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An Overview of the Hotel Industry

In this unit, you will cover:

1. A brief history of the hotel industry;

2. The basic services a hotel might provide;
What a hotel staff could do to attract guests;
The organizational structures of a hotel;
How to tell the location and direction.

“woRw

Part 1 Readings

Text A Intensive Reading: The Development of Hotel Industry

The development of the hotel industry is closely related to travel. Though hospitality services
can be traced back to 12 000 years ago, hotel business as a social phenomenon was not possible
until the first real opportunities for people to trade and travel came in the sixth century B.C. when a
standardized medium of exchange was adopted. With traveler’s areas of movement widened, their
need for lodging became greater. Early inns and taverns as well as caravansaries were built along
the roads at the distance a horse could travel in a day. The inns were primitive by modern standards.
In most cases, they were nothing more than a space within private dwellings. The old-fashioned
inns, however, did provide food and shelter for both men and horses and therefore became a symbol
for hospitality.

Not until the Industry Revolution in England were there signs of progress and new ideas in the
business of inn-keeping. During the era from 1725 to 1825, British inns gained the reputation of
being the finest in the world. Inn-keepers in London increased services, maintained standards of
cleanliness, and at Jeast to some extent, catered to guests. With the development of railroads in the
nineteenth century, large hotels were constructed near the train stations. In 1829, the Tremont
House opened in Boston, the United States. This hotel was considered by many to be the beginning
of what was regarded as first class service. With 170 rooms, the Tremont House was a large
facility. In addition, the hotel offered features which, for the time, were amazing. Private single and
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double rooms were available, which offered not only privacy, but also security. In addition to
water pitchers and a washing bowl, free soap was provided in each room. The Tremont House
offered French cuisine and, reportedly, was the first hotel to have a Bellboy.

The remainder of the nineteenth and early twentieth centuries saw the rapid growth in
commercial travelers. So did their demands for service and comfort. In 1908, Elsworth M. Statler
opened the Buffalo Statler, marking the beginning of the modermn commercial hotel era. Many
services now considered standard were introduced by the Statler, including such amenities as a light
switch by the guestroom door, private baths, ice water and a free morning newspaper, The Statler
set the standard of the day by being clean, comfortable and affordable. The Statler served as the
pattern for hotel design and operation for many years.

The modem hotel business started to develop rapidly in 1940s, when World War 11 necessitated a

tremendous amount of travel in the world. Motels began to replace roadside cabins as use of the
automobile spread throughout society. Offering low-cost and clean accommodations with adjacent
parking facilities for cars, motels enjoyed great popularity with the traveling public. The
tremendous increase in automobiles and airline travel opened up many new areas that could not
previously be considered proper sites for hotel development. The most direct result of the increase
in tourism that was attributable to the airplane was a boom in the construction of resort hotels.
Resort hotels did not, however, originate with the airplane. The airplane made many more places
available for development as resorts, including places that were quite isolated.

In the 1950°s and 1960’s, the practice of franchising appeared within the industry.Franchising
enabled entrepreneurs to expand their operations without the use of substantial capital. For much of
their history, hotels were owned and operated by individuals. However, as franchises and chains
began 1o appear, individually owned hotels found themselves increasingly at a competitive
disadvantage. By the 1960’s, independent properties began to improve as the result referral
organizations such as Quality Courts, Best Western, Master Host and Best Eastern, From the 1980’s
forward, mergers and acquisitions became commeon within the industry, and brands become hotly
traded commodities.

New concepts in hotel design have been developed in an effort to meet changing preferences
and new characteristics of the traveling public. In the last few decades, many new types of hotels
have been built. To meet the increasing MICE business, large convention hotels with extensive
public areas, function space, and convention facilities have been built. Since early 1980°s, an .
attempt has been made to design hotels for specific markets. The attempt to build a product which
satisfies specific markets has been referred to as the Niche Concept. At the same time, older hotels
have found it essential to resort to more comprehensive marketing in order to fill room capacities
and maintain profitability. The Towers/Concierge Floor Concept has proven particularly useful in
order to create “hotels within hotels” .

*« 7.
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Recently, use of management companies has entered the mainstream. As a result, many chains
are more involved in management than in ownership. These chains realize a much more predictable
and steady income stream than had normally been yielded by ownership.

China offered few accommodation facilities of international standard before 1978. What
existed was of poor quality and was insufficient to satisfy the sudden influx of overseas tourists to
China under its Open-door Policy. The top priority of the tourism sector at that time was to build
hotels that met international standards. From 1986 to 1991 the Chinese government invested RMB
6 billion into its hotel industry (about US$1.25 billion at 1990 exchange rates). The government’s
investment and restructuring of the hotel industry, plus its encouraging external investment and
allowing the entry of foreign-owned hotel companies, resulted in 2 354 newly opened hotels by
1992,

In 1992 China widened its economic reform and Open-door Policy. Increased business activity
and international tourist arrivals stimulated hotel investment. In just four years, from 1993 1o 1997,
China doubled its hotel capacity to 5 201 hotels and 701 736 rooms. However, the annual increase
of hotels and rooms often exceeded the increases of inbound travelers and domestic tourisis. As a
consequence, since 1996 occupancy rates have been around 55%. Oversupply combined with the
effects of the Asian economic crisis that started in 1997 handed the Chinese hotel industry a
financial loss in 1998. That first-ever loss totaled RMB 4 656 billion-or about US$ 0.6 billion.
Despite this setback, the stock of hotel rooms still grew by 16.2% from 1998 to 1999, although
annual room growth slowed to 6.6 % in 2000. Thus, in 2000 China had a total of 10 481 hotels with
948 185 rooms and achieved 55,85% occupancy. China’s hotel industry will need to expand further
to meet the growing demand from both international and domestic travelers.

With China’s socio-economic development, particularly the rise of domestic tourism, the hotel
industry in China attained more significant development opportunities than before. In 2006, the
number of China’s star-rating hotels continues to maintain moderate growth. By the end of 2006,
there were 12 751 star-rating hotels in China, which were 923 more than this time last year;
increased by 7.8 %; possession of 1 459 800 guest’s rooms, 127 600 more than last year; increased
by 9.6 %; holding 2 785 500 beds, 213 800 more than last year, 8.3 % increased.

In a comprehensive view of the development of the hotel industry in China, we can see the
scale of hotels is expanding while the competition is increasing. China’s own hotel companies are
relatively small and immature when compared to foreign multinational hotel companies, most of
which have already declared China as a key target for expansion. To date, overseas involvement in
China’s hotel business, although encouraged and even supported by the government, has still been
much under government control. However, China’s WTO entry should mean the eventual removal
of such controls and expose the local industry to greater competition from foreign companies. For
example, the government will need to forgo its hotel-ownership hegemony, because the WTO

.3.
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agreement provides that China will have hotels that will be 100% foreign owned within three years

after WTO entry.

\ZF
p Word List

hospitality [hospi'tseliti] n.
tavern [‘tesven] n.
caravansary [ kesra'vaenseri] a.
shelter ['[elta] n.

cuisine [kwi(:)'zi:n] n.
bellboy ['belbai] .
amenity [8'mi:niti] n.
switch [swit[ ] n.
affordable [a'fa:debl] adj.
motel [meu'tel] a.

cabin [ 'keebin] n.

accommodation [ ekama'deifan] n.

entrepreneur [ ontrepre’ne:] .
chain [tfein] n.

property [ 'prapati] n.
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ownership ['aunefip] .

1.. hotel industry
2, medium of exchange
3. Industry Revolution

cater to

water pitcher
washing bowl
parking facilities
Tesort hotel
MICE

oot w2 Ot

10. Niche Concept
L 4 L ]

0 8B

B

HBAARIE, Kied
Heab, NEF B
e, RE

NE

& AfR 1M R
PiiS

AR
AR

AR =

ek WA
LAE, FAA
%

W=, FEW, PR
st A2
FtR, WESH

B E

TEES: TRHAR

Tob&FEay (T EMBENEEFE, BT

18 fik4d 60 £EA4L)

feoy (RETE): @&

KT

By

BERE

318 _

B Meeting (&) Incentive CEZENRHE).

Conference ( KZEMNFL{0). Exhibition (3%
BRE) HBE—AFEAE, RLRlkmE
XHEE _

FEEE, DFEIRTHES




Unit 1 An Overview of the Hotel Industry

11. rocom capacity BN
12. exchange rate - RARE, JLE
13. foreign-owned hotel A5 30 B R
14. occupancy rate AR

15. star-rating hotel B E

16. franchising FeE

Text B Extensive Reading: The Role and Organizational Structure

of a Hotel

A hotel is a temporary home for people who are traveling. It usually offers guests a full range
of accommodations and services, which may include reservations, suites, public dining and banquet
facilities, Jounge and entertainment areas, Toom service, cable television, personal computers,
meeting rooms, specialty shops, personal services valet, laundry, hair care, swimming pool, golf
course and other recreational activities, gaming/casino operations, ground trémsportation to and
from an airport, and concierge services. All of these services are designed to accommodate the
traveler, so the hotel business is often referred to as the accommodations industry.

Hotels treat their customers as guests and strive to provide a spirit of hospitality that exceeds
their guests” expectations. Ellsworth M. Staler is credited with the slogan, “The guest is always
right” , and many would agree wholeheartedly. An anonymous source late countered by saying,
“The guest is not always right, but he is always the guest.” There lies the uitimate challenge to the
industry professional: providing a level of guest service that meets the ever-changing needs and
demands of guests.

The attraction and glamour of the hospitality industry can be attributed to various elements.
For example, all hotels choose an image they wish to project. This is done in part with architecture
and design. Yet, no matter how effective the design may be, the building is really only bricks, steel,
glass, and furnishing. The architecture and style of the property may be important in establishing its
theme, but it is the hotel staff that is essential to the creations of its ambience.

Hotels may play an important part in a community. Prominent civic clubs, business groups,
and local and national companies may meet in hotels. Organizations are attracted to communities

with high-quality lodging facilities. A hotel can serve as a central gathering place for an entire
comumunity.

The hotel is a highly organized commercial unit. Organizing, the process of structuring human
and physical resources in order to accomplish organizational objectives, involves dividing tasks
into jobs, specifying the appropriate department for each job, determining the optimum number of

e 5.
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jobs in each department, and delegating authority within and among departments.

In order to carry out its mission, giobal and departmental goals and objectives, every company
shall build a formal structure depicting different hierarchy of management, supervision, and
employee (staff) levels. This very structure is refereed to as organization chart. The organization
chart shows reporting relationships span of management, and staff/line functions. Moreover, the
organizational chart of a hotel is representative of its operating mode and its business culture. One
of most critical challenges facing lodging managers today is the development of a responsive
organizational structure that is committed to quality.

The framewotk of jobs and departments that make up any organization must be directed
toward achieving the organization’s objectives. In other words, the structure of a lodging business
must be consistent with its strategy.

Managers give structure to a hotel and lodging through job specialization, organization and
establishment of patterns of authority and span of control.

As their facilities grow in size, lodging mangers are faced with the need to group certain jobs
in order to ensure efficient coordination and control of activities. These job groupings are usually
called department. In general, departmenis might be grouped as front of the house (those
departments in which employees have guests contact, such as front desk), and back of the house
(where employees have little guest contact, such as accounting). However, separating departments
by function is the most common method of organizing a hotel or a lodging business, There may be
as few as 2 or as many as 50 employees in a particular department.

In a very small lodging business, such as a bed-and-breakfast, the owner can supervise each
department. However, as the lodging business increases in size (i.e., above 20 rooms), it is most
effective to create managerial positions within departments.

Every organization chart shall be flexible, to reflect the ever-changing environmental
dynamics and, hence be able to survive, In accordance, organization charis shall be reviewed
periodically in order to determine whether the actual organization still match the environment needs
{i.c. gnests, employees, technology, competitor's needs+**) or not. A SWQOT analysis (i.e. Strengths,
Weaknesses, Opportunitics and Threats) shall be a good start to initiate a change in the organization
chart or not. Last but not least, it is of extreme importance that there are no 2 hotels having exactly
the same organization chart, and that 2 hotel might have an organization chart change over time,
For, organization charts shall be tailored to fit the needs of each individual property.
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Word List

reservation [reza'veifen] n. WiT, W&y

~ facility [fe'siliti] n. B
lounge [laundz] n. N
entertainment [enta'teinment] n. B, SRR
laundry ['loindri] n. ¥ER)E
recreational [rekri'eifonel] adj. BT, HEW
casino [ke'si:neu] n. RN (RRE. MBI, —ME

PR

ambience [‘zembiens] ». wE
: Notes
1. afull range of o LR i)
2. room service - REXERS
3. cable television Hmi
4. personal computer A A HL i
5. meeting room ' 2WE
6. specialty shop RS
7. swimming pool _ Weik
8., golf course B R R BRG
9. concierge service RS
10. front desk LLE=)
11. limited-service hotel HRAR &S
12. full-service hotel EREHIE

Part I Hotel Links

Reservation Application Form FERiIT M

ATENRRAEERE, UREELSHEFET, RREGRE, —ABN THER
ZAELTERIFEMN. BB R M sams. ML TEARRE, ERRETH
AR R, URERITR. RERBHEE RS

e ISR AN R ZERU T ILS.

1. ZABNAREDACE. B, HH, SREANEL. 2. EE. BhH. 4
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Bk BE. R, BTHE. EHEAE SATERELEERTIR.
2. WEMILFREANER, SREAMEAT BIFEERI 6. FRIKE, FHRE

KE.

Sample

RESERVATION APPLICATION

DATE APPLIED

NEWBOOKING CANCELLATION AMENDMENT ONWATING LIST

GUEST NAME

ARRIVAL DEPARTURE
COMPANY MM/DD/YY MM/DD/YY
TITLE TRANSPORTATION ARRANGEMENT

FLIGHT

ETA: ETD:

TRPE OF ACCOMMODATION REQUIRED

RATE SPECIAL DISCOUNT

CORPORATE DISCOUNT

TRAVEL AGENT DISCOUNT

AIRLINE DISCOUNT
PERSON
FIRM/TRAVEL AGENCY PAYMENT INSTRUCTION
NAME OF APPLICANT | A/C NO REMARKS / SPECTAL INSTRUCTIONS
PHONE NUMBER FAX NUMBER
RECEIVED BY RECONFIRMED BY
APPROVED BY

Please note that reservations are held until 6 p.m. unless arrival details are notified.

Part 1l Dialogues

Dialogue 1  Location and Direction

Scene: The Wills are at the restaurant,

Mr. Wills (B): Excuse me?

The waiter (A): Yes, sir. Can I help you?

B: Of course. I want to have my coat washed, Is there a laundry store near
here?

A: Yes, sir. We've got a Laundry Section to get your coat washed.

B: Inside the hotel? That’s great! But how can 1 get there?



A

Unit 1. An Overview of the Hotel Industry

That’s easy. Go down the stairs to the first floor; turn left to the third
door on the right. That’s the Laundry Section.

B: OK. That’s good. Thank you.

A

My pleasure, But 1 don’t think you need go there yourself, Just call
them on the telephone and tell them your rcom number. That's OK.

Mrs. Wills(C): That’s interesting, Can I have my hair dressed in the same

A

C:
A

way?
I'd like to say “yes” , but I'm afraid it’s impossible. Because there's so
ruch furniture about the hairdresser’s.
I see. It’s just a joking. By the way, how can I get to the beanty parlours?
Take the lift to the 11th floor; tum right, straight on to the end. And
there you are,

: Good. We stay in a grand hotel with many kinds of service, don’t we?

Well, are there any other services in the hotel?

: Yes, sir. Doris Hotel is rated as a four-star hotel that offers many

services. We have a disco bar on the 12th floor, a beauty center on the
11th floor, 4 mini-market on the first floor, a business center at the
eastern end of the 11th and a sport center on the 13th floor--

B: A sports center? What will I meet there?

A

There are a snooker room, a chess-game room, a swimming-pool, an
indoors tennis play-ground and a gym,

B: That sounds very good. Thank you very much.
C: We really appreciate your help. Thanks.

- A: My pleasure,
chess [tfes] n. _ Hir gt
furniture ['fonit[a] n. HFE
gym [d3im] n. EHtE, %5, &R
location [leu'keifn] n. fE, A
parlour ['pa:la] . REE;, SUE; (U5 BNMREE
rate [relt] v. Wl EHEH
scene [siin] n. IR Tl RR
snooker ['snu: ka] n. Al (ERNSRE—F)

stair. [steo; stes] n. R
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BHIRS RRTR, £ AFHE.

2. have my coat washed: 15 A¥EHRIFM4K . have sth, done (&, get sth. done )& RiF AN
EEZ 75, . He'll have his tomb built. (fS R A BB E. )

3. the first floor: —2. HEMEENREAF. FHEH —ZF the ground floor, Z24
K the first floor, K IHAEHE. RESBREHFHEEL.

Dialogne 2 Showing the Way

Scene: The Wills are leaving the restaurant after their meal.

The captain (A): Good bye. You'll be more than welcome next time.

Mrs. Wills (C): Thank you. The dinner is very good.

A; I'm glad that you like it

Mr. Wills (B): By the way, could you give us a brief run-down of the

services provided by your hotel?

A: Certainly, Madam. Qur hotel is a first-rate hotel with over 300 rooms of
international standard. There are 4 spacious Chinese restaurants, a deluxe
western-style restaurant, large and small banquet halls and a 24 hour café.

C: How about other services?

>

: Also available are a beauty salon, a barber shop, a souvenir shop++*

: Yes, it’s on the 13th floor. And we’re got a billiards room and bowling
room as well. They’re ready to serve the guests at their convenience.

: I’d like to have a brochure of your hotel, where could { get one?

: You can take one from the Reception Desk.

: And can I post a letter also at the Reception Desk?

o)

: Yes, of course.

: If T want to book a plant ticket, can I get the service in the hotel?

: Yes, on the 15th floor there is a CITS office where to book plane tickets
to every city in Ching, even to Japan.

om0 ' P

o

: Good. And when does your restaurant open?

-

: It opens at 6 o’clock in the morning and closes at 11 o’clock in the
evening. '

C: And how about the western restaurant?

A: From 7 o’clock in the morning till 10 o’clock in the evening.

B: Could you tell me how to go to the Friendship Store? I couldn’t find the

exact shop on the map.

A: Yes, of course, Qur hotel is located on Kitten Road in the western
district of Beifing. And the Friendship Store is within easy reach. You
can take No. 27 Trolley Bus and get off at Dalong Road. Go ahead
along the road and tum left at the 2nd crossing. Then go straight on
until you find 20d crossing. And at the comer of the street, you’ll find

.10.



