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Introduction

Welcome willkommen Welkom #:1! dobrodosao Velkommen
teretulnud tervetuloa accueil kxaiwoopioua fogadtatas benvenuto
powitanie bienvenido Valkommen

Since 1929, Hotelschool The Hague has been welcoming students, faculty, staff, alumni and industry
from all over the world, and it is now my turn to welcome you to the 2013 Annual Report of Hotelschool
The Hague.

2013 has been an exciting year at Hotelschool The Hague, and I am very pleased to share its highlights
and our accomplishments with you.

Again in 2013, Hotelschool The Hague has been ranked amongst the top 5 by TNS Global!. TNS is a
world leader in market research, global market information and business analysis. This ranking makes
us no. 1 in the European Union. The primary purpose of the 2013 survey was to establish the relative
ranking of the various international hospitality management schools providing university-level
programmes from which employers are likely to recruit staff for luxury international hotel companies.
We were the only government subsidised Hotelschool to be recognised in the top 5 of the list alongside
a number of very, impressive private International Hotelschools.

1 (http://www.glion.edu/glion_education/en/en-en/file.cfm/document/TNS_White_Paper_2013_-_international.pdf?contentid=6276).
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In addition to this strong endorsement, our students and alumni continue to win many international
awards in recognition of their talents and achievements. In 2013 they won, The Fourth Gilbert Award,
Hotello of the Year, Highest Achieving Student Award, F&B professional of the year, The Young Sales
Professional Award and The Allegro Award.

In 2013 Hotelschool The Hague developed a Code of Ethics for staff and students alike, clarifying our
values and providing guidelines for working together.

As a learning organisation, we remain committed to continuous improvement, so a key focus of 2013
was the analysis and reflection of the external challenges facing education and Hotelschool The Hague.
With this, we made the first steps towards defining and then implementing a strategy that will best
enable us to meet those challenges.

Entitled ‘Delivering the Promise’, the strategy has two focal points, ‘best Students and best Faculty’,

as both are the cornerstones of building on and improving our education and global reputation.

By attracting and retaining the best Faculty, we can deliver the promised value we can deliver the
promised value, ‘Creating the best Students’. Therefore we will endeavor to retain and recruit faculty
that are passionate, knowledgeable, skilled and approachable, with the ability to create an atmosphere
of exchange and co-creation between other faculty, students and the industry. For this purpose we have
introduced a project called Faculty hires Faculty.

By attracting the best students, through our careful selection process, we create an atmosphere of
competition, quality and striving for excellence.

In order to maintain and optimise our current reputation and ranking as one of the top Hotelschools

of the world, internationalisation is another cornerstone of our strategy. We aim to achieve 50%
international students by 2018 and at least 40% international faculty; hence we have strongly intensified
international recruitment. During the previous year, by means of a new website, social media marketing,
increased participating in international student fairs and engaging our worldwide alumni network we
managed to launch our recruitment activities in more than ten target countries worldwide.

It is more important than ever that Hotelschool The Hague is connected to industry and our curriculum
reflects the changes occurring in the industry at all times. Our curriculum needs to be more dynamic and
needs to reflect the needs of our future stakeholders. In 2013 we created an Industry Relations team
and created two annual Industry Exchange events to facilitate our dialogue with industry. In 2014 we
will extend this concept to four Industry events which we hold alternatively in campus The Hague and
campus Amsterdam. These events enable our students and faculty to meet with the industry and allow
industry to network in a range of areas from talent development and revenue management to various
research areas and human resources.

This year also marks the accreditation of our Master in Hospitality Management, focusing on the
increasing presence, importance and value of hospitality as one of the leading principles in service
innovation and service design both in- and outside the hospitality industry. We are proud to announce
that this Master will start in September 2014 in our campus Amsterdam.

Key to the realisation of the above is the creation of an organisational structure that can best support
our future challenges. Focus in 2013 was therefore on reviewing our organisation structure in close
co-operation with all colleagues and key stakeholders. We are pleased to announce that broad
agreements were reached in December with the Board of Trustees and the Representative Advisory
Council and in 2014 we will begin the implementation. The new structure creates the preconditions for
the realisation of our strategic goals, putting emphasis on making a robust organisation better able to
implement quality improvements in the curriculum and research while improving the efficiency of the
supporting processes for students, faculty and staff. With these changes in organisation structure,
Hotelschool The Hague will be more flexible and will be better prepared for the rapidly changing
environment.
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Furthermore, a new IT roadmap was developed to be implemented in phases throughout the coming
years, to help improve services to students and staff, optimise supporting processes and create the basis
for intensified e-learning activities.

We are so very proud of our alumni who occupy leading positions in the hospitality and hospitality related
industries around the world. Outside of The Netherlands, large pockets of alumni can be found in the
United Kingdom, United States of America, Germany, United Arab Emirates, Belgium, France, Spain,
Switzerland, China and Norway. To improve our international alumni connections we are in process of
establishing Alumni Chapters in key international cities. Our first chapter has been launched in London.

I hope to be able to update you as we roll out the concept to other global cities, such as Hong Kong,
Singapore, Berlin and Stockholm.

We have spent a great deal of time on our brand in 2013. At Hotelschool The Hague we believe people
make the difference, whether it is our students, our faculty, our staff or our management. Within our
logo, the avatar represents our passion and commitment to creating the next generation of dynamic,
hospitable leaders with a unique service orientation. We expect everyone that comes in contact with our
school and our ambassadors immediately feels our warmth and our shared sense of purpose. As a key
differentiator we are the only Hotelschool to have a person (the avatar) at the heart of the logo. In 2013
we revised our logo, our website and our brand photography to reflect our revised brand essence.

So, with the financial year coming to a close, I look forward to 2014, the year we celebrate our 85"
anniversary, and to being able to share with you the next exciting chapter in our long legacy.

At the heart of hospitality,

Susanne Stolte
President Board of Directors
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1.1 Vision and mission

Hotelschool The Hague (hereinafter: the Hotelschool) was founded in 1929 by HORECAF, the association
of hotel, restaurant and catering employers at that time. This makes it the oldest independent hotel
school in the Netherlands. The Hotelschool is an international educational organisation with its own
culture and an identifiable character. In recent decades, the Hotelschool has developed into a college for
high-quality education and research. This education and research will contribute to the innovation and
professionalism of the hospitality industry, particularly in the field of hotel management, leadership and
talent development. In 2013, a total of just under 2000 students of 44 different nationalities studied at
two Hotelschool campuses, one in The Hague and one in Amsterdam. In addition, more than 250 people
from over 25 different countries were employed there. In the field of research, the Hotelschool has a
Research Centre with three lectorates. Graduates of the bachelor’s education have the degree title
‘Bachelor of Business Administration in Hotel Management’ and hold management positions in the
hospitality industry all over the world. In the coming years, the Hotelschool will be focusing on excellent
quality, reinforcement of the relationship with the hospitality industry, e-learning versus campus
experience, and further internationalisation. These strategic focal points will lead to the following core
value: Deliver the promise: Best Students, Best Faculty’

Vision

The Hotelschool aims to be a ‘Centre of Hospitality Excellence’, a worldwide expertise centre for hotel
management, leadership and talent development. This is to be achieved through a blend of bachelor’s
and master’s education programmes, research, and (commercial) training & consultancy services.

By combining conceptual thinking with analytic insight as well as a distinctive practical approach,

the Hotelschool offers a unique added value. The Hotelschool is now and intends to continue to be,
one of the important players in the field of International Hospitality Management Schools, in order to
optimally meet the wishes of our (international) stakeholders.

Mission

As a ‘learning organisation’ the Hotelschool creates and improves knowledge and expertise in the
hospitality management sector. The Hotelschool stimulates and counsels students in discovering their
qualities, enabling them to prepare in the best possible way for launching their career. The Hotelschool
has committed and proud employees, who receive maximum stimulation toward their professional
development and the application of their expertise. In addition, the Hotelschool values its close relations
with the hospitality industry and related sectors, and with the Hotelschool alumni. The Hotelschool
promotes sustainability and responsibility, and will lead the hospitality management sector into the
future. In brief, this all comes down to: ‘Hotelschool The Hague, at the heart of hospitality’.

Code of Ethics

In 2013, much effort was put into developing a Code of Ethics for the Hotelschool. The ideals and values
of the Hotelschool were laid down in a manifesto that will serve as a charter for students, staff members
and management, and as a guideline and inspiration for their activities and behaviour.

The values of the Hotelschool are represented by the letters of the word HOSPITALITY:

- We are Honest

- We are Open

- We are Sustainable

- We are Professional
- We are Integrity-Driven
We are Trustworthy
- We are Ambassadors
- We are Loyal

- We are International
- We are Transparent
- We are Yes-Minded

<HAHMrpP-HHUv0OEZI
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WE ARE AT THE HEART OF

HOSPITALITY V9

PASSIONATELY CONVINCED THAT HOSPITALITY
SHOULD BE DELIVERED WITH WARMTH AND A BIG HEART.

WE ARE HONEST IN ALL OUR DEALINGS

AND OPEN TO NEW IDEAS AND FRESH PERSPECTIVES.

@ WE ARE SUSTAINABLE;

AS GLOBAL CITIZENS WE RESPECT THE
RIGHTS OF ALL PEOPLE AND PROTECT THE ENVIRONMENT.
WE ARE PROFESSIONAL: DRIVEN BY
OUR INTEGRITY AND TRANSPARENT IN ALL OUR ACTIONS.
WE ARE AMBASSADORS For our SCHOOL coMMuNITY;
ON AND OFF CAMPUS WE ARE LOYAL

TO OUR SCHOOL'S VISION AND REPUTATION
AND TRUE TO OUR FELLOW STUDENTS AND COLLEAGUES.

WE WELCOME DIVERSITY

AND CHERISH OUR

INTERNATIONAL o _

CHARACTER. In 2014 further steps will be taken,
¥IE‘?JRSE_FEL163RL=EI_?_|NYD starting with the implementation of the

VV Code of Ethics at the Hotelschool, so
HOTELSCHOOL ’

ACCEPTING RESPONSIBILITY AND OWNERSHIP. THE HAGUE that it will become a ‘living document”.
B AR N R e M TN I I o f ol Business school In addition, the values will be translated
weie ARE YES-MINDED! ’

into a Code of Conduct and the ‘Ten
Golden Rules’ of the Hotelschool.

1.2 Organisation

The legal structure

The Hotelschool is a University of Applied Sciences according to the (Dutch) Higher Education and
Research Act (WHW). The legal entity is a foundation, with its registered office in The Hague.

The Foundation Hotelschool The Hague (De Stichting Hotelschool Den Haag) is registered with the
Chamber of Commerce under Kvk41150185. The Board of Directors acts as board of the foundation and
as board of the school. In addition, the Hotelschool is the sole shareholder of the holding Hotelschool
The Hague Leadership Development. Through this holding, private (educational) activities take place.
By directing the private financial flows through three BVs (limited companies) within this holding, the
Hotelschool ensures the strict separation of private and public financial flows. The three BVs of the
holding Hotelschool The Hague Leadership Development are: 1. Hotelschool The Hague Performance
Management BV, 2. Hotelschool The Hague Curriculum Consultancy BV and 3. Hotelschool The Hague
Masters BV. The costs incurred by the Hotelschool’s private activities are fully re-allocated.

The Hotelschool has laid down its policy regarding private activities in the Treasury statutes.

Hotelschool The Hague Performance Management BV (HPM)

HPM, also known under the name of Consultancy and Training, provides training and consultancy
services to the hospitality sector and other service sectors, both nationally and internationally. Within
the hotel industry, HPM provides e-learning courses for international hotel chains, aimed at senior and
middle management. They cover all aspects of hotel management such as Food & Beverage services,
Housekeeping, Front Office, Revenue Management, Financial Administration, Social Media and Technical
Services.

For other service sectors, HPM facilitates programmes focused on improving customer retention,
customer satisfaction and/or revenue. The content of the programmes ranges from strategic sessions
with boards of directors and organisation-wide programmes on culture change, to fundamental courses
for staff members with operational customer contacts. In 2013, the vast majority of the projects was
conducted in the healthcare sector; in other sectors, the government is a particular growth sector.

HPM also conducts commercial activities arising out of research carried out by the Research Centre of
the Hotelschool. In 2013, the lectorate City Hospitality was particularly active in generating projects for
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HPM in various cities. The commercial activities arising from research by the Research Centre are
expected to continue growing in the coming years.

Hotelschool The Hague Curriculum Consultancy BV

Through this BV, the expertise in the field of educational development in hospitality is exported to
countries like India. This comes down principally to lending support to foreign hotel schools which are
developing a new curriculum, whether or not in combination with a training programme for the local
teachers. A number of potential markets were explored in 2013; these markets are expected to yield
concrete projects in 2014.

Hotelschool The Hague Masters BV

Through this BV, the non-funded master’s degree programme of the Hotelschool is being developed.

In September 2014, the first group of students will start the master’s education programme, accredited
in 2013.

The Organisational Structure

The Board of Directors is the competent authority of the Hotelschool and is responsible for the
management of the school. As from 1 November 2013, the Board of Directors comprises one person,
Ms Susanne Stolte. The Board of Trustees monitors the proper performance by the Board of Directors of
its task, and supervises the general state of affairs. In addition, the Board of Trustees advises the Board
of Directors.

In January 2013, the organisational structure of the Hotelschool was slightly adjusted:

e At the Amsterdam campus, a General Manager was appointed, responsible for day-to-day operational
procedures, service levels (for Food & Beverage, Rooms Division, etc.) and campus culture. Moreover,
the General Manager will focus on the further development, innovation and cooperation of practical
training with ‘the Company’, with the emphasis on education in an, as far as possible, real life
environment (campus experience).

e The (central) support departments were structured more logically according to (work) processes.
The Facility Services and IT Services departments were combined. Cooperation and integration should
lead to more efficiency and improved quality.

e Within the Marketing & Communication department, a cut was made, assigning student logistics
including the service desk to the Education Support Office (ESO) department. As a result, all
educational support matters are now covered by the ESO department. The Strategic Marketing &
Communication (SMC) department will focus on strategic tasks such as (international) positioning,
research and strategic marketing plans.

In the second half of 2013, pending the new organisational structure, phase leaders were appointed.
Per phase, one phase leader is temporarily responsible for the content of the programme and one phase

leader for processes and planning. The phase leaders report to one education manager.

Appendix 1 shows the legal structure and an organogram of the Hotelschool as per the end of 2013.

10
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2.1 Bachelor

The Hotelschool offers a four-year full time Bachelor of Business Administration in Hotel Management
(BBA.HM, 240 European Credits; ECs). Within this bachelor’s programme, a shortened programme is
offered: International Fast Track (IFT). The IFT programme is open to students with the appropriate
preliminary training and/or work experience, in combination with a completed intensive preparatory
course. Students who have successfully completed the bachelor’s programme or the IFT programme are
also awarded the degree title Bachelor’s Business Administration in Hotel Management (BBA.HM.).

In the first year, the full time bachelor’s programme offered by the Hotelschool is characterised by the
campus where first-year students are required to study, work (together) and live. A result of this highly
intensive educational programme and extra-curricular activities is the creation of an international
small-scale professional community, where students and employees are more closely connected than is
common in regular educational programmes. Characteristic of the bachelor’s programme is that the final
qualifications are achieved in an inseparable cohesion between curriculum and social context. This
results in good performance statistics and successful careers of alumni. In 2012, this led to an
accreditation by the NVAO (Netherlands Flemish Accreditation Organisation), which assessed the
Hotelschool as ‘excellent’ in respect of 11 of the 16 assessment standards. The NVAO also awarded the
Hotelschool two special characteristics: 1. Internationalisation and 2. Small-scale and intensive education.

The bachelor’s programme and the IFT programme are taught entirely in English. The bachelor’s
programme consists of three phases: 1. ‘Doing the existing well’, 2. ‘Improving the existing’ and 3.
‘Searching for new combinations’. Based on the Landelijk Beroeps Opleidingsprofiel (BOP) (National
Profile for Professional Education), the Hotelschool has defined nine Professional Duty Categories and
two Professional Excellence Categories as Learning Outcomes. To do justice to the Hotelschool’s specific
character, it was decided to particularly emphasise some points within the scope of the BOP and also to
add a number of aspects. The following additions were made in consultation with the International
Advisory Board and the professional field:

e strong emphasis on the international orientation;

e focus on management;

e adding an extra competence (PDC7): dealing with the power and influences of stakeholders.

In addition, a strong emphasis is placed on the development of social and communication skills and
self-development.

The didactic concept of the Hotelschool is based on three components:

e learning pathways;

e inspirational assignments; and

e entrepreneurial learning.

The Hotelschool has chosen a combination of these elements, because this will create a balance between
learning from professional practice and the didactic structure.

There are five learning pathways: 1. Work placement learning pathway, 2. Integrative learning pathway,
3. Conceptual learning pathway, 4. Skills learning pathway and 5. personal development learning
pathway. These learning pathways ensure didactical diversity, horizontal and vertical integration, and
alignment throughout the curriculum. All the courses are based on inspiring, professional assignments.
These realistic learning situations ensure that students work with practice in mind. Teaching and
coaching based on the principles of entrepreneurial learning stimulates intellectual advancement and will
help the students in their personal development. During the four-year course, the students complete two
international work placements: a practical placement followed by a management placement. The choice
of location and company depends to a large extent on the students’ own preferences and capacities.
During their placements, students can put their acquired knowledge into practice, sharpen their
language skills, broaden their horizons and improve their knowledge of and experience in the hospitality
sector.

12
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The final phase for students at the
Hotelschool, ‘Launching your Career’
(LYCAR), was further professionalised
in 2013. For example, an advisory
role was given to external experts in
order to guarantee the quality of the
final project handed in by students.
This process also includes the
organisation of regular annual
benchmark sessions among
examiners, to guarantee consistency
when taking exams. During the year,
expert coaches, career coaches and
examiners were trained in different
fields such as research, coaching and
assessment skills. Profiles were
drawn up for the various functions in
order to monitor the function
qualities.

~
= _

Not only through LYCAR was

attention paid to assessment in

2013. The assessment committee, as part of the exam committee, checked assessments throughout the

curriculum:

e The quality of the written exams was evaluated;

e A start was made with the evaluation of the student reports;

e The practical training instructors followed a course on the assessment of practical training;

e The assessment training for teachers was streamlined by coordinating the internal and external
didactical training;

e The assessments are to be incorporated as part of the course evaluations;

e Consultation with other hotel schools in order to further effectuate the suggestions presented in the
Bruijn committee’s report Vreemde Ogen Dwingen (A fresh pair of eyes can put things into proper
perspective).

On 1 September 2013, the Hotelschool introduced the mandatory attendance rule at lectures for
first-year students. This is expected to result in an increase in the success rate for the courses in the first
year. During the first year, students get one chance per academic year to pass the assessment for a
course. If an assessment is not passed the first time, students have a right to a second chance on
condition that they attended at least 80% of the lessons.

At the same time, the standard for the binding recommendation on the continuation of studies (BSA) at
the end of the first year was tightened up. In their first year, students will now have to score at least 45
ECs, which should include the educational unit Creating Business Value (CBV) or the educational unit
Running an International Business (RIB). On the other hand, two extra periods are offered to give
students a second chance. Moreover, extra student supervision meetings with the personal tutors are
available, and students can receive added support through the student-to-student tutoring programme.

Important steps were taken in the field of educational development and innovation of the bachelor’s
programme by completing the preparatory work on two projects that will start in 2014. Project plans
were written for the vertical alignment in the curriculum, including the reassessment of the Body of
Knowledge and Skills, as well as for the mid-term audit. In addition, a project was started in 2013 to
explore the possibilities for an honours programme. In 2014 this will be complemented by a project that
will explore opportunities for more specialisation within the curriculum. All this should lead to a more
flexible educational programme to better meet the needs of our stakeholders.

13
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2.2 Master

In 2013, the accreditation application for an English language Master’s programme in Hospitality
Management was set up. On 16 May 2013, NVAO gave a positive ruling and the master’s programme
was accredited. Students who have successfully completed the master’s programme are awarded the
degree title Master in Hospitality Management (M.HM). The first group of master’s programme students
will start in September 2014.

After the summer, the focus was placed on recruitment and selection of the right students and the
further definite implementation of the educational programme. For the master, the didactical concept
chosen is similar to the bachelor’s programme, with three components:

e learning pathways

e inspirational assignments; and

e entrepreneurial learning.

The master’s programme (75 ECs) consists of five ten-week blocks. The purpose of the master’s
programme to deliver graduates who are specialised in analysing existing service models within a
company. The objective of this analysis is to either set up a plan for improvement or a new service
model, focusing on the perspective, the perception and the interests of the guests / customers.

The leading principle in this respect is hospitality. This will result in companies that will be more
sustainable, profitable and future-proof. The programme’s twelve integrated education units will concern
the knowledge or skills required to become a leading specialist in innovative services. Throughout the
entire programme, the students will develop their research skills. The master’s programme will be
concluded with a consultancy project, in which the student will apply all the acquired knowledge and
skills to a real life situation.
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2.3 Research Centre

The Research Centre was established by the Hotelschool in 2010. The Research Centre aims for
recognition as one of the top European hospitality management research centres in 2015. The Research
Centre promotes interdisciplinary research with a strong practical focus. It is directed at (inter)national
forms of cooperation.

The Research Centre has three groups of stakeholders:

e from education: the students and teachers;

e from the hospitality sector: hotels and catering establishments; and

e from the academic world.

These groups are served through, for example, submitting research articles for publication, carrying

out research projects (in cooperation), actively contributing to (the development of) the curriculum,
organising courses, support of LYCAR students as well as lecturers in PhD programmes, organising
Research Cafés for students and lecturers, organising presentations and key notes at conferences and
round table meetings, and organising and hosting research conferences. There is also a cooperation with
Hotelschool The Hague Performance Management BV (HPM), for example in the field of City hospitality.

In 2013, the Research Centre comprised two research chairs (2,0 fte), one special lectorate (0,7 fte),
a director (0,3 fte) and a secretary (1,0 fte).

The following lectorates are incorporated in the Research Centre:

e personality, attitude and behaviour of hospitality professionals;

e pricing and revenue management;

e hospitality in a city in relation to city marketing (special lectorate).

In 2013, after eight years of successful research contributions, the human resources lectorate was
terminated, because in the coming years the Hotelschool - in line with relevant developments in the
industry — will be reorienting itself on the issues of concept development and innovation. This lectorate,
which prior to the start of the Research Centre was the direct responsibility of the Board of Directors,
will in 2014 be replaced by a lectorate focused on trendwatching and the future of hospitality.

The quality and visibility of the research actvities through research publications in international scientific
journals was somewhat lower than expected in 2013. The research projects in cooperation with the
international hotel industry generated fewer publications. On a regional level, a number of positive
results were achieved in respect of valorisation by the Research Centre. The revenue from commercial
activities and knowledge valorisation is increasing as a result of the close collaboration with HPM, which
focuses on e-learning and training courses for service organisations in the Netherlands.

Appendix 7 shows the full list of Research Centre publications.

Quality Assurance

The Hotelschool’s quality assurance policy is based on a six-year quality cycle and is linked to the
accreditation system. The Quality Assurance Committee comprised four members in 2013, and is
responsible for guaranteeing quality. The Hotelschool’s vision on quality is ‘Quality as Excellence’:
the Hotelschool’s aim is that students achieve the highest possible (personal) standards so that
students are optimally prepared for a career in the international hospitality industry. The Hotelschool
achieves this by determining high quality requirements for the student intake, the lecturers and
instructors, the curriculum content, as well as the supporting processes.

15
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The Hotelschool has determined four dimensions of quality:

e educational results

e internal organisation

e educational programme
e relational quality

The six-year cycle encompasses all evaluation instruments and stakeholders.Pperiodic evaluations are
held in accordance with the six basic principles of the Quality Assurance system which in turn is based
on the four central principles for evaluating quality (Douma, 2009), as approved by the Hotelschool.

In 2013, the Hotelschool started a programme to evaluate the internal quality assurance system and to
examine which improvements needed to be implemented. This led to the start of the development of a
tool for management reports including Key Performance Indicators (KPIs).

Administrative actions directed towards lecturers, and thus the quality and work of the faculty, should be
well supported. Therefore the Hotelschool has chosen the ISO 9001-2008 structure. A decision will be
made later on whether the Hotelschool will pursue formal certification. Likewise, a project has been
started to describe the back office administrative processes (and where necessary improve them).
Quality assurance has a high priority in the forthcoming period in the Hotelschool.

16
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3.1 Recruitment

From 2013 onwards, extra investment will be made in the international promotion of the Hotelschool and
in the recruitment of international prospective students. This is closely related to the strategic objective
to grow towards a mix of 50% national and 50% international students within the next five years.

The four most important promotional instruments for recruiting prospective students are:
e Open days;

¢ Presentations at schools;

e Educational fairs;

e Online promotion.

In the Netherlands, the open days at both campuses continue to be the most important instrument for
recruitment. In total, 31 open days (including four IFT open days) were organised. Per open day a
maximum of 170 prospective students can participate. In 2013, 4480 prospective students visited the
Hotelschool one of the open days.

During the open days, students give tours and provide prospective students with information about the
curriculum. Special IFT open days are organised for the IFT programme (two-year programme within the
bachelor’s programme). These days include a presentation, a tour, lunch and a model lecture in Training
Management Skills.

In addition to the open days, visiting schools is also an important promotional instrument, both
nationally and internationally. In 2013, presentations were held by students at around 50 Dutch schools.

The international promotion of the Hotelschool and the recruitment of international students
concentrates mainly on visiting educational fairs, secondary and other schools. When compared to 2012,
the number of visits to schools and fairs was strongly intensified, with the goal of achieving the strategic
objective of 50% international students in 2018. At present, about 33% of the student population is
international. In 2013, the Hotelschool was represented at 30 educational fairs in the Benelux, Germany,
Hungary, Romania, Bulgaria, Norway, Sweden, Denmark, Finland, Aruba, Curacao, Bonaire, UK, France,
Switzerland and Austria.

Because of the wide reputation of the Hotelschool in the Netherlands, many interested parties find their
way to us through their own secondary school (the dean), the website, and obviously also through
relatives and acquaintances. Hotelschool The Hague aims to become better known on an international
level in the coming years, for example by frequently visiting schools and fairs, supported by targeted
marketing activities. In this connection, the Hotelschool will make much more frequent use of its
students and alumni than has been the case up till now. They can contribute substantially to the visibility
and the reputation of the Hotelschool abroad. In 2014, a plan will be drawn up on how to involve the
students and alumni as international ambassadors of the Hotelschool, and how to facilitate them in this
respect. The objective is to make better, more targeted and more efficient use of all the possibilities and
resources abroad.

In 2013, the first experiences were gained with agencies for the recruitment of international students.
In particular in Eastern European countries, secondary school pupils find their way to continuation
courses through local (recruitment) agents. In 2014 this form of recruitment in other countries will be
further extended.

3.2 Selection

The Hotelschool has a unique position in higher education. This unique character was rewarded by

the NVAO with two special characteristics: 1. ‘Internationalisation’ and 2. ‘Small-scale and intensive
education’. The characteristic ‘intensive’ enables the Hotelschool to set strict admission requirements, to
be demanding in the selection of students and to command a higher tuition fee. The small scale allows
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the Hotelschool to offer a unique and successful
programme. This means that the attention paid to
individual students starts before they have
actually been admitted to Hotelschool, namely
during the selection days.

During a selection day, prospective students are
given the chance to show their motivation and
affinity with the hospitality industry and the
Hotelschool. Three interviews are conducted with
applicants: one by a student, one by a lecturer
and one by a representative from the hospitality
industry. Applicants also have to do a group
assignment. To assess the prospective students,
a points system is used. Each selector (lecturer,
student and representative from the industry)
makes his/her own assessment according to a set
of criteria. Finally, on the basis of the total score,
the selection committee decides whether an
applicant is accepted, rejected or put on a reserve
list.

In 2013, twelve selection days were held in the Netherlands (eight in The Hague and four in Amsterdam)
and nine abroad. Per selection day, there is a maximum of 144 vacancies. In 2013, 608 prospective
students visited the selection day in The Hague and 540 prospective students visited the selection day in
Amsterdam. The selection days in the Netherlands are visited by both national and international
prospective students.

The nine selection days abroad were held at the following locations:
e Bucharest, Romania, February 2013, thirteen applicants;

e Hamburg, Germany, April 2013, seven applicants;

e Cologne, Germany, April 2013, fourteen applicants;

e Munich, Germany, April 2013, two applicants;

e Willemstad, Curagao, April 2013, six applicants;

e Budapest, Hungary, April 2013, nine applicants;

e Singapore, May 2013, seven applicants;

e London, United Kingdom, December 2013, three applicants;

e Munich, Germany, December 2013, nine applicants.

In 2013, a total of 1218 prospective students participated in a selection day with the aim of being
admitted to the full time bachelor’s programme.

One of the cornerstones of the Hotelschool is ‘best students’. In 2013, a project group started an
investigation into the possibilities for improvement of the selection (criteria and process). This has
resulted in a plan with a proposal to include cognitive skills and level of English in the selection criteria.
With regard to the process, it is proposed that prospective students are required to work on an
assignment, which they can prepare at home in advance and about which a lecture is given on the
selection day. A more compact group of selectors will be appointed who will more frequently participate
in selection days in order to reinforce professionalism. the level of education of the new student, in order
to reduce the drop out rate in the first year and to further raise the general level at graduation. This
revised selection process will also be applied internationally. For 2014 a pilot of the new form of selection
is planned.

19



U
Annual Report 2013 Hotelschool The Hague
3. Students

3.3 Student population

On 1 October 2013, Hotelschool had a total of 1936 students, an increase in the number of students
compared to 2012, which is in line with the intended growth and the increased availability of places in
Amsterdam. The Hotelschool will continue to apply a maximised intake of first-year students. This is
based on the (educational) starting point that it is important for students to study as intensively as
possible during the first year, and to work (together) and live in an international learning and living
community. That is why the students will be ‘internal’ residents at the Skotel during their first year at the
Hotelschool. As a consequence, the number of available first-year academic places equals the available
housing for students, namely 520 students (260 per campus) per academic year.

In August 2013, both campuses had the same housing capacity for the first time. In September 2013,
158 new students arrived at the The Hague campus and 154 at the Amsterdam campus (a total of 312
students). In February 2014, 104 new students started at both campuses (a total of 208 students). This
brings the intake for the 2013-2014 academic year to a total of 520 students for the four-year bachelor’s
programme.

In addition to the regular intake, the bachelor’s programme also has a yearly influx of International
Fast Track (IFT) students who attend the two-year programme. In September 2013, 40 IFT students
started. These are (international) students who, on the basis of sufficient prior education and/or work
experience at a minimum of intermediate vocational training level 4, and their successful completion of
an intensive preparatory programme, started in September.

In the 2012-2013 academic year, a total of 254 students graduated. The number of graduates was lower
than in the 2011-2012 academic year (number of graduates 344). The main reason for this decrease

was that in 2011, fewer IFT students started the two-year programme.

The average time needed for a student of the bachelor’s programme to graduate was:

Regular IFT
2012/2013 4.61 2.27
2011/2012 4.79 2.13
2010/2011 5.26 2.37
2009/2010 5.11 2.40

This shows that over the past years, the students have obtained their degree somewhat more quickly.
The Hotelschool will continue to watch the opportunities for a good flow-through within the programme
and will, if necessary, take appropriate measures to this end.
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Table 1. Intake students:

Situation on 01-10-2011 1827

Enrolments 1827
Intake February 2012 + 155
Graduates 2011-2012 -/- 344
Quit programme without graduating 2011-2012 -/- 168
Requirement to discontinue the programme 2011-2012 -/- 59
Intake September 2012 + 341
Situation on 01-10-2012 1752

Situation on 01-10-2012 1752

Enrolments 1752
Intake February 2013 + 205
Graduates 2012-2013 -/- 254
Quit programme without graduating 2012-2013 -/- 65
Requirement to discontinue the programme 2012-2013 -/- 56
Intake September 2013 + 352
Stand per 01-10-2013 1936

In 2013, after extensive investigation of the international professional field and in cooperation with the
hospitality sector and the hotel industry, the positioning ‘*Hotelschool The Hague, Hospitality Business
School’ was chosen as a trade name. The Hotelschool considers an international student population
essential to fulfil this ambition. At present, about 33% of the total student population is non-Dutch.
When compared to the previous year, this represents an increase of around 8%. Students of 44 different
nationalities are currently studying at the Hotelschool. Most international students come from other EU
countries; about 6.5% of the international students come from countries outside the EU. In the coming
years, the Hotelschool will continue to aim for an increase of this percentage to a ratio of 50% Dutch

students and 50% non-Dutch students.

Figure 1. Top 10 non-Dutch nationality on 01-10-2013

@® German

French

Romanian

Hungarian

Citizen of the United Kingdom
Bulgarian

Italian

Norwegian
Belgian

Swedish
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In 2013, 36% of all the new students at the Hotelschool were non-Dutch, mainly from other EU
countries. This is an increase when compared to 2012. Despite the fact that the percentage of
international students has not yet reached the target of 50%, the absolute humbers are increasing
as the total number of students continues to grow.

Figure 2. Top 10 first-year students non-Dutch nationality on 01-10-2013

@® German

Romanian

French
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On 1 October 2013, 42% of the students at the Hotelschool were male and 58% were female. In terms
of age, the majority of the students was between 19 and 23 years old.

Table 2. Student age on 01-10-2013

Age (years) Percentage

16 0.05%
17 1.62%
18 9.52%
19 15.18%
20 18.11%
21 15.04%
22 13.60%
23 11.37%
24 6.27%
25 4.27%
26 2.04%
27 1.11%
28 1.21%
29 0.28%
30 0.05%
32 0.09%
33 0.14%
36 0.05%
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Students’ successes

The Hotelschool is proud of the different prizes that the Hotelschool students were awarded and of their

special accomplishments in 2013:

e The ‘Highest Achieving Student award’ of the Institute of Hospitality;

e The Hotelschool team winning the British debate match of the Institute of Hospitality;

e The first Thesis Award presented by the five Dutch hotel schools;

e Presentation of a paper by a student of the Hotelschool during the international EuroCHRIE conference
2013 in Freiburg;

e One of the three nominees at the Hospitality Awards in the category ‘Best Educational Innovation’.
As part of the course ‘Managing an Outlet’, students organised a charity event. In the past two years,
this yielded €70,000 for charities;

e A student at the Hotelschool was a member of the winning team at the Young Hospitality Summit in
Lausanne;

e A student at the Hotelschool wrote one of the two higher education papers that were admitted to the
National Students Research Conference 2013.

3.4 Student supervision

At the Hotelschool, personal tutoring is combined with a number of other activities.
In combination, these activities form part of the educational course ‘Improving My Performance (IMP)".
Students receive one EC upon successful completion of all the activities, which comprise:
e one-to-one talks about the individual progress;
e advice on study methods;
e information about the requirements for the first-year programme and obtaining the certificate
(the propedeuse);
e an English test to determine whether the student is likely to have problems on this point during the
programme;
e the Birkman test, which gives students insight into their personal performance;
e the European basic computer skills test;
e a numeracy skills test.
The Hotelschool also provides personal tutoring during the second year of the programme. The aim of
this form of individual supervision is to assist students in completing their propedeuse (initial study
qualification) within two years, thus reducing the number of students who are requested to leave at the
end of the second year to a minimum.

The problems that can impede students’ progress are growing ever more diverse and complex.

In addition to tutors and study progress coordinators, students can appeal for help from the Hotelschool
student counsellors. The counsellors try to coach students as effectively as possible and to find solutions.
They play an important role in providing personal attention when students experience problems.
Students can seek the assistance of the student counsellors when problems influence their studies and
their results. This may concern subjects such as choice of study, study career, financial problems (for
example student grants and financial support from the Hotelschool), disabilities, top-level sport, personal
circumstances and the student’s rights and obligations. International students, in particular those from
non-EU countries, form a special group. Especially during their first year at the Hotelschool, they often
find it difficult to adjust to Dutch culture. The talks with the student counsellor are strictly confidential.
The Hotelschool employs two student counsellors: one in The Hague and one in Amsterdam. Students
can make an appointment via e-mail or telephone, and/or through verbal contact. Per year and per
location, about 500 consultations are held. In some cases the student is referred to a psychologist. In
Amsterdam, the Hotelschool has a cooperation agreement with the student psychologists of Amsterdam
University (UvA). At UVA, students can for example participate in an exam workshop (fear of failure).

In The Hague, the Hotelschool refers students to The Hague Student Psychologists and the Psychology
Services of the International Health Centre.
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Confidential advisors undesirable behaviour

3.5 Legal protection

With regard to legal protection for students,
the Hotelschool makes the following
distinction: notifications, complaints,
objections and appeals. Notifications can be
lodged with one of the confidential advisors
appointed for this purpose. For complaints,
objections and appeals, various committees
have been established. In 2013, the
Hotelschool put a major effort into setting
up a new version of the Student Charter,
with particular attention paid to the
improvement of legal protection for
students. From sources such as student
surveys, it has appeared that the students
are not quite sure where to go in case of a
complaint or a question. A better insight
into the different procedures will contribute
to a more efficient complaint procedure

at the Hotelschool. Careful handling of
complaints is an important theme at the
Hotelschool, not only from the point of view
of hospitality, but also because complaints
are a possible indication of matters that can
be structurally improved.

An (educational) organisation like the Hotelschool is an institution where people work closely together.
In such an organisation, it may be expected that undesirable behaviour can be openly discussed and that
attention is paid to responsible and social interaction between people in general, and men and women in

particular.

The Hotelschool wants to offer its students and staff a safe and inspiring working and learning
environment. A procedure for the careful handling of complaints will contribute considerably to this

desired environment.

There are two confidential advisors present at each campus, one for students and one for staff members.
The confidential advisors are the point of contact for notifications of sexual intimidation, discrimination,
harassment, aggression, violence or threatening behaviour. Any staff member or student who encounters
a form of undesirable behaviour in their work or study situation, can contact the confidential advisor at
their campus and can lodge a complaint, preferably through the intermediary of the confidential advisor.

All confidential advisors have completed a special training programme and have obtained a certificate.
They are members of the National Association of Confidential Advisors (Landelijke Vereniging voor
Vertrouwenspersonen; LVV) and they attend relevant conferences to increase their expertise and share
experiences with other confidential advisors at institutes of higher education.

In 2013, six employees and eleven students contacted a confidential advisor for various reasons.

By means of a brochure and an internal website, students and staff are made aware of the existence of

the confidential advisors and the services they offer.
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Table 3. Overview of contacts with confidential advisors in 2013

QOverzicht van contacten met vertrouwenspersonen in 2013

Complaint Staff member 0
Student
Total 1

Reporting undesirable behaviour Staff member
Student
Total

Consultation, advice Staff member 3
Student 4
Total

Counselling Staff member 3
Student
Total

Regulation Notification of Abuse (Whistleblowers’ scheme)
This regulation is open to students as well as staff members of the Hotelschool. In 2013, there were no
complaints or notifications on account of the Regulation Notification of Abuse.

Board of Appeals for Exams
Every college of higher education has an independent Board of Appeals for Exams, where students can
appeal against decisions as referred to in Article 7.61 of the Higher Education and Research Act (WHW).

In 2013, eleven written appeals were submitted to the Board of Appeal for Exams, and the Board met
six times. Of the appeals submitted, eight were considered unfounded and three were considered
founded. The president also received one application for a provisional ruling, which was assigned by him.
Appeals submitted by the students included:

e the issue of a requirement to discontinue the programme;

e the issue of sanction(s);

e declaring a (preliminary) exam invalid as a result of fraud;

e the rejection of a request for a second chance with a part of a module according to the old guidelines.

In 2013, the Board of Appeals was comprised as follows:

President (external) : mr dr E.A. Messer

Member (lecturer) : F. Fagel

Member (lecturer) : A. Bakker

Substitute member(lecturer) : Dring A. van Rheede

Member (student) : I.LA.M. Kienhuis (until May 2013)
Member (student) : M. Ouwehand (from January 2013)
Member (student) : H. Vrolijk (from June 2013)
Secretary : mr L.F. Uitzinger
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3.6 Alumni

Hotelschool The Hague has more than 7000 loyal alumni all over the world. The Hotelschool alumni
occupy leading positions in the hospitality industry and related sectors. They also work as entrepreneurs,
consultants and management specialists. Important employers of the Hotelschool alumni in the industry
are, for example, Hilton Worldwide, Starwood Hotels and Resorts Worldwide, Marriott International,
Accor, NH Hotels and the Hyatt Hotel Corporation. In addition, alumni are employed by international
banks such as ABN AMRO and ING, by important employers in the travel industry like KLM and Booking.
com, as well as by multinationals such as Heineken.

You can find Hotelschool alumni anywhere in the world. Apart from the Netherlands, many alumni live in
the United Kingdom, the United States, Germany, the United Arab Emirates, Belgium, France, Spain,
Switzerland, China and Norway. In order to improve contacts with international alumni, the Hotelschool
is working on the establishment of Alumni Chapters in important international cities. In 2013, the first
Alumni Chapter was established in London, and in 2014 Alumni Chapters will be established in other
metropoles such as Hong Kong, Singapore, Berlin and Stockholm. The Alumni Chapters serve as a point
of reference for students and alumni for co-creation, exchange of best practices and permanent learning.

In 2013, the concept for the annual reunion was changed, when it was decided to combine it with the
Industry Exchange. This event is organised in order to intensify the relationship between the Hotelschool
and the industry. At the Industry Exchange, the latest trends and developments in the hospitality
industry are discussed, and the possible cooperation within curricula and research is investigated.
During this event, students and staff are exempted from educational activities.

Finally in 2013, a great deal of effort was put into starting up new means of communication with the
Hotelschool alumni. This will lead to the introduction in 2014 of an electronic newsletter to replace the
Alma magazine. The objective of this newsletter is to share the alumni’s successes and the developments
at the Hotelschool.
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High-quality staff form the foundation for good education and research. In this section, a number of
features related to Hotelschool personnel are outlined, with 31 December 2013 as reference date.

Personnel composition

The number of employees remained more or less constant (180/181), despite the increase in student
numbers. The Full Time Equivalent (FTE) also remained more or less constant, from 157.35 FTE (2012)
to 157.72 FTE (end 2013). The personnel composition shows a balanced ratio of full-time/part-time
employees, male/female and age structure.

Table 4. Personnel in 2013, divided into full time/part time, male/female. Teaching Staff (TS) and Non-
teaching Staff (NTS)

Fulltime

Employees

NOP 23| 23.00 20| 20.00 4 2.29 29| 21.19 76 66.47
OoP 45| 45.00 20| 20.00 12 7.60 27| 18.65 104 91.25
Totaal 68 | 68.00 40 | 40.00 16 9.89 56 | 39.84 180 | 157.72

The balance between Teaching Staff (106 TS employees in 2012 and 104 TS employees in 2013) and
Non-Teaching Staff (75 NTS employees in 2012 en 76 NTS employees in 2013) shifted slightly when
compared to 2012. This was due to the fact that a number of vacancies in 2013 were either not filled or
were filled at a later stage. The Hotelschool employs both lecturers and Practical Training Instructors,
who are all members of the Teaching Staff.

In 2013, the Hotelschool again participated in the Berenschot benchmark investigation into overheads.
The balance TS/NTS is one of the performance indicators of the Hotelschool. The ratio to which the
Hotelschool has committed itself in 2015 is 60% TS and 40% NTS. The ratio TS/NTS end 2013 according
to the Berenschot definition (share of the turnover based on the budget) is 59% to 41%.

Table 5. Age structure Teaching Staff and Non-teaching Staff per 31-12-2013

Employees NTS TS Total | Percentage
Age structure Male Female | Male Female
25 and younger 1 6 0 0 7 4%
26 through 35 7 19 12 21 59 33%
36 through 45 10 9 22 13 54 30%
46 through 55 6 10 16 11 43 24%
56 and older 3 5 7 2 17 9%
Total 27 49 57 47 180 100%
The average employee age rose from 45.17 in 2012 to 46 in 2013.
Tabel 6. Number of employees and FTE permanent and temporary in 2013
Employees FTE
Male Temporary employment 14 11.85
Permanent employment 70 66.04
Female Temporary employment 17 13.43
Permanent employment 79 66.41
Total 180 157.72
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At the end of 2013, a total of 31 people were employed on the basis of a temporary employment
contract, representing 17% of the total number of employees. In 2013, the Hotelschool did not make
use of min-max contractual arrangements, zero hours contracts or stand-by contracts. The Hotelschool
employed 47 lecturers on a freelance basis for a specific teaching term. In 2013, one employee received
a market-related allowance.

Tabel 7. Number of employees and FTE per salary and function scale category in 2013

NTS TS Total

Salary scale category | Employees FTE Employees FTE Employees FTE

No scale 1 1.00 0 0.00 1 1.00
1-4 4 3.99 0 0 4 3.99
5-9 57 50.65 36 33.65 93 84.20
10 - 12 9 6.75 62 51.90 71 58.65
> 13 5 4.09 6 5.80 11 9.89
Total 76 66.47 104 91.25 180 157.72

Staff turnover and transfers

In 2013, 14 new employees joined the Hotelschool, while 15 employees left. Staff turnover came to 8%,
which is an increase of 1% on 2012. In 2013, 19 employees were (temporarily) assigned different posts
within the Hotelschool.

Level of education of employees

In the Green Paper produced by the Council for Higher Professional Education (known as the ‘HBO Raad’
until 18 April 2013), the following target percentages regarding the level of education of lecturers were
cited: 80% of the lecturers are educated to university level (U), of whom 10% have obtained a doctorate
(PhD); 20% of the lecturers are educated to higher or vocational training level (HVT).

From 2009 onwards, the Hotelschool has met these target percentages. As a result of lecturers obtaining
doctoral and master’s degrees, but also due to the employment policy, the level of education of lecturers
at the Hotelschool increased to 81% at university level, of whom 12% have doctorates and 19% are
qualified at higher or vocational training (HVT) level. The lecturer education level is also one of the
Hotelschool performance indicators

Figure 3. Level of education of all employees
at the end of 2013

Figure 4. Division per level of education
of lecturers at the end of 2013

PhD
WO
HBO

@® HBO
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Working conditions and company medical care

In 2013, the percentage of absence due to illness was 2.7, representing a slight increase compared to
2012 (2.5%). In 2013, the average number of times employees reported ill was 0.89, which was lower
than in 2012 (1.02). The average duration of absence in 2013 was 18.1 days, slightly lower than in 2012
(18.5 days).
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Table 8. The percentage of absence due to illness over the past 6 years

2008 2009 2010 2011 2012 2013
3.6% 3.1% 3.8% 4.6% 2.5% 2.7%

During the years 2002 to 2013, the intake percentage for WIA benefits (based on ability to work)
remained at zero, which means that in the past years, no employees found themselves dependent on
WIA or WGA (partial ability to work). The differentiated WGA contribution for the year 2013 amounted to
the minimum percentage of 0.13. In 2013, a great deal of attention was again paid to working conditions
at the Hotelschool. The improvement workshops, initiated as a result of the employee satisfaction
survey, were held early in 2013. In November 2013, Health & Safety Days were organised whereby all
employees were offered a Health Check by the external bureau, Pim Mulier.

Staff schemes

In 2013, a total of 17 employees made use of the Senior Teaching Arrangement (SOP), three employees
made use of the life-course savings scheme (levensloopregeling), and six employees took parental leave.
In 2013, two employees of the Hotelschool were aged 65 or older.

Diversity policy

In 2013, 20% of employees did not have the Dutch nationality. Among the lecturers this was 27%.

The Hotelschool has employees from 25 different countries. With a view to the strategic ambition to have
40% international employees at the Hotelschool by 2018, international work experience is an important
criterion when taking on new staff.

Performance and assessment

Every year, the performance interviews are conducted in spring; the round of assessments takes place in
in the autumn. Because of vacancies in the educational management, phase leaders were temporarily
utilised in the autumn of 2013. The phase leaders conducted part of the assessment interviews.

Table 9. Assessment results 2013

Analysis of assessment results 2013

Excellent 11%
Satisfactory 85%
Unsatisfactory 4%
Total 100%

Education and training

External training courses were followed by a humber of departments collectively, and by many
employees individually. Twice a year, employees are given the opportunity to apply for a training course
though the Personal Development Plan (PDP).

In February and October, an introduction day for new employees was organised. The Amsterdam
University of Applied Sciences (HvA) and Amsterdam University (UvA) provided the Didactic Skills
training course for ten new lecturers and instructors. The internal Didactics training on the Hotelschool'’s
learning concept and its learning pathways was once again offered to new lecturers and instructors.

The following internal course were also given in 2013: Time Management training for lecturers, Research
Skills training for lecturers, and the Assessment training for lecturers and instructors. During the
summer, the instructors took a Birkman test and they went on a week of outdoor training. Two half-day
employees meetings followed by dinner took place, as well as two full-day employee conferences. In
2013, a total of 3.87% of the wage bill in money (compared to 3.15% in 2012) and 7% of the wage bill
in time was spent on training courses.
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PhD/Masters

In 2013, four employees were given the
opportunity by the Hotelschool to work on
doctoral research and two employees
completed a Master’s course. One employee
started a Master’s course and one started

a course in higher or vocational training.

A number of lecturers were appointed as
Research Fellow, carrying out research within
their lectorate during one day a week.

Lecturer education grants

In 2013, two Hotelschool lecturers received a
Lerarenbeurs (a grant for the further education
of lecturers) for the academic year 2013/2014.
The Lerarenbeurs provided the Hotelschool
with a replacement allowance for one lecturer.
This allowance was utilised to employ a
temporary replacement.

Function mix

The Hotelschool came to an agreement with the professional associations on expenditure of function mix
funds in the period up to and including 2012.

The Hotelschool spent more than required on the function mix and, additionally, invested in Master’s
courses and doctoral programmes to give lecturers the opportunity to move up to a higher scale. The
final report was published early in 2013.

Accountability decentralised funds concerning conditions of employment 2013
In consultation with the professional associations, the Hotelschool published the following budget and
accountability decentralised funds concerning conditions of employment in 2013. The Hotelschool meets
the standard of 1.15% of 129% of the gross wage bill.

Tabel 10. Budget and accountability decentralised funds concerning conditions of employment 2013

CAO (Collective Labour Description Budget Realisation
Agreement)subject 2013 (€) 2013 (€)

(Chapter K)

1 Child care 1a Additional contribution following 32,000 32,000
from new statutory regulation child
care (estimate)

2. Pressure of work and leave 2a Reduction pressure of work lectur- 32,000 32,000
ers (hire of supervisors)
2b Additional costs replacement due 15,000 15,000

to generous policy in respect of
applications for leave (parental
leave and sabbaticals)

3. Welfare 3a Voluntary medical check-up/ 8,500 8,500
enquiry into working conditions and
employee satisfaction survey (MTO)

3b Coaching, psychological counselling 36,000 36,157
and welfare work

Total expenditure decentralised funds concerning conditions of 123.500 123.657
employment (% on the basis of 129% of the wage bill) (1,15%) (1,16%)
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The Human Resources (HR) Department

In 2013, the HR department initiated the development of an HR strategy for the coming years as well as
the development of a plan for professionalisation. The final adoption and the start of the implementation
of both plans will take place in 2014. The Hotelschool has also started ‘faculty hires faculty’, a new
procedure for recruitment and selection of new educational employees. The HR department supports this
new procedure.

In the second half of 2013, a great deal of time was spent on the proposal for the new organisation
structure. In December 2013, the Board of Trustees and the Representative Advisory Council agreed with
the main points of this new organisation structure. In 2014, the proposal will be worked out in detail,
and a proposal for the implementation of the structure will also be presented.

In 2013, the HR department paid a great deal of attention to the digitalisation of HR processes.
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The Hotelschool has premises in The Hague and Amsterdam. Appendix 6 of this annual report includes
an overview of the division of the floor area of the Hotelschool in square metres in 2013. Both locations
are equipped with all the facilities required to meet the specific educational needs. Both campuses are a
learning environment. Per location, the following housing developments took place in 2013:

The Hague

In The Hague, the Hotelschool uses four different buildings, namely:

e The school building on Brusselselaan;

e Villa de Zonnehoek on Ypersestraat, situated behind the school building;
e The Skotel (study and training hotel) on Zwolsestraat;

e La Confrérie clubhouse (the student union), also on Zwolsestraat.

The Hotelschool has developed a long-term (10-year) maintenance plan for the buildings in The Hague.
This long-term maintenance plan is further specified in the annual budget. In 2013, an investigation was
conducted into the Hotelschool’s possibilities regarding future housing in The Hague. The investigation
focused on the possibilities of bringing both the school and the Skotel in line with present day
requirements.

In addition to the standard maintenance activities, the following projects were carried out in 2013:

e During the summer, the Skotel restaurant and kitchen were given a facelift, and the ceiling and
fixtures in the lobby were renovated. This provided students with extra workplaces and more
opportunities for cooking together.

e The school building’s entrance was renovated.

e The exterior of Villa de Zonnehoek (windows and window-frames) was renovated, and at the end of
2013 a start was made on the renovation of the interior.

e The Seslac Foundation (Stichting Seslac) renovated the La Confrérie clubhouse (the students’ union).

Amsterdam

In August 2012, the Hotelschool in Amsterdam started using the building on Jan Evertsenstraat in which
the school and the Skotel are located. In this connection, the Hotelschool agreed a 20-year (10 + 10
years) lease with the proprietor of the building, Pronam. The maintenance and service agreement for the
building will be updated annually.

II*\"f 0
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In addition to the standard maintenance activities, the following projects were carried out in 2013:

e Facade advertising and signposting were installed;

e Follow-up activities to the completion of the building in August 2012, such as the application of the
cast floor (Bolidt).

Outlets / Campuses

The Hotelschool has a total of six fully operational restaurants (three per campus) and two fully
operational hotels/student accommodations. Both campuses are learning institutes, which makes it
possible to offer high quality practical training in Rooms Division and Food & Beverage. The practical
training is in line with the educational vision ‘entrepreneurial learning’ and the didactic concept of the
Hotelschool.

All the restaurants are run by students under the supervision of instructors. This means that these
restaurants provide students with both practical and management training.

In restaurant Le Début (both in Amsterdam and The Hague), students work in the kitchen and in the
restaurant to gain valuable experience for their subsequent employment in the sector. Students learn to
solve problems and use feedback for their theoretical modules, such as Managing an Outlet (MO),
Running an International Business (RIB), and Creating Business Value (CBV). First-year students attend
practical classes in Basic Skills, with a view to gain insights into the company procedures of each outlet,
whereas students in their second year have a leading role and provide leadership to first-year students
in the restaurant under the supervision of a practical training instructor. In addition, the school building
in The Hague houses Brasserie Zing, and the Amsterdam school premises house Les Saveurs. In Zing
and Les Saveurs, students serve employees and external guests. La Mangerie (The Hague) and Le Café
(Amsterdam), in exact accordance with the V&D La Place concept, is a meeting place for students, open
to them all day.

The Skotel is a hotel complex where first-year students live and work, and where rooms are also rented
to guests. The students live in ‘residential units’ and share a room with a fellow student. The Skotel in
The Hague has 21 hotel rooms and the Skotel in Amsterdam has 20 hotel rooms, which can be booked
per night. The hotel rooms have been furnished by various international (hotel) chains. At the end of
2013, the furnishing of all the hotel rooms in Amsterdam was completed. One of the hotel rooms in
Amsterdam, the Stay Now concept, was declared the most sustainable hotel room in the Netherlands in
2013. Similar to the restaurants, all the activities in the *hotel’ are carried out by students under the
supervision of Rooms Division instructors (Front Desk and Domestic Services).

In the Amsterdam Skotel, the occupancy rate of the hotel rooms in 2013 was 64%.

In the The Hague Skotel, the occupancy rate of the hotel rooms in 2013 was 45%.

Over the last few years a downward trend has been noted, particularly in The Hague. The most important
reason for the declining occupancy rate was the need for renovation of the hotel accommodation.

In 2013, negotiations were started with the lessor of the building in The Hague.

A decision on the (renovation) plans for Skotel The Hague will be taken in 2014. For the Amsterdam
campus, the guest feedback programme Olery was put into use in 2013. Using this system, an inventory
has been drawn up of comments made by hotel guests on booking sites such as Zoover and TripAdvisor.
In general these reactions were very positive, and the overall score of the Hotelschool campus
Amsterdam in 2013 was as high as 9.03 (on a 10-point scale). In 2014 a new marketing plan for the
Skotels will be developed. The goal of this plan is to improve the occupancy rate within the limits of

the commercial possibilities. The results of the guest feedback programme Olery will be used when
developing the marketing plan.

In addition to the restaurants and the hotels, Hotelschool The Hague also has a Banqueting department.
This department arranges lunches, dinners, meetings, cookery workshops, wine tasting sessions and
receptions at the Hotelschool for external parties and internal events. The Hotelschool can accommodate
20 to 160 guests.
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ICT

The IT Services department is responsible
for a technical infrastructure (The Zachman
Framework for Enterprise Architecture) that
can meet the ever (faster) changing
demands in a flexible and simple way. That
is why the motto chosen for IT services is:
follow the user, the user decides wherever
possible. In 2013, the ICT Roadmap
2013-2015 was developed and adopted.
The ICT Roadmap will be divided into a
number of phases in order to create
subprojects, each with their own planning
and deadline. The final objective is to
acquire IT services that meet the
requirements of the present day user. In
2014, a tender procedure will be started for
a number of projects. A start was made on
the translation of the Hotelschool strategy
into IT. The basic idea is that this should
result in a ‘more agile’ IT infrastructure.
Both the nature and the extent of the
provision of services should be able to adapt
to the continuously changing requirements
of students, employees and guests. This
also means that IT will have to be able to
support the de facto standards of the
coming years. Students work not only with Windows laptops and Macbooks, but also with tablets and
smartphones using Apple and Android and other operating systems. It is urgently required that the
policy be adjusted and to be set-up accordingly. In addition, the cloud computing trend has forced the
Hotelschool to critically assess the added value of an in-house service. In principle, the new ICT facilities
should be efficient, representative and high-quality, in line with a proper profile and identity.

Core principles are: Efficiency, Quality and Reputation.

Media Centre

The Media Centre is @ modern, inspiring and inviting information centre with an international orientation.

The mission of the Media Centre is to provide “Hospitable in information”. Its key tasks are:

e making relevant information available and accessible in support of education and research;

e making students and employees more proficient and critical in finding, processing and sharing
information.

The current (digital) collection is specialised in items on the hospitality industry, in particular the national

and international hotel trade. The international physical (print) collection consists of books, magazines,

audio-visual media, practical training reports, project reports and research reports. More and more

digital information is becoming available through relevant business and hospitality databases and online

sources of information.

Through the Media Centre website, students and employees have access to an up-to-date, orderly,

informative and relevant collection of digital items such as scientific journals and popular magazines,

hospitality and business databases, a digital practical training database (best practices), a digital project

database (best practices), student resources, and specialised digital documents and reports. The Media

Centres in The Hague and Amsterdam have a total of 220 integrated work and study places at their

disposal, with fixed laptop connections and wireless internet connections. Via Surf Conext (formerly Surf

Market), students and lecturers all over the world have access to all digital sources at any workplace.

The Media Centre information specialists are also the account managers for the lecturers, core and
expertise teams, and they actively search for relevant and up-to-date scientific (professional) literature.
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They advise lecturers and provide support in using the various databases.The Media Centre assumes a
pro-active, initiating role in acquiring information skills. The development of these essential study skills
are structurally offered to all first-year students. The use of and support with a digital referencing tool

like Zotero is offered, and students can voluntarily attend the instructions for use. The Media Centre is
increasingly developing into an equal partner in education.

The goal of the Media Centre is to improve the support given to students during their studies, to offer
integrated assistance and advice in respect of research by being available face to face and via the
telephone, e-mail and the web, and to develop mobile equipment. In addition, the Media Centre hopes
to raise the level of involvement of lecturers through the information skills offered.

Corporate Social Responsibility

From 2010 onwards, corporate social responsibility has been placed higher on the agenda of the
Hotelschool. Students of Utrecht University — Masters Sustainable Development (Energy & Resources)
and Energy Science (positively) advised the Hotelschool to participate in the MJA 3 (Meerjarenafspraak
energy-efficiency 3) and to apply energy-saving measures.

In December 2012, the Board of Directors approved the Energy Efficiency Plan (EEP) 2013 - 2016, as
this was a condition for participating in the MJA3 covenant. The motives for the participation in this
energy covenant were:

e cost reduction;

e pursuit of corporate social responsibility;

e reating a ‘green’ image.

In the EEP, the organisation indicates which measures will be taken over a period of four years to
meet the requirements for improvements of an average of 2% per year in the field of energy-saving.
The measures centre on process and/or chain efficiency and the use of sustainable energy sources.
Participants are expected not only to reduce energy consumption in their own buildings, but also to
investigate the opportunities to apply energy saving measures at school. In 2013, the results of the
previous EEP became known. The targets set in the field of energy saving were amply achieved.

The first year of the new above-mentioned EEP will be monitored in 2014.

Sustainable procurement

In a covenant with VROM (Ministry of Housing, Spatial Planning and the Environment), the Council for
Higher Professional Education (HBO Raad until 18 April 2013) the objective of 50% sustainable
procurement in 2013 was set. This means that in respect of 50% of the procurement volume in 2013,
the universities of Applied Sciences took sustainability into account by applying sustainability criteria to
procuremens in respect of various product groups. This objective was incorporated in the procurement
policy of the Hotelschool.

The Hotelschool purchases electricity and gas in cooperation with other universities of Applied Sciences
in compliance with the sustainability criteria, and specifically the criteria set for green electricity during
the period 2012-2015.
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DUPLHO = DUurzaamheid PLatform Hogescholen

(Durability Platform Universities of Applied Sciences).

As from 2011, the Hotelschool has been a participant. The seventeen participating universities of Applied
Sciences are convinced of the fact that the Higher Professional Education sector as a whole must be
ambitious in the field of sustainability, and should be accountable in that respect. On the basis of this
conviction, these universities established the durability platform DUPHLO. DUPLHOQO's goal is to make
sustainability a core theme of the collective universities of Applied Sciences and to have it embedded in
the organisational structure. It should be a core theme in the strategic agenda of the collective
universities of Applied Sciences.

The schools united in DUPLHO have developed an inspiring perspective on sustainability and have
indicated how this perspective can be translated by the universities of Applied Sciences into education,
research and management. In 2014, a decision will be taken regarding the continuation of the
cooperation within DUPLHO.

Green Manifesto F&B

For all the departments related to Food & Beverage, a document was drawn up called “Green Manifesto”.
This document sets out the Hotelschool vision on the subjects of sustainability, cooperation with suppliers,
and new developments. The “Green Manifesto” can be summarised in “The 6 commandments”’:

e Educate and inspire

e Join forces and co-create

e Cherish suppliers

e Embrace nature and regional diversity

e Share environmental awareness

e Tell the story

The “Green Manifesto” is used to stimulate first-year students’ awareness of sustainability during the
introductory period prior to the practical training, and to prepare them for the way in which this theme is
dealt with in the various F&B outlets of the Hotelschool.

In addition, the “Green Manifesto” is used in the communication and negotiations with suppliers. The
document contains quality requirements which must be met by (potential) suppliers in the cooperation.
Finally, “The 6 commandments” are communicated to external guests on the various menus.
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This chapter addresses the results and performance of the Hotelschool in 2013. Apart from working on
the realisation of its strategic goals, the Hotelschool also took steps to realise the performance
agreements with OCW.

Performance agreements

In 2012, universities and universities of Applied Sciences signed performance agreements with the state
secretary of OCW. These agreements with regard to quality of education and personnel, positioning and
differentiation as well as efficiency, should be achieved in 2016.

Table 13 lists the current situation regarding the compulsory indicators of education quality and study
results, followed by an indication of the situation in respect of the other performance agreements.
At the Hotelschool, these agreements are part of the monthly Dashboard, including KPIs. In this way,
the various indicators are monitored, and measures can be taken to make adjustments if required.

Tabel 11. Compulsory indicators educational quality and study results

HBO1 Study results: dropout 13.4% 15.4% 13.0%
2010-aug 2011-aug

HBO2 Study results: switch N/A N/A

HBO3 Study results: bachelor yield 65.5% 79.8% 60.0%
2006 2007

HBO4 Quality/excellence NVAO score 100% 100%

2012

HBO5 Lecturer quality% with master’s degree 81% 81% 81%
2012 | December 2013

HBO6 Educational intensity 20.68 hours | 20.68 hours | 20.68 hours
contact hours in first year 2011 2011

HBO7 Indirect costs TS/NTS in FTE 1.54 1.40 1.54
according to Berenschot A 2012 | December 2013

HBO 1: The dropout rate in the first year rose slightly in 2013, which led to the following extra measures
being taken to reduce this rate: adjustments to the student selection process, mandatory attendance
during the first year, tightening up of the standard for the requirement to discontinue the programme
after the first year, extra study supervision, student-to-student tutoring, and extra second chance
periods.

In this connection it should be noted that the Hotelschool dropout rate after the second year in particular
is a point of attention. Hotelschool students are also issued with a requirement to discontinue the
programme if they fail to complete their Propedeuse after two years. At present, the dropout rate is
25%. This rate has to be reduced to 15% by 2016. Measures taken to reduce the dropout rate might
have a negative effect on the dropout rate after the first year.

HBO 3: At present the yield is well above the baseline measurement and the goal based on that
measurement. This is caused partly by the fact that in the year of the baseline measurement (2006) a
group of students was not included in the yield calculation. The reference year, 2008, might provide a
different picture, because the renewed curriculum which started in that year.

HBO 4: Currently, the next NVAO accreditation is planned for 2017, but as a result of the introduction of
cluster-wise accreditation, the planned accreditation date might change. Meanwhile, the Hotelschool has
started a mid-term audit in preparation of this accreditation.

HBO 5: The percentage of lecturers with at least a master’s degree is on schedule. When employing new

lecturers this is a condition, save in exceptional cases. In such cases, an agreement is made with the
new employee about the period within which a master’s degree will be obtained.
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HBO 6: At present there are no plans to adjust
the educational intensity of 20.68 hours in the
first year.

HBO 7: This ratio is under pressure, which can
be explained by the fact that there are various
lecturer vacancies which have not yet been
filled. The Hotelschool’s long-term budget
shows that the target can be achieved.

The quality agreements made by the
Hotelschool focus on positioning and defining
priority axes. These agreements are:

1. Intake international students 40% (%
students who have completed preliminary
training abroad)

In order to realise this goal, the emphasis
will be placed on international recruitment,
but also on changes to the Hotelschool
selection process. The Hotelschool aims for
a ratio of 50% national and 50%
international students in 2018.

2. Valorisation turnover to 25% (% valorisation
turnover / total research budget)

At present, this is 35%, caused partly by
two RAAK (Respect instead of Rules)
projects and an ambassador’s project for
the Hockey World Championship.

3. Growth HPM to € 1,000,000.00 turnover.
In 2013 a start was made with the
development of plans for HPM, a separate
BV under the Hotelschool The Hague
Leadership Development holding, in order
to realise a growth in turnover.

4. Intake international employees to 22% (% of employees from abroad)
At present, 20% of the Hotelschool employees are international; among lecturers this is 25%.

In addition, the Hotelschool has agreed to focus on the development of:
e E-learning. At HPM e-learning is already being practiced, so a connection can be sought in respect to

e-learning activities at the Hotelschool;

e Development of the Research Centre into the centre of expertise for the hospitality industry.
The validation of the Research Centre is planned for the second half of 2014;

e Master’s programmes. The Hotelschool will concentrate on the successful start of the accredited
master’s programme Hospitality Management in September 2014;

e Honours programmes and/or fast-track programmes for talented students. For 2014, a project has
been planned to investigate the opportunities in this field at the Hotelschool;

e A Professional Doctorate.
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In 2013, the Strategic Marketing & Communication department carried out the following two major
studies:

First of all a study into the needs of the students, alumni and stakeholders. This study was essential to
take decisions on matters such as defining the priority axes and the differentiation to be implemented in
the Hotelschool education in the coming years. An important result of this study was that the students
have a need for differentiation, and alumni have also categorically stated that they miss this opportunity
in the current curriculum. This will be followed up in 2014.

The second study concerned the positioning of the two Hotelschool campuses, taking into account the
different profiles of the Hotelschool students. The result was that a division can be made into five

profiles.

Both studies will be used to further define educational improvements at the Hotelschool, as well as the
priority axes and the differentiation.
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7.1 Governance at the Hotelschool

The Hotelschool endorses the value of a well-structured organisation, in which the management operates
with honesty and transparency, and where there is proper monitoring of the organisational structure and
accountability for the supervision exercised. The University of Applied Sciences sector governance code
(hereinafter: the Governance Code) forms the guideline for the Hotelschool’s corporate governance of
the foundation. The Governance Code will be applied where possible and its main principles are
endorsed. When the Governance Code is not applied, this will be substantiated.

Board of Directors

The Board of Directors (hereinafter: the Board) is charged with governing the Hotelschool and is
responsible for achieving the organisation’s aims, strategy, finances and policy. The Board is accountable
to the Board of Trustees.

In 2013, the Board was composed as follows: President of the Board, Mrs Susanne Stolte, and Member
of the Board, Mr Clemens Berendsen (employment officially terminated on 1 November 2013). It was
decided to continue with a Board comprising one person and not to fill the vacant position of Member

of the Board. The most important reasons for this decision were the small scale of the organisation,
efficient use of financial means, and the need for fast and transparent decision making.

Board of Directors remuneration

The remuneration of the members of the Board for their services to the Hotelschool is such that,
currently, well-qualified members can be attracted and retained. The remuneration consists of a fixed
salary; no variable components have been agreed upon. The salary structure is based on the HAY
system, in accordance with the provisions and principles of the Governance Code. Determining the
remuneration of the individual members of the Board is a responsibility of the Board of Trustees.

The Board of Trustees has delegated this responsibility to the Remuneration Committee. The main
provisions of the Board’s remuneration are included in Chapter 8 of this annual report.

Conflict of interests

It is the policy of the Hotelschool to avoid any form and impression of a conflict of interests between
the Hotelschool and the members of the Board. Any decisions made to enter into transactions whereby
conflicts of interests might occur, and which are of material importance to the organisation and/or the
members involved, require the approval of the Board of Trustees.

In 2013, no transactions with a conflict of interests occurred.

Board of Trustees

The Board of Trustees is appointed with the task of supervising the Board’s policy and the general course
of events. In addition, the Board of Trustees advises the Board. The Board of Trustees accomplishes its
task in line with the interests of the organisation. The Board of Trustees is a self-governing body. Its
procedures are laid down in the regulations of the Hotelschool Board of Trustees. In December 2013,
new regulations were adopted. The composition of the Board of Trustees is such that the members can
operate independently and critically of each other, the Board and other parts of the organisation.

The qualification requirements and the competences of the members are laid down in the profile of the
Hotelschool Board of Trustees. The preconditions for the performance of the Board of Trustees as a whole
are included in the profile. The composition of the Board of Trustees should be such that each member
can successfully accomplish his/her task. Reappointment of a member of the Board of Trustees occurs
after careful consideration. In case of reappointment, the requirements in the profile are taken into
account. Members of the Board of Trustees are appointed for a period of four years, with the current
condition that members can occupy a position on the Board for a maximum of twelve years. This will
change in respect of appointments from 2014 and onwards, due to the changed Governance Code. In
addition, early in 2014 the profile of the Board of Trustees will be updated with a view to filling vacant
seats on the Board of Trustees. The composition of the Board of Trustees at the end of 2013, including
other positions held by the members, is included in Appendix 3.
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Role of the Chair of the Board of
Trustees

The Chair of the Board of Trustees determines the
agenda and chairs the Board of Trustees’ meetings,
supervises the proper performance of the Board of
Trustees and committees, ensures adequate
information provision to the other members, allows
sufficient time for decision making, is responsible
for the introduction and training programmes for
the members, is the main point of contact for the
Board on behalf of the Board of Trustees, and
initiates the evaluation of the performance of the
Board of Trustees and the Board. The Chair is
supported by the Secretary of the Board of
Trustees. In December 2013, it was decided to
reappoint the Chair of the Board of Trustees for a
further period of four years, given his good
performance and also with a view to the
importance of continuity and knowledge transfer
within the Board of Trustees.

Composition and role of the
committees of the Board of Trustees
The Board of Trustees has appointed an Audit
Committee, a Remuneration Committee and an
Audit Quality Committee. The most important task of these committees is to prepare the decision
making of the Board of Trustees. In 2013, new regulations were adopted for the Remuneration
Committee and new regulations were prepared for the Audit Committee. In 2014, regulations will be
drawn up for the Audit Quality Committee.

Audit Committee

The Audit Committee supports the Board of Trustees in respect of its supervisory role regarding financial

accountability and internal control. The Audit Committee focuses in particular on:

e the operation of the internal risk management and audit systems, including the supervision of
compliance with the relevant laws and regulations;

e the provision by the Hotelschool of financial information, as stated in the regulations of the Board of
Trustees;

e the compliance with the recommendations and follow-up of comments received from the external
auditor;

e the relationship with the external auditor;

e the treasury activities.

The Audit Committee comprises three members of the Board of Trustees. The meetings are attended by

the President of the Board, the Finance & Control Manager and the Secretary. The external auditor is

invited for the discussion of the auditor’s report and the annual accounts.
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The Remuneration Committee

The Remuneration Committee supports the Board of Trustees in the selection, appointment and dismissal

of Board members, and in establishing and executing the appraisal and remuneration policy for the

members of the Board of Directors and the Board of Trustees. The Remuneration Committee focuses in

particular on:

e establishing the selection criteria and appointment procedure for members of the Board of Trustees
and the Board of Directors;

e establishing a profile of the Board of Trustees;

e establishing a profile for the appointment of the members of the Board of Directors;

e issuing advice on candidates for the Board of Trustees and the Board of Directors;

e submitting proposals to the Board of Trustees on the remuneration policy;

e submitting proposals on the remuneration or the reimbursement of expenses of the individual
members of the Board of Directors and on the reimbursement of expenses of the, in its opinion,
appropriate members of the Board of Trustees, to be approved by the Board of Trustees.

The Remuneration Committee comprises the Chair of the Board of Trustees and a member of the Board
of Trustees with HR competences.

Audit Quality Committee

The Audit Quality Committee supports the Board of Trustees in the organisation of the supervision of the
quality of education and research, and it is also an important sparring partner of the Board in respect of
the quality of education and research.

Relationship with the external auditor

The external auditor attends the meeting of the Board of Trustees at which the approval of the annual
accounts is decided. The external auditor also attends the meeting of the Audit Committee at which the
auditor’s report and the annual accounts are discussed. The Board of Trustees and the Audit Committee
first meet with the auditor and the Secretary in the absence of the Board. The external auditor reports
his/her findings regarding the review of the annual accounts (the auditor’s report) simultaneously to the
Board of Directors, the Board of Trustees and the Audit Committee. The independence of the external
auditor is set out in a separate clause of the auditor’s report and the Hotelschool statutes.
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Horizontal accountability in education

As a University of Applied Sciences (HBO), the Hotelschool is obliged to report to the Board of Trustees
and the Ministry of Education, Culture and Science (OCW) on the way in which public funding is spent.
Other stakeholders are: employees, students and the industry. In 2013, the Board held six meetings
with the Representative Advisory Council (RAC). Employees as well as students are represented in the
RAC. In preparation for these meetings, the President of the Board has a pre-meeting with the Chair of
the RAC, the Secretary of the RAC and a member. Appendix 4 includes the composition of the RAC and
its annual report for 2013.

In 2013, the President of the Board attended 13 student lunches. The students are selected at random
to participate in such a lunch, in order to share their experiences with the President. A total of six
students are invited per lunch, two per phase of the programme. These meetings yield valuable
information for the management, based on which action is taken to implement improvements. In 2014,
the lunches with employees will also be resumed.

The Board and many employees participated in a number of annual events organised by the sector, such
as the New Year’s reception of KHN (Royal Society for the Hotel and Catering Industry), the annual
Veneca gala (Association of Dutch Catering Organisations), the Hospitality Management Club, the
HotelloTop, the Horecava, the ITB and the ICHRIE and EUROCHRIE.

Student satisfaction regarding the curriculum and the lecturers is monitored by means of periodic
assessments. This is an important part of the internal quality assurance system. Based on the results,
points for improvement are converted into actions. The Hotelschool encourages students to participate in
the national student survey, which is available to them in both Dutch and English.

7.2 Annual Report of the Board of Trustees on the functioning of the
internal quality control

Introduction
The Board of Directors manages and the Board of Trustees supervises. In addition, the Board of Trustees
acts as a sounding board for and employer of the Board of Directors. The execution of this role is reflected
in this report. The Board of Trustees operates according to a pre-defined (governance) agenda. This
agenda is based on the currently applicable Governance Code, so that as a minimum these subjects will be
dealt with by the Board of Trustees. When the Board of Trustees or the Board of Directors consider it
advisable, other subjects are added to the agenda. In this way, the Board of Trustees ensures that all the
relevant subjects are addressed in the exercise of its supervisory task. In 2013, the Board of Trustees met
a total of four times. Important decisions taken were:
e approval of the 2014 budget, adoption of the 2012 annual report and accounts;
e adoption of the amendment of the Statutes of the Foundation, adoption of the regulations of the
Board of Trustees and the regulations of the Remuneration Committee, (re)appointment members
of the Board of Trustees, decision on termination of employment of Mr Berendsen;
e approval of the ICT Roadmap;
e agreement with the Master business plan;
e agreement with the organisational structure.

In 2013, the Board of Trustees performed the self-evaluation with an external expert.

Financial reporting

The Board of Trustees has charged the Audit Committee with the supervision of the compliance with
the procedures and guidelines for the financial reporting. This does not exempt the Board of Trustees
of its responsibilities. When making evaluations, the Board of Trustees relies on the advice of the Audit
Committee. The Board of Trustees is of the opinion that the present financial accounting, consisting of
the annual report and annual accounts, complies with the stipulated requirements, and it gives its
approval.
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Report of the committees

Audit Committee

The Audit Committee met four times in 2013, at four regular committee meetings. In accordance with

the governance agenda, the following subjects were discussed:

e the 2014 annual budget, the departmental budgets (November 2013);

e the 2012 annual reports and the external auditor’s report (May 2013);

e the policy plan and the Board’s vision on the organisation’s financial continuity, in the presence of the
external auditor;

e risk heat map;

e financial dashboard and monthly figures.

Remuneration Committee

The Remuneration Committee reviews the remuneration policy for the members of the Board of Directors
and the Board of Trustees, and whether the execution of the policy complies with laws and regulations
and is in keeping with the market. The remuneration policy is published on the website.

The Remuneration Committee met a number of times in 2013. They instructed the internal controller to
draw up the remuneration report. The committee independently instigated the annual evaluation of
whether the execution of the remuneration policy was in accordance with the agreements made. No
deviations were detected. With regards to pensions, the ABP pension fund regulation for the sector was
adhered to; there were no excess arrangements in 2013. The remuneration policy does not include any
variable components. In December 2013, it was decided to raise the remuneration of the members of
the Board of Trustees, in view of the fact that no indexation had occurred in recent years. The
remuneration of the members of the Board of Trustees meets the requirements defined in the
remuneration code for supervisors.

In addition, several meetings were held on the subject of recruitment and selection of a new member of
the Board of Trustees. This led to the appointment of Mr Neumann as a member of the Board of Trustees
from January 2014. In addition, both the chairman, Mr van Woerkom, and Mr Bringmann were
reappointed for a period of four years. All the members of the Board of Trustees and the President

of the Board of Directors were consulted individually on the reappointment of Mr van Woerkom and

Mr Bringmann for a period of four years. All the referees were in favour of Mr Bringmann'’s
reappointment for a second term to 07-12-2017 and a third term (and a second term as Chair) to
15-12-2017 for Mr van Woerkom. Mr Bringmann is highly valued because of his knowledge in the field

of finance and his opinions and initiatives on the subjects of real estate and F&B practice. All the referees
were satisfied with Mr van Woerkom as Chairman of the Board of Trustees. He effectively leads the Board
of Trustees, the delegates, and involves the members of the Board where appropriate.

Article 16.9 of the current Hotelschool Statutes stipulates that every member can be reappointed twice
after the first four-year term. In accordance with article II1.1.9 of the new Governance Code, which will
be in force from 1 January 2014, the number of reappointments will be reduced to one four-year term.
In the preamble of the Governance Code, a transitional rule stipulates that, up to 2017, a member of the
Board of Trustees can be reappointed for two four-year terms. The Board of Trustees considered this
acceptable that in this special case, taking into account the specific demands placed on the position of
Chairman, and the favourable opinions of the referees, Mr Van Woerkom was appointed as Chairman of
the Board of Trustees. Both Mr Bringmann and Mr Van Woerkom accepted their reappointment. In the
December meeting, the members Ms Dos Ramos and Mr Deetman asked the Board of Trustees to
terminate their membership due to the pressure of work. Mr Deetman’s membership was terminated
with immediate effect. A date of termination for Ms Dos Ramos will be in the spring of 2014.

Audit Quality Committee

In 2013, Mr Breebaart was the member of the Board of Trustees who served on this committee. In this
role, Mr Breebaart had a number of talks with the President of the Board of Directors, staff members,
teachers, lecturers and students. He attended lessons and a selection day for prospective students.
The talks partly concerned information collection and for the other part, advising on educational policy.
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The organisation of the Hotelschool in relation to the quality of education and research was discussed
with the President of the Board of Directors. Also, the realisation of the objectives agreed upon with the
external review committee Van Vught were discussed. The students’ academic performance were
compared with similar figures of the other hotel schools and BBA courses. These data showed that the
Hotelschool students, with the lowest dropout rate and the best study results, were among the best
performing students of all the universities of applied sciences. To improve these results even more the
Board of Directors decided that all the first-year students would be obliged to attend the lessons. Also, a
monitoring system is being set up through which lecturers, management and the Board of Directors are
quickly informed of every detail of the progress of every cohort student. In addition, the supervisor
experienced that a great deal of attention was paid to the relationship between the core values of the
Hotelschool and the management of the two Skotels.

In the course of the year, mr Breebaart attended a number of lessons, where he looked closely at the
quality of the interaction between the lecturer and the student. How did the lecturer react to the
student’s presentation? Did he/she provide clear feedback regarding form and content? Did he/she check
whether the student had learned enough, in accordance with the objective of the cycle of lessons in
question? Were the lessons structured in such a way that major learning gains were obtained? In
comparison with similar BBA courses elsewhere is noticed that the lecturers observed did their work very
well to excellently. In the subsequent discussions with the lecturers concerned the central question was:
how the Hotelschool could make the student learn even more.

The Hotelschool has an International Fast Track (IFT). Admission involves an intensive five-week external
programme. The student pays an amount of €2500 for this programme. The student must complete this
external programme successfully in order to be admitted to the two-year IFT programme. These two
years are the equivalent of the years three and four of the regular bachelor programme. In a discussion
with employees, mr Breebaart satisfied himself that all the incoming students had completed a hotel
training and had practical experience in the hotel sector. There is an up-to-date inventory of the hotel
schools in Europe that enable access to the external IFT summer course programme. The supervisor
studied the academic success rate of IFT students in recent years per nationality. This success rate was
invariably very good. The dropout rate of Fast Track students was close to nil, study delays were low,
and virtually all the IFT students graduated with good results.

The subject of internal quality assurance was discussed a number of times. During the discussions, the
President of the Board of Directors categorically expressed her ambition. Current quality assurance has a
long-term cyclical character. During the 2013 summer vacation, she had a three-week work placement in
the Ritz Carlton Hotel in Hong Kong. There, she experienced the vitality of short-term cyclical quality
assurance, and she sent a report on this subject to all employees. How to optimally guarantee the
quality will be discussed next years.

The supervisor attended a selection day and he observed the discussions with prospective students. He
asked lecturers, students and industry representatives how they approached their selection task. He also
attended an assignment given to 10 prospective students. As a group, they were given the one-hour
assignment to prepare a presentation. The supervisor assessed how the observers came to their
conclusion. The selection of students is considered to be the main pillar of the quality of the Hotelschool.
The supervisor evaluated the selection as being very careful. The question was nonetheless whether the
selection could be made even more rigorous. Some members of the staff suggested an IQ test as well as
a test in English and knowledge of mathematics and statistics. Such tests could be an additional indicator
for successful studies and career.

A major point of attention is the preparation of the mid-term review for the Bachelor’s programme. In
2012, the Hotelschool received the NVAO assessment excellent (11 excellent of 16 standards). In 2015,
a mid-term review will have to be carried out by an independent committee. This will be prepared in
2014. As supervisor mr Breebaart advised to appoint a committee manned by a weighty delegation.

It will be best for the Hotelschool if it is rigidly examined, so that the school has time between now

and 2017 to secure its excellence.
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The Hotelschool is an international school with campuses in Amsterdam and The Hague. The strategic
goal of the Hotelschool is to be a hotel school with 50% foreign students within a few years. At present,
the school has many international students from Europe. The President of the Board of Directors wants
to attract more students from non-EU countries. This was the subject of a number of discussions.
Contacts with Hong Kong and Singapore were strengthened. The President of the Board of Directors
visited alumni in cities like London, Singapore, Hong Kong and Bangkok, and stimulated them to
establish alumni chapters. Mr Breebaart attended the meeting in Singapore. He noted that fifteen alumni
accepted the invitation and spoke very enthusiastically of their Alma mater.

Discussion with interested parties

For the execution of both its supervisory and its sounding board roles, the Board of Trustees considers it
essential to maintain contact with interested parties. To achieve this, the Board of Trustees organises
annual meetings with the Representative Advisory Council and with the management, and it also has
talks with the employees of the Hotelschool. A member of the Board of Trustees is delegated to meet
with the Representative Advisory Council at least twice a year, in the absence of the Board of Directors.
In 2013, contacts with the Representative Advisory Council were reduced during the year, but these
contacts will be reinstated in 2014.

Conflicting interests

No cases of conflicting interests were reported to the Board of Trustees in 2013. In its supervisory role,
the Board of Trustees ensures the independence of the members of the Board of Trustees and the Board
of Directors.

Employer’s role

The Board of Trustees evaluates the performance of the Board of Directors. For the execution of this
procedure, the Board of Trustees makes use of an appraisal frame of reference. Before this evaluation is
submitted to the full Board of Trustees, a meeting is held with the Board of Directors in which it is asked
to provide a vision on its own performance. In 2013, the decision was taken not to fill the vacant position
of Member of the Board of Directors, but to continue with a Board of Directors comprising one person.

Discussion with interested parties

For the execution of both its supervisory and its sounding board roles, the Board of Trustees considers
it essential to maintain contact with interested parties. To achieve this, the Board of Trustees organises
annual meetings with the Representative Advisory Council and with the management, and it also has
talks with the employees of the Hotelschool. A member of the Board of Trustees is delegated to meet
with the Representative Advisory Council at least twice a year, in the absence of the Board of Directors.
In 2013, contacts with the Representative Advisory Council were reduced during the year, but these
contacts will be reinstated in 2014.

Composition of the Board of Trustees at the end of 2013

The qualification requirements and competences of the members of the Board of Trustees and the
functional requirements for the Board of Trustees are included in the profile of the Board of Trustees.
This profile will be published on the renewed website. Each member of the Board of Trustees must have
the competence to evaluate the main policy elements. Within the Board of Trustees of the Hotelschool,
each member has a specific expertise. According to the Board of Trustees, its composition is such that
it can adequately perform its tasks.

The following basic principles as set out in the statutes of the Hotelschool The Hague Foundation

are applicable to the members of the Board of Trustees:

e minimum of 5 members;

e appointment for a period of four years, with the option of two reappointments. The latter will be
adjusted to meet the requirements of the renewed Governance Code;

e at least one member has to resign each calendar year, in accordance with a pre-agreed schedule.
Should a vacancy occur prematurely, the new member assumes the position of the member he/she
replaces.
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8.1 Financial policy

The Hotelschool aims for a healthy financial management with a profitability ratio of at least 3%, a
solvency ratio of at least 30% (also to be able to finance the growth of the campus in Amsterdam) and a
liquidity ratio of at least 1. From a financial perspective it remains important to control costs, because of
uncertain (unexpectedly lower) benefits. Lower benefits might for example occur as a result of cutback
plans of the government. Due to the manner of government financing (T-2), the above mentioned ratios
will not be achieved in the years 2013 to 2016.

8.2.Notes to the result and the balance sheet 2013

The year 2013 was closed with a negative operating result of € 952,141.
(Note: budget 2013: negative € 1,478,969; result 2012: negative € 589,003)

The result for 2013 is € 527,000 higher than the budgeted result. This increase was caused mainly by a
higher than budgeted government grant and by nonrecurring income in respect of the transfer of the
balance of the Hendrik Tuinema Fund.

The remaining assets and total liabilities are in line with the budget.

Equity declined from € 7,153,000 to € 6,201,000, resulting in a reduction of the solvency ratio from
36.2% to 28.8%. In this connection it should be noted that the short-term liabilities include an amount
of € 5,900,000 in respect of deferred income. If this amount were to be included in the calculation of the
solvency ratio, the result would be 39.7%.

The cashflow, excluding investments, is positive to a sum of € 678,000 (€ 483,000 in 2012). Due to the
investments in in the new building in Amsterdam and other investments in material assets (a total of
€1,189,000), and the second slice of the state grant (€ 1,500,000), liquid assets increased by an amount
of € 1,533,000.

Due to the move to the new premises in Amsterdam, a negative result is expected for the year 2014.
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8.3 Result and balance sheet 2013

Tabel 12. Consolidated state of income and expenses 2013 (x € 1,000)

Result 2013 Budget 2013 Result 2012
Baten
Government grants 12,950 12,597 12,119
Other grants Ministry of Education (OCW) 7 0 25
Other government grants 100 100 100
Tuition, course and exam fees 5,205 5,150 4,660
Income from work commissioned 731 840 1,178
by third parties
Other income 5,054 4,564 4,072
Total income 24,047 23,251 22,154
Expenses
Payroll expenses 14,641 14,397 14,185
Depreciation 1,629 1,591 1,072
Property expenses 4,882 4,985 3,853
Other expenses 3,874 3,762 3,694
Total expenses 25,026 24,735 22,804
Balance income and expenses (979) (1,484) (650)
Balance financial income and expenses 27 5 61
Taxes 0 0 0
Result (952) (1,479) (589)
Tabel 13. Balance per 31 December 2013 (x € 1,000)
2013 2012 2013 2012

Tangible assets 12,292 | 12,733 | Equity 6,201 7,153
Stock 89 63 | Provisions 445 618
Current assets 3,873 3,214 | Long-term liabilities 5,800 4,525
Cash 5,253 3,720 | Short-term liabilities 9,061 7,434

21,507 | 19,730 21,507 19,730

8.4 Performance indicators

An overview of the development of liquidity, solvency and profit for the years from 2011 onwards is
given below. In order to be able to benchmark the performance indicators with a standard, the report
issued in December 2009 by the DON commission on capital management of education organisations
was used. The monitoring limits contained in this report provide insights into the financial management
of education organisations, and facilitate comparison. Within this framework, the 2013 balance sheet

provides the following figures:
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Tabel 14. Financial position and liquidity (current ratio)

Liquidity 1.02 0.94 1.39

The liquidity is expressed in the current ratio, being the relationship between current assets and short-
term liabilities. The ratio provides insights into the capacity to meet short-term liabilities within a short
period of time. In comparison with the previous year, an improvement occurred in 2013. The current
liquidity lies above the lower limit defined in the DON Commission’s report.

Tabel 15. Solvency

Solvency 28.8% 36.3% 51.7%

The solvency is calculated by expressing equity as a percentage of the total income. Through the addition
to the capital of the negative result for 2013, equity dropped from € 7,153,000 to € 6,201,000. This
resulted in a drop in solvency from 36.3% to 28.8%, which means that the Hotelschool fell below the
recognised limits. The basic assumption formulated by the Board of Directors and the Board of Trustees
was that solvency should be between 30% and 45%. This was not complied with at the end of the year
under review. It is expected that, due to the budgeted negative result, solvency will still be lower than
the standard of 30% in 2014. Equity will, however, still be amply positive. It should be noted in this
connection that short-term liabilities include an amount of € 5,900,000 in respect of prepaid income.
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If this amount is included in the calculation of the solvency ratio, this would bring this ratio to 39.7%,
within the recognised limits.

Tabel 16. Profitability

Profitability (3.9%) (2.6%) 5.4%

In the year under review, the profitability ratio, being the result from business operations compared to the
total benefits from regular business operations, amounted to 3.9% negative when compared to 2.6%
negative in 2012.

Tabel 17. Resilience

Resilience 25.8% 32.3% 34.7%

The resilience reflects the ability to work with downturns without disruption of the organisational
continuity, and is determined by the ratio between equity and total income. When compared to 2012,
resilience declined from 32.3% to 25.8%.

8.5 Investment policy

In 2012, a number of large investments were made, for example in respect of the renovation and
opening of the new campus in Amsterdam. These investments were taken into account in the multi-
annual budget, in which context the min-max risks were also considered. In 2013, an amount of a little
under € 1,200,000 was invested, partly as a result of the new Amsterdam campus and partly consisting
of regular replacement investments. It is expected that restraint will be exercised in drafting the
investment policy in the coming years, while taking into account the strategic goals of the Hotelschool.
The future housing plans for the buildings in The Hague were mapped out in 2013. For the building on
Brusselselaan in The Hague, a renovation plan will be made, to be carried out from 2016 onwards. The
building on Zwolsestraat (the Skotel) is in urgent need of renovation. In 2013, negotiations with the
lessor were started. It is aimed to take a decision on the plans regarding the Skotel in 2014. In 2013 it
was also decided to make investments in the required ICT adaptations in the coming years, based on the
ICT Roadmap 2013-2015.

The investment policy is characterised by the distinction made between regular replacement investments
and new investments. Annually, an investment budget is available for the company components on the
basis of the annual department plan / specific business cases.

Investments X €1,000
Fixed assets €619
Leasehold improvements €570
Total €1,189
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8.6 Treasury policy

The Treasury Statute, adopted in 2010, describes the policy-related starting points, the aims and the

organisational and financial frameworks of the treasury policy of the Hotelschool. The main target of the

treasury policy is to guarantee financial continuity, in combination with minimising financial risks and

financing costs. The policy also stipulates that cash not required for the payment of debts or for

investments is deposited in the business account, in accordance with the rules described in the Statute.

In 2012, a total amount of € 8 million was invested in fixed assets in connection with the new premises

in Amsterdam. A part of this amount was acquired through external financing, namely:

e an amount of € 2,250,000 from ‘Stichting Beheer’, interest 2,18% fixed, term 10 years;

e an amount of € 2,500,000 from the Ministry of Finance, interest 2,18%, term 20 years;

e an amount of € 1,500,000 from the Ministry of Finance as second slice per July 2013, interest 2.18%,
term 20 years.

Tabel 18. Consolidated cash flow statement for 2013

Cash flow from operating activities
Result (952) (589)

Adjustments for:

Depreciation and dotation provisions 1,456 1,259

Change in current assets:

Stocks (26) (35)
Receivables (658) (662)
Debts 1,627 1,001
Cash flow from business operations 1,447 974

Cash flow from investment activities:
Investments in tangible fixed assets (1,189) (7,729)

Cash flow from financing activities:

Payment of long-term liabilities 1,275 4,146

Mutation in cash 1,533 (2,609)

8.7 Transparency

This section describes the way in which the Hotelschool handles the themes set out in the memorandum
‘Transparency in the financing of higher education’.

Theme 1: Outsourcing
Within the Hotelschool there is no question of outsourcing of (parts of) financed education at a fee for
services rendered.

Theme 2: Investment of public funds in private activities

The Hotelschool does not invest public funds in private activities which do not contribute to upgrading
the quality of education or research, or to the efficiency or accessibility of education.
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Theme 3: The granting of exemptions
When granting exemptions, the Hotelschool acts in line with the memorandum Transparency.
This memorandum describes the way in which the granting of exemptions is allowed.

To encourage the transfer of various target groups, the Hotelschool grants exemptions for a specific part
of the full time training phase 1 and a part of phase 2. This concerns the International Fast Track (IFT)
programme. The exemption is granted subject to a resolutive condition. The student must complete the
very intensive summer course successfully. In this way the Hotelschool ensures that the student in
question will complete his/her studies within two years.

Theme 4: Funding of international students

At the Hotelschool, international students follow the programme in the Netherlands. All the students
studying at the Hotelschool are registered as students. Students from outside the EU pay institute tuition
fees instead of statutory tuition fees. There are no exchange students, nor are there any course
members at the Hotelschool.

Theme 5: Tuition fees not paid by students

The registration procedures employed at the Hotelschool are in accordance with laws and regulations
regarding this theme. In virtually all cases, tuition fees are paid by students or parents. In addition,
there is a possibility to apply for financial support for students.

Theme 6: Students follow modules

At the Hotelschool no modules are followed by students. All registered students follow the complete
programme. At the Hotelschool it is not possible to follow separate modules. The Hotelschool does not
have any certification as mentioned with regard to this theme.

Theme 7: Students follow a different course
A student indicates the course for which he/she is enrolling, and registers without the intervention of the
Hotelschool.

Theme 8: Tailor-made courses
The Hotelschool does not have tailor-made courses.

Theme 9: Financing in art education
The Hotelschool does not have art education.

8.8 Remuneration of members of the Board of Directors and
members of the Board of Trustees

The remuneration of the members of the Board of Directors of the Hotelschool is based on the Hay
system for directors in higher professional education. In 2010, the members of the Board of Trustees
received remuneration for the first time. In 2009, Hay requested the release of a proposal with regard to
the performance of the members of the Board of Trustees of the Hotelschool. The Board of Trustees
accepted the Hay proposal and from 1 January 2010 onwards, the members of the Board of Trustees
have received remuneration. The Hotelschool is of the opinion that the role of a member of the Board of
Trustees entails more responsibilities. In addition, the Hotelschool considers it of great importance to
attract high quality members of the Board of Trustees. The remuneration is inextricably linked with the
position.

In 2013 the remuneration of the members of the Board of Directors remained in line with the maximum
specified in the Standardisation Act senior positions public and semi-public sector. This also applies to
other employees and external staff. The remuneration of the members of the Board of Trustees is also in
line with the maximum specified in the Remuneration Code for supervisors in higher education.
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Tabel 19. Standardisation Act senior positions public and semi-public sector

Name President (P) or Term start Term end Scope emply-
Member (M) ment in fte
S. Stolte P 1-1-2013 31-12-2013 1,0
C.M.B. Berendsen | M 1-1-2013 31-10-2013 1,0
Naam Remuneration Expenses Long-term Payment due to
financial termination
provisions employment
S. Stolte 137.385 3.480 20.438 0
C.M.B. Berendsen | 32.576 2.900 17.033 64.178
Name Chair (C) or Term start Term end Remuneration
Member(M)
G.H.N.L. van Woerkom | C 1-1-2013 31-12-2013 |6.100
M.V.I.M. dos Ramos M 1-1-2013 31-12-2013 | 4.300
P.M.W.C. Bringmann M 1-1-2013 31-12-2013 | 4.300
K.A.M. Kersten M 1-1-2013 31-12-2013 |[4.300
W.J]. Deetman M 1-1-2013 31-12-2013 |0
W.J. Breebaart M 1-1-2013 31-12-2013 | 4.300
Name Expenses Long-term financial Payment due to
provisions termination
employment
G.H.N.L. van Woerkom | 0 0 0
M.V.I.M. dos Ramos 0 0 0
P.M.W.C. Bringmann 0 0 0
K.A.M. Kersten 0 0 0
W.J]. Deetman 0 0 0
W.J. Breebaart 0 0 0

8.9 Risk analysis

The University of Applied Sciences sector code states that universities of applied sciences must have

an internal risk management and control system, which should include risk analyses of the school’s
operational and financial targets. The Hotelschool utilises a Risk Heat Map to check and monitor these
risks for the organisation. In the Risk Heat Map, a top 5 of risks to be controlled was distilled from the
various risks defined for the Hotelschool. Annually, the Risk Heat Map is subject of discussion in order to
check whether the top 5 risks are still the same. When preparing the long-term budget, the most
important risks with a financial impact are taken into account.

For 2013, the Risk Heat Map defined the following risks to be monitored at the Hotelschool:

1. Unsatisfactory financial results, as a result of which the long-term continuity of the school could be
at risk. Intake of low-quality students, causing higher student dropout rates in the course of the
programme. Cost overruns on account of poor budget control.

2. Reduced government funding, putting pressure on revenue (65% of income is government-funded).

3. Legal action by (former) students in respect of tuition fees (extra tuition fees, no longer charged as
from the academic year 2012-2013).

4. Damage to the Hotelschool image.

5. Key persons are difficult to recruit and/or they leave, resulting in inadequately qualified staff.

The TS-NTS ratio is related to this.
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8.10 Continuity section

Tabel 20. Long-term budget 2014 - 2016 (x € 1,000)

2013 2014 2015 2016
Income
Government grants OCW 12,950 12,168 12,900 14,335
Other government grants 107 0 0 0
Tuition fees and other course income 5,205 5,800 6,400 6,900
Income from activities with third parties 731 1.017 1,050 1,200
Other income 5,054 5,252 5,315 5,475
Total income 24,047 24,237 25,665 27,910
Expenses
Payroll expenses 14,641 15,374 15,656 16,096
Property expenses 4,882 4,989 5,061 5,183
Depreciation 1,629 1,700 1,745 1,770
Other expenses 3,874 4,335 4,482 4,663
Interest expenses (27) 0 0 0
Special expenses 0 0 0 0
Total expenses 24,999 26,398 26,944 27,712
Result from business operations (952) (2.161) (1.279) 198
Number of students ultimo 2013 1,854 2,094 2,183 2,267

Long—term perspective

In 2014 and 2015, the results from operations will be budgeted as negative; for 2014 a negative result
of € 2,161,000. This was provided for in the multi-annual budget in support of the business case for the
new campus in Amsterdam. Due to the system of government financing (T-2), the expansion of the
number of students in Amsterdam will only show a financial effect after two years. The increase in FTEs
for education due to the increased number of students in Amsterdam was reflected in the item staff
costs and will have an effect up to and including 2016.

In January 2014, the third slice of the state grant will become available to cover this negative result,
thus avoiding any problems in respect of liquidity.

Planning & Control

In 2014, the focus will be on maximising proceeds (maximum intake, reduced student dropout rate) and
the effective supervision of expenses (no budget excesses). Work is in progress on setting up a number
of KPIs, which will make financial management and control even more transparent.

Tabel 21. Performance indicators multi-annual budget 2014 - 2016 (x € 1,000)

2013 2014 2015 2016
Staff
Management 2,8 4.5 4,5 4,0
Teaching staff 87,8 98,4 101,0 104,0
Scientific staff 3,9 4,8 5,0 5,0
Other employees 63,5 68,8 69,0 69,0
Number of students ultimo 2013 1,854 2,094 2,183 2,267
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It is presumed that in 2014 the vacancies for teaching staff will be filled by permanent staff. In 2013,
frequent use was made of freelancers. The increase in teaching staff in 2015 and 2016 is related to the
transfer of the extra intake of students in Amsterdam to phase 2 and phase 3 of the programme.

Tabel 22. Balance multi-annual budget 2014 - 2016 (x € 1,000)

2013 2014 2015 2016
Assets
Tangible assets
Intangible fixed assets 0 0 0 0
Tangible fixed assets 12,292 11,342 10,347 9,577
Financial fixed assets 0 0 0 0
Total tangible assets 12,292 11,342 10,347 9,577
Current assets 9,214| 5575 4,075 5075
Total assets 21,506 | 16,917 | 14,422 14,652
Liabilities
Equity
General reserve 2,957 932 -246 -18
Special-purpose reserve public 433 433 433 433
Special-purpose reserve private 2,769 2,633 2,532 2,502
Designated fund public 41 0 0 0
Designated fund private 0 0 0 0
Total equity 6,200 3,998 2,719 2,917
Provisions 445 300 100 100
Long-term liabilities 5,800 5,575 5,100 4,625
Short-term liabilities 9,061 7,044 6,503 7,010
Total liabilities 21,506 | 16,917 | 14,422 14,652

The operating results of the Stichting Internaatexploitatie (Residential Exploitation Foundation) and of
the HTH Leadership Development BV will be included in the Special-purpose reserve private; the result
of the Stichting Hotelschool Den Haag (Hotelschool The Hague Foundation) in the General reserve.

The item ‘long-term liabilities’ consists of a 10-year loan from ‘Stichting Beheer’ and a 20-year loan from
the Ministry of Finance.
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Appendix 1
Legal structure of Hotelschool The Hague Foundation (end 2013)

Residential exploitation (F)
Hotelschool The Hague
(Skotel education under
direction of A)

Foundation (A)

Hotelschool The Hague

Holding (B)

Hotelschool The Hague
Leadership Development

Hotelschool The Hague (C) Hotelschool The Hague Hotelschool The Hague (E)
Performance Management BV Masters BV (D) Curriculum Consultancy BV

A. Hotelschool The Hague Foundation

The Board of Directors is responsible for the daily management of the Hotelschool The Hague
Foundation. The Board of Directors is accountable to the Board of Trustees. The Representative Advisory
Council (RAC) plays an advisory role within the Hotelschool. The Hotelschool The Hague Foundation is
financed through public funding. The Board of Trustees is responsible for approval of the budget and the
annual statement of accounts.

B. Hotelschool The Hague Leadership Development B.V.

The Hotelschool The Hague Foundation is 100% shareholder of Hotelschool The Hague Leadership
Development B.V. (HTH LD), a holding company. The daily management is the responsibility of a single
person directorship: the President of the Board of Directors of the Hotelschool The Hague Foundation.
The budget and the annual statement of accounts are approved during the shareholder meeting. HTH LD
is financed from proceeds from the Holding’s commercial activities.

C. Hotelschool The Hague Performance Management BV

Hotelschool The Hague Performance Management B.V. (HTH PM) develops and provides courses, training
and e-Learning programmes for the international hospitality industry and other industries. HTH LD is
100% shareholder of HTH PM. The daily management is the responsibility of the Board of Directors of
Hotelschool The Hague Foundation, consisting and a General Manager, Annette van de Meene. The
budget and annual report are approved at the shareholder meeting. HTH PM is financed from the
proceeds of commercial activities and has four staff members.

D. Hotelschool The Hague Masters B.V.

In the past, the Hotelschool The Hague Masters B.V. (HTH Masters) offered a commercial Master’s in
Hospitality Management programme together with Erasmus University Rotterdam. In 2012, the
Hotelschool started developing its own Master’s programme. HTH LD is 100% shareholder of HTH
Masters. The President of the Board of Directors of the Hotelschool The Hague Foundation is responsible
for daily management. The budget and annual report are approved at the shareholder meeting. The
Hague Masters is financed from the proceeds of the company’s own commercial activities.
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E. Hotelschool The Hague Curriculum Consultancy B.V.
Hotelschool The Hague Curriculum Consultancy supports other hotel schools with the development of a
new curriculum, including, if required, a training programme for lecturers of the school in question.

F. Hotelschool The Hague Residential Exploitation Foundation

The Hotelschool The Hague Residential Exploitation Foundation was set up for the two Skotels in
Amsterdam and The Hague. The Board of Trustees is the Foundation’s supervisory body and responsible
for approval of the budget and the annual report. The Board of Directors of Hotelschool The Hague
Foundation (A) is responsible for the Foundation’s daily management. The Foundation is privately
funded. The Skotels are home to first year students, are places where practical instruction takes place
supervised by instructors and officers from the practical curriculum, and offer commercial hotel
accommodation. The instructors are Hotelschool employees. Eighty percent of the overhead costs are
related to the buildings. The remaining costs are for staffing, organisation, administration and guest
accommodation. No deductions are made for Hotelschool The Hague administrative staff or other HTH
overheads. The Skotels are financed from student contributions, the proceeds from hotel room and
training facility rental, and other funds, for example profits from Food & Beverage.

Organisational Chart Hotelschool The Hague

Board of Trustees

Board of Directors

Educational Support

Finance & Control Office

Human Resources Student Counselors

Strategic Marketing &

- IT & Facility Services

Corporate Secretary

Education Education Education

Manager Phase 1 Manager Phase 2 Manager Phase 3 Research Centre Food & Beverage Rooms Division

Lecturers Lecturers Lecturers Lectors Instructors Instructors
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Appendix 2

Composition and additional functions of the Board of Directors
(end 2013)

The members of the Hotelschool Board of Directors have permanent positions. The Board of Trustees
places great value on continuity of the management, and for this reason, has not adopted the provision
of the Governance code for Universities of Applied Science, that board members are (in principle)
appointed for a period of four years. The Hotelschool has had a single Director of the Board of Directors
since the end of 2013.

Susanne Stolte (1952)
President of the Board of Directors (as of 24 August 2012)

Additional functions
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Chair NCD (the Netherlands Association for Directors and Commissioners) until 20 June 2013
Member Board of Directors Nationaal Register voor Commissarissen en Toezichthouders (National
Registry for Commissioners and Supervisors) until October 2013

Chair of the Board of Supervisors Kunst- en Cultuurcentrum Cool (Art and Cultural Centre Cool),
Heerhugowaard

Member of the Fundraising & Communication Committee for the Prins Bernhard Culture Fund
Chair of the Quality Lodgings Advisory Council
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Appendix 3
Board of Trustees (end 2013)

The Board of Trustees has a statutory requirement for a minimum of 5 members. Members are
appointed for a period of 4 years. The qualification requirements and competences of the members of
the Board of Trustees as well as of the Board of Trustees itself are described in the profile sketch of the
Board of Trustees. The profile is to be published on the new Hotelschool The Hague website. The profile
sketch is based on the general profile characteristics as described in the Governance code for Universities
of Applied Science as well as its interpretation in the Hotelschool The Hague Board of Trustee Statutes
and regulations. Each member of the Board of Trustees must be competent of evaluating the main
elements of the Hotelschool’s policies as well as having his/her own specific field of expertise. The Board
of Trustees is composed so that the members can operate independently and critically with regards to
each other, the Board of Directors and other potential stakeholders. This appendix includes an overview
of the Board of Trustees members, including their main responsibilities and additional functions.

In 2013, the Board of Trustees included the following members:

Guido van Woerkom

(President of the Board of Trustees and Member of the Remuneration Committee)
Name: mr. G.H.N.L. van Woerkom (1955)

Position: Managing Director ANWB

First appointed: 15 December 2005

Current period: 15 December 2017

Eligible for reappointment: no

Additional functions:

e Chairman Board of Commissioners of Ymere Housing Association;

e Vice President Stichting Wetenschappelijk Onderzoek Verkeersveiligheid (SWOV) (Foundation for road
safety research);

e Vice President FIA World Council for Auto, Mobility and Tourism;

e Member Board: Algemene Werkgevers Vereniging (AWVN) (General Employer’s Association);

e Member Board VNO-NCW (Confederation of Netherlands Industry and Employers).

Micaela dos Ramos

(Member of the Board of Trustees and Chair of the Remuneration Committee)
Name drs. M.V.I.M dos Ramos (1965)

Position: Executive Director at Royal Dutch Society of Engineers KIVI NIRIA
First appointed: 30 June 2008

Current period: 30 June 2016 (on own request until 1 April 2014)

Additional functions:
e Member European Leadership Platform.

Paul Bringmann

(Member of the Board of Trustees and Member of the Audit Committee)
Name: P.M.W.C. Bringmann (1948)

Position: Managing director La Place Food, member Executive Board of V&D
First appointed: 9 December 2009

Current period: 9 December 2017

Eligible for reappointment: no

Additional functions:

e Jury member Hamburger Foodservices Preis;

e Member Recommendations Committee CEO Convention;

e Member NRW Jaarprijs 2010 (Nederlandse Raad van Winkelcentra — Dutch Council of Shopping
Centers.
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Karin Kersten
(Member of the Board of Trustees and Chair of the Audit Committee)

Na

me: drs. K.A.M. Kersten (1970)

Position: Director Facility Management ABN AMRO Bank, Facility Manager of the Year 2013
(chosen from 125 organisations)
First appointed: 7 December 2010

Cu

rrent period: 7 December 2014

Eligible for reappointment: yes

Additional functions:

Member Board of Trustees Landgoed Duin & Kruidberg

Member Board Stichting Kunst & Historisch Bezit ABN AMRO (ABN AMRO Art & History Foundation)
Member Board of Trustees Mahler Assets, ABN AMRO N.\V.

Member Innovation Board, Diversity Board, Ethics Board and Member of the Board of ABN AMRO
Leading Ladies;

Mentoring young professional business women and multicultural talent

Wim Deetman
(member Board of Trustees)

Na

me: drs. W.]J. Deetman (1945)

Position: Member of the Dutch Council of State
First appointed: 7 December 2010
Member Board of Trustees until: 12 December 2013

Additional functions:
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Member Advisory Council Burgland Vastgoed B.V. Stolwijk (Burgland Property BV)

Chair Trustees Mr. Gonsalves nationale innovatieprijs voor de rechtshandhaving

(national innovation award for law enforcement)

Chair Joint Consultative Committee on administrative issues, European Patent Organisation, Rijswijk
Member Board Stichting Postacademische Medische cursussen in Indonesig;

(Foundation for Postgraduate Medical Courses in Indonesia)

President CIO (Commissie Interkerkelijk Contact met de overheid - Committee for interdenominational
government contact)

Chair Committee AedesCode;

Chair Stichting Beroepsopleiding Gemeentejuristen (Foundation for Municipal Advocacy)
Member Foundation Board IHE Delft and UNESCO-IHE

(post graduate education and capacity building in water, environment and infrastructure)
Chair Supervisory Board Meermanno

Chair Government Committee Investigating sexual misconduct in the Catholic Church
(since May 2010)

Member Board of Trustees Hersenen en Cognitie (NWO —-Brains & Cognition)

Chair Board of Trustees of Bronovo-Nebo Foundation;

Chair Committee for Additional functions of The Hague City Council;

Chair Kloosterkerk Foundation;

Chair Board of Trustees of the House for Democracy and the Constitution

(Huis voor democratie en rechtsstaat);

Chair Cornelia-Foundation;

Chair CDA Disputes committee;

Member Expert Circle of Loodslicht;

Chair Curatorium Master of Strategic Urban Studies (NSOB en Nicis);

Chair Gebaarlezing (Indonesia Remembrance Centre).
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dy

Pim Breebaart

(Member of the Board of Trustees and Member of the Audit Committee; from 1 July 2012 Vice president
of the Board of Trustees)

Name: drs. W.]. Breebaart (1947)

Position: Interim Director

First appointed: 1 January 2012

Current period: 1 January 2016

Eligible for reappointment: yes

Additional functions:

Chair Board of Trustees Psychiatrisch Ziekenhuis Rivierduinen, Oegstgeest

(Psychiatric Hospital Rivierduinen)

Chair Board of Commissioners of RinoGroep Postgraduate professional education, Utrecht;

Chair Board of De Noordwijkse School, primary education, Noordwijk;

Chair Regulatory Association of Universities of Applied Science, VTH, The Hague;

Member Advisory Council of the Regulatory Association for Education, (PO en VO), Utrecht;

Member Advisory Council of the Dutch-Flemish Accreditation Committee (NVAO, The Hague;

Chair NVAO Higher Education Institute accreditation, NVAO, The Hague;

Honorary Lector “Knowledge development in higher professional education”, The Hague University of
Applied Science.
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Appendix 4
Annual Report Representative Advisory Council (RAC) 2013

‘The RAC helps where possible to improve the performance of ‘OUR’ Hotelschool. If we want to deliver
the ‘BEST’ student, we all need to do our utmost.’

Activities

e January 2013 - RAC memo regarding misgivings with current state of affairs.

e February 2013 - Joint signage of the Rules & Regulations on the Co determination between RAC and
Board of Directors.

e February 2013 - Two-day training programme, RAC members.

e February 2013 - The RAC received the HR strategy, feedback was given. The strategy was not
approved.

e June 2013 - The RAC students were active in sharing student feedback regarding the educational
organisation with the management. This had many positive results for HTH students.

e June 2013 - A positive advice with conditions was given on the Master’s programme.

e September 2013 - Consent with conditions give regarding changes in the RDP policy and mandatory
classes. This consent was also based on the advice of the Education Committee.

e September 2013 - Plan for the new IT structure presented to the RAC for feedback.

e September 2013 - Proposal for the Code of Ethics presented to the RAC for feedback.

e November 2013 - Consent given regarding Student Charter and Education and Exam Regulations
(EER).

e December 2013 - Consent given regarding the main structure of the new organisation
(including presentation to the whole organisation).

Meetings

The RAC has scheduled monthly meetings and a meeting every 10 weeks with the Board of Directors.
Due to the planned changes in the organisational structure, extra meetings were held with the Board of
Directors and the RAC employee delegation. The RAC cooperated closely with the Board of Directors on
the proposal for the necessary changes to the organisational structure of the Hotelschool. During 2013
there was one meeting with the Board of Trustees contact person. Just before summer 2013, the RAC
received a letter from the Board of Trustees with compliments on the RAC’s efforts with regard to the
Hotelschool over the past years.

Workgroups RAC

The RAC has several workgroups related to the following topics:
e Finance;

e Organisational structure;

e HR strategy and professional development;

e Student Charter and EER.

Information about the RAC

On the Representative Advisory Council worksite on Myhotelschool, more information can be found about
the activities and meeting dates. The RAC reports twice yearly on activities and meetings in Staff and
Student News.

68



Annual Report 2013 Hotelschool The Hague
9. Appendix

Member information

Employees Start End
Marcel Bakker 01-01-2013 31-12-2013
Mariska Boeije-Appel 01-01-2013 31-12-2013
Edgar Keehnen 01-01-2013 31-12-2013
Hans Kipp 01-01-2013 31-12-2013
Lisette Oosterhuis - Lieshout 01-01-2013 15-06-2013
Monique van Prooijen-Lander 01-01-2013 31-12-2013
Gerty Smit 01-01-2013 31-12-2013
Lydia Uyterlinde 01-09-2013 31-12-2013
Andrea Andersson Nicol 01-01-2013 01-09-2013
Sophia Carrillo Beeck 01-01-2013 01-09-2013
Imre Fock 01-01-2013 31-12-2013
Vilde Hansen 01-09-2013 31-12-2013
Danny Koersvelt 01-01-2013 31-12-2013
Petra Kérossy 01-01-2013 31-12-2013
Justine Mfulama, 01-01-2013 31-12-2013
Sara Robles Gonzalez 01-09-2013 31-12-2013
Sonia Sorici 01-01-2013 01-09-2013
Alexa Vollmar 01-09-2013 31-12-2013
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Appendix 5
Overview of partners and sponsors

Partners

e Cornell University

e Ecole Hoteliére de Lausanne

e International University of Applied Sciences Bad Honnef - Bonn
e University of Applied Sciences Haaga-Helia
e Wageningen University

e Leading Hotelschools of the World

e Association Dutch Hotel Management Schools
e Koninklijke Horeca Nederland

e Mondriaan

e EUHOFA International

e EUROCHRIE

e Hyatt Hotels & Resorts

¢ NH Hoteles

e The Rezidor Hotel Group

e Marriott Hotels & Resorts

e Hilton Worldwide

e Starwood

e Accor

e Four Seasons Hotels & Resorts

e La Place

e Swissotel

e Design Hotels

e Movenpick Hotels & Resorts

e Okura Hotels & Resorts

e InterContinental Hotels Groups

e Fairmont Hotels & Resorts

Sponsoren

e Accor

e Bonnewits

e Center Parcs

e City Living BV / The Student Hotel
e Coco-Mat

e Darboven

e Gemeente Amsterdam

e Gemeente Den Haag

e Hampshire

e Heineken

e La Place

e Miele Professional

e Okura

e Ramada Apollo

e Rational

e Schoondergang

e SkannaBasics

e StayNow (Projectbureau KEES)
e Steelite

e Van de Wouw Hotelkamerinrichting BV
e Vrumona

¢ WestCord

e Winterhalter

o WMF
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Appendix 6
Hotelschool buildings and floor space (end 2013)

Location

Building

Status

m?2 ¥
vvo - bvo
EEP 2013-2016

The Hague | Brusselselaan 2 Main school building In ownership 6.672
8.362
Ypersestraat 9 Villa de Zonnehoek In ownership 315
(incl. office student 503

associations)
Zwolsestraat 189 Student accommodation | Rented 6.210
/ Skotel € 619.792 7.570
Gev.Deynootweg 107/107a | Student association In ownership 300
350
Total The Hague 13.712
16.785
Amsterdam | Jan Everstenstraat 171 Main school building Rented 6.205
€ 921.951 7.022
Jan Everstenstraat 173 Student accommodation | Rented 7.424
/ Skotel € 1.103.049 8.401
Total Amsterdam 13.629
15.423

m?2 *

vvo = rentable floor space

bvo = brutto floor space
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Appendix 7
Research Centre Publications in 2013

Double-blind peer-reviewed papers

Blomme, R.]J., Sok, J., & Tromp, D.M. (2013). The influence of organizational culture on negative
work-home interference among highly educated employees inside and outside the hospitality industry.
Journal of Quality Assurance in Hospitality and Tourism, 14(1), 1-23.

Blomme, R.]., Sok, J., Van Rheede, A., & Tromp, D.M. (2013). The use of the psychological contract

to explain work- family interference amongst highly-educated employees. Advances in Hospitality and
Leisure, 8, 135-162.

Sok, J., Blomme, R.]J., & Tromp, D.M. (2013). The use of the psychological contract to explain self-
perceived employability. International Journal of Hospitality Management, 34, 274-284.

Van der Rest, J.I., & Roper, A. (2013). A Resource-Advantage Perspective on Pricing: shifting the focus
from ends to means-end in pricing research? Journal of Strategic Marketing, 21(6), 484-498.

Peer-reviewed conference publications

Arenoe, B., Van der Rest, J.I. & Parsa, H.G. (2013). Willingness-to-Pay for Rate Conditions over the
Booking Horizon. Proceedings of the Annual ICHRIE Summer Conference, 24-27 July, Missouri, US.
Blomme, R.]., Sok, J., & Tromp, D.M. (2013). The use of the psychological contract to explain work-
family interference. Proceedings of the APacCHRIE Conference, 21-24 May, Macau, CN.

Dekker, D., Klaiber A., & Hesteren, L. (2013). Hospitality Personality. Proceedings of AHTMM, 25-30
June, Taipei, TW.

Heo, C., Van der Rest, J.I. & Wang, X.L. (2013). Cultural Influences on Fairness Perception of Revenue
Management Pricing in the Tourism and Hospitality Industry. Proceedings of the 11% APacCHRIE 2013
conference, 21-24 May, Macau, CN.

Huizing, J., & Wiegerink, K. (2013). Cherishing the Journey Wows: Fresh Approaches for Cities

to Capitalize on Their Best Assets for Visitors. Proceedings of the Service Design and Tourism
Conference, 7-9 November, Sarasota , US.

Koupriouchina, L., & Van der Rest, J.I. (2013). Hotel Forecasting Accuracy Measures: can we trust
them? Proceedings of the 31" Annual EuroCHRIE Conference, 16-19 October, Freiburg, DE.

Sok, J., Blomme, R.]., & Tromp, D.M. (2013). Relations between organizational culture (clan and
adhocracy) and positive and negative work-home interference, and the mediating role of work-home
flexibility. Proceedings of the I-CHLAR Conference, 4-6 July, Lausanne, CH.

Van den Broek, A.F., Schepel, A. & D. Dekker (2013). Stereotypes Among Hospitality Students.
Proceedings of AHTMM, 25-30 June, Taipei, TW.

Van Rheede, A., & Blomme, R.J. (2013). How to successfully implement sustainability in an
organization: a review of the literature. Proceedings of CRRC, 11% - 13% September, Graz, AU.

Van Rheede, A., & Blomme, R.]. (2013). Towards a Sustainable Future: Motors Driving Change in
the Hospitality Industry. Proceedings of the 31" Annual EuroCHRIE Conference, 16-19 October,
Freiburg, DE.

Visser, S., & Tromp, D. (2013). The perfect fit, an exploration of ideal trainee personality profiles

in the hospitality industry. Proceedings of the 31" Annual EuroCHRIE Conference, 16-19 October,
Freiburg, DE.

Book publications

Wiegerink, K. (2013). How Hospitable is your City?, The Hague: Hotelschool The Hague.

Magazine

Van der Rest, J.1., & Arenoe, B. (2013). Annuleren: tegen welke prijs?, Hospitality Management,
22(2), 30-31.
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Online blogs

Edwards, A., & Van der Rest, J.1. (2013, July 29). To What Extent Does Tipping Influence the Service
Given in Your Hotel or Restaurant? Retrieved from http://ehotelier.com/hospitality-news/item.
php?id=25937_0_11_0_C/.

Griep, P., Arenoe, B., & Van der Rest, J.I. (2013, April 4). Gast wil niet betalen voor kraanwater.
Retrieved from http://www. hospitality-management.nl/nieuws/gast-wil-niet-betalen-voor-
kraanwater-18782/.

Van der Rest, J.1., & Arenoe, B. (2013, May 8). Are Guests Willing to Pay for Cancellation and Does
this Change over the Booking Horizon? Retrieved from http://ehotelier.com/hospitality-news/item.
php?id=A25523 0_11_0_M.
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