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Disclaimer 

 

The contents of this publication are the sole responsibility of International Development Ireland 

and can in no way be taken to reflect the views of Business Botswana. 
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APPENDICES 

A – Programme Participants 

 

*Businesses highlighted in yellow were unavailable to participate on the programme 
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B – Half Day On-Site Visit Agenda 
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Description of our Business: 

We are in a tourist business providing affordable and quality accommodation, conferencing, 

entertainment and food and beverages in the Boteti area (Letlhakane). 

Our Main Markets 

Our market comprises domestic, International business travellers, government traveller and a small 

segment being the tourist traveller.  

Our Products and Experiences 

Existing products: 

• Affordable accommodation 

• F&B 

• Conferencing 

New products: 

• Events e.g. Braai weekend, jazz or R&B sessions 

• Tours to Kudu Island and Makgadikgadi 

• Kiddies entertainment e.g. movies in the conference projected on a large screen @ P10; 

kiddie’s fun weekends where there will be jumping castles, water slides and games 

Our Targets and Goals 

• Improve landscaping: this includes adding more greenery (plants, flowers ,trees and 

lawn); investing in outdoor furniture 

• Reduce staff turnover  

• Increase occupancy 

• Form relationships with travel agents   

• Improve our service (staff to be trained regarding customer service)  

• Improve our product offering  

Our Vision  

• To be the preferred accommodation establishment in Letlhakane. 

• To be a sustainable operation (stress free) that operates efficiently.  

Strengths 

• Fantastic location 

• Affordable by value 

• Own premises 

• Good relations with our suppliers 

• Good food as per customer’s  feedback 
 

Weaknesses 

• Poor landscaping  

• Poorly trained staff 

• High staff turnover 

• Poor outside furniture 

• Over reliance on 1 market 

Opportunities 

• Tourism plan for Boteti Edu tourism 
diversification  

Threats 

• New entrants/competition of new 
establishments opening in Letlhakane 
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• Product diversification (do more for 
the kiddie’s market, open up a 
campsite, hosting events such as jazz 
nights, braai Saturdays, happy 
hour/alcohol specials.    

• Falling prices of commodities in the 
mining industry (economic meltdown) 

• High utility costs 

Positioning 

Customer Existing  

• Business traveller 

• Tourists 

• Government 

• Casual traveller 

• NGO (Birdlife) 
 
New 

• Children/family market through events, 
specials etc 

• Tour operators 

Product Existing 

• Affordable accommodation 

• F&B 

• Conferencing 

• Outside Catering 
New 

• Events/ leisure activities ( kiddies 
movies, soul sessions, braai days  

Competition  Existing  

• Differentiation through affordability 
New 

• Up to date website 

• Room décor (wall art) 

• Quality of amenities 

• Uniform of staff 

• Service excellence  

Revenues 

 Accom F&B Conferencing Leisure Activities 

January     

February     

March     

April     

May     

June     

July     

August     

September     

October      

November     

December     
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What caused problems in 2016? 

The commodities market performance was down and as a result business was low because of our 

over-reliance on business coming from this particular market.  We did not quite diversify our product 

offering throughout the year and were lax with marketing.  

Where are the opportunities for 2017? 

We will diversify our target market and stop with the over reliance on one market. Product 

diversification will take place through the launch of various events such as braai days, jazz days, kids 

movie nights etc. Being a member of Expedia we hope to reap the rewards of such a site as we became 

members of late last year.  Other opportunities this year also lie in marketing of the motel and its 

products more aggressively (signage, brochures, do sales calls and visits and a website) as well as 

working on delivering service excellence. 

What Increases are we looking for in 2017? 

 Accom F&B Conferencing Leisure Activities 

January     

February     

March     

April     

May     

June     

July     

August     

September     

October      

November     

December     

 

Other-what new products are we going to add to the portfolio in 2017? 

The new products to be added are the  

The new products will be hosting of events such as jazz days and festivals as well as catering to the 

kid’s market segment (e.g. movie days and family fun days). Another new product will be the camp 

site which won’t be complete this year however solid preparations and planning for it will be made 

during this year. 

How can we reduce our costs? 

Salaries • Have a work schedule that ensures that 
on quiet days there is the needed staff 
and likewise for busy days 

Travel and Fuel • Bundle trips to avoid travelling to the 
same place or area frequently 

• Purchasing of items must be done on 
the dedicated days for purchasing 
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Maintenance and Repairs • Carry out more preventative 
maintenance  

Water • Check for leakages daily and ensure all 
are attended to immediately  

Electricity • Make use of  more energy saving 
lighting 

• Ensure that all equipment is switched 
off when not in use e.g. air conditioners 

Telephone • As each employee has a telephone 
code, monitor each person’s code and 
investigate those who seem to have 
higher than normal phone usage 

Food Cost of Sales (30-35%) • Monitor the shrinkage occurring 

• track food consumption food and stock 
count more frequently 

•  ensure portions to be 
consistent/correct 

  

 

Marketing Activities 

Activity Responsible By When 

• Upgrade our signage 

• Complete our website 

• Introduce leisure 
activities (braais, pool 
parties and  

• Conduct Sales visits 

• Introduce brochures 
and place at various 
touch-points 

• Upsell on the phone 

• Build more 
relationships with 
travel agents 

• Introduce the customer 
feedback form 

• Happy Hour Plan 
(Weekly) 

• Improve our room 
décor through art work 

• Get staff uniform that 
enhances our brand 
 

Mike 
 
Mo and Dikeledi 
 
Mo 
 
 
Mike 
 
 
Dikeledi 
 
 
Front office to be trained 
 
 
Mo and Mike 
 
 
Dikeledi 
 
 
Mo 
 
Dikeledi 
 
Dikeledi 
 

November 
 
September 
 
September 
 
 
August 
 
 
June  
 
 
------- 
 
 
 
Ongoing 
 
 
May 
 
 
June 
 
July 
 
October 
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Standards for: Stock Controller 

• Buying list to be kept up to date 

• Buying to be done on specific days (Tuesdays and Thursdays) 

• Purchasing to be done by 1400 

• Stock to be issued between 1400 and 1600 except bar stock which must be issued at 0900 

• Purchase journal to be up to date by close of business 

• Fresh produce to be bought daily 

• Report on shrinkage to be done daily and to be handed over to the manager with reasons 

• Stock take to be done daily 

• Prices of suppliers to be audited monthly 

• Stock levels to be aligned to our maximum and minimum point levels or as per usage 

• Stock to be checked against invoice and purchase order 

• Quality of products and expiry dates to be checked when receiving 

Customer Feedback Form 

Please rate us: 

 Poor Average Good Excellent 

Bedrooms     

Restaurant and Bar     

Staff friendliness and 
efficiency 

    

Value for money     

How would you rate us 
overall 

    

Comments: 

__________________________________________________________________________________

__________________________________________________________________________________

__________________________________________________________________________________

____________________________________________ 

How did you hear about us: __________________________________ 

Name:____________________________________________________ 
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G – ECHO LODGE BUSINESS PLAN 
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Description: 

We are in the business of offering accommodation, conferencing, catering, and restaurant services. 

Main markets: 

Our business customers are Botswana government, NGOs, local authorities, business travellers, Trans 

Kgalagadi road users especially those travelling between Namibia and South Africa. Some travellers 

also come for swimming. 

Our targets/objectives: 

Our immediate target is to stabilise operations of Echo Lodge by doing the following in order of 

priorities: 

1. Increase sales 

2. Reduce costs 

3. Draw a marketing plan and implement 

4. Pay creditors 

5. Red design processes, document and implement 

6. Brand 

Our Vision: 

To stabilise Echo Lodge and look for opportunities to expand. To plan and manage our time so we can 

reach objectives efficiently and therefore make our management less stressful. 

SWOT ANALYSIS 

STRENGTHS 
1. Echo lodge is located on the highway 
2. We offer the best traditional cuisine 
3. We extend our personal touch to guest 

service 
4. Good building structures 

WEAKNESSES 
1. Under capitalised, too much debt 
2. We have arrears on creditor payments 
3. We surrounded/located by two 

competitors 
4. Low staff morale 
5. No documented policies and processes 
6. Equipment and furniture need 

refurbishment, maintenance, replacement 

OPPORTUNITIES 
1. We have extra land to expand  
2. We diversify our services by changing the 

furniture arrangement in our rooms 
3. We can value add our services by starting a 

Tour Operating company into Mabuasehube 
Game Reserve, Monong and Ukwi Pans. 

THREATS 
1. Bad reputation with local community for 

paying creditors late 
2. Creditors amount is too high and has been 

pending for too long 
3. Competition is increasing 
4. Low business volume 
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4. We can try to attract more road travellers so 
we reduce government dependency 

 

 

 

POSITIONING/MARKETING 

 
 
 
CUSTOMER 

EXISTING 

-Government, NGO’S, Local authorities, 
parastatals, business community, - 90% 
 
-in transit travellers between South Africa and 
Namibia - 10% 

NEW 

- Foreign travellers/tourists from other 
countries other than Namibia and 
South Africa 

- Kang/Kgalagadi local community 
- Increase the Trans Kalahari road 

travellers 
 

 
 
PRODUCTS 

EXISTING 

- Accommodation 
- Conferencing 
- Restaurant 
- Outside catering 
- Bar 

NEW 

- Week - end activities targeting the 
local community and road travellers 

- Business communication services e. g. 
Email, fax, photocopy 

- Initiate and introduce periodic and 
regular events e.g. choir competitions, 
traditional dance competitions, 
farmer’s days, etc. 

- Camping  
- Game/tour  drives to the local parks, 

farms, interesting historical/iconic 
sites 

 
 

COMPETITION –  analysis - There are 5 hotels/guesthouses in Kang  
- Some offer conferencing, fuel, 

convenience stores, curio shops and 
standards vary 

- Two of these hotels are in close proximity 
to Echo Lodge and are better located 
closer to the high way 

- Two of these hotels are located deeper 
into the village 
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- One of them is located in a good spot on 
the highway as you enter the village. 

- Echo Lodge is the only hotel that is 
thatched in Kang, therefore it is more 
comfortable in the hot Kalahari Desert 
summers 

- Most of our competitors’ rooms are new 
- Total number of available rooms in Kang 

is 60 

COMPETITION- 
 

- How we intend to compete 
- We want to maintain communication with our existing clients/guests 
- We need to identify our top clients/guests and entice them more 
- We need to increase our visibility/signage viz: signage at BP and other places 
- We need to get information about how guests got to know about us, we should get more 

customer feedback 
- We need to improve our quality in general (service and products) so that we compete more 

on value that on price, i.e. offer value for money, offer loyalty cards, complimentary 
services/offerings 

- We would like to differentiate ourselves from our competitors 
- We need to relook at the content of our brochure e.g. emphasize on benefits to the guests, 

use more descriptive language, need to be captivating 
- We need to increase the number of travel agents and booking agents and use guest reviews 

more. 
- We need to recruit and/or train our receptionists and waiters to be more sales oriented/ 

up selling. Set targets for them on the number of sales calls per day. 
- We need to add new products to our offering 
- We need to ensure a marketing/sales milestone/target each day 
- We need to ensure that we fully utilise idle assets and space…e.g. conference rooms, curio 

shops, security house etc 
- We need to instil a new style of motivation  and work attitude in our employees, Botho, 

bonatla, botlhaga,  botswerere 
 

- How we intend to price 
 
We will apply the 5X4 Rule in regard to pricing as a way to increase profit i. e.  

1. Increase the level of sales by 5% 
2. Increase the average spend by 5% 
3. Decrease the cost of sales by 5% 
4. Decrease the fixed costs by 5% 

 

REVENUES FOR 2016 / 2017 

MONTHS ROOMS BAR RESTAURANT CONFERENCE 

March 2016 87690.00 2365.00 21061.71 500.00 

April 2016 95020.00 9222.82 91457.00 3500.00 
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May 2016 104920.00 6437.00 79710.80 3000.00 

June 2016 87980.00 16439.00 88065.15 500.00 

July 2016 102911.00 12024.00 51096.70 3000.00 

August 2016 132570.00 30795.19 162298.79 4200.00 

September 2016 74500.00 5520.00 49389.56 3000.00 

October 2016 44360.00 1028.46 7989.90 0.00 

November 2016 75455.00 21521.24 52943.87 0.00 

December 2016 59630.00 8603.86 35629.15 1500.00 

January 2017 52460.00 1672.00 13103.25 0.00 

February 2017 41210.00 1677.00 12172.85 480.00 

     

 

HOW CAN WE REDUCE COSTS? 

Salaries Retrench some staff and safe P12 300.00 

Electricity Reduce pool machine running time, switch off 
cold room, switch off bar fridges in rooms when 
unoccupied, switch on necessary lights only, 
negotiate with BPC on installation of pay meter, 

Repairs Reduce car repairs, reduce borehole repairs, 
reduce building repairs, replace old equipment, 
hire maintenance technician on a full time basis. 

Leasing  

Office costs - Reduce telephone usage by installing 
dialling codes 

- Use what sup and email  for 
communication where possible when 
offsite 

Cost of sales - Buy stock per function only,  
- reduce/control buffet catering, 
-  ensure all purchases are authorised by 

yourself.  
- Closely supervise kitchen issues and 

usage of stock to minimise wastage 
- Control portions 
- Compare supplier prices 
- Supply own meats from the farm 
- Monitor store room issues to ensure no 

wastage and pilferage 

Water - Check water leakages in all rooms 
before closing 
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- Have a schedule for laundry 

Fuel - Reduce business travel 
- Use local taxis instead of own car for 

deliveries and shopping 
- reduce fuel usage for Dyna 

 

OPERATIONS REVIEW AND ACTIONS 

Introduce new standards To do 

Reduce costs As per draft above 

Introduce targets for all departments To do 

Run service excellence programs To do 

Introduce work schedules Done  

  

 

1. Introduction of Work Schedules 

 

RESTAURANT SCHEDULE 

MORNING SHIFT  

5.45 AM Arrive at work and get ready  

6.0AM Lay table cloths, set continental breakfast 
requisites, set cutlery and crockery, switch on 
urn for tea/coffee, warm milk 

6.30AM Guests arrive and serve breakfast 

8.30 Breakfast ends, return unused stock to store 
room, clear tables, 

9.30AM Check bills, ensure they are all entered correctly, 
check bills against payments, print bills, hand to 
supervisor to check, submit to reception. 
Reconcile any differences 

11.0 AM Mob floors, dust chairs, change table cloths, 
wash breakfast cutlery 

12.00 Set tables for lunch. check stock items in menu 

1.00PM Serve lunch, wait tables, assist chef with orders 
when necessary 

2.00 PM Prepare bills, Clear tables, close shift 

3.00 PM Clean the restaurant, mob floor, lay fresh linen 
and lay tables for dinner. Check restaurant stock 
items in the store room by liaising with chef and 
the store person. 

4.00 PM Clean crockery in the bar, mob the bar, check 
stock, issue stock to the bar, liaise with store 
person on out of stock items. 
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5.00 PM Ensure soft music is playing in the restaurant, 
ensure TV in bar is on, discuss with chef on menu 
specials, ensure drinks are well chilled 

6.00 PM Waiter to refresh by showering and ensure 
uniform is clean.  Serve dinner, attend the bar, 
switch on ice machine, switch on the coffee 
machine. 

8.00 PM Serve dinner, attend the bar, switch off ice 
machine 

9.00 PM - Serve dinner, prepare for breakfast, prepare 
bills, close shifts 
-  Count, balance  and record stock in the bar 

10.00 PM Serve any remaining guests and close. Ensure all 
windows and doors are closed and locked, 
return all stocks to their appropriate place e.g. 
to stores etc 

 

RECEPTION SCHEDULE 

5.45 AM Arrive at work, shower, prepare yourself 

6.00 AM - Be at reception,  
- Check HOTSOFT for last night late check ins, - 

ensure last night’s night audit was done and 
printed.  

- Prepare for guest check out. 

6.30 – 9.00 AM - Check out guests,  
- Ensure conference room is ready for 

occupation.  
- Welcome guests attending conference. 

9 .00 – 1.00 PM - Receive and answer calls,  
- take bookings,  
- make quotations,  
- hand over cash to accountant/supervisor. 
- Do filing 
- Ensure morning tea is served on time 
- Attend to guests requests 

1.00 – 2.00 PM - attend to any guest queries during lunch break 
- refresh conference room 
- assist waiters with serving lunch 
- spend last 10 minutes handing over shift 
- close shift and hand over cash with cashiers 

sheet 
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2.00 – 3.00 PM - spend 10 minutes reviewing and  
- attending hand over notes 
- Receive and answer calls 
- make quotations 
- attend to guest’s requests 
- ensure afternoon tea is served on time 
- call and confirm today’s guests arrival 

3.00 – 3.30 PM - assist waiters with serving afternoon tea 

3.30 – 5.00 PM - Receive and answer calls 
- make quotations 
- attend to guest’s requests 
- check guests in 
- always make sure the reception area is clean 

and tidy. 
- check all public areas and ensure always 

tidiness /liaise with housekeepers/cleaners 
 

5.00 – 9.30 PM - attend to guest’s requests 
- guests check in 
- ensure lights in front of rooms and all public 

areas are on  
- Assist with service in kitchen or restaurant for 

dinner. 
 

9.30 – 10.00 - liaise with cashiers and close shift 
- complete cashiers sheet 
- Do night audit 
- hand over cash with cashier’s summary to 

manager 
- tidy up the reception area and switch off lights, 

lock all doors close all windows 
 

  

 

Kitchen work schedule (Chefs and scullery) 

5.45 AM -  - Arrive at work 
- wear uniform and tidy yourself 

 

6.00 AM – 9.30 AM - Check room occupancy/in house guests at 
reception 

- Prepare plans if necessary 
- check orders and prepare breakfast 

 

9.30 AM – 10.30 AM - Clean/mob kitchen floor 
- mob/clean wall tiles 
- clean all cookers 
- clean all crockery and utensils 
- check stores for available menu stock items 
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10.30 AM – 1.30 PM - prepare ala carte or buffet lunch per 
orders/conferences 
 

1.30 PM – 2.00 PM - Return all unused menu stock items to stores 
- hand over to next shift by way of short 

meeting 
- close shift 

2.00 AM – 3.00 AM - clean kitchen floors and walls 
- clean dishes, utensils, cookers 
 

3.00 PM – 5.00 PM - Check menu stock items liaise with store 
keeper 

- check today’s guest arrivals 
 

5.00 PM – 6.00 PM - Prepare plans  

6.00 PM – 9.30 PM - Prepare dinner according to 
orders/conference 
 

9.30 PM – 10.00 PM - Clean kitchen, utensils, crockery 
- return unused menu items to stores 
- close all windows and lock doors 
- ensure all appliances are switched off 
- close shift 
- once a week use insecticide etc 

 

 

HOUSE KEEPING WORK SCHEDULE 

6.45 AM  Arrive at work 
 

6.00 – 8.30 - Mob/clean/dust all public places (public toilets, 
reception, offices) 
 

8.30 AM – 12.00 AM  - Collect used/dirty linen from rooms 
- make up rooms 

 

12.00 – 2.00 - Do laundry wash and iron sheets, towels, 
etc. 

- close shift  
 

2.00 PM -5.00 PM - Finish off laundry 
 

5.00PM – 6.30 PM  - Freshen up all rooms 
- do bed turn- down  
- spray insecticide 
- check all appliances if working and liaise 

with maintenance 
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6.30 PM – 10.00 PM - Assist reception with guest check in, 
welcome and walk guests to the rooms 

- attend to guest requests, liaise with 
reception 

- assist where required in kitchen or 
restaurant 

- close shift 

  

 

STORES WORK SCHEDULE 

6.45 AM Arrive at work 
 

6.00 AM – 8.30 AM - check room occupancy, 
- check breakfast orders/conference 
- Issue stock to restaurant as requested 

strictly per orders only 
 

8.30 AM – 10.00 AM  - check how many rooms were occupied last 
night 

- issue stock for rooms after checking 
- count, balance, make list of stock in stores 

 

10.00 AM – 12.00 - Enter stock issued to restaurant, kitchen and 
rooms into the HotFNB system in the 
computer 

- print all issued stock and hand to manager 
- print stock replenishment sheet and liaise 

with manager 
- order/ buy stock replenishment after 

consulting with manager 
- receive new stock and capture into HotFNB 

 

12.00 – 2.00 PM - Issue restaurant stock strictly per guest 
orders/conference 

- hand over to next shift 
- close shift 

 

2.00 PM – 5.00 PM - re check and balance stock 
- check against stock entered/issued in the 

HotFNB system 
- buy/order stock after consulting with the 

manager 
- receive new stock and enter into HotFNB 

system 
- pack all stock properly 

 

5.00 PM – 10.00 PM - Issue stock to restaurant strictly per order 
- capture stock issued 
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- count stock in stores and balance with 
HotFNB 

- ensure all windows are closed, lock store 
room, switch off all appliances and hand 
over keys to manager 

- close shift 
 

  

 

WORK SCHEDULE FOR MAINTANANCE/LAND SCAPING TECHNICIAN 

8.00 AM - arrive at work 
- check with reception and housekeeping for 

any guest queries/requests 
 

9.00 AM – 10.00 AM - check daily routine checklist and attend/fix 
- liaise with manager for any special 

repairs/orders 
 

10.00 AM – 5.00 PM - Clean all public arears, pool, cut weeds, trim 
lawn 

- attend to any repairs requests 
 

 

ACTIVITIES THAT NEED TO BE CARRIED OUT TO INCREASE THE LEVEL OF SALES 

ACTIVITY RESPONSIBLE BY WHEN ESTIMATED COST 

Get listed on Booking 
.com, Trip 
Advisor,Expedia,  

Megano By April 30th 2017 Pay Booking.com 
outstanding invoice 

Check our list of 
customers/guests, 
visit them and 
present our profile, 
retrieve the guest list 
from Hotsoft , select 
the top ten and make 
a letter and follow up 
with a visit. 
Concentrate on 10 
conference guests 
and 20 
accommodation 
guests 

Front Office, Megano By 30th April 2017 Fuel, 
accommodation, 
meals to Tsabong, 
Gaborone, Hukuntsi, 
Mabutsne, 
Lotlhakeng, Ghanzi, 
Charleshill, Kanye, 
Molepolole. 
P5000.00 

Upsell on the phone Front Office continuous No cost, slight 
increase on the 
phone bill 

Distribute brochures 
to BP Kang, Fuel 

Mogolege, Megano By 30th April 2017 Travelling costs 
P2000.00 
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Station in Sekoma, 
Charleshill, 
Ramatlabama, 
Lobatse, Tlokweng. 
McCarthys Rest. 

Upsell in the 
restaurant 

Waiters continuous No cost, need to 
train and recruit 
better waiters. 

Have a weekly 
weekend braai for 
Macha etc. teachers 
by the swimming 
pool. 

Mogolege, Chefs, waiters Start from Easter 
holidays i.e. 14th 
April 2017 till end 
July 2017 every 
Sunday 

Cost sales will vary 
depending on 
business.  

Have a variable rate 
for types of guests, 
occasions, weekend,  

Megano, front Office ongoing No cost 

Create happy Hour Waiters, front office Every weekend 
Sunday starting 
14th April 2017 

P2000 

Create guests loyalty 
by offering free 
accommodation, 
meals etc 

Front office, Megano Start 6th April 2017 
then ongoing 

Sleep 5 nights and 
have 5 dinners and 
have one free 

Improve signage and 
increase visibility on 
social media 

Megano/Banyana/Kelebogile Start 1st May 2017 
to be completed by 
30th May 2017 

May have to buy 
some new road 
signage, on site 
signage 

Motivate staff by 
paying their salaries 
on time 

Megano Start 6th April and 
continues 
thereafter 

May have to delay 
payments to other 
creditors 

Rent out space Megano  No cost 

Create events Megano From the month of 
April 2017 

Will vary depending 
on the type of event 
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The content of this publication is the sole 

responsibility of International 

Development Ireland and can in no way 

be taken to reflect the views of Business 

Botswana 

International Development Ireland 

The Courtyard Building 

Carmanhall Road 

Sandyford Business Park  

Dublin 18 

Ireland 


