be escalating, there 
are millions of jobs and billions of 
revenues at stake. The organised food 
services segment, which is primarily 
engaged with aggregators, is about 
35 per cent of the overall food 
services market, which had a size of 
Rs 4.24 lakh crore and employed close 
to 7.3 million people in 2018/19.

Several rounds of meetings 
between restaurant owners and 
Zomato have resulted in the 

aggregator coming out with a 
modified Gold programme this week. 
This included rectifying the buy-one-
get-one-free offer, limiting the usage 
of programme per user, discontinuing 
the trial packs, and setting up a 
minimum Gold membership fee at Rs 
1,800.

MAXIMUM CITY
“The biggest pain point we heard 

was that users hop between places 
on a busy evening, claiming 1+1 
starters at one place, 1+1 main 
course at another, and 2+2 drinks 
at some other. To solve this, we will 
limit Gold usage by a single user to 
one unlock per day. This will ensure 
that customers complete their dining 
experience at a single restaurant, 
bringing the net effective discount 
down significantly. Another big 
pain point that we heard was about 
multiple number of Gold unlocks per 

COVER STORY
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table. Going forward we are going 
to restrict the number of unlocks to 
a max of two per table,” said a letter 
from Deepinder Goyal, founder at 
Zomato.

It’s reported that these changes 
by Zomato have not been accepted 
by restaurants, and they are still 
planning to pursue the campaign 
against Zomato. However, other 

aggregators such as Dineout 
and Magicpin have diluted their 
deep discounting schemes to the 
restaurants’ satisfaction.

“The industry is already surviving 
on thin margins, the deep 
discounting being offered by some of 
the aggregators indeed creates huge 
pressure on us,” says Pranav Singh, 
the President HRAEI. “The adoption 

SLIM PROFIT FOR 
RESTAURANTS

rates were high initially to get on to 
these platforms due to competitive 
pressures. The focus should ideally be 
on quality rather than discounting. 
Only then can restaurants and 
aggregator platforms jointly thrive,” 
he added.

Goyal claims the actual fight is 
between large restaurants and 
individual restaurants, and Zomato 
is just being painted a bully. “On a 
democratised platform like Zomato, 
large restaurant owners have to 
compete with individual restaurants 
on a hyperlocal basis, and are not 
able to leverage their large presence 
to pull more distribution/profits... I 
would also want to urge the restaurant 
industry to proactively look for ways to 
reduce operating costs, so that eating 
out becomes more affordable for 
consumers,” Goyal said in two different 
tweets.

NO FREE LUNCH
After the #Logout campaign, many 

restaurateurs are left wondering if 
online food aggregators are doing 
more harm than good. Is there really 
no such thing as a free lunch even in 
the food business?

To understand whether the 
relationship between foodtech 
startups or aggregators and 
restaurants is mutually beneficial 
or a toxic codependency, let’s dive 
deep into the numbers behind both 
industries.

Zomato and Swiggy’s rapid ascent 
across consumers and restaurants 
boils down to a single factor — 
convenience. In the jet-set life, 
especially the millennials, everyone 
is in a tearing hurry. The advantage 
of ordering food via food delivery 
apps is that you can order food from 
across cuisines, track orders and pay 
seamlessly. This is also a boon for 
India’s congested urban alleys.

The infographic sourced from Inc 42 shows that online orders worth Rs 1 lakh 
generates a profit of meagre Rs 3000
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Meanwhile restaurants get 
wider reach, more orders, and very 
importantly, they get complex 
software to manage these orders, a 
delivery fleet for nothing more than a 
small cut of the order value. It surely 
sounds like a win-win situation for 
both the parties, at least a year ago.

Many of the restaurants agree that 
the number of orders had jumped 
up by 20 to 30% after they signed up 
with Swiggy, Zomato or any other 
food tech company. The market 
was young, and companies were 
focussed more on grabbing a share 
of it than worrying about profitability. 
However, there was a small hitch. 
As Mr Singh mentioned restaurant 
businesses usually run on razor-thin 
margins. Most of the restaurants—a 
mix of delivery-only, fine-dining 
restaurants and cafes – state that 
even a very efficient setup could just 
about manage a net profit margin 
of maximum 6%; anything in double 

digits is regarded as an exception.
To illustrate the cost involved per 

order, a typical restaurant that spends 
Rs 1 Lakh expenses on sales of for 
walk-in customers can’t expect profit 
more that 10% (Rs 10,000) 

So, when customers come in, a 
restaurant would make on average 
between 10% of the order value, after 
deducting the overheads. Naturally, 
when the restaurant switches over 
to Zomato or Swiggy, that’s an 
additional cost. And these costs have 
increased over the years. This does 
not include the capital required to set 
up the restaurant, such as commercial 
property deposit, taxes, registration 
fees, decor, cutlery, uniforms, 
accounting software and other 
unforeseen expenses.

Some restaurant chain of affordable 
fast food restaurants in Punjab and 
Delhi, state their profits have plunged 
by close to 60% after they signed up 
with food-delivery platforms, even 

though sales have shot up by 30%.

OTHER SIDE’S STORY
While food delivery is weighing 

heavily on the bottom lines of 
restaurants, it would be wrong to 
think that the food aggregators are 
laughing their way to the bank. India’s 
foodtech sector industry has whittled 
down from almost a thousand players 
in 2015 to a two-horse race (Zomato 
and Swiggy) by 2018 due to its own 
unforgiving economics.

Says Goyal, “We now lose Rs 25 per 
delivery, compared to Rs 44 per delivery 
in March 2018. Our last mile cost per 
delivery is now Rs 65, compared to Rs 
86 in March 2018.”  In Zomato’s 2019 
annual report it’s mentioned that at 
roughly Rs 3.3 crore orders a month, 
Zomato bleeds close to Rs 84 crores 
every month on deliveries!

While an exact breakdown of the 
unit economics of food delivery 
platforms is hard to come by (Swiggy 

Food aggregators’ rapid ascent across consumers and restaurants boils down to a single factor — convenience 
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and Uber refused to reveal their 
numbers while Zomato’s reps were 
still collecting current data at the time 
of publication), a blog post by Goyal 
in 2016 showed the hard road that 
foodtech players are treading:

Both Swiggy and Zomato’s losses 
have mounted over time while 
smaller players like Uber Eats and Ola’s 
Foodpanda have been virtually run 
out of the business. Swiggy posted a 
net loss of $54.12 Mn in 2017-18, on a 
revenue of $63.77 Mn, and Zomato’s 
net loss was a whopping $500 Mn, 
albeit on a much larger revenue of 
$206 Mn in the same year. These losses 
were due to the nature of the food 
delivery business in India, Zomato had 
said. 

That amounts to $550 Mn in loss 
between the two dominant players 
in one year. To get some perspective, 
the amount invested in the restaurant 
segment, including in categories such 
as quick service, casual dining and 
fine dining in the last five years was 
$843 Mn, according to the NRAI.

So if neither the restaurants nor 
Swiggy and Zomato are making 
money on food delivery, why is 
everyone, including some of the 
biggest venture capital investors in 
the startup ecosystem so keen on 
pouring in vast amounts of hard cash 
into the foodtech market?

Network effect is the phenomenon 
where every new user added to a 
platform makes it more valuable 
to every other user. The platform 
which has more choices of cuisines 
and restaurants will attract more 
customers, which in turn will attract 
more restaurants to join. This virtuous 
cycle creates the network effect.

Once a company achieves a 
network effect, users won’t find 
much value in the relatively smaller 
networks offered by competitors. 
Swiggy, Zomato and the investors 

backing these firms know this all too 
well.

The foodtech startup ecosystem 
has attracted about $3 Bn in funding 
since 2014, according to DataLabs. 
Industry watchers believe that for 
now investors are looking at foodtech 
only as a high growth market  that 
they want to be part of. Investors 
who get into these are looking at a 
longer horizon and want to establish 
massive scale first and then figure out 
a way towards better unit economics 
and profitability.

FINAL BLOW
While the restaurants were busy 

protesting against Zomato and 
Swiggy, ecommerce giant Amazon 
and Ola have started partnering 
up. Amazon will be powering Ola-
owned Foodpanda’s  revamped cloud 
kitchen and food delivery services 
and Amazon has already started 
approaching restaurants in Bangalore 
and is promising to charge much 
lower commissions than Swiggy and 
Zomato.

The entry of Amazon into the 
food delivery business has given 
hope to restaurant chains, who have 

reportedly claimed that Amazon’s 
entry will give them additional 
leverage while negotiating terms 
with Zomato and Swiggy. That’s also 
thanks to the lower commission that 
Amazon says it will charge restaurants 
for deliveries.

With its frighteningly in-depth 
knowledge of customer buying 
choices, the move highlights 
Amazon’s appetite for stretching its 
tentacles into new businesses such 
as consumer electronics, online video 
and music, cloud services, groceries, 
and more.   

As the Amazon empire grows, 
companies are forced to adapt or 
close. Amazon already has a food 
delivery service in the US and 
its lower-price model and vast 
warehouse network in India can 
be easily adapted to food delivery 
as well. While Amazon’s entry will 
make foodtech investors jittery and 
ordering food even cheaper for 
customers, will the business itself ever 
become a profitable one?

In the words of Zomato’s Goyal on 
the subject of profits in 2016: “This 
might have needed explaining in 
2015. Not anymore.”

Exact breakdown of the unit economics of food delivery platforms is hard to come by
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GM INTERVIEW : VIKAS RAY

WE EXPECT A 
HUGE BOOM IN THE 

HOSPITALITY SECTOR 
IN THE REGION

Vikas Ray, General Manager at 
Radisson Blu Hotel Guwahati, has 
an experience of 18 years in areas of 
customer services and hotel operations. 
He has been a pre-opening team 
member at the Radisson Blu hotels at  
Guwahati, Nagpur, Indore, Gurgaon 
and Park Plaza hotels at Noida and 
Gurgaon. In addition, he was a part of 
the successful pre-opening team and 
represented Carlson Hotels Worldwide’s 
(Asia Pacific) management team as 
a task force member of 270-room 
Radisson Blu Plaza Hotel at Tianjin, 
China in 2009. He spoke to Mystic East 
in an exclusive interview. Excerpts:

Q: You have been in the Radisson 
Blu, Guwahati, for the past six 
years. How is it going here?

A: So far, it has been a wonderful 
journey since inception of this hotel. 
Though in the beginning it was tough 
to set up the first upper upscale hotel 
in the region, I am quite content with 
my journey with Radisson Blu, hotel 
Guwahati. It has been one of the 
most fruitful and exciting journeys 
that I have ever embarked on. For me 
every day is exciting over here to lead 
a committed and passionate team. 
It’s such a pleasure working with 
team members who are ambitious, 
passionate, and proud to represent 
the beliefs of the brand. Even with 
growing completion in the city, the 
hotel lives up to its image in terms 
of revenue and guest satisfaction 
score. Guwahati is one of the 
fastest growing city in India and the 
performance of the market has been 
fantastic for last six years. We have 
cherished this aspect the most and 
are looking forward to take Radisson 
Blu Hotel Guwahati to new heights.

We are equally excited and expect 
a huge boom in the hospitality sector 
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in the next couple of years throughout 
the region bringing competition 
within the hotels resulting in 
upgradation and bringing innovation 
of the properties. Altogether, I 
am very optimistic for the future 
and simultaneously, we have also 
associated ourselves in CSR activities, 
especially in association with “SOS 
Village” on global platform to give 
back to the society. Radisson Blu Hotel 
Guwahati is also recognized by The 
World Leadership Federation, World 
Luxury Hotel Awards and Luxury Travel 
Guide Asia & Australia, to name a few 
and on international platform.

Q: What are the typical challenges you 
generally face while operating in your 
market, especially the North East?

A: [Smiles]..multiple, I would say. 
It wasn’t easy and probably the 
most challenging one out of my 
involvement in seven per-opening 
hotels throughout my career. It wasn’t 
easy to setup the first international 
hotel with very high expectations 
and will always remain the first 
International brand opening in this 

part of the country and will always 
cherish the accomplishment. From 
hiring skilled manpower to inbound 
logistic or developing marketplace as 
per our specific needs, we have come 
a long way now.

Q: How do you face such challenges 
to stay ahead in the race?

 A: My beautiful team makes it 
really easy for me as they are always 
on the top of things and offering 
custom made solutions. We take every 
challenges as opportunities which 
gives us a chance to improve and as 
I look into it, we are getting better 
every day and take this opportunity to 
thank my amazing team here for their 
unconditional support.
Q: Considering the peculiarities of 
the market what kind of innovation 
you brought into your products, 
especially F&B, and services 
including banquets?

A: With us opening up a hotel of 
this category for the first time in the 
North east was an innovation in itself. 
Moreover, The Great Kebab Factory, our 
signature restaurant has emerged as 

one of the city’s best dining destination.  
In times to come, we are bringing 

a Tea Lounge, first of its kind, right in 
the lobby for our guests to experience 
and expanding Café B-You with 
beautiful décor wherein the guests 
can dine under the clear view of the 
sky irrespective of any season. We 
have multiple F&B outlets to cater 
the guest taste buds from local to 
global and multiple event options to 
cater to guest needs and planning 
further towards massive increase of 
convention and additional rooms.

Q: What is your future plan to 
generate more revenue/profit?

A: With the Government focus on 
sporting events and tourism, our main 
focus also remains the same. We will 
attract more tourist segment including 
both domestic and international and 
also emerge as the most preferred 
hotel to host any sporting events. 
In the past, we were privileged to 
host any dignitaries, national and 
international visiting the region, and 
we will continue to excel.

Without effecting the guest 
experience, we will also focus in some 
areas such as minimizing waste by 
proper training and implementation, 
saving energy wherever possible 
and benchmarking our business to 
help us compare to stay ahead of 
the game. Since the first full year 
of operations, the revenue of the 
hotel has grown over 45% even 
after opening of two new hotels in 
the last few years. This is a positive 
outcome and we work hard towards 
making our hotel stand out from our 
competitors and give guests a reason 
to choose us with our outstanding 
guest service and deliver memorable 
moments every day and are willing 
to invest in further expansion in near 
future to cater the different segment 
of guests under one roof.

Radisson Blu, Guwahati, is one of the finest hotels in eastern India
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GM INTERVIEW : JAGDEEP NAMBIAR

IT’S AN ABSOLUTE 
DELIGHT TO BE IN 
THE CITY OF JOY

Jagdeep Nambiar is a seasoned 
hospitality professional with proven 
track record of 23 yrs in creating a 
niche in guest satisfaction levels, 
revenue management and employee 
satisfaction within a challenging 
environment.

He has the experience of handling 
the pre-opening of The Westin Pushkar, 
a 100-room luxury property nestled 
in the Aravali hills range in Rajasthan. 
He joined The Lalit Great Eastern, 
Asia’s first luxury hotel that had 
the distinction of being the longest 
continuously operating hotel (165 
years) till 2005.

He spoke to Mystic East in an 
exclusive interview. The excerpts:

Q: You have been in the The Lalit 
Great Eastern for the past one year. 
How is it going here?

A : To begin with, it’s an absolute 
delight to be in the city of Joy, a city 
that runs deep in its cultural heritage 
and is a culinary paradise .A City 
where the tram and underground 
co-exists, a city that has held on to its 
past as it forges ahead. As a preferred 
business hotel located in the CBD 
along-with its monumental legacy, 
we get a good mix of both business 
and leisure travelers. For me it is been 
a fantastic year on both professional 
and personal counts.

Q: What are the typical challenges 
you generally face while operating 
in your market, especially the East?

A: Sustainability is rapidly climbing 
the agenda of every organization, 
driven by people’s growing interest 
in and concern for the environment. 
In fact we at the Lalit are committed 
to sustainable tourism. And as 
our Executive Director Mr Keshav 
Suri rightly says, “Sustainability 
is the need of the hour. If each 
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one of us is conscious and puts in 
efforts in the right direction, we 
can make a difference. It is not the 
responsibility of the government, or 
environmentalists alone, all of us are 
responsible for our tomorrow.”

Q: How do you face such challenges 
to stay ahead in the race?

A: Challenges are fantastic for any 
business, it helps one to keep up 
with the ever changing dynamics of 
the environment we are in ,The three 
mantras that have worked for me are :

Be aware of our competition This 
will identify the areas you need to 
compete in, and give you a platform 
for differentiating yourself.

Keep the focus on your people, 
People here stands for our guests and 
my team members. Managing their 
expectation, knowing what matters 
to them helps me immensely in 

keeping in pace.
Eye on the future: Planning for 

growth keeps a business more 
successful and competitive. Staying 
abreast with developments, following 
current trends and having a clear idea 
of where you want to be in one, three 
and five years’ time keeps you on track.

Q: Considering the peculiarities of 
the market what kind of innovation 
you brought into your products, 
especially F&B, and services 
including banquets?

A: Innovation is essential as it adds 
value to not only the services and 
products we offer to our guests but 
also helps one grow as an individual. 
Personalization in our offerings is 
my main focus it helps provide a 
meaningful experience and drive 
guest loyalty. Gone are the days 
where one size fits all.

Q: What is your future plan to 
generate more revenue/profit?

A: In terms of expanding our 
product we are adding more 
inventory, banquets & meeting 
spaces, an all-day-diner, and a 
specialty restaurant also Looking 
after our existing customers , being 
more responsive to their needs and 
expectations. It’s more economical 
and easier to keep existing customers 
than to find new ones.

Q: What is your advice to budding 
managers in your market?  

A:  The hospitality industry is 
becoming more and more competitive 
with each passing day, and hospitality 
is for the people, by the people and 
of the people. It is thus crucial to be a 
people friendly person to become a 
successful hotelier.

The Lalit Great Eastern is a top business hotel with a monumental legacy
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Q. What made you pursue a chef’s 
career?

A: I would never say it was my 
childhood dream, passion for 
cooking food, creativity and so on. 
The reality is that while discussing 
career options during my final year 
in college—I was studying BSc—a 
close friend of mine suggested me to 
opt for hotel management. In those 
days, in mid-1980s, engineering 
and medicine were the only two 
coveted career avenues. Since I was 

not inclined to follow any of these 
paths, I was interested. A few days 
after this I noticed an advertisement 
in an English daily announcing 
the details of an entrance test at 
National Council of India for Hotel 
Management. I applied for this and 
qualified in both the written test and 
the personal interview at New Delhi.   

While doing the three-year 
diploma in hotel management and 
simultaneously undergoing an 
Industrial Training in a 5-star hotel at 

“The very 
best reason 
to become a 
chef is that I 
love food”

Nisar Ahmed  
– Corporate Chef,

Mayfair Hotels & Resorts

CHEF INTERVIEW: NISAR AHMED

Nisar Ahmed, a Corporate Chef at Mayfair Hotels & Resorts, is a professional chef 
with over 25 years of rich multi-industry work experience in the hospitality field 
ranging from Luxury Collection Starwood Hotels to international high profile sports 
events and world class air catering.

After completing 3-years diploma in hotel management and catering technology, 
he started a professional career as a kitchen executive trainee for two years and 
achieved executive chef level while working as senior Sous Chef for best Luxury 
Collection Starwood Hotels, Executive Chef for four 5 star hotels (including ITC 
Maurya and Ramee, UAE), Executive Chef for Doha Asian Games and TAJ Sats – a 
sister concern of Taj Group of Hotels and Singapore Airline Terminal Services. He has 
worked in countries like India, Qatar and UAE and had been a team leader for Indian 
Cuisine Promotion abroad in Ankara Hilton Hotel as well as in Istanbul. He spoke to 
Mystic East in an exclusive interview. Excerpts:

Delhi, I got fascinated by the work 
atmosphere and life in the hotel. 
In those days, the Ashok Group of 
Hotels were the biggest group in the 
hospitality field in the country.  I was 
selected for a General Management 
Training Program here.

But after spending six months in 
the Front Office department, I grew 
an affinity for culinary skills and the 
kitchen. So I wanted to switch over 
to Kitchen Management Training 
programme. I requested and 
pleaded the higher management 
to look in to my long term career 
choice and somehow I was allowed 
to switch over to KMTP. So from 
that moment onwards I pursed my 
career with great zeal, passion and 
tried to create memorable culinary 
experiences by learning from my 
senior chefs.

I can also recall that during my 
teenager days I used to distribute a 
special halwa on the occasion of Eid 
during the annual Eid Mela. Even 
though my father cooked the halwa 
I used to watch him cook it with 
deep interest. Even today my friends 
remind me of those days and tell me 
that I was born to bring happiness 
to the minds and faces of people 
through food.

After completing two years at 
KMTP kitchen I was inducted as a 
Junior Sous Chef in the hotel. I found 
immense happiness in the job and I 
am still vigorously pursuing it with 
passion.

Last but not least, possibly the 
very best reason to become a chef is 
because I love food.
Q: What are your accomplishments 
as a Chef so far?

A: As being associated with 
international as well national hotel 
chains at different levels and roles 
of chef, I have some prominent 
accomplishments as below:
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l Was selected from South Asia for the 
biggest international sports events as 
Executive Chef to look after the food 
production operation of the athletes’ 
village at the Doha Asian Games in 
2006, catering to 45,000 pax a day with 
a kitchen brigade of 1500 worker
l Had been the Chef In-charge for 
Taj Sats Mumbai serving 20, 000 
pax a day to International as well as 
National Airlines.
l Had opportunity to work for Luxury 
collection to Budget Class hotel 
chains, International and National 
Airlines Catering and Biggest Sports 
Events of World.
l Had worked almost across eight 
states in India and three countries out 
of India with multinational brigades.
l Had been a team leader for ‘Indian 
Food Promotion’ organized in Izmir 
Hilton Hotel, Turkey by Ministry of 
External Affairs Govt of India
l Had done preopening  and 
opening of 6 hotels till date
l Had been chosen in the Panel of 
Jury for Young Chef Olympiad by 
IIHM Kolkata, Great Indian Culinary 
Challenge by Food Hospitality 
World Mumbai, International Chef 
Competition by GNIHM Kolkata, 
as well as judged lot of other 
competitions
l On the panel of Jury for ‘Food Food 
Awards’ for BBC Good Food.
l Conducted Culinary Workshops 
for Ladies Club of Jaipur with Times 
of India Group; Organized Culinary 
workshop on Healthier Kids on 
this year’s International Chefs Day 
wherein preparations from forgotten 
ancient grains were also shown

Q: Who is your inspiration in the 
trade?

A: Chef Satish Arora, Chef Sanjeev 
Kapoor , Chef Sudhir Sibal and Chef 
Manjeet Gill as they have played an 
important role in the spreading and 

globalizing of our Indian Cuisine, 
thereby making the presence of 
Indian cuisine felt on the Culinary 
Map of world.

Q: Tell about a few memorable 
guests you catered to? Please 
mention other memorable 
experiences.

A: The most memorable experience 
was of getting actively involved in a 
sit-down dinner for President Vladimir 
Putin of Russia hosted by Chamber of 
Commerce & Industries India at ITC 
Maurya New Delhi. I was also actively 
involved in a dinner hosted by India’s 
Prime Minister in the honour of 
President Bill Clinton of the USA in 
Hotel Ashok, New Delhi. In the recent 
past, I organised food production at a 
three-day event at Mayfair Lagoon at 
Bhubaneswar where Prime Minister 
Mr Narendra Modi was the chief 
guest. The exclamatory comments 
by Mr Modi about the food was “I 
wonder how you make such a great 
variety of tasty food!!!!”

Q:  What is your idea of local 
cuisine? Is there any personal 
favourite?

A: Local cuisine means food that 

is produced locally from available 
ingredients. Local cuisine is a great 
source for food sustainability as it 
helps in developing the economic 
condition of local farmers, minimizes 
the carbon emissions and helps 
in environment protection, 
development and  maintenance of a 
green farm land.

Local cuisine is frequently named 
after the region or place where it 
originates and is influenced by style 
of cooking, culinary practices and 
religious beliefs of the people of that 
area or region and ultimately leads to 
a regional cuisine too. I like any local 
cuisine which is healthier as well as 
tasty in its form.

Q: What’s your advice to aspiring 
young chefs?

A: Hard work and persistence is the 
key to success. So believe in yourself 
and chase your dreams. Young 
aspiring chefs should try to set high 
professional standards with an upright

attitude. Learning regional or 
international cuisines, geographical 
conditions influencing a cuisine, local 
flora and fauna, the eating habits of 
people and more practice will make 
you competent.

The signature dish Phukhtunwa Jujeh Kebab
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U N R A V E L   T H E   M Y S T E R I E S   
O F   B E A N S

LEARN THE ART 
OF COFFEE 
MAKING

By Raju Singh

The unmistakable aroma of coffee 
wafts down the corridor which 
simply enhances my anticipation 
of what to expect next. Yet the 
sight that greets my eyes is not 
of a cafe or a coffee shop but 
rather an academy which is 
pleasantly very different to what 
one normally sees.  A warm 
welcome leads us to the Coffee 
Lab. Lab? Yes you heard right - it 
is the coffee lab - the first of it’s 
kind Barista Training Academy in 
India. We were introduced to the 
magical world in the Art of Coffee 
Making. 
 
To meet the market demand of 
skilled baristas, DMI Global joined 
hands with American Hospitality 
Academy in USA to open a 
Barista Training Academy. 
 
The course is accredited by AHA, 
with the content and syllabus 
that is internationally recognized.  
The academy based in Kolkata 
is the first AHA accredited Coffee 
Training School in India. 
 
It  offers skill oriented short-term 
Barista Courses and Coffee Art 
Courses to achieve excellence in 
coffee training enabling students to 
find jobs with practical experience.

The Academy provides ample 
opportunities for students to 
practice in the state of art coffee 
lab guided by the skilled certified 
trainers who are officially trained 
by AHA and Universita Del Café.
 
Certified courses available 
ranges from Basic Barista, Latte 
Art, Coffee Expert, Espresso 
Excellency and even Master 
Barista!
 
Also availble in the academy is 
an interesting course aptly named 
Coffee Lovers. This course, as 
the name suggests, is for people 
who simply love coffee. This 
course helps one to unravel the 
mysteries of beans and literally 
shows one how various beans 
affects the taste and texture of the 
coffee. The most interesting part 
is the when the Master Trainer 
brews various preparations in 
transparent cups denoting the 
compositions and segmentations 
in a cup. That was a revelation!
 
So time has come to roll up your 
sleeves and grab this opportunity 
to become a Certified Barista! 
For further details log onto www.
dmiglobal.in or simply  
call 033-40016424
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HOTEL OWNERS VS ROOM
AGGREGATORS, ANOTHER WAR

AN association of budget 
hotels and guesthouses in 
Kolkata recently staged a 

protest before the office of a Oyo, 
the leading hotel room aggregator 
and alleged that its discount-based 
pricing policy was driving the 
industry into distress. The association 
that has around 50 members has 
alleged that Oyo was usurping nearly 
40-45% of the booking amount 
though the commission in the 
agreement ranged from 15-24%.

It is not an isolated event, 
independent protests by small hotel 
owners are springing up in big cities 
as well as mid-tier towns across India. 
Says Pranav Singh, President HRAEI, 
“Even our members have complained 
that some hotel room aggregators 
have been cheating them of their 
promised returns and minimum 
guarantees by levying  a slew of 

charges, often without informing 
them. Many of these charges are not 
specified in the contract between the 
owner and the aggregator.”

Before the room aggregators came 
in, basic room rates varied from Rs 
1,200 to Rs 2,500. But these outfits 
offered half rates to capture the 
market that make many budget hotel 
owners unable to meet the daily 
expenses and basic rent and salary. 
However, the aggregators refute the 
allegations, terming them baseless 
and motivated. 

They say that listing on their 
platforms has given thousands 
of hotels opportunities for easy 
booking, ability to get high return of 
investments, access to easy finance, 
offer quality customer service, 
thereby significantly increasing 
occupancy and profitability.   

“The most common grievance from 

some of our members is that many 
of the aggregators reduce payments 
owed to them on the pretext of 
deductions, which they say are not 
specified in their contracts. The 
protestors say that the aggregators 
accounting and auditing process, 
and the penalties associated with 
minor faults and errors, are so heavy 
that they sometimes find themselves 
owing money to them at the end of 
the month,” says Singh

At the heart of this matter is the 
aggregators’ promise of “Minimum 
Guarantee Fee”—the so-called 
promise of paying a certain amount to 
the hotel owner each month in lieu of 
allocating some of the room inventory 
for those who use the platforms, 
irrespective of the bookings the hotel 
gets from them or the occupancy rate. 
“Many hotel owner now call this model 
unethical,” he adds.
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O N April 21 2019, Easter 
Sunday, men wearing 
backpacks walked into three 

luxury hotels in the heart of Colombo. 
It was about 9am, peak breakfast time 
at the beachfront hotels--Shangri La, 
Cinnamon Grand and The Kingsbury. 
The restaurants were buzzing with 
visitors from across the country and 
world enjoying their food and morning 
tea or coffee. After strolling around the 
lobby, all these men rode the guest 
elevators and entered the respective 
restaurants. Moments later—in 

a synchronised manner around 
9.20am—they detonated suicide 
bombs killing dozens of guests having 
breakfast in the hotels.

The reception hall of a guest house, 
the Tropical Inn, away from this hub, 
was also attacked later in the day, with 
two more deaths. Later it was found that 
the bomber’s original target was the Taj 
Samudra Hotel at the beachfront. CCTV 
footage at the hotel revealed that the 
bomber failed to detonate his vest 
despite three attempts at the same 
time and left the premises.   

Apart from these hotels three 
churches saw coordinated attacks 
killing 321 people in one of the deadliest 
terrorist attacks in recent history.

Just a few months before this, in 
January, a terrorist group called Al-
Shabaab attacked the DusitD2 luxury 
hotel and office complex in Nairobi, 
Kenya killing 21 people during a two-
day siege. The attack started with gun 
fires and a suicide bomber attack in 
the foyer of the hotel and continued as 
gunmen with AK47s hunted down and 
killed guests throughout the hotel.

TERROR TRAPS

The iconic Taj Hotel in Mumbai witnessed the worst terror attack in 2008

As terrorist attacks on luxury hotels become commonplace, it’s 
time these hospitality giants make big investments to beef up 
their security   
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Three luxury hotels endured suicide bomb attacks early this year

One of the most dramatic hotel 
attacks, however, happened in 
November of 2008 at the famed Taj 
Mahal Palace Hotel in Mumbai. The 
sophisticated and coordinated attack 
killed 31 people in the Taj Mahal and 
another 30 people in the Oberoi-
Trident Hotel during a four day 
siege. Two other hotels in Mumbai 
were attacked during the siege. The 
attackers had gained access to the 
blueprints of all four hotels facilitating 
their deadly planning.

Hotels and resorts have increasingly 
become targets of terrorist attacks. Ease 
of access to facilities that are designed 
to promote welcoming hospitality to 
its guests and visitors make securing 
hotels against attacks a difficult 
challenge. Terrorist regard hotels and 
resorts as “target-rich” since guests in 
luxury lodging are typically affluent 
and potentially politically influential.

Recent attacks emphatically 

demonstrate that today’s hotel and 
resort security systems need to focus 
not only on petty criminals and 
intruders bent on theft, vandalism, 
arson or personal assaults, but must 
employ cutting edge technology in 
early threat detection of potential 
terrorist attacks. Politicians, military 
personnel, celebrities, captains of 
industry and other potential targets 
of terrorists are especially vulnerable 
when away from the protective cover of 
their dependable home or workplace 
security networks. Hotels and resorts 
that cater to this type of clientele must 
consider going beyond conventional 
hotel security systems and employ real-
time intrusion-detection and threat 
assessment technology.

SECURITY SYSTEMS
Traditional hotel security systems 

have three principal components: 
video surveillance, alarm systems and 

locking systems. Video surveillance 
has typically utilized a closed circuit 
television (CCTV) system comprised 
of a number of video cameras 
strategically located throughout the 
hotel in stairwells, entrances, elevators 
and other security sensitive areas, such 
as safe deposit rooms or cash counting 
rooms in casino hotels. These cameras 
are usually monitored in the hotel 
security office where guards watch 
a bank of video monitors that record 
activity in relatively short cycles. While 
this system relies on the attentiveness 
of the guards watching the TVs, alarms 
on certain doors or motion detectors 
in restricted areas may trigger a video 
camera and alert a security guard to a 
potential intrusion or threat.

Electronic card-key systems have 
replaced mechanical locks and 
are often connected to computer 
networks allowing security staff to 
identify and record the staff member 
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or guest gaining access to a certain 
space along with time of entry. New 
advances in guestroom locks allow 
guest to use their personal credit card 
or smart phone to enter their room. 
Retinal scanning and code scanner 
apps for gaining room access are also 
on the horizon.

Advancements in video 
surveillance technology now provide 
real-time applications to identify, tag, 
track and address potential terrorist 
threats. Long-range infrared cameras 
with video intelligent-convergent 
technology connected to a data-
base that includes facial recognition 
records of known threats, can 
potentially detect, track and thwart a 
threat before it enters the hotel.

Security software technology can 
now immediately detect weapons, 
public disturbances and suspicious 

behaviours. Through artificial 
intelligence software this type of system 
analyzes video data, detects anomalous 
behaviour, filters data and alerts 
security officers so they are focused on 
actual threats and can formulate and 
deploy appropriate responses. Three-
dimensional imaging of the threat 
environment can help security officers 
assess a menacing situation and help 
establish an interactive virtual barrier. 
These images can then be streamed 
live to portable devices to support a 
deployed response.

Ground-based radar and day-night 
cameras can be utilized on waterfront 
hotels and resorts to automatically 
track unknown targets from up to 
seven miles out to sea, creating a 
virtual electronic “bubble” of security. 

Advances in infrared cameras, 
utilizing hand held devices, can now 

provide infrared imaging to detect 
weapons on a person by detecting 
temperature contrasts between a 
weapon and the human body. Some 
companies are developing apps 
that can turn a smart phone into an 
infrared camera. In the near future a 
security guard will be able to use their 
smart phone to detect a concealed 
weapon on a person of interest.

DETECTION OF IEDS
The most challenging terrorist threat 

to detect is the concealed explosives. 
There are a number of effective 
methods and technical systems for 
screening for explosives when in close 
proximity. Trained dogs, x-ray devices 
and trace particle detection systems 
can detect explosives in packages, 
luggage, vehicles and persons at close 
range. However, detecting concealed 

Terrorists killed 21 people in an attack in a Nairobi hotel
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explosives at a safe standoff distance 
remains an elusive challenge. While 
utilizing techniques that detect trace 
particles or vapours are feasible at 
close range, at stand-off distances for 
current technology, the substances 
become too diluted and undetectable.

One promising development 
of detection of explosives is the 
use of a UV Raman Spectrometer. 
Spectrometry can detect microscopic 
traces of bomb-making material on an 
individual, package or vehicle leading 
to further investigation of the threat. 
UV Standoff Raman Spectrometry 
experimentation has successfully 
demonstrated identification of 
explosive traces at distances of up to 
30 meters with a line-of-sight sensor 
laser source that optically collects and 
analyzes recorded spectral signatures 
of all known explosives.

A new screening technology called 
SPO-NX can scan a crowd and detect 
suspicious articles such as suicide 
vest at distances of up to 15 metres. 
The scanning device can be hand 
held or mounted to a wall or ceiling. 
The detected anomaly will trigger a 
red bar on the sensor and alert the 
security staff of a potential threat. 
One can imagine that if this system 
was in place at the Shangri-La Hotel 
in Sri Lanka, the terrorist might have 
been stopped before they got into 
the elevator to go to the second floor 
restaurant.

In many African countries, such 
as Kenya, vehicles are restricted 
from entering governmental 
complexes, luxury hotels and 
corporate office complexes without 
first being inspected for weapons 
or bombs. Unfortunately for many, 
the inspections are cursory and 
unsophisticated, utilizing in many 
cases only a mirror at the end of 
a pole for inspecting a vehicle’s 
undercarriage.

Four gunmen were able to get 
past the security checkpoint at the 
DesitD2 compound and storm in with 
their weapons blazing. Hotels must 
use sophisticated cargo inspection 
system that utilizes x-ray imaging and 
radiation scanning to help security 
guards intercept weapons, bombs and 
even nuclear material in containers 
and vehicles. 

There are common sense design 
solutions that don’t necessarily involve 
hyper-technological applications 
to insure the safety of hotel guests. 
During the attack on the Taj Mahal 
Palace as the terrorists were roaming 
through the hotel killing everyone 
they saw, dozens of guests were taken 
to and barricaded in the safety of the 
Chambers Club, a private lounge in 
the hotel that had a hardened shell 
that the terrorist could not easily 
penetrate. The club room was in effect 
a “Safe Room” that afforded most of 
the guests enough time to escape 
down a stairway to safety as the 
terrorists attempted to break down 
the fortified door.

Consideration should be given, 

when designing or renovating a luxury 
hotel, to creating a space that has 
blast proof walls, windows and doors 
that provide guests with a safe haven 
should this type of siege occur. Such a 
space could be a large meeting room 
or lounge that has access to food, water 
and sanitary facilities, but that has a 
hardened shell and is equipped with 
provisions for hours and perhaps, as in 
the case of the Taj siege, days of refuge.

ENHANCED SECURITY
The dilemma for luxury hotels and 

resorts is how to create a welcoming 
hospitality atmosphere without 
making guest feel like they are going 
through security magnetometers at 
the airport. On one hand guests are 
turned off by high security apparatus 
and so designers of enhanced security 
systems must endeavour to make 
them hidden from view. On the other 
hand, a sense of heightened security is 
in itself an essential luxury offering, so 
knowing that your hotel is employing 
the most sophisticated security 
systems contributes to the luxury 
experience.

Round the clock surveillance through CCTV is an essential security measure
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Spa 
Today, it is almost unthinkable to open 
a luxury hotel without a spa, even in an 
urban location that caters primarily to 
business travellers

J UST about a decade ago the 
term “Wellness” was more and 
less an alien concept. Now 

it’s all pervasive—in newspaper 
supplements, TV programmes, 
cosmetic ranges and so on. The 
Oxford English Dictionary defines 
it as “the quality or state of being in 

good health especially as an actively 
sought goal lifestyles”. The phrase 
“active” emphasises that wellness is 
not something that just happens to 
you; you have to seek it.

Hotels and hotel spas need to 
ensure that they have relevant 
wellness lifestyle options available, or 

risk losing these guests.
There are six realms of wellness, 

according to the National Wellness 
Institute in the US; Spiritual, Physical, 
Emotional, Occupational, Intellectual, 
and Social. Consumers may feel 
more keenly about one or two of 
these specific aspects, and this drives 

Hotel spas need to ensure that they have relevant wellness lifestyle options
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decision-making on activities. In the 
hospitality world, this reveals itself 
in the large numbers of consumers 
who are searching for hotel stays that 
include some element of wellness, 
be it in spa, the restaurant, the room 
amenities, or the location. 

In short, wellness in hospitality 
is new frontier and creates positive 
opportunity to expand the guest 
experience and create healthy built-
environment spaces, including hotel 
rooms, restaurants, meeting rooms, 
pools, kid’s areas, spas, fitness, outdoor 
spaces and staff areas. 

What does this mean for hotel spa 
operators? It sounds like good news, 
but that is only if you can stay ahead 
of the curve. The legacy model of 
a hotel spa, with private treatment 
rooms dedicated to facials, massages 
and body treatments, and a potential 
retail area and locker rooms, is no 
longer enough to satisfy the demands 
of clients seeking wellness. They want 
something more, although even the 
consumers themselves don’t always 
know what that is. Guests experienced 
in wellness disciplines want to be able 
to maintain those while they travel 
whether for work or leisure. And 
herein lies the challenge. How can 
existing hotel spas continue to evolve 
and be ready to capitalize on this 
consumption trend?

Fortunately, there are several 
approaches to this challenge, and they 
are more oriented to programming 
and marketing. Hotels today are 
jumping on the wellness bandwagon, 
as they should! Methods for this varies, 
but there are a couple of different 
strategies that can be adopted:

Including more advanced 
treatments and services in the spa 
and fitness area; this can be done 
through adding more advanced 
technology and treatments to the 
menu, introducing wellness retreats, 

or working with outside experts.
Making the whole hotel a wellbeing 

focused hotel, in effect spreading spa 
throughout the property; focusing on 
sleep in the hotel room, healthy and 
nutritionally dense food in the F&B 
outlets, healthy, active, mindful design 
and movement not only in the gym 
but in the rooms, and incorporating 
outdoor space as possible.

WITHIN THE SPA
So while it is not necessary to blow 

up the spa that you already have, you 
may need to reinterpret what you 
are offering there. Massage, in one 
form or another, continues to be the 
number one requested treatment in 
spas globally, and skincare treatments 
are always in demand, especially 
in properties with guests who are 
attending events onsite. But guests are 
also seeking lifestyle education and the 
option of new experiences that can 
introduce them to some of the exciting 
trends they’ve been reading about. 
Interest in meditation is at an all-time 

high, and guests are eager to try it.
Meditation doesn’t require any 

special equipment, just a teacher 
and some floor cushions in a private 
space, and sessions can be as short 
as 20 minutes. Movement therapies, 
especially yoga in all of its various 
iterations, continue to grow in 
popularity and participation, and like 
meditation, only require a space, a 
teacher and some yoga mats and props. 
Popular yoga studios, especially in 
urban environments, often offer more 
than 20 classes per day; if you have the 
space to provide even a morning and 
evening class, there is no need for your 
yogi guests to leave the property.

Another advantage of these newer 
wellness modalities is that most do 
not operate on a one-to-one ratio of 
therapist to guest. Currently, staffing is 
a major issue for many spa operators, 
not just in hotels, and that shortage 
is forecast to continue. Even as the 
demand for these treatments is at 
an all-time high, it can be a constant 
struggle to recruit, hire, train and 

Authentic Ayurveda, Kerala, style can draw foreign customers
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retain enough staff to meet the 
demand. Group classes in the wellness 
space usually just need 1 instructor 
and can service as many guests as you 
have the space for.

If you are able to expand or 
reconfigure existing spaces, there are 
a lot of choices of equipment that 
provides for self-guided experiences, or 
may require some attention from a staff 
member, but not a trained therapist. 
These options include group-oriented 
experiences such as infrared saunas 
and halotherapy rooms, or personal 
treatments which might include a 
relaxation session on a specially-
equipped multi-use treatment table 
like the Spa Wave, or employing virtual 
reality headsets or Muse headbands to 
provide mindfulness and relaxation. 
More advanced treatments such as 
cryotherapy or flotation require larger 
investments in equipment, but also 
need little human intervention. And 
the equipment never needs a vacation!

BEYOND THE SPA
By working with outside experts, 

your spa and fitness menu can be 
greatly expanded to include new and 
different treatments as well as classes, 

workshops and other educational 
events which don’t have to be confined 
to the spa itself. Whether it is a regularly 
scheduled weekly class or an occasional 
event, this also gives the property the 
opportunity to expand it’s reach into 
the local community and use the spa/
fitness/wellness offerings to potentially 
attract new rooms business.

Properties can partner with local 
experts in fields such as nutrition, 
mindfulness, stress reduction, color 
therapy, poetry-writing, the list goes 
on. Anything that helps consumers 
make deeper connections to their 
health and well-being is appropriate. 

See box for top spas in India.
One good option is to bring wellness 

to your property is to participate in 
one of the growing lists of wellness-
oriented events that happen globally 
each year. The primary example is 
Global Wellness Day, which is held 
in June of each year. GWD began in 
2012 and last year was celebrated in 
130 countries and at 5000 different 
locations. Participating hotels sponsor 
wellness events such as free outdoor 
yoga & fitness classes, walks, hikes bike 
rides, juice-making demonstrations 
and numerous other activities.

September of 2019 will see the third 
edition of World Wellness Weekend, 
which provides similar events over a 
longer period. Partnering with these 
existing events provides an array of 
digital and social marketing tools 
with which to expand the reach of 
the event beyond existing guests or 
members and provides numerous 
press opportunities.

Clearly, offering massages, facials 
and beauty treatments in your spa 
is still necessary, but well-heeled 
consumers today are looking for 
wellness inspiration and activities that 
go well beyond the traditional. This 
ship is already pulling away from the 
dock, make sure your property is on 
board!

Spa Wave has arrived in hotels in eastern India

Wellness in seaside hotels can generate huge revenue
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CUSTOMER IS 
STILL THE GOD
See your customers as invited guests to a party in which you are the caring host

GUEST EXPERIENCE

Spruce up the front of the hotel as many customers believe the ancient adage ‘Morning shows the day’



I N hospitality business, customer 
service is of utmost importance. 
From concierges who help guests 

with special care to doormen that 
open front doors to bellhops that 
ensure your bags reach your room 
smoothly, the modern hotelier can 
offer every conceivable service to 
impact the customer experience. 
But are these usual steps enough to 
impact the customer?

To find out, these days after hotel 
stay, most hoteliers ask, “On a scale 
of zero to 10, how likely are you to 
recommend our business to a friend 
or colleague?” as part of a standard 
survey. This is required because 
understanding customer satisfaction 
is vitally important and every hotelier 
has the need to know how their 
property is trending and whether or 
not their guests will spread the word 
about ‘how good’ or ‘how bad’ your 
property is perceived to be. Getting 
a benchmark of the experience is the 
easiest way to do this.

But, the ancient adage “Morning 
shows the day” or “Well begun is half 
done,” still holds good in this respect.  

Today, hoteliers offer all of the 
services listed above and more 
to provide a great experience 
for guests. They capture some 
information on most, if not all, 
guests. Many even take action 
based on this information, and, with 
surveys, they almost always measure 
their progress. While great customer 
service can drive great experiences, 
most hoteliers have not yet reached 
their full potential for creating great 
experiences for their guests. Though 
today’s customer service efforts are 
well-intentioned, they are also only 
partially done.

NOT A DATA DELUGE
Today in the world of Big Data 

there is a dire need to capture more 

information about their guests. More 
than ever, there are opportunities to 
capture information about guests 
before, during and after their stay.

During the booking process, do 
guests visit your website directly and 
read about your spa offerings? Do they 
consider booking a suite and abandon 
their cart? Do guests call the hotel and 
inquire about anniversary packages? 
Have these guests previously stayed 
with the property? Each and every one 
of these interactions is an opportunity 
to learn more about a guest and his or 
her interests before ever setting foot 
on your property.

During a guest’s stay, did kids check 
in? Upon check-in, did you capture 
guests’ social profile? Did they dine 
on- or off-property? Did they have any 
housekeeping requests?

After the stay, did the guests fill out 
a customer service survey card in-
person? Did they dispute a charge? 
Did you see your property tagged in 
their social media?

The first step in creating great 
customer experiences is knowing 
everything you can about your 
guest. It’s essential that you capture 
customer touchpoints that will help 
you to understand your guests – their 
wants, needs and desires.

Modern customer relationship 
management (CRM) technologies 
make the storage and capture of this 
data easier than it’s ever been. Over 
time, you can build rich profiles of 
your current and potential guests and 
turn this data into a pool of highly 
actionable information.

These same CRM systems can 
apply machine learning algorithms 
to make room upsell or amenity 
recommendations based on the guest 
data you’ve collected. You can even 
extend that reach by using lookalike 
modelling to get insights on guests 
you don’t know as much about. 
Modern tools make this easy and 
seamless, and don’t require hoteliers 
to hire experts in those fields.

MYSTIC EAST | 39

Reception is a key component to build a long-lasting relationship with your cus-
tomer
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HOW TO USE THE DATA
Collecting information is not 

enough. Once you’ve mastered 
gathering guest preferences, likes/
dislikes, past stay info, survey 
results, etc., hoteliers need to act on 
this information and enable their 
employees to act it; otherwise, this 
effort is for naught.

All too often, hoteliers limit the use 
of guest profiles to email marketing. 

To turn customer service into great 
customer experiences, everyone from 
telephone reservation agents to front 
desk staff to housekeepers need to be 
empowered.

Armed with a guest profile, your 
concierge can send recommendations 
to incoming guests before they even 
arrive. When a loyal guest checks in 
and you know they like to be close to 
the elevator, why not acknowledge 
that information and give them the 

room they want without asking? When 
a guest arrives who had a problem on 
their last stay, why don’t you give them 
a complimentary upgrade to help 
make this visit the great experience 
he or she wants? Housekeeping can 
make sure that guests who always 
request extra towels or foam pillows 
find them in the room when they get 
there, instead of having to call down 
once they’ve unpacked.

For employees to be able to take 
action, they need to be empowered to 
act by the hotel. Management needs to 
ensure that employees feel ownership 
over a guest’s stay. Employees need 
to be trusted to make intelligent 
decisions without approval. Allowing 
employees to act without a lot of 
process means that guest interactions 
will be seamless. No one likes to wait 
for a decision, certainly not a guest 
on a vacation. By striving to improve 
the guest experience, not only are you 
likely to provide the guest with a great 
experience, but you are also likely to 
improve employee satisfaction at the 
same time.

Once you’ve collected guest 
preferences on property, you use 
that information to target them to 
become return guests. When that 
empowered concierge adds the show 
tickets preference to a guest’s profile, 
the marketing staff can then send 
out promotions for when the new 
hit production comes to town. The 
same can be said for sports fans to 
come back for the next big game, or 
identifying foodies to let them know 
when the hottest new restaurant in 
town opens its doors. Micro-targeted 
campaigns can boost bookings by up 
to 28 percent and reduce campaign 
fatigue, which leads to guests 
unsubscribing.

 IS IT ESSENTIAL?
It’s all too easy to become 

GUEST EXPERIENCE

In many luxury hotels even the doormen that open front door can help make the 
first impression of customer experience
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comfortable with the status quo. It’s 
easy not to make the changes that 
will enable your team to provide 
customers with better service. It’s 
easier not to invest in technology that 
will allow you to change the guest 
experience.

The risk of inaction is that your 
competitors won’t stand still. Many 
will invest in improving customer 
service, as the bar for a great customer 
experience is continually being 
ratcheted up. Customers expect more, 
and if they don’t receive it, they will 
write about. These days, all it takes 
is one unhappy customer to undo 
thousands of hours of work – and 
millions of dollars of investment. Is 
it truly worth risking a bad guest 
experience by not investing in 
customer service?

If you want happy guests, don’t 
forget to focus on happy employees. 
Empowering employees to make 
decisions on their own leads to 
higher job satisfaction, which can 
be directly correlated to employee 
turnover rates. Don’t run the risk of 
losing your best people, because you 
don’t trust them to do the right thing 
in the moment.

One luxury hotel chain allows 
employees to spend thousands per 
incident to solve customer problems 
without having to get approval from 
a supervisor. There’s no limit to how 
many customers an employee can use 
this, and it applies to things like free 
stays, upgrades and gifts. It’s working: 
employees are happy, and customers 
are extremely loyal to the brand.

BRAND ARROGANCE
Just because you’re a value brand 

doesn’t mean you can’t also offer great 
customer service. Hiring the right 
employees means there is always a 
smile at the front desk.

The good news is that technology 

can be a great equalizer. Access to 
CRM tools no longer has to be a multi-
million-dollar investment. Welcome 
emails can easily be automated for 
arriving guests. Each little thing that 
you do will impact the customer 
experience. Being a value brand is no 
longer an excuse for not offering a 
great experience.

Today’s hotels guests are more 
discriminating than ever. As the 
internet and media have created full 
transparency on what’s available in 
the world’s best properties, guest 

expectations can sometimes appear to 
be impossibly high. The good news is 
you can impact customer service and 
drive incredible experiences with only 
modest investment and reasonable 
changes in how you operate.

It starts with knowing your guests 
and continues with an empowered 
staff. Enabled employees are happier, 
more satisfied and more loyal. This 
carries over to guests where they can 
take ownership of guest needs and 
ensure that every guest leaves happy 
and satisfied.

Concierge service is an important factor for many customers

September - October 2019
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FOOD SAFETY

EASY LICENCE
Budget hotels will not require 
star rating certificates for 
seeking food safety licences

T HE government has relaxed 
norms for budget hotels in 
procuring food safety licences 

to promote ease of doing business for 
micro, small and medium enterprises 
(MSMEs) in the hospitality industry.

The move comes in the wake of the 
Food Safety and Standards Authority 
of India (FSSAI) receiving several 
representations from stakeholders 
to review the provisions requiring 
hotel food business operators (FBOs) 

to furnish star rating certificates from 
the ministry of tourism’s Hotel & 
Restaurant Approval & Classification 
Committee (HRACC) while applying 
for a fresh licence or to renew a licence.

FSSAI, the food safety regulation 
arm of the health ministry, has said 
budget hotels will not require star 
rating certificates for seeking food 
safety licences.

“It has been brought to the notice of 
FSSAI that the scheme of certificate of 
star ratings to the hotels by the ministry 
of tourism (HRACC) is voluntary and 
many hotels particularly small hotels 
do not go for star certification under 
the scheme. However, licensing 
authorities insist on the production 
of the certificate of ratings even from 
small or tiny hotels at the time of 
applying for fresh licence or renewal of 
licence. As a result, the hotel industry is 
facing difficulty in getting licences for 
hotels,” Parveen Jargar, joint director 
(regulatory compliance), FSSAI said in 
his order dated 7 February.

“As per the licensing criteria, hotels Star certification helps hotels improve food standards
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with ratings of five star and above 
require central licences and hotels 
with rating four star and below with 
a turnover above ₹12 lakh require a 
state licence. It is clarified that the 
criteria for hotels for state licence 
includes both star category hotels 
(one star to four star) as well as non-
star category hotels, including all 
those hotels that have not opted for 
star rating,” the order said.

The ministry of tourism has 
formulated a voluntary scheme for 
classification of operational hotels 
under the star category—5 Star 
Deluxe, 5 Star, 4 Star, 3 Star, 2 Star, and 
1 Star—and the heritage category—
Heritage Grand, Heritage Classic, and 
Heritage Basic. The aim is to provide 
contemporary standards of facilities 
and services available on the hotels.

“Small and budget hotels will now 

have an opportunity of improving their 
services instead of running around 
for paper work. This will encourage 
the hotel industry,” said Arup Mitra, 
professor, health policy research unit 
at the Institute of Economic Growth. 
The hospitality industry in India is 
expected to grow at 16.1% CAGR in 
2022, according to KPMG.

India Brand Equity Foundation, a 
trust established by the department of 
commerce, ministry of commerce and 
industry, said the travel and tourism 
sector in India comprised 8% of the 
total employment opportunities 
generated in India in 2017, providing 
employment to about 41.6 million 
people during the year.

The FSSAI decided that hotel FBOs 
will have to upload on the online food 
licensing and registration system 
(FLRS) a declaration stating whether 

they are star or non-star hotel. In case 
of star hotels, they will be required to 
submit a star certificate issued by the 
ministry of tourism.

FSSAI LICENSE PROCEDURE
One of the fastest growing 

industries in India is the food industry 
and hotels are an integral part of this 
industry. This is because an increasing 
number of people are now choosing 
to dine out. The lifestyles are changing 
and it is changing fast in metropolitan 
cities. There are many mouths to 
which these hotels feed. These include 
pregnant women, ladies, old aged, 
and all group of people. Therefore, it 
is equally important to maintain the 
quality of food and hygienic practices 
are provided in these hotels. The Food 
Safety and Standards Authority of 
India (FSSAI) has made it mandatory 

One of the fastest growing industries in India is the food industry and hotels are an integral part of this industry
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There is a detailed guideline according to which the hotels can apply for FSSAI License

FOOD SAFETY

for all hotels to acquire an FSSAI 
License to commence its operations 
in India. This license is subjected to 
the terms and conditions specified 
in the Food Safety and Standards Act 
of 2006. After the license is acquired, 
every hotel, restaurant, bar, and cafe 
must comply with these guidelines.

There is a detailed guideline 
according to which the hotels can 
apply for FSSAI License. The process 
is completely online and requires 
details and documents online. Once 
the license is issued, the hotelier 
will have to apply for a new license, 
modifications, and a duplicate license 
whenever required. A license is usually 
valid for one year only and requires 
renewal before its expiration. Hotels 
can apply for either a Central FSSAI 
License or a State FSSAI License. It is 

usually valid for one year and renewed 
thereon.

DOCUMENTS REQUIRED:
i) Identity proof of the hotel owner 

(ii) Address proof of the hotel (iii)Valid 
email id for further correspondence 
(iv) PAN card of the hotel owner 
(v) Utility bills such as water bill or 
electricity bill or gas bill (vi)Kitchen 
Layout Plan (vii) Declaration of 
Food Safety Management Plan (viii)
Affidavit (ix)Declaration by Chartered 
Accountant declaring that the 
turnover (x) List of food categories 
being used and served in the hotel 
(xi)Water testing report of the water 
being used in the hotel from an ISI 
approved facility (xii)

No Objection Certificate from the 
hotel owner, partners, or directors (xiii) 

Medical certificates of employees.

PROCEDURE:
To begin the FSSAI license or 

registration, it is first important to 
check the eligibility of a hotel for a 
registration certificate, State License, 
or a Central License. One can operate 
in more than premises or unit existing 
in multiple districts or states.

CENTRAL LICENCE:
The licence is issued by the Central 

Government. Hotels who have 
operations in more than one state 
shall obtain this license. The licence 
shall be obtained at the address of the 
head office. Moreover, hotels with an 
annual turnover of more than INR 20 
crores can apply for this license. The 
licence can be applied for a tenure of 
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a minimum of 1 year to a maximum of 
5 years.

Procedure for a Central License 
Application is as follows: The 
application form for the Central 
license is available online on the 
central licensing page as per the 
format prescribed in the FSSA 2006. 
An application in Form B has to be 
submitted by the hotelier to the 
Licensing Authority i.e. is the central 
food authority. The details to be 
filed in the form must be correct and 
appropriate.

It is important to write the generic 
names like coconut oil, flavored milk 
rather than writing the brand names 
of the products offered in the hotel (if 
any).

The food products must be 
approved as per the FSSA 2006.

The next step is to download the 
form and upload it using a digital 
signature.

After the process is coming to an 
end, the system will ask regarding the 
time period for which the license is 
being applied. One will have to choose 
the appropriate validity period. 
Depending upon this, a prescribed fee 
will have to be paid.

FSSAI STATE LICENSE:
Small to medium-sized hotels 

require to obtain an FSSAI state 
license. The license is issued by a state 
government for hotels which have 
operations in just one state and have 
an annual turnover of more than Rs 12 
lakhs. The license can be obtained for 
a tenure ranging for a minimum of 1 
year to a maximum of 5 years.

Procedure for a State License 
Application is as follows: The State 
License application form is available 
online on the State licensing page of 
the FSSAI website. The application 
form is provided in accordance with 

the FSSA 2006.
All the information provided in the 

application form must be correct. 
An application in Form B has to be 
submitted by the hotelier to the 
Licensing Authority i.e. is the state food 
authority.

The application should be 
supported by documents that include 
a self-declaration, an affidavit, and 
annexure.

The application fee submitted 
along with the form shall depend 
upon the tenure for which the hotelier 
shall apply. This means that higher the 
period of the license, higher would be 
the application fees.

The license can be renewed by 
making an application that should be 
made within 30 prior to the expiry of 
the license.

FSSAI REGISTRATION:
All petty hotels must apply for FSSAI 

Registrations who have an annual 
turnover of up to Rs 12 lakhs. This is 
also applicable to roadside hotels, 
food truck hotels, and other small 
hotels. The registration is issued by 
the state government. The license can 

be obtained for a tenure ranging for a 
minimum of 1 year to a maximum of 5 
years.

PROCEDURE FOR APPLYING 
AN FSSAI REGISTRATION IS AS 
FOLLOWS:

In order to apply for registration, a 
hotelier shall submit an application to 
the Food and Safety Department.

Form A has to be submitted 
for approval with all the correct 
information provided that should 
match the documents supporting the 
application.

The Department shall decide if the 
application for registration has to be 
accepted or rejected. The Department 
shall intimate the decision in writing 
within 7 days from the date of 
submission of the application.

Once the application is accepted, 
the registration certificate is issued by 
the Department. The certificate shall 
contain the registration number and 
the photo of the applicant.

The registration certificate so 
obtained must be displayed at the 
hotel premises by the hotelier at the 
time of carrying out operations.

Internationally HACCP system is used at all stages of food chain
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Meghalaya’s huge potential for 
alternative tourism development 
remains untapped

STATE SURVEY: MEGHALAYA

Meghalaya is the perfect destination for summer vacation

M EGHALAYA is endowed 
with the gift of nature. 
Being a hilly area with a 

moderate climate, it is the perfect 
destination for summer vacation. 
The potentiality of eco-tourism is 
dependent on availability of natural 
resources, involving beautiful 

sceneries, topography, water 
resources, vegetation and wildlife 
and cultural resources and Meghalaya 
has them all. Also known as the 
abode of clouds due to heavy rainfall 
during monsoon season, Meghalaya 
is bestowed with cascading crystal-
clear water bodies, diverse flora and 

fauna, deep gorges and canyons, 
high cliffs and gentle meadows and 
valleys in many areas, magnificent 
waterfalls and caves in some areas, 
green canopies, gigantic rocks, sacred 
groves, etc.

One can experience a thrill simply 
by travelling on the hilly roads in many 

ABODE OF 
CLOUDS
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parts of the state. Apart from the gift 
of nature, the beauty of Meghalaya 
also lies on its rich cultural heritage 
and tradition, beliefs and customs, 
languages and numerous dialects. 
The capital city of Meghalaya, i.e. 
Shillong, is one of the most preferred 
destinations for holding of meetings, 

conferences and conventions, 
festivals, trade fairs and sports events, 
besides it is also an educational hub 
and many prestigious hospitals are 
located in the city. The city is also one 
of the most preferred destinations 
in India for holding of international 
concerts due to the likeness of its 

people for music and hence it has 
got the name as the rock capital of 
India. The state is also known for the 
inherent knowledge of its people to 
treat medical or trauma cases using 
herbal medicines. Some places in the 
state are famous for the existence of 
fossil remains or stone impressions 
of folkloristic origins like Ka Iew-Luri-
Lura (legendary animal market) at 
Mawlyngbna, U Thlen (dragon snake) 
at Sohra.

Meghalaya is also known for the 
agrarian lifestyle of the people and 
their good use of leisure time in 
weaving, arts and handicrafts.

POTENTIAL
Based on the above available 

resource base, it can clearly be 
understood that Meghalaya has a 
huge potential for development of 
alternative or eco-tourism. There are 
four main approaches of eco-tourism 
which can be employed in the context 
of Meghalaya based on the availability 
of resources and the fragile nature 
of the resource base viz. adventure 
tourism, cultural tourism, agri-tourism 
and educational tourism.

lAdventure tourism: It can be of 
two types, hard and soft. Hard tourism 
activities that have been undertaken 
or can be undertaken in the future 
in the state involve rock climbing, 
caving, trekking in wilderness areas. 
Soft adventure tourist activities 
are comprised of backpacking, 
exploring bio reserves, bird watching, 
camping, canoeing, cruising, eco-tour, 
educational programmes, boating, 
fishing, hiking, kayaking, orienteering, 
rafting, sky walk, side walk by the 
cliff side, sightseeing, swimming, 
angling, mountain cycling and car or 
bike racing, parachuting, attending 
or participating in games and sports 
events, etc.
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lCultural tourism: Cultural tourism 
products that Meghalaya can offer 
include of homestay, homely stay 
in local resorts, exploring legendary 
attractions, tasting local cuisines, 
attending religious festivals, visiting 
cultural heritage sites, museums,

monuments and churches, 
pilgrimage to some sacred sites 
in Jaintia and Garo hills, visiting 
sacred groves, attending cultural 
events, shopping for local souvenirs, 
attending music festivals, talent 
shows, story-telling, etc.
lAgri-tourism: Agri-tourism has not 

been projected as an approach in any 
tourism events and yet some activities 
like exhibition of agri-products fruit, 
pickles, jams, tea leaves, heirlooms 
had been witnessed and wine festivals 
were conducted many times in the

state. Some other agri-tourism 
activities that can be undertaken 
include of barn dances, breweries, 
cabin living, campfires, camping in 
agricultural sites, flower arrangement, 
jelly making, meeting banyard 
animals, gardening, farm cooking 
contest, feefishing, herb walk, hiking 
paths, etc.
lEducational tourism: Educational 

tourism activities that can be offered 
to tourist visiting the state include of 
wildlife discoveries, exploring cultural 
heritage sites and monuments,

exploring folklores associated 
with places, rivers, waterfalls, stone 
impressions or fossil remains, science 
expedition, marvelling the traditional 
skills of creating arts and crafts,

calligraphy and carving on 
rocks, walk with nature, exploring 
biodiversity, learning local history 

and literature, learning indigenous 
herbal treatments, visiting museums, 
exploring

local tribal lifestyle, etc. It is 
important to note that the tourism 
landscape on the basis of the above 
foreseen resource base is fragile in 
nature and hence proper assessment 
of the fragility level of the physical 
landscape and local culture and 
incorporation of the outcome of 
the assessment in the infrastructure 
development plan, site maintenance, 
management and community 
participation plan before developing 
a place for tourist attraction is a prime 
necessity in order to achieve the 
objective of sustainability.

 TOURIST INFLOW
According to the Meghalaya 

tourism statistical report, 2016, the 
share of foreign tourist visits into the 
state from 1999-2014 was quite low 
compared to that of domestic tourists. 
The period from 2005-2010 witnessed 
a steady decrease in number of foreign 
visitors in the state, according to the 
statistic of tourist arrival in the state 
from 1999-2014.

Moreover, compared to Assam, the 

leading recipient of tourists in North-
East India, Meghalaya still functions 
as an add-on destination to Assam for 
the last one or two decades and till 
today. A statistical report on tourist 
arrival in North East showed that 
in 1996, Assam received 3,27,260 
domestic tourists and 5885 foreign 
tourists while Meghalaya received 
a mere 1,36,183 domestic tourists 
and 1573 foreign tourists. In the year 
2000, there were 10,01,577 domestic 

and 5,959 foreign tourists who visited 
Assam, while Meghalaya received only 
1,69,929 domestic and 2,327 foreign 
tourists. In 2007, there were 34,79,870 
domestic and 13,657 foreign visitors in 
Assam while there were only 3,75,911 
domestic and 5,099 foreign visitors 
in Meghalaya. However, compared to 
other North-East states, Meghalaya 
still stands second to Assam in terms 
of tourist

arrival. The state also witnessed a 
steady increase in both domestic and 
foreign tourist arrival since the year 
2011 onwards.

CHALLENGES
Even though Meghalaya has the 

potential resources for sustainable 
tourism development, there are also 
hindrances that must be addressed 
and incorporated in development 
planning in order to achieve 
sustainability in the process.

lThe adventure tourism resource 
of Meghalaya is purely nature based 
which implies that adventure tourism 
in the state takes place mainly at the 
cost of serene landscapes which are 
fragile in nature. Hence, it is important 
to know the context of fragility of 
attraction sites so that precautions 
can be undertaken may it be in the 
case of infrastructure development 
or in maintaining limits in entry of 
visitors and waste disposal so that 
the process of development itself 
should not go beyond the carrying 
capacity of the attraction sites and 
whatever resources belonging to 
the attraction sites should not be 
disturbed, tarnished or degraded in 
any way.

lMeghalaya has a rich cultural 
resource base for cultural tourism 
development because of its distinct 
cultural identity, customs and 

STATE SURVEY: MEGHALAYA

Sohra, near Cherrapunji, has a set of mesmerizing waterfalls
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Bara Pani, or the Umiam Lake, is a vast and scenic reservoir
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traditional lifestyles, the existence 
of stone impressions, waterfalls 
associated with folklores, monoliths 
and monuments, unique arts and 
crafts, etc, however, the indigenous 
folks are not even aware of the 
economic value of all these cultural 
attributes that they have and even 
if they are aware, they do not have 
the courage to come out of their 
conservative nature and they do not 
have the knowledge to present them 
to the world.

Eco-tourists are eager to learn much 

about the culture and way of life of 
local folks by involving themselves 
in homestay in local households, in 
cooking and eating, in games and 
religious rituals, however, they do 
not find a way to do so. Therefore, the 
need of the hour is to generate proper 
conscientization of local people about 
their own economic situation and 
their own position in the world and 
how to get rid of that situation by 
becoming active participants in the 
process of cultural tourism. Raising 
awareness on the economic value 

of cultural attributes and creating 
platforms for the local people to 
display their culture to the world is 
vital to the process of cultural tourism 
development in the state.

lThe state has a huge potential 
for agri-tourism on account of the 
fact that agriculture remains central 
to the economy of the state and the 
agricultural products of the state are 
known for their good quality. Agri-
tourism requires less investment 
compared to other forms of tourism, 
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Varied natural attraction attributes have a huge potential for alternative tourism development in Meghalaya

STATE SURVEY: MEGHALAYA

however, so far it was not projected as 
an approach in tourism development 
initiatives of the state. Hence, it 
requires that agri-tourism should 
be encouraged and be projected 
in a distinguishable manner Lack 
of local control over management 
of most of the attraction sites is 
another challenge which demotivate 
community participation. Local 
control and local economic benefit 
should be the central focus while 
setting up plan for tourism ventures.

Mawlynnong, one of the eco-
tourist destinations in Meghalaya, 
sets a good example of the success 
of eco-tourism on account of citizen 
control and equal sharing of benefits 
among local households which then 
serve as motivational factors for more 
active community participation in 

tourism.
lThe negative impact of seasonality 

is quite high in the state. To reduce 
this impact, it is advisable to introduce 
more niche tourism products during 
low seasons to serve the demand of 
different types of tourists. It is also 
important to note that the state 
government has introduced theme 
tourism programmes which were 
quite successful and hence more 
of such theme tourism approaches 
should be organized in the state.

CONCLUSION
Meghalaya has a huge potential 

for alternative tourism development 
because it is bestowed with varied 
natural attraction attributes. However, 
in tapping such potential resources for 
tourism venture, it is also necessary to 

establish measures in order to ensure 
long term benefits. Community 
participation and community control 
over management of tourism is a 
determinant of success of tourism 
and hence local communities should 
be encouraged to come forward and 
be active participants in alternative 
tourism development and special 
programmes for raising awareness 
on community participation in 
tourism should be organised. Where 
tourism venture is nature based, it 
is impossible to avoid seasonality 
effect, however, the same effect can 
be reduced by introduction of niche 
tourism products and theme tourism 
approaches to serve certain high end 
visitors during the low seasons.

Courtesy: Baiartis Lyngdoh Peinlang, NEHU/
Journal of Tourism & Hospitality






