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A No-Nonsense Guide to Operating a Bed & Breakfast 

Kathleen Panek – 2019
The following pages are coming, not from textbooks and lectures, but from hands on the mixing spoon, computer keys, telephone, and (as unpleasant as that aspect of the vocation is) – the toilet brush!

To give insight about who am I that I think I can do this, allow me to introduce myself. I am Kathleen Panek. I grew up in Brooke County West Virginia, spent 24 years in Illinois raising 6 children, and my husband rewarded me by bringing me back to West Virginia to open a bed & breakfast. In my former life I was in data processing with a major defense contractor and also worked part-time as a relief night auditor for over 10 years at several large motel chains. That taught me the reports, front desk, reservations, and administration side of innkeeping. A night auditor is also Manager on Duty. I learned the cooking side as a child on a farm in West Virginia and the coping with special diets through necessity - my husband was a walking cholesterol factory with high blood pressure and Type II diabetes. I did find MY downside to being an innkeeper - my Mother is now in her grave on rotate with laughter because I now MUST clean house! I currently serve on the Board of a United Kingdom B & B Association and am a seasoned advisor to WVBBA
With 23 years of experience, I hope I can tell the true facts about being an innkeeper (from my point of view), the joys and the bummers! 

The Small Business Administration honored me by presenting me with the 2006 West Virginia Home-Based Business Champion of the Year award. In 2008 I was honored to accept the National Tourism Week Proclamation from Governor Joe Manchin on behalf of the West Virginia Tourism Industry. In 2011 the Professional Association of Innkeepers International honored me with a Champion Award for starting the B & Bs For Vets Program.
This information has been developed by Kathleen Panek to help answer questions of Aspiring Innkeepers seeking to open a B & B.  Each potential innkeeper should check with the local governing body BEFORE purchasing a property, making renovations, or spending any money toward opening a B & B, regarding Zoning, Health Dept. rules, regulations and fees, B & B tax rates for real estate, personal property, and B & O, license fees, and what inspections must occur before opening.  Whatever they tell you, GET IT IN WRITING!!!
Onward! We have a lot of ground to cover and not much time to do it.

Questions to Answer Before Committing the First Dollar

Are you going to like doing this job?  From experience I can tell you that it is going to be your job and your life.  This is NOT a 9 to 5 lifestyle.
First Questions.  Sit down with your family and openly discuss these questions:  

· Is everyone who will be living in the household on board with this? 

· Will they (your children) always be pleasant to everyone – including the twit that is staying for several days? 

· Are they willing to cheerfully help with the chores and the business? 

If one person is not on board, wait until they grow up and move.  (Or arrange an attitude adjustment.)   If the reluctant family member is a spouse – forget it. Inn- keeping is not something you can do alone.  A spouse who is not “on board” will not be a pleasant host, answer phones properly, nor be willing to take reservations when you are out. A reluctant spouse will also resent (and let you know it) every penny that must go into the business. Yes, you can always hire someone, but in the early years of startup, that just may not be possible or advisable.  Be prepared to miss parties, reunions, weddings…
B & B Specific Questions.  Consider these real-world questions:

· Will you be able to stay up waiting for or chatting with guests who want to talk until 11 or 12 at night and still get up at 5 AM or earlier to fix that scrumptious breakfast your guests will expect? 

· Do you actually enjoy cooking? 

· Are you a good cook? 

· What type of cooking do you plan to do? Gourmet? Full? Continental? Vegetarian?

· Are you willing (and able) to do cleaning and maintenance?  (OK, who put that question in here?)

· And here is a link to an excellent article on the IRS Is This A Business or Hobby question. Business or Hobby? 
· https://www.bankrate.com/finance/taxes/tax-breaks-turn-hobby-into-business.aspx
You should also have an Exit Plan when you open. Do you plan to do this for X years? Or until ready to retire? Will you close and just live there or sell it and live elsewhere? Know that it may take a while to sell a B & B when banks are nhttps://www.bankrate.com/finance/taxes/tax-breaks-turn-hobby-into-business.aspxot lending – revenue, occupancy, etc also affect the salability of a B & B as a B & B. How to leave is important also.

We ask you to seriously consider the answers to these questions. After all, running a successful bed & breakfast is more than just saying “hello” and taking someone’s money.  Taking this seminar is a good first step.

Getting Started

West Virginia now has a One Stop Business online site with the Secretary of State’s website. https://business4.wv.gov/Pages/default.aspx  However, I still thoroughly recommend that you follow the advice in the next paragraph before doing anything.

Next, make an appointment with a CPA or Financial Planner that you trust. Discuss your current finances and what your future financial goals are. Your CPA or Planner can guide you to what type of ownership is right for you and your goals – sole proprietor, LLP, LLC, Partnership…. Each situation is different and must be addressed individually. The CPA or Planner will also know what forms must be filed to open your business. If it is determined anything other than sole proprietor is required, run (not walk) to a good lawyer to have the legal documents created and filed. Pay it now or pay it later – and later will cost a lot more, both in dollars and emotions. Too many B & Bs have closed because of divorce, death, or acrimony. Personally, if I were starting today, I would be an LLC – it will protect your personal finances from the business,
Once location, type of business structure, and building are determined, you will need a name for the business so the CPA or lawyer (or you) can fill out your forms. If it is an existing “turn-key” inn, you may wish to keep the same name. If the “turn-key” has a reputation to live down, you will definitely want to change the name. Also with a “turn-key” check to see if it was “grandfathered” in Zoning and if new ownership will require an approval of a variance. Get everything in writing! Say the name you are thinking of using. Say the name over and over again.  And keep these questions in mind:

· Does it sound good? 

· Is it easy to say? 

· Can you say it clearly and distinctly quickly?

· And do you like it enough to hear it and say it a million times?  

· Will it sound like something else when said? (as in Schmidt House)

Domain Name: Remember that some advertising allows a limited number of characters, so try to keep the name short and simple.  You’ll also need something fairly short for your web site’s domain name.  If your chosen name is taken, add your State abbreviation to the name.com as in myhouse.com is taken but myhousewv.com is available.

Bad Domain Name Examples - The Top 10 unintentionally worst company URLs

Attn: Entrepreneurs

Everyone knows that if you are going to operate a business in today’s world you need a domain name. It is advisable to look at the domain name selected as others see it and not just as you think it looks. Failure to do this may result in situations such as the following (legitimate) companies who deal in everyday humdrum products and services but clearly did not give their domain names enough consideration.

1. A site called “Who Represents” where you can find the name of the agent that represents a celebrity. Their domain name …. Wait for it… is     www.whorepresents.com
2.
Experts Exchange, a knowledge base where programmers can exchange advice and views at       www.expertsexchange.com 

3.
Looking for a pen? Look no further than Pen Island at   www.penisland.net 

4.
Need a Therapist? Try Therapist Finder at
www.therapistfinder.com
5. Then of course, there’s the Italian Power Generator company…  www.powergenitalia.com
6. And now, we have the Mole Station Native Nursery, based in New South Wales: www.molestationnursery.com 

7. If you’re looking for computer software, there’s always… www.ipanywhere.com  

8. Welcome to the First Cumming Methodist Church. Their website
www.cummingfirst.com
9. Then, of course, there are these brainless art designers, and their whacky website: www.speedofart.com 

10. Want to holiday in Lake Tahoe? Try their brochure website at  www.gotahoe.com  

Web Site: One of the first things you’ll need to do is get a web site.  Eighty percent (that’s 80%!) of all reservations start online.  Your site will serve to give people an idea of what your bed & breakfast is really like.  Basically, you’ll use it to brand your business.  State on your website your ADA information – for example, all my rooms are on the second floor and I state that plus how many steps to get to the second floor. Always include alternate text when posting photos in case the photo does not load properly so it tells what the photo shows. Post your policies on your website – then stick to them.
Your web site is your guest’s first impression of your inn – make it a good one!  Sites like www.networksolutions.com or www.godaddy.com or www.1and1.com offer domain name registration for less than $30 per year.  It is suggested that you purchase the domain name for a period of several years rather than year by year. This indicates stability, expectation to succeed, and helps with SEO.  These sites (among others) also have software available for free that will allow you to build your own web site if you are tech savvy.  If you choose a template site to “do my own” be sure to verify that #1 you own the content and #2 it is search engine friendly.  There are also companies that specialize in creating web sites just for lodging facilities like www.iloveinns.com or www.acorn-is.com.  If you are programming savvy, WordPress is one software that is quite popular for web site building. 
An online reservation capability is a must in today’s business and online world, more on that later. An excellent source for web advice is www.innspiring.com. This is a Forum of Innkeepers who will answer your questions honestly and bluntly! Be prepared for straight answers.

Also remember that once your site is developed, it needs to be hosted. Hosting charges vary. Do your homework!! GoDaddy and 1and1.com are some that host for a reasonable fee.
It is also important that you get at least one e-mail address that is specific to your inn’s web site.  Do not use any of the free e-mail accounts like yahoo or hotmail or msn or gmail.  Potential guests, whether rightly or wrongly, see a company-specific e-mail address as a sign that you have a professional establishment.  Use this to your advantage.   Your web site host should set this up for you and I would expect it to be part of the hosting package. 
You can use different e-mails for specific markets and as tracking mechanisms also. I have six e-mail addresses that I use for specific aspects of my business.
Join your State Bed & Breakfast Association.  These organizations can keep you updated on changing laws and work with you cooperatively on marketing projects.  The networking and referrals will be invaluable, especially to a new innkeeper.  A good State Association has (West Virginia Bed & Breakfast Association has all): 

· A web site that lists every member 

· A good relationship with State Tourism

· A mentoring program

Associations are as strong as its membership make it – get involved to make it what it should be. This I do know, when you give freely, you get back much more than you could expect. But also if you give expecting to get, you lose. 
There are two National Associations - both advocate for B&Bs on a national and international level, both offer training and webinars, and both hold annual Summits/Conferences with excellent speakers, classes, and vendors.  They are : Association of Independent Hospitality Professionals (AIHP) and Professional Association of Innkeepers International (PAII).
You have decided to open a bed & breakfast therefore you will wear many hats.  And if you think your involvement will be saying hello and goodbye to guests, you missed all of the hats in between. Let’s go see what those hats are.



You and Your Hats…

The owner of any lodging facility wears many “hats” – unless you are going to operate a large facility (more than 6 rooms) you probably will not have Staff.  YOU are the Staff!

Reservations

A Reservations System:  You must have an online reservation system. It is surprising how many people will want to book a room at 1 am. Again, 80% of all lodging reservations either start, or are made directly, online.  There are many online services and guest management systems out there like ThinkReservations, LittleHotelier, ReservationKey, etc. Choose one that fits you. Gillum House uses ReservationKey because it is affordable and is always upgrading to the needs of innkeepers. Some will even automatically send an e-mail confirming the reservation and take credit card info and even charge the card.  These services charge a monthly or annual fee, although you will see some that take commissions. Some will offer a discount to members of a State Association – ask!  Your main job with one of these systems is to daily update your “availability calendar” immediately if you take a phone reservation.

Answering the Phone:  Have everyone in the household or inn get accustomed to answering every phone call, “Thank you for calling ______.  This is Joe speaking.  How may I help you?”  Do it with enthusiasm.  Smile every time you pick up the phone; it will come through.  Even if it is 6 A.M. and you have not had your first cup of coffee – SMILE when you answer that phone.  And don’t forget to politely ask how they found you, and write that down, too.  Again, it will help you decide marketing – more on that later.  I suggest keeping a notebook handy by the phone for when you answer inquiries and make reservations.   Note every call and make notes about that call.

Be sure to answer any questions and engage conversation with the caller. This may cost you an extra few minutes, but by LISTENING (not just hearing) to what is said, you can better discern that guest’s wants and needs.  And this information allows you to relate interesting destinations in the area, and gives you the ability to up-sell things at your place of business, whether it’s special dinners, picnic lunches, massages, etc.  Remember that items and services you can up-sell are like free money.  (Okay, not really but it sounded good at first, didn’t it?)  It WILL generate extra revenue and that is  why you are planning to be in business!

LISTENING also will tell you if this is a potential guest you do not want or if it is someone who needs to be referred to another bed & breakfast – example: a person wanting to do whitewater rafting and you are 2 hours from the nearest rafter or someone who thinks you are near a city that is 150 miles from you. If they are from out-of-State, they have no clue where you are located unless you are in a big city and then they do not know which neighborhood or district.  Or they have a dog or kids and you do not accept either.

Taking the Reservation Information.  You will need:  

· Name

· Contact Information (address, phone number)

· Credit Card Information (VS/MC, AMEX number, expiration date, CVV number, name on card) 

· Dates of the Stay/Length of Stay

· Room preference per availability (Note:  Sell your best – most expensive room first if possible)

· Special dietary needs (more on this later)

· E-mail address if they have one 

· Any information that will help make the stay special (is it a birthday or anniversary? Are they coming for a funeral so you show proper demeanor?)

While you have them on the phone, ask if it is okay for you to send them information about the B & B in the future.  Then send a confirmation letter via e-mail or snail mail outlining what is involved: rate and tax, day & date of arrival/departure, check-in and check-out times, any add-ons such as dinner/candy/flowers, and cancellation policy and any other policies of the inn (pets, children).  State your cancellation policy on the phone, on your web site, in your Confirmation letter or e-mail, and with your online reservations do not allow the reservation to complete unless the “agree to the policies” box is checked.
Keep a reservation book and keep it up-to-date so everyone knows what is available at all times!  Yes, you have the online system at this point, but you need a backup in case of power failure or computer crash and everyone in the household may not be computer literate. A small date book with reservations listed to keep in your purse or briefcase is a good idea for when shopping or traveling and returning/receiving calls. I have 3 x 5 index cards and the credit card number is on the bottom so it can be cut off and shredded.
Marketing

Whether you’re operating a B & B, cabins or a guesthouse, you need to keep in mind that you are marketing more than your establishment.  You are marketing the entire area.  So be sure to take an inventory of your area – covered bridges, artisans, museums, golf courses, etc. as this will define your Target Market.  Advertising is a component of Marketing, but do not think they are one and the same. They are not.

Your Target Market:  Exactly who will be staying with you?  And why?  This is your target market and will determine where you market and to whom.  Look at this closely but be prepared to change as circumstances change.  You may find out a few years down the road that the people you thought would be your guests and those who actually are your guests may be totally different. Example: Being 50 feet from a rail-trail, I thought my B & B guests would be trail people.  For a while, they were.  However, this target market could not sustain itself (or me).  Our most consistent guests became horse owners (for my overnight stabling) and motorcyclists (for our wonderful twisty roads) and weekend get-away guests.  (And believe it or not, some people actually chose to visit my B & B because my web site was informative and easy to navigate.)  

One of the easiest ways to recognize your potential target market is to identify the most popular tourism destinations near you and see who comes there.  Your guests would be the customers for those destination sites.  

Again, though, remember my rail trail example.  When that traffic dried up, I had to re-invent my B & B’s target market.  I basically looked at what other resources I had in the area (a local stable, a winery, and some great roads) and turned them to my benefit.  Fortunately, I had already begun to diversify prior to the trail user slow-down. Do not try to be everything to everyone, but do diversify, a one niche marketing will not sustain your business forever. I target one segment a year to market to. Do not forget the other segments, but put extra dollars toward one.

Advertising:  You will have to create your ads or have an ad designer create an ad campaign for you.  Even with your web site, you will need print items.  West Virginia’s Welcome Centers and your own local convention and visitor’s bureau (CVB) or chamber will often display your rack cards or brochures for little or nothing. Often the businesses that you patronize will also display your brochures. As with your web site, this rack card/brochure has to sell people on your B & B immediately.  Studies show you have only 10 seconds to get someone’s attention.  My suggestion is to use that 10 seconds to your best advantage with a winning photograph.  I also recommend that your policies be on your printed materials (as well as on your web site.)  Never print rates on your rack card/brochure rates.  What if your rates have to change?  Do you want to dump a thousand rack cards and start over?  No.  So, keep your updated rates on your web site (where you can make the changes yourself) and simply direct visitors to your web site or your phone number with the rack card or brochure.   

Ads in major magazines can often be obtained in cooperation with your local convention & visitor’s bureau (CVB).  Use this local resource to help you figure out the most cost-effective way to spend your advertising dollars.  Newsprint (type of paper) magazines are usually less expensive and more targeted. They are an excellent advertising option.  My own observation and opinion is that newspaper advertising is birdcage material – period!  In West Virginia, we have the advantage of the Co-op Program with Tourism Division. You must contact The Tourism Division for the most current rules and guidelines.
IF you can partner with another B & B or an attraction for advertising, do it. Print ads are NOT inexpensive so you need to be careful about size and price as well as their demographics – who is expected to be seeing this publication. Do not ignore print – not everyone uses a computer. Use Social Media/Blog but do not use it as a sell, sell, sell. 
Tell about things happening in your area, about places to see/things to do, about your pets, about your breakfasts – and include photos. A good photo will get you LIKE/Share.

Paid Web Directories:  Love them or hate them you need to list on the paid web directories. I call this my “shotgun” marketing. You have no idea where those “pellets” will land. Listing fees will be from $35 up to $400 or more depending on the “level” of your listing and the Directory.  Interest specific sites will cost less but will not produce big numbers of traffic to your site. Do not discount them however – one horse-specific site costs $40 per year and another $35 and both sent me enough horse traffic per year to make paying them worthwhile – but not enough to pay my bills. Find the best rated Directories for you by doing a Google on bed and breakfast (my town) and again on my region and my State and see which directories come up on the first page of each of these searches.  Do this on different days of the week and at different times. This will tell you which directories do well in your particular area.  Do searches on words that you think people will use to find you. Which directories show up?  Do not waste your money on any listing (or level) that does not include a link to your own web site. Today that is like giving out your phone number without an area code. People will not call if they cannot click thru to your web site. www.bbonline.com, www.iloveinns.com, www.bnbfinder.com are among the best producing directories. There are also sites that are target market oriented such as www.discoverourtown.com, www.surfbirds.com (a birding oriented site), www.motorcyclegoodies.com, www.purpleroofs.com (Gay/Lesbian site), and www.horsemotel.com.    Each of these is frequented by people looking for lodgings. They have MONEY!! IF at all possible avoid the commission based OTAs (Online Travel Agents – such as Booking,com.
Create packages and specials:  We also know from studies that travelers like to buy packages and specials.  Sometimes in the bustle of daily life, people want to go someplace, relax and not have to think about anything else.  So, consider something like a weekend for two, breakfast each day, dinner reservations at a local restaurant (ask the restaurant if they will give your guests a discount or perhaps 1 appetizer or 1 dessert free (so they have to buy the second one) - and a bottle of sparkling cider, tickets for an event or popular attraction, a routing to site-see interesting places in your area.  Throw in some small item (maybe with your B & B’s logo?) that costs you very little and a picnic lunch at a local nature preserve and you’re done.  They’ve had to do no planning and they get a great trip.  Note:  Be sure to include at least 3 things in any package or special.  You want to make it so they cannot peel it off to figure out how much they are paying for each part of the package.  Frankly, this is where you can up-sell.  Do not think that a special means a discount.  A special can mean the extras you put in for a great value. People want value for their dollars! Each item in the package adds to the value to the guest and to your revenue stream because you are including these costs in your price!

More on Discounting:  Use discounting only when you need to scare up guests during normally dead time periods.  For example, you can promote weekday traffic with a “two nights for the price of one” special available only on weeknights.  One I offer is get a third night for $50 or $75 depending on the season.  Or offer a slow season discount – a % of something is better than nothing if that room would be vacant otherwise but not always.  Remember, in the winter you will have extra heating costs so a % of something for a one-night reservation may not be worthwhile.  Weekends for Lovers during the off-season months are a terrific way to up your occupancy during what is normally a dead time of the year.  Be sure to post your Specials and Packages on your web site.  Another alternative to discounting during slow times is to charge full price but with an add-on.  A 2-night reservation and add a packed lunch (or local chocolates) – regular price but with something extra…. Your mantra is VALUE.

Earned Media:  Earned media is free media coverage.  You get this when newspapers, magazines and television stations quote you or have you on their station.  The media quotes you when they perceive you as an expert in your field. (Do you know what makes an expert? Living at least 50 miles from the questioner!)  Say a local food reporter writes story about Thanksgiving feasts every year.  Call around Halloween and volunteer to share your great homemade cranberry sauce recipe.  Or offer a site for a photo shoot (complete with Thanksgiving decorations).  

How do you stay in their sight?  Always write news releases. Tell the papers about your special or any activities held at your Inn. Are you doing a house tour for a donation to a charity? Are you hosting a fundraiser? Do you have a special recipe for the food editor?  Did you or your inn receive an award? Tell them everything.  But you must have a “hook” – something unique.
Kathleen’s Super Secret?  Muffins.  Any time it can be termed appropriate, I take a plate of muffins with me.  Yes, that’s my secret to good relations with the media:  muffins for the crew at the TV station or the newspaper office.  

Okay, it also takes other things:  being willing to give statements and answer questions for a deadline.  When I appear on TV, I am on time or early, always prepared, and can talk without having to read it.  Become comfortable on the set.  That comes across on television.  Keep in mind that most television stations with morning news programs need content.  Volunteer to do a live feed for them at their studio..  Yes, they may ask that you go on at 5 am, but the next time they have a question about recreation or lodging, they’ll think of you first. …. And bring the muffins.  

Additionally, visit the Welcome Center, CVB, and Chamber. Get to know the staff and arrange a tour of your inn.  That way they can feel good about referring to you.  Note:  Be sure to chip in with these organizations with your time or an item with your logo. They always need help. Ask if they need help – don’t wait for them to ask you.  Also, visit your State Tourism Office by appointment – yes, make a trip to the Capital – and introduce yourself to the people who are promoting your State (and you). 

Governing Bodies: Take the time to introduce yourself to your City Council, City Manager if there is one, County Commissioners, and State Legislators.  These are the people who have the power to enact laws to make or break you. If they know you, your chances of at least being heard are better than the voice that is raised only when something is wanted (are they intelligent voices or nutcases???). You not only need to know them as much as they need to know you.  One of my Delegates answered one of my haranguing e-mails a couple years ago with this reply, “Kathleen, that is what I like about you, you never have an opinion.” He listened because he knows me. That particular e-mail from an unknown person would have been ignored.

Create your opportunities: Attend workshops offered by the Small Business Administration, Small Business Development Center, or CVB. Go to conferences, meetings, trade shows, workshops.  Sign up for webinars. ALWAYS have your business card with you and if possible, brochures or rack cards. My purse is a walking brochure rack for my city, rail-trails, my B & B, and WVBBA. Do not be afraid to strike up a conversation and pass out brochures or business cards. You are the salesperson for your inn and no one can do it better than you!  Are you attending a lunch or a dinner? Resist the urge to sit with friends, find a table full of strangers if possible so you can give the “commercial”. Your friends know who you are and what you do. Give your commercial and listen to theirs. This is known as Networking – and it works!

Volunteer – and if you say you will do something you MUST complete the task. This will also get you known. 
Records Clerk

Secure financial records.  You should keep detailed financial records from year to year.  A spreadsheet will do it nicely. It is easy to enter the data and easy to keep.  Quicken and QuickBooks are examples of accounting software that come highly recommended.  Normally your local SBDC has on hand trial accounting software (good for 30 days) that you can try for free.  There are Guest Management Systems that will create all the reports you will ever need. (The online reservation system ReservationKey has many guest management functions.) Do diligent research to find the one best suited for your needs and your wallet.

Back-ups

It imperative to back up your computer. Use one of the “cloud-based” systems. They are fairly inexpensive and if (when) your computer crashes, you will not lose your world. Face it, your computer holds your world – business and personal.
This may seem stupid, but if you had a flood, house fire, or computer crash you were grateful that you were able to quickly rebuild your records. This was done in the days of floppy disk or could be done on R-W CD.  I still recommend saving your major files to a CD at the end of each year in case you need to reference a past year. Today I recommend you subscribe to a back-up service.  There are many services out there now that offer total system backup. iCloud and CityVault as an example. I use Carbonite.com and it does automatically back up any changes you make to your system. Mozy.com is another that does this.
What records do you need to keep and WHY?  

You will need detailed records should you decide to sell. The buyer will need to know profit/loss, occupancy, and liabilities.  You will need to maintain the following:

Guest ledger: Minimum of date, name, room, and rate. Set up the calculations to automatically compute from the room rate, the tax, total charge, B & O tax owed and at the same time total each column monthly, quarterly and annually. Raise rates slightly every couple years. Do not wait 10 years and do a BIG raise.

Source of Business: Keep track of how your guests found you – which ad, directory, Internet site, repeat guests… This is how you track where to put your advertising dollars and which Directory is sending you business. They will often say Internet, not having a clue how they found you on the Internet. I will deal with this in web site.

Track by State/Country: This will tell you what area of the population you should advertise to. If people in the next State are your largest number of guests you may want to increase your advertising in an area of your own state that is not finding you, or know you can back off slightly (rarely more than slightly) on your advertising in an area if you are getting a lot of repeat or referral guests. It is also interesting to see where they are coming from – you may get a surprise!

Occupancy: Track the number of room nights sold on a monthly basis and total that for the year. For example, if you are a B & B with 3 guestrooms, you have 3 room nights per night and 90 for a 30-day month, 1095 for the year. This will tell you when your busy season is and that also may surprise you. Many inns have an In Season and/or weekend rate and a lesser rate for Off-Season and/or weekdays. Also if your occupancy is very high you should raise your rates.

Gift Certificates – Donated and Paid: Always have an expiration date on a donated certificate.  Track what organization you donated to, what exactly you gave them, and expiration date. (Be ready to be asked if expiration date can be extended. That answer is entirely up to you and your availability.) Note when it was used and by whom. Paid certificates do not expire so track who bought it, what is included in the certificate, and how much was paid (and tax). This revenue is in the liability column of your financial records until it is used. That is when it transfers to your revenue column. (When or if you sell your inn, the revenue for the paid gift certificates is a liability.) If donated certificates do not generate PAID business within 2 to 3 years, do not donate again. They are not doing the job. Do not “over” donate. You do need to make money and you will get requests from more places than you would ever think of. Consider donating an item with your name or logo instead of a room night. Often a donated GC will wreck a PAID reservation. 

I do NOT donate room nights any longer as people want to use them on weekends/holidays and LONG after they expire. I give logo items – usually my roasted coffees and a logo mug.
Utilities: Keep records on all utilities, gas, electric, water & sewer.  Track amount used and charges. Know if you used more or less from year to year. It also can be used to prove leaks or problems. It will also tell you if your conservation efforts worked.                                                                                                              

Accounting

Open bills, check them, pay them and file them. Do the data entry of the checking account. Have a separate checking account for the business and use it only for business expenses! Never mix your family and business accounts. You may pay business bills with the family account (not recommended) but you can never pay family bills from the business account! Receive payments, do banking, keep tax records, and pay all various taxes. In other words, you are accounts receivable and accounts payable.

Choose a credit card processing company carefully if at all. Check fees for connection, processing, types of card processing (rewards cards have larger fees), percentage charged for Discover and AMEX as well as VS/MC. Look carefully at cost of processing equipment to determine if it is better to buy or to lease. Do the math. Over time it is usually better to buy. And ask about PCI compliance. This is security of credit card numbers. If you take credit card numbers online with your online reservations get it in writing that they are PCI compliant. The processing company I used to use was going to charge me $14.95 per month although I had filed the form stating I did not take card numbers online and had one of their people make a dummy reservation to prove it. I still had to call and have the charges reversed to get them stopped. READ your statements when they come in. Square is an alternative to processing companies. The fee is a flat rate no matter which card, no contract, no hidden fees. There are now other companies similar to Square – do your due diligence for what is best for you and your business.
Stock Supplies

As the title implies, you shop for the groceries, produce, flowers, linens, office supplies, cleaning supplies, and gift shop inventory. Have a gift shop. If it is nothing more than a couple shelves in a china cabinet, it can bring you several hundred dollars a year in sales. I have WV products - jam, jelly, honey, and maple syrup, and my logo mugs made by a WV potter.  Guests want to take something home that is local or inn-related.  Selling local food products also makes you a part of Agri-Tourism, something that is being marketed more and more.  For logo shirts etc, contact your local Sheltered Workshop. They do good work for reasonable prices and you have helped the handicapped – all at the same time!

Housekeeping and Gardener

As implied, you get to strip and make beds, clean the rooms and bathrooms (and the rest of the house), maintain smoke alarm batteries, light bulbs, and do any yard work/gardening needed. You also get to keep the grass cut and pick up the McDonald’s cups and wrappers tossed out on your street too. Sweep sidewalks (or shovel them). 
Chef

You create or find recipes that taste good and accommodate the diet needs of your guests. You decide what kind of breakfasts you will serve – Continental (juice, coffee, rolls); Continental Plus (Continental and fruit, muffins and breads); Full (juice, muffins, fruit dish, entrée, and coffee/tea). Will you be gourmet or heart-healthy? Serve fixed plates or family-style? You cook the food, make the breads if doing homemade, and serve it. Remember – presentation is important! Make it look as good as it tastes. The food will be remembered longer than anything else so feeding the eye (garnish!) is important. Baking breads or muffins will fill the house with aromas that will bring people back over and over again. If you get a special diet need, go to the computer and Google that dietary need recipes and you will get your answers immediately. In West Virginia, if you have 6 rooms or less you do not have to have a commercial kitchen BUT you can only serve registered guests unless you have that commercial kitchen.

Laundry

You are the laundress. Watch for stains and get them out. (My stain remover is Murphy’s Oil Soap. Pour it on the stain, rub it in a bit, and wash. It gets out make-up and wine) Many innkeepers swear by Oxyclean or Shout and there is a product called Wine Away that is great for wine stains. Iron pillowcases. Be careful about thread count. Buy the best linens you can afford but if you buy above a TC 400, be prepared to iron the sheets (or send them out) because they wrinkle terribly (I bought some 600 and after the first washing moved them to the family linen closet – I do not have time to iron sheets!). Flannel sheets for winter are wonderful – and you do not iron flannel, not even the pillowcases.

Eco

Being eco (GREEN) does not just mean ecological. Eco to me is economical. We do laundry in cold water (saves gas or electric heating water), do full loads, and use perfume-free/dye-free detergent to avoid triggering an allergy with a guest. We also have one room that is feather-free/down-free. Being “Green” is a current trend in tourism but it can also keep “green” in your wallet.  It must be actually practiced to be beneficial.                                              

Web Master

Choose a designer who understands what B & B is all about. DO NOT go for Flash or “cutesie” navigations, up to a point listen to the designer. It MUST be “responsive” meaning automatically fits screen size of the device being used.  Put your Inn name, Phone number, Book Now on every page at the top of the page and at the bottom. When choosing a designing or hosting company for your web site, make sure they allow you to do updates. Learn to update your web site (even if there is a charge for the tutoring session it is cheaper than paying for every content change). Then update it often. Blog. Search engines note activity. More activity (updates) indicates new things on the site and a reason to look at it. Make sure each page of your web site has a title. Search engines will look for titles. Post your Specials/Packages on your web site. There are still some free places to list but be careful and check them out thoroughly before you decide to list.  Beware of “offers” of link exchanges. Link exchanges can be good, but know who and what you are linking to.  Be sure any site you link to is relevant to what you actually do or promote. 

Monitor your web traffic. Your web host may have a package deal, your designer may include tracking, or there are other sites that do track (some directories offer a tracker). I use www.web-stat.com (fee) and http://www.google.com/analytics/ is free and will tell you more than I understand. You need to know what words are being used to find you and what site referred that hit to your site (this is how you decide where to spend your dollars – if you get very few hits from a site in a year or two, do not renew. Pay per Click options will be up to you. Also remember although hits are people looking at your web site and therefore potential guests, what you really want from those paid listings/directories are RESERVATIONS!!!! 400 hits but 1 booking is not good.

Respond to e-mails promptly. Check e-mails at least twice a day. I have received many reservations because of an e-mail inquiry that was answered promptly. If they give a phone number – don’t rely on e-mail, call them! (if it is a reasonable time). 
General Manager

You are the General Manager. You decide policy, solve problems, set rates, and discounts. Speaking of rates, do NOT price to the income of your area – local people will rarely make a reservation, price according to the income you need to at least meet expenses. Check the rates at the local hotels – call and ask what the rates are. Raise those rates a little bit every couple of years, minimum, - your expenses will keep going up. Small increases are easier to sell than a huge increase. YOU are ultimately the person responsible for the success or failure of your inn. This says it all. 

Ten Absolutely Necessary Final Rules

1. Smile and greet your guests

2. Answer their questions

3. Be able to discuss the area and the people (where they work, what they enjoy doing)

4. Be able to suggest routings, attractions, restaurants

5. Know the area and what is in it

6. Know your State – they want to know about other areas also

7. Keep up with Events in your area

8. Avoid discussing religion and politics (DANGEROUS TERRITORY)

9. BITE YOUR TONGUE (This means if a guest is opinionated, you are not!)
10. SMILE

Final Thoughts.

We have now given you an overview of what being an innkeeper entails, with some tips to make it easier for you to create those breakfasts that make people want to go to your B & B and not a chain hotel.   I hope it has been informative and enjoyable. This is a guide, not a manual. It is up to you to find your own personal style.

One of the most important jobs is your marketing. If you are not good at it, spend the money to get some one who is. Without good marketing, few people will find you. 

Invest in excellent photographs - good photos are not good enough. You need to have them in your computer for use at a moment’s notice. An excellent photo will do wonders for you – a bad one will lose the guest. You do not need to use an exterior photo of your house. Do you have an awesome view from a window or a porch? Are sunrises or sunsets glorious? It may even be a photograph of the view from your kitchen table.  It needs to say – “I must go there!” 

B & B Guest Check Off List

“Hats” You Will Wear 

Guest Reservation

· Guest contact information & credit card number

· Arrival time 

· How did you find us?

Important marketing info

Helps determine where to advertise

Determines success or failure of marketing

Getting Ready

· Clean rooms and & bathrooms (and the rest of the house)
· Make sure all light bulbs function

· Lots of towels

· Check soap/shampoo/toilet paper/Kleenex supply

· Get food supplies according to diet needs

· Fix fruit basket

· Put fresh flowers in room

· Light candle or bake

Guest Arrival

· Greet on porch if possible (try to greet them before they get to the door)
· “Welcome to our Home”

· Show to room

· Tour B & B (if possible)

· Explain Emergency Procedures

· What time is breakfast? (Coffee or Tea?  Decaf or Regular?)
Breakfast

· Decide breakfast times (This is something you decide before the first guest 
  comes) Set times?  Flexible? From when to when?
· Decide table setting

· Decide menu

· Serving style

· Satisfy Senses

· Sight

· Smell

· Taste

Wave Goodbye

· Collect revenue (this is innkeeper preference as to at arrival or departure)

· Wave goodbye
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West Virginia Bed & Breakfast Association 

West Virginia Bed & Breakfast Association was established in 1991 to:

Provide West Virginia Bed & Breakfasts with a network for advice and assistance


Promote the bed & breakfast industry in West Virginia

Ensure high standards in health, safety, and hospitality through inspections


Cooperate with the state tourism industry for advertising


Provide opportunities for cooperative advertising


Provide continuing education in business and hospitality areas


Keep members aware of important State and Federal legislation

These goals are accomplished through: an inspections program, 4-color Directory, web site, a quarterly newsletter, an annual WVBBA Conference - the business meeting and election of officers, and Aspiring Innkeeper Seminars.  The West Virginia Small Business Development Centers have played an important role in our continuing education since 1999, providing financial assistance for Aspiring Innkeeper Seminar trainers and quality speakers in the B & B industry and related business fields for Conferences. To our knowledge, West Virginia is the only state to value training enough to support it with funding. The West Virginia Small Business Development Centers are to be commended.

All officers and committee chairpersons are volunteers who give time away from their own businesses to work for the good of all association members.   We hope you will take advantage of the opportunity to join the Association and to volunteer your time to assist other members in some way.  WVBBA mentors new members.

WV B & B Fire Code as of May 2005

In West Virginia, six guestrooms rooms or less do not have to have a commercial kitchen.  The WV Fire Code pertaining to bed and breakfasts is below.

Be it enacted by the Legislature of West Virginia:
That the Code of West Virginia, 1931, as amended, be amended by adding thereto a new section, designated §29-3-16c, to read as follows:
ARTICLE 3. FIRE PREVENTION AND CONTROL ACT.

§29-3-16c. Safety standards for bed and breakfast establishments; findings.

(a) Findings. -- Bed and breakfast establishments provide a unique and important contribution to the state, allowing visitors the opportunity to enjoy many of the aspects of our communities and state not available at hotels and motels and often provide vacationers access to overnight accommodation in areas of this state that would not otherwise be available. These operations continue to grow in number and importance in our state's economy and must be promoted and encouraged by state and local government. Most of these facilities are older residences being converted to this use, and in many cases have architectural and historical significance, and, as with most small businesses, are begun with limited capital available for investment. Any fire safety code standards applicable to these facilities must be sensitive to this distinction and avoid placing a large financial burden on persons operating or planning to operate these facilities. Further, the personal safety of those who live in and visit these facilities is of paramount importance and requires that consideration be made to assure that adequate safety requirements are placed on these facilities to provide for the safety of visitors, residents and, in an emergency, responding firefighters and rescue workers.
(b) Definition. -- For the purposes of this section, the term "bed and breakfast establishment" means a building occupied as a one-family dwelling unit that provides sleeping accommodations and breakfast to transient guests for a single fee and does not offer more than six guest rooms to no more than twelve guests.
(c) Fire code standards. -- Notwithstanding any provision of this code to the contrary, every bed and breakfast establishment shall be exempt from provisions of fire safety code requirements which are contrary to the following standards:
(1) Each bed and breakfast shall have operational smoke alarms in all common areas, guest rooms and hallways and heat detectors as otherwise required by this code or rule of the Fire Commission. Battery-powered smoke alarms shall be permitted where the establishment has demonstrated that the testing, maintenance and battery replacement procedures will ensure reliable power to the smoke alarms. Notwithstanding any provision of this code to the contrary, no smoking will be allowed inside a bed and breakfast establishment.
(2) Each bed and breakfast shall have operational hard-wired, battery-powered or plug-in emergency lighting that indicate available means of egress. Battery-powered or plug-in emergency lighting devices shall be permitted where the establishment has demonstrated that the testing, maintenance and battery replacement procedures will ensure reliable power to the emergency lighting devices.
(3) Each guest floor shall have a primary and a secondary means of egress. A door leading directly from a guestroom outside the building with access to grade, or a stairway which is covered or enclosed, or a covered balcony or deck with a stairway to grade. A bed and breakfast with third-floor guest rooms must have an accessible second stairway leading from the third floor to grade. Any bed and breakfast establishment with a sprinkler system which otherwise meets the requirements of this section and the state fire safety and building codes is exempt from the requirement of a secondary means of egress. A bed and breakfast establishment which offers three or fewer guest rooms on the first or second floor only, and accommodates no more than six guest occupants at one time, is exempted from the secondary means of egress requirement;
(4) The state Fire Commission shall permit bed and breakfast establishments that cannot readily comply with the requirements of a legislative rule, which may mandate the installation of a secondary means of escape or a sprinkler system, one year per floor of the establishment to comply with the requirements.
(5) All other provisions of the state fire safety code not inconsistent with this section and rules promulgated pursuant to subsection (d) of this section are applicable to bed and breakfast establishments.
(d) Legislative rules. -- The state Fire Commission shall promulgate or amend an existing legislative rule, in accordance with the provisions of article three, chapter twenty-nine-a of this code, to effectuate the provisions of this section. The rule shall include a mechanism for the Fire Commission to grant individual variances to bed and breakfast establishments which cannot otherwise meet provisions of the state fire safety code due to the historic and architectural significance of the establishment with due consideration of the economic limitations inherent in the operation of this type of small business. (e) Historic preservation review. -- The owner of a bed and breakfast may request the historical preservation section of the Division of Culture and History, pursuant to section eight, article one of this chapter, to consult with the owner and provide a recommendation to the Fire Commission regarding the historic character of the structures used or proposed to be used as a bed and breakfast and any objections or concerns regarding any renovations or other changes required by the Fire Commission or Fire Marshal. If an appeal regarding a decision made by the Fire Marshal is made to the Commission as provided by section eighteen of this article, the Commission shall consider the recommendation of the historical preservation section when making a determination regarding the variance as provided for in subsection (d) of this section.

WVBBA STANDARDS

Personalized attention to guests is a primary consideration.  Hosts and/or Staff shall normally be present and provide a pleasant, warm, and friendly atmosphere with conscientious attentiveness to the needs of the guests.  WVBBA seeks to provide clean, safe, and hospitable environments for guests.

The Standards and processes as defined herein reflect the WVBBA commitment to excellence in service, quality, and hospitality.

The B & B Establishment

All B & B guest rooms must meet all specific requirements for guest rooms and must be available consistently for B & B guests, not for general boarders or members of the family.  Since hospitality is the hallmark of B & B accommodations, a common room must be available for guest and host interaction during evening and breakfast hours.  Unhosted facilities or those for permanent boarders are not considered B & B accommodations and are not eligible for regular voting membership, but may be Associate Members.

Guest Baths

There shall be a minimum of one full guest bathroom provided for every three guestrooms available for rent.  This bath should be shared by no more than six people. Private bathrooms are the expected (by guests) norm in 2016.
Fire Protection

The B & B premises must comply with local, State, and Federal fire regulations.  There shall be smoke/CO detectors in each guestroom, the kitchen must have a fire extinguisher readily accessible, a fire extinguisher in a visible location on every floor, and for B & Bs of six guestrooms or less there will be no smoking indoors.

Climate Control

Each guestroom shall have adequate heating and ventilating equipment according to the local climate.  All heating and ventilation equipment shall meet local, State, and Federal codes.

Local Environment

The area in which the B & B is located should be attractive, desirable, and safe.

Parking

Convenient parking must be available on or near the premises.  Urban B & Bs should make provision for guest parking at local parking garages or similar services nearby if necessary.

The Exterior

Both the establishment and the surrounding ground must be attractive and consistently well maintained.  Parking areas, walkways, and entrances must be safe and well illuminated.

The Interior

All interior space including public areas, guestrooms, bathrooms, and dining areas must demonstrate a high standard of cleanliness, be consistently well maintained, and provide a pleasant atmosphere.  Excellence in housekeeping and maintenance throughout are of primary importance and lack thereof will disqualify a B & B for membership regardless of other fine features and amenities offered to guests.

Guestrooms

Each guestroom must have pleasant décor and furnishings.  Adequate space must be provided for guests to move freely about the room and comfortably store their hanging clothes, belongings, and personal effects.  Windows must be equipped with shades or drapes where necessary for privacy or outside light control.  A lock from inside the room is necessary for privacy purposes.

Beds

Good quality comfortable beds in excellent condition are a must.  Sofa beds and cots cannot be used as primary beds in a guestroom.  Bedding must include two sheets, mattress pad, pillows, pillow covers (protectors), pillowcases, and adequate blankets. All must be in excellent condition and free from soil and stains.  Linens must be changed at the departure of each guest.  For stays of more than one night, linens must be changed at least every third day.

Furnishings

Furnishings must include a comfortable chair, storage for clothing, and a wastebasket.  Good illumination is required at each bed, writing surface, and chair.  Additional items recommended include a light switch at the entrance to the guestroom, alarm clock, reading lamp, and nightlights.

Bathrooms

Bathrooms must be equipped with the following fixtures of high quality & standard size:

Toilet (my personal recommendation is handicap height – gentler on old knees)


Tub or shower or combination tub/shower - with non-skid surface or device


Sink

Adequate shelf space for toiletries

Well-illuminated mirror

Adequate and convenient fixtures for hanging towels

Convenient electrical outlet

Robe hook

Exhaust fan or ventilation device is recommended

Supplies

Each guest must be supplied with at least one large bath towel, hand towel, and face cloth.  Additional towels must be made available on a daily basis.  Additional supplies must include a wastebasket, toilet tissue, drinking glass or paper cups, and liquid or individually wrapped soap.

Breakfast

The kitchen area must be clean and well maintained to comply with high standards of sanitation and hygiene.  Food quality, preparation, and presentation must be consistently high quality.  A full or continental breakfast must be offered (available – in restaurant for Country Inns / by prior arrangement for guest houses) for each day of the guest’s stay and may or may not be included in the room rate (usually is included in rate for a B & B).  Type of breakfast must be established when reservations are placed.  Unless by prior agreement, the host will prepare breakfast for guests.

Continental Breakfast: a minimum to include hot beverage, cereal, pastry or bread, and juice
Full Breakfast: to include hot beverage, cereal, bread, or pastry, juice, and a hot entrée 

Management

Management and/or Staff must be available, courteous, present a good appearance, and operate on an ethical, business-like basis while providing conscientious attention to each guest.  Accurate financial and guest records must be kept and the business must be run in compliance with all local, State, and Federal laws.  B & Bs should carry adequate liability insurance coverage in accordance with accepted business practices.

Rates

The Association will not list any B & B that refuses to declare accurate rates for publication.  Rates as well as deposit or cancellation policies must be made known to guests at the time reservations are made.  These policies must appear in brochures and confirmation notices as B & B travelers continue to lodge one of their biggest complaints against ignorance of cancellation policies.

Guest Security

All reasonable precautions must be employed to secure the personal safety of guests and the protection of their possessions from damage and/or theft.  Emergency phone numbers must be posted by the phone.

Inspections

Management must permit periodic scheduled review by the West Virginia Bed & Breakfast Association representatives.  Membership will not be extended to establishments who choose not to be reviewed.  A minimum of 24-hour notice will be given prior to an inspection.

Complaints

Complaints from guests must be handled quickly and in the spirit of cooperation.  Complaints to WVBBA regarding member inns must be in writing. The Regional Director will investigate the complaint promptly and the innkeeper, if the complaint is found to be valid, will be requested to write a letter of response to the guest within 10 days with a copy to the President of WVBBA. Failure to comply in resolving complaints will be cause for member disqualification.

Regions

Membership is divided into eight (8) geographic regions that correspond to the State’s marketing areas as defined by West Virginia Division of Tourism. Although the State recently created a ninth region, WVBBA by-laws remain with eight.


Mountain Lakes Region


Mid-Ohio Valley Region


Metro-Valley Region

Mountaineer Country Region

Northern Panhandle Region


New River/Greenbrier Valley Region

Eastern Gateway Region

Potomac Highlands Region

Our goal is to assist future and current members to secure and retain guests through a recommendation and referral network based on achieving the basic standards of cleanliness, safety, and hospitality.

West Virginia Bed and Breakfast Association Inspection Form 

effective January 2019

The following list of minimum standards was adopted by the Association to ensure high level of safety, comfort, and cleanliness for the guests of member inns. Listed are MINIMUM ACCEPTABLE STANDARDS to be met by all members. Standards will be graded as + or – and comments may be made to the right of each requirement as needed.

1. Exterior of the House/Grounds

_________________________________Notes________________

+/- 
Structure well maintained

+/-

Well-kept grounds

+/-

Parking for guests

+/-

Exterior lightening

+/-

Identify sign/house number

2.  Common or Public Rooms

___________________________________Notes________________

+/-

Floors maintained

+/-

Carpet/Rugs clean/non-skid

+/-

Room lighting/Lamps

+/-

Furniture clean/maintained

3. Dining Area

___________________________________Notes________________

+/-

Seating (tables/chairs)

+/-

Room lighting

+/-

Floors Maintained-Carpets/Rugs clean/non-skid

+/- 

Suitable table service

4.  Kitchen Area

___________________________________Notes________________

+/-

Fire Extinguisher

+/-

Equipment Cleaned/maintained

+/-

Countertops neat/clean

+/- 

Appliances Clean

+/-

 Floors clean/maintained
5. Bedrooms
___________________________________Notes________________

+/- 

Beds (no sofa beds, cots, etc. for primary bed)

+/-

Foundation, mattress, pillows

+/- 

Mattress and pillow covers

+/-

Blanket and coverlet/bedspread

+/-

Presentable linens

+/-

Window coverings (privacy)

+/-

Floors clean/maintained

+/- 

Carpet/rug clean/non-skid

+/-

Adequate room lighting (reading)

+/-

Dresser/desk/table

+/-

Open areas on table tops for guest use

+/-

Mirror

+/-

Chair or seating

+/-

Closet/wardrobe/period hanging

+/-

Luggage rack/stand/chest

+/-

Quality clothes hangers

+/-

Wastebasket

+/-

Privacy closure on the door

6. Bathrooms

__________________________________Notes________________

+/-

Fixtures (commode, sink, tub/shower)

+/-

Adequate shelf with surface space

+/-

Mirror with lighting

+/-

Electrical outlet 

+/-

Towel rods/pegs

+/-

Non-skid tub or shower material

+/-

Window coverings (privacy)

+/-

Privacy closure on the door (unless bathroom is part of the guest room)

+/-

Drinking cups/glass

+/-

Wastebasket

+/-

Towels (bath/hand/wash)

+/-

Toilet tissue and spare

+/-

Ind. Soap/liquid soap

+/-

Clothes hook

+/-

Non-skid area rugs

+/-

Adequate hot water and heat

7. General Business Policies

___________________________________Notes________________

+/-

Brochure/advertising (accurate representation)

+/-

Insurance

+/-

Appropriate licenses

+/-

Written cancellation policy provided to guest listing all charges and fees

+/-

WV Health Department Permit (if available)

+/-

Guest register-past 12 months

8.  Utilities and Facilities

___________________________________Notes________________

+/-

Smoke detectors in guest rooms and halls

+/-

Heat detector in furnace/breaker box areas

+/-

Emergency lighting in bedrooms

+/-

Emergency lighting on fire escape route

+/-

Adequate heating and cooling

+/-

Two egress routes from each floor

+/-

Visible fire extinguishers on each floor

9.  General Present

___________________________________Notes________________

+/-

Telephone (optional)

+/-

Television (optional)

+/-

Wireless Internet (optional)

+/-

Reading Material

+/-

First Aid supplies

+/-

Facility Information

+/-

Local Information/activities/restaurants

+/-

Food Handlers card

+/-

Water test if not city water

Updated 1/2019 Angela Born VP WVBBA

The following is an outline of Basic Requirements from a Health Dept. Food Handlers class:

Dishwashing:


By hand – (3 compartment sink – or double sink with a plastic tub 3rd rinse)



First compartment – Wash in hot, soapy (detergent) water



Second compartment  – Rinse in clear, clean water

Third compartment – Sanitize with laundry bleach – plain bleach, not

scented.  One tablespoon per gallon of water 

at room temperature


Mechanical – 

Proper gauges as required

140 degrees or above wash water temperature

180 degrees or above final rinse temperature

Storage and Handling:


Handling of multi-use utensils – 



Air-dry all utensils; do not towel dry



Store in clean, protected place



Do not handle lip contact surface of utensils


Single service items –



Do not reuse single service items



Do not open carton of single service items from lip contact end



All single service spoons, knives, forks, straws must be wrapped



Store single service items in a protected place

Garbage Storage–



Container when not in use covered with tight fitting lid



Storage area free of litter

Food Protection –


Refrigeration –



Thermometers provided



45 degrees or below



All food covered


Proper thawing of frozen food –



Under refrigeration at 45 degrees or below



Under running water at 70 degrees or below



Quick thaw as part of the cooking process


Ice Handling – Ice scoop used and not stored in the ice


All food stored off floor –



Raw vegetables



Canned goods

Personal Hygiene –


Wash hands thoroughly –



Before beginning work



After visit to the toilet



After any interruption in work

Special Diet Cooking Tips

Low-fat, low-cholesterol :

Eliminate fat by substituting measure for measure unsweetened applesauce for any shortening, butter, margarine, or any variety of oil (not for cookies)

Lessen the cholesterol by using 2 egg whites for every egg in the recipe – throw away the yolks. For omelets or egg dishes either add a drop of yellow food coloring or 1 yolk for color. If baking, and the recipe (other than angel food cake) calls for 4 eggs, use 4 egg whites and 4 tablespoons of water. 2 tablespoons water equals 1 egg.

Lactose Intolerant:

This is a condition, not a disease. This means NO dairy – butter, milk, cheese, cream, yogurt, or sour cream. Make pancakes and use water instead of milk or an egg dish that does not call for milk, cheese, or sour cream.  Make muffins that use orange juice or something other than milk for the liquid. Ask the guest if soy milk or Silk  (brand name) is OK.

Diabetic:

The tablespoon of sugar used in yeast recipes is OK. For diabetic diets I suggest getting a Stevia Cookbook – check at bookstore or health food stores. Stevia is a better substitute than the other substitutes because it is an herb and is more potent than sugar – 300 times more potent. Comes in liquid and powder form. I use the white powder form and use 3/8 teaspoon in muffin recipes.  Honey, syrups, molasses, white rice, white potatoes are on the no-no list to use for diabetic diets – starches become sugars in the body.
Vegetarian:

Do not fall into the trap of just removing the meat. There are many wonderful dishes (pancakes, veggie omelets or bakes, frittatas, etc) that show effort to accommodate. (Put bacon, sausage on a plate as a side)
Vegan:

Rule of thumb – if it has eyes or legs, do not serve it. No eggs, milk, cheese, yogurt, or honey in addition to the no meat. Suggested egg substitute products are: Ener-G Egg Replacer – use in baking if recipe calls for no more than 1 or 2 eggs. Found in natural food stores. 1 teaspoon powder plus 2 tablespoons water = 1 egg.

Tofu – used in recipes using many eggs, such as quiches. 

¼ cup of whipped Tofu = one egg in a recipe.

Gluten:


READ ingredients on everything. Gluten is in things you would not think of.

It is found in wheat, rye, barley, and oats and is used as a binder in many processed foods. Many good recipes can be found on www.celiac,com. 
No matter what the diet may be, GARNISH!  Feed the eyes as well as the stomach!

Recipes

I am going to give you at least one example of a recipe for each Special Diet.

Cranberry Triple Sec Muffins

(This recipe is low-fat, low cholesterol AND lactose-free)


Full recipe


Half recipe

1 ¼ cups orange juice


(½  cup)

¼ cup Triple Sec



(¼  cup)

¾ cup unsweetened applesauce

(6 tablespoons)

2 cups cranberries (chopped)

(1 cup)

2 ½ cups all-purpose flour


(1 ¼ cups)

1 cup whole wheat flour


(½ cup)

1 ½ cup sugar



(¾ cup)

2 tablespoons baking powder

(1 tablespoon)

1 ½ tablespoons chopped orange zest 
(2 ¼ teaspoons)

4 egg whites




(2 egg whites)

In a small bowl or a large measuring cup, combine orange juice, Triple Sec, and applesauce and set aside. In a large bowl, combine the dry ingredients. Add the egg whites and the liquid mixture. Stir until mixed. Add chopped cranberries and mix. Spray muffin pans with non-stick spray. Fill pans and bake in a pre-heated 400 degrees oven for 25 minutes for large muffins and 15 minutes for mini-muffins. Remove from pans immediately to rack to cool. Makes 24 large or about 60 mini muffins with full recipe. This can be made as half recipe for a normal breakfast. I make a full recipe when taking this muffin to a reception or anywhere I am giving away muffins.

Gluten-free Pancakes 

(gluten-free and lactose-free)

¾ cup soy flour



2 tablespoons unsweetened applesauce

1 cup brown rice flour


2 egg whites

3 teaspoons non-alum baking powder
1 cup water (or soy milk)

1 tablespoon sugar

Combine flours, sugar, and baking powder into medium-size bowl.  Add egg whites, applesauce, and water.  Mix well.  Fry on hot griddle or in a heavy skillet that has been sprayed with non-stick spray.  Shake a few drops of water from your hand onto the skillet or griddle – if it sizzles the pan is ready.  Put about 1/3 cup of batter on skillet per pancake.  Flip when the top is bubbly and some bubbles are breaking.  Cook about 2 more minutes.  DO NOT MASH PANCAKE WITH TURNER!  Serve with your favorite syrup, honey, or brown sugar.


Sugar-free/Fat-free Oatmeal Apple Muffins

1 cup whole wheat flour


4 egg whites

1 ½ cup rolled oats



¾ cup skim milk

3 teaspoons baking powder

¼ cup unsweetened applesauce

½ teaspoon nutmeg



1 large apple cored and chopped

2 teaspoons cinnamon


½ cup raisins

3/8 teaspoon Stevia powder (white powder)

Pour boiling water over raisins and let sit while mixing up recipe. Combine all dry ingredients in large mixing bowl. Mix to get Stevia distributed in the ingredients. Add egg whites, milk, and applesauce. Blend. Add chopped apple and drained and chopped raisins. Spray mini-muffin pans with non-stick spray. Fill with batter and bake in preheated oven at 375 degrees for 16 minutes. Remove from pans and cool on rack. Makes 36 mini-muffins. Note: Stevia will clump if it gets wet unless mixed with other dry ingredients first.

Stevia is found in health food stores and can be liquid, green powder, or white powder. I use the white powder because it is the one I tried and I stuck with it. It is an OK substitute for sugar per People’s Pharmacy on Public Radio.

Vegan Sandwich Filling (or a topper for Chicken or Turkey)

( a Gillum House original recipe)

This is wonderful without meat for Vegan sandwiches or as a topper on turkey or chicken sandwiches on John’s Herb Bread because turkey and chicken are very bland sandwich fillings in my opinion.

1 Large apple peeled and cored

4 slices of Herb or Rye bread

½ cup walnut pieces

6 to 8 sage leaves if using fresh sage OR ¼ teaspoon ground sage

Put cut pieces of peeled apple, walnuts, and sage in food processor on shred until it makes a paste. Apply generously to bread alone for Vegan (or cover turkey (chicken) otherwise) on the sliced bread. Top with another slice of bread. Makes enough for 2 large Vegan sandwiches.

Vegan Breakfast

Scrambled Tofu (serves 4)

There are many, many different recipes for scrambled tofu.  It looks like scrambled eggs but doesn’t taste like them.    

1 pound firm tofu


1 Tablespoon tumeric or curry powder

½ teaspoon cayenne pepper
1 teaspoon garlic powder

1 tsp Italian herbs


2 Tablespoons olive oil

2 cups chopped vegetables of your choice (red bell pepper, mushrooms, celery, scallions, zucchini or summer squash)

With a fork, mash the tofu until it’s in little chunks.  Add the seasonings and mix well.  Heat the oil, add the vegetables and cover.  Cook about five minutes.  Add the tofu, mix, and continue to cook until the tofu is slightly browned.  Add more seasonings as you prefer.

Make this into a breakfast burrito:  Put ½ cup of scrambled tofu on a warmed flour tortilla, top with vegan garnishes such as chopped avocado, salsa, vegan sour cream or soy cheese, chopped cilantro.

With a fork, mash the tofu until it’s in little chunks.  Add the seasonings and mix well.  Heat the oil, add the vegetables and cover.  Cook about five minutes.  Add the tofu, mix, and continue to cook until the tofu is slightly browned.  Add more seasonings as you prefer.

Make this into a breakfast burrito:  Put ½ cup of scrambled tofu on a warmed flour tortilla, top with vegan garnishes such as chopped avocado, salsa, vegan sour cream or soy cheese, chopped cilantro

John’s Baked Pineapple Toast

½ cup unsweetened applesauce



8 to 10 slices of old bread

1 cup firmly packed dark brown sugar


4 egg whites

1 large can crushed pineapple, thoroughly drained

2 ½ cups skim milk

Spray a 9 x 13 inch pan with non-stick spray. Put applesauce, brown sugar, and drained pineapple into the pan. Mix thoroughly and spread over the bottom of the pan. Trim crusts from the bread and cut each slice in half (like a stick). Place bread on top of the pineapple mixture. Mix egg whites and skim milk together. Pour over bread and put in refrigerator overnight. Bake uncovered in pre-heated 325 degree oven for 30 minutes. After removing from oven, cut between the slices. To serve, flip the slices over onto a platter. Garnish the platter with mint leaves or pineapple chunks and a maraschino cherry at each end of the platter. Serve with maple syrup.

Cornbread Gingerbread

   (gluten-free)

1 cup cornmeal

1 cup rice flour (brown/white/or combo)

2 teaspoons baking powder

1 teaspoon baking soda

¼ to ½ teaspoon xanthan gum

1 cup skim milk (rice, soy, buttermilk, or water will work)

2 egg whites

¼ cup (canola or safflower) oil

¼ cup pure maple syrup

¼ cup molasses

Combine dry ingredients in a large bowl. Process liquid ingredients in a blender until smooth. Add to dry ingredients and mix well. Pour into square baking dish that has been sprayed with non-stick spray. Bake in a pre-heated 400 degree oven for about 25 minutes. Serve warm. Garnish each piece with a cherry and 2 fresh mint leaves or with whipped cream and a cherry.     

Walnut-Oatmeal Pancakes

(Although this is delicious for “normal people”, this is a good one for a vegetarian diet. To make Vegan: no eggs - use 4 Tablespoons water; 2 ½ cups soy or almond milk; ¼ cup corn syrup)

1 cup whole-wheat flour

1 cup uncooked oatmeal

½ cup cornmeal

½ cup all-purpose flour

1 tablespoon baking powder

1 cup finely chopped walnuts

2 eggs
2 ½ cups skim milk

¼ cup honey

¼ cup unsweetened applesauce

Measure all dry ingredients into large mixing bowl. Mix with a whisk. Add remaining ingredients and mix. Let stand at least 10 minutes. Pour about 1/3 cup of batter onto a hot skillet or griddle that has been sprayed with non-stick spray. Cook until top is full of bubbles and edges look cooked. Turn and cook another 2 to 30 minutes. Serve with maple or blueberry syrup. Makes 15 to 20 pancakes depending on size.

Resources – not to be taken as recommendations, just resources:

Linens:

Amazon,com
Smartbargins.com

Linensource.com

Innstyle.com (register as an innkeeper for wholesale prices)
Overstock.com

Turkish Towel Company

Chadsworth & Haig 
Tea:

Stashtea.com (also have a buy one/get one B & B Directory with coupon program)

Burman.com

Tradereality.com

Coffee:



CoffeeBeanDirect.com


Uroastem.com


Burmancoffee.com


Blackdogcoffee.net (WV company)


Wheelingcoffeeco.com (WV company)

Robes:


DNJ Specialties

           Overstock.com

           Innstyle.com (register as an innkeeper for wholesale prices)


Chadsworth & Haig 
General supplies:


Americanhotel.com (individually wrapped plastic glasses)

Whatever you are looking for, just do a Google on your computer and you will get more sources than you want.
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Where you are treated like guests, but feel like family
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January 31, 2019
[Insert name & address]

Dear ,
Thank you for your reservation at the Gillum House Bed & Breakfast in Shinnston, West Virginia. We look forward to welcoming you to our home.
This is to confirm your reservation for a party of _ for the ______ Room for _ night arriving ________, 2016 and departing _______ at a rate of $__.00 plus 6% WV sales tax per night which includes a complimentary full breakfast served at the time you specify each morning. You have indicated _as dietary restrictions or requirements. Please inform us each evening as to the time you wish to breakfast. 
We roast our green coffee beans fresh each evening for our guests who prefer coffee if they choose a country of origin in the evening to be served fresh-ground in the morning. For our guests who prefer tea, we have over 100 varieties. The current in-house coffee list is:

	Ethiopia Yirgacheffe
	Indonesian Balinese 

	Burundi
	Brazil 

	ZimbabweAA  
	Guatemala

	Madagascar
	Nicaragua 

	Papua New Guinea A Kimel Estate
	Mexican a

	Peru
	Congo 

	Honduran
	Kenya AA

	Rwanda Ingoboka Cooperative
	DECAF Costa Rica KVW SHB EP

	Colombian Supremo
	DECAF GUATEMALA KVW

	Sumatra
	DECAF Ethiopia KVW EP

	El Salvador
	DECAF Brazil

	Hawaii Maui Natural Typica
	DECAF Hawaiian Maui Kaampali

	Zambia Taranova Estate
	DECAF Honduran


Although we have taken your credit card number as a guarantee to hold the room, no charges will be posted to this card until your arrival unless you fail to arrive or cancel less than 48 hours prior to arrival in which case a full reservation charge plus tax will be billed to your card. At departure, we also accept cash or personal checks as payment if you prefer.

If you have any questions, please do not hesitate to call.

Directions: 
One sugar-free/fat-free flacor each day


 


Chocolate    Vanilla   Black Raspberry  soft-serve daily


 


Burgers    Fries
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