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Unit An Overview of the
One Hotel Business

Text A A Brief History of the Hotel Industry

A hotel is a temporary home for people who are traveling. In a hotel the traveler can
rest and has access to food and drink, either on the premises or nearby. The hotel may also
offer facilities for recreation, such as a swimming pool, a golf course, or a beach. All of
these services are designed to accommodate the traveler, so the hotel business is often
referred to as the accommodations 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 BC 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. Innkeepers in London increased services,
maintained standards of cleanliness,and at least 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 first-class hotel was born in Boston ,the United States. Featuring
private single and double rooms, the Tremont House was conceded to be something
absolutely new in hotel industry.

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,the first modern commercial hotel in America. His many

innovations in hotel catered to businessmen including offering back-to-back plumbing, light
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switches by the guestroom doors, private baths and a free morning newspaper.

The modern hotel business started to develop rapidly in 1940s, when World War II
necessitated a tremendous amount of travel in the world. Motels timely originated as an
outgrowth of increased demands by the automobile business travelers. The motel became a
method of providing low-cost accommodations with parking facilities for cars. 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.

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”.

Text B Hotels and Their Classifications

Hotels can be classified into different types according to the clientele they serve,the
quality of service they offer,and their sizes.

One way of classifying hotels is by the type of guests they cater for. The first category
is the commercial hotel, which provides services essentially for transient, many of whom
traveling on business. Many city hotels and diversely located motels fall into this group. The
second category is resort hotels. Located in vacation areas,they often provide recreational
facilities of their own as well. The resort hotels may be called“ family” resorts or may appeal
to singles, young couples, etc. Many are converting to specialization enabling year-round
operation including spa resorts or conference centers. A third type of hotel aims its services
largely at the convention trade. Conventions are meetings usually held yearly, of various
businesses or professional groups. Not so long ago, most conventions were held in large

urban centers, but the airplane has made it possible for resort hotels to attract this kind of
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business also. The fourth category is resident hotels. People who do not wish to keep house
themselves can rent accommeodations on a seasonal basis or even permanently in many
hotels. Besides, there are also a number of hotels offering limited services for budget
travelers like backpackers. The examples of this group are youth hostels or YMCA.

Another way of categorizing hotels is by the quality of service they offer. At the top are
the luxury hotels, which generally offer their guests the greatest comfort and convenience
possible. At the bottom are those that provide merely a place to sleep. In between these two
extremes are establishments offering a wide range of service and comfort. A system for
rating hotels according to quality is widely used in China. This system puts the top hotels
as the five-star hotels, with others receiving from four to one star. The standard features
include private bathrooms,room telephone , recreational facilities, and so on. The difference
in quality between hotels is not,however, entirely a matter of equipment or furnishings. The
services they offer are also a matter of prime importance. In service style, there are also
many hotels offering special services. These hotels include trend hotel emphasizing on
chic, medical hotel providing medically approved diet and fitness programs, sports hotel
offering professional quality sporting facilities, and theme hotel specializing in theme
parties and events.

Some hotels may be classified with respect to their size. Small hotels have fewer than
100 rooms, medium-sized hotels normally have between 100 and 200 rooms, while large
hotels usually have more than 200 rooms. The size of a hotel will affect its organization and
operation. For example, large hotels are usually divided into distinct departments which
specialize in providing one type of service to guests. In medium-sized and small hotels,
departments are less specialized and the staff have a wider range of duties.

Hotels can be categorized by different standards, but no firm distinction exists between
the different kinds of hotels. It is quite possible that one specific hotel may fall into at least

two categorical descriptions.

L
Dialog I At the Human Resources Department

Scene: Mr. Kang Hong(K), a third year student of Hotel Management Dept. of a
tourism institute, comes to the Grand View Hotel for his internship. The
training manager (M) is talking to him about the schedule of the internship.

M: Good moming, Mr. Kang. You're going to spend 6 months on having your

operational and managerial internship in our hotel. Right?

K: Yes. If possible, I'd like to work and learn in every department of both the front

of the house and the back of the house.
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M.

=

=

=

Why not? First of all, you'll be a Front Office clerk. You'll be a reservation
agent, receptionist, bellman, informant, operator and cashier. You’ll have the

most direct contact with foreign guests.

: Great! Thank you. What then?

Then, youll be a room aitendant, a laundryman, a PA cleaner in the
Housekeeping Dept. . You'll have a section of 14 rooms every day. That might

cause you quite some physical labor.

: No problem. I'd love to.
: After that, youll be put at the Food and Beverage Dept. .

: Fine. Epicurean civilization is in China. I'd try my best to make every customer

know better about Chinese cuisine.

: When you have had your practice at these three depariments for one month

respectively, you will work as a shop assistant in our hotel’s Shopping Arcade, a
clerk in our Recreational Dept. , a sales representative in our PR and Sales
Dept. , a security officer in our Security Dept. , and a maintenance man in our

Engineering and Maintenance Dept. to leam something of everything.

: And everything of something.

.. If everything goes smoothly, we'd consider letting you work at the Controlling

Department and the General Manager’s office to learn the art of hotel

management.

: Oh, that’s very considerate of you.
: Youre welcome. Please come here at 8:00 tomorrow morning to have your first

course—Orientation.

S S S S
Dialog II Orientation (1) —Ethics Integrity

Scene; Mr. Kang Hong( K) is now having his first course—orientation, on ethics

Integrity.

Manager( M) : What kind of employee would you want to be?

K.
M:

Definitely a manager.
Great! But Rome was not built in a day. Don’t you think you should start from

the grass-roots level?

: Yes, I understand.
. What do you think of the hotel business?

: A hotel is to create a home away from home for all the travelling guests. I think

hotel service is a very decent and honorable occupation.



