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Congratulations. . .

You have a running start on a fast-track career!

Developed through the input of industry and academic experts,
this course gives you the know-how hospitality employers demand.
Upon course completion, you will earn the respected American
Hotel & Motel Association certificate that ensures instant recognition
worldwide. It is your link with the global hospitality industry.

You can use your AH&MA certificate to show that your learning
experiences have bridged the gap between industry and academia.
You will have proof that you have met industry-driven learning ob-
jectives and that you know how to apply your knowledge to actual
hospitality work situations.

By earning your course certificate, you also take a step toward
completing the highly respected learning programs—Certificates of
Specialization, the Hospitality Operations Certificate, and the Hos-
pitality Management Diploma—that raise your professional devel-
opment to a higher level. Certificates from these programs greatly
enhance your credentials, and a permanent record of your course and
program completion is maintained by the Educational Institute.

We commend you for taking this important step. Turn to the
Educational Institute for additional resources that will help you stay
ahead of your competition.
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Educational Institute Courses

Learning is a skill, like many other activities. Although you may be familiar

with many of the following study tips, we want to reinforce their usefulness.

Your Attitude Makes a Difference

If you want to learn, you will: it’s as simple as that. Your attitude will go a

long way in determining whether or not you do well in this course. We want to
help you succeed.

Plan and Organize to Learn

Set up a regular time and place for study. Make sure you won'’t be disturbed
or distracted.

Decide ahead of time how much you want to accomplish during each study
session. Remember to keep your study sessions brief; don’t try to do too
much at one time.

Read the Course Text to Learn

Before you read each chapter, read the chapter outline and the competencies. If
there is a summary at the end of the chapter, you also want to read it to get a
feel for what the chapter is about.

Then, go back to the beginning of the chapter and carefully read, focusing on
the material included in the competencies and asking yourself such questions
as:

— Do I understand the material?
—How can I use this information now or in the future?

Make notes in margins and highlight or underline important sections to help
you as you study. Read a section first, then go back over it to mark important
points.

Keep a dictionary handy. If you come across an unfamiliar word that is not
included in the key terms, look it up in the dictionary.

Read as much as you can. The more you read, the better you read.

Testing Your Knowledge

Test questions developed by the Educational Institute for this course are de-
signed to reliably and validly measure a student’s ability to meet a standard
of knowledge expressed by the industry-driven competencies.
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Study Tips

End-of-the-chapter Review Quizzes help you find out how well you have
studied the material. They indicate where additional study may be needed.
Review Quizzes are also helpful in studying for other tests.

Prepare for tests by reviewing;:
—competencies

—notes

—outlines

—questions at the end of each assignment

As you begin to take any test, read the test instructions carefully and look over
the questions.

We hope your experiences in this course will prompt you to undertake other

training and educational activities in a planned, career-long program of profes-
sional growth and development.




Contents

Congratulations ..., e Xii
About the Authors .............. ... ..ot e xiii
Study Tips ..o e e e XV
1 The Lodging Industry ............ ... .. ... i, 2
The Hospitality Industry . ........ . ... . ... . L 3
Defining the Term Hotel e Classifying Hotels
Sz o 6
Target Markets ..........coiiiiiii 6
Commercial Hotels » Airport Hotels o Suite Hotels o Extended Stay
Hotels o Residential Hotels o Resort Hotels o Bed and Breakfast Hotels
e Time-Share and Condominium Hotels e Casino Hotels e Conference
Centers o Convention Hotels o Alternative Lodging Properties
LevelsofService . ... ... .. . . . 19
The Intangibility of Service » Quality Assurance e Rating Services
o World-Class Service » Mid-Range Service ® Economy/Limited Service
Ownership and Affiliation ................................ .. ..., 23
Independent Hotels o Chain Hotels
Reasons for Traveling ........... ... i iiiiiinnaann.. 27
Business Travel o Pleasure Travel o Group Travel e Buying Influences
Multicultural AWareness ...........oviiiiiiiiii i 32
SUMMATY . ...ttt 34
Endnotes, Key Terms, Review Questions, Internet Sites, Case Studies .. 35
2 Hotel Organization ..........c.iiiiiiiiiiiiiienaanennenn. 44
Organizational Missions .......... ... i 45
Goals e Strategies and Tactics
Hotel Organization .. ....... ..ot 48

Organization Charts e Classifying Functional Areas ® Rooms Division

o Food and Beverage Division e Sales and Marketing Division e
Accounting Division e Engineering and Maintenance Division » Security
Division e Human Resources Division e Other Divisions



Vi Contents

Front Office Operations . .......... ..t 65

Organization e Goals and Strategies » Workshifts e Job Descriptions
o Job Specifications

Summary ... 70
Key Terms, Review Questions, Internet Sites, Case Study ............. 70
Appendix: Selected Front Office Model Job Descriptions ............. 80
3 Front Office Operations ........... B ).
The Guest Cycle ....uuuu i e 93

Pre-Arrival o Arrival e Occupancy e Departure

Front Office Systems .......... ...t 102
Non-Automated o Semi-Automated o Fully Automated

Front Office FOrmS ... ...t et aa e 106
Pre-Arrival  Arrival & Qccupancy < Departure

The Front Desk . ... ooo i i i et e e 109
Functional Organization e Design Alternatives

Front Office Equipment ... ... ... ... . i 110

Room Rack e Mail, Message, and Key Rack ® Reservation Racks e
Information Rack e Folio Trays » Account Posting Machine o Voucher
Rack e Cash Register e Support Devices

TelecommuUnications . .......... ... it 117
Telecommunications Equipment
Property Management Systems ........... ... o i 122

Reservations Management Softwave o Rooms Management Software o
Guest Account Management Software o General Management Software
e Back Office Interfaces o System Interfaces

SUDMALY .« .« . oottt et e e e e et s e 129
Key Terms, Review Questions, Internet Sites, Case Study ............. 130
4 Reservations .............. e teecnensessaencteenaeenesanass 138
Reservations and Sales .. ..ottt e e 139
Types of Reservations ..., 140

Guaranteed Reservations s Non-Guaranteed Reservations
Reservation Inquiry ..........cccvovoiiiiiiiii 142

Central Reservation Systems o Global Distribution Systems o Intersell
Agencies o Property Direct ® Reservations Through the Internet



Contents Vil

GroupReservations ................ciiii i 149
Reservation Availability

Control Book e Computerized Systems

The Reservation Record .. ..o v viii i i i e e et aes 162
Reservation Confirmation . ... ...t n e ieaaeareraaaananes 163

Confirmation/Cancellation Numbers
Reservation Maintenance . .............. ..o iieenrieeiiiannannans 165

Modifying Non-Guaranteed Reservations e Reservation Cancellation

Reservation REPOrts . ... ..o 167
Expected Arrival and Departure Lists o Processing Deposits e Reservations
Histories
Reservation Considerations ............ .. ... i, 169
Legal Implications o Waiting Lists e Packages e Potential Reservation
Problems
SUMIMALY . ..o ot et et e a e e s s e et 172
Key Terms, Review Questions, Internet Sites, Case Study ............. 173
Registration ................... fiieaeeeas P | ¥
Preregistration Activity . ... 183
The Registration Record ........... ... i, 186
Room and Rate Assignment . ...t 188

Room Status * Room Rates ® Room Locations e Future Blocks

Method of Payment ... .........ouiiiiiii 194

Cash e Personal Checks ® Credit Cards e Direct Billing o Special
Programs and Groups e Denying a Credit Request

Issuing the Room Key ... 202

Fulfilling Special Requests ......... ... oiiiioiiinninrees 203

Creative OPtiONS . ... .ottt 204
Self-Registration

Selling the GUESITOOM . . . ... . ouuiir it 207

When Guests Cannot Be Accommodated ... 208

Walk-In Guests o Guests with Non-Guaranteed Reservations e Guests
with Guaranteed Reservations

SUMIMATY .o o vevene e oot ae s s s sttt 211
Key Terms, Review Questions, Internet Sites, Case Study ............. 213



viii Contents

6 Front Office Responsibilities ............... ... ..o it 222
Front Office Communications .............ccoiiiieiiiiiiieean.. 223
Log Book e Information Directory e Mail and Package Handling e
Telephone Services
Interdepartmental Communications ............. ... ... ... 230
Housekeeping o Engineering and Maintenance  Revenue Centers
o Marketing and Public Relations
GUESE SETVICES . .. oot 232
Equipment and Supplies e Special Procedures
Guest Relations .. ... ... . 234
Complaints e Identifying Complaints » Handling Complaints e
Follow-Up Procedures
Front Office Security Functions ................... ... o oo 240
The Role of the Front Office » Key Control e Surveillance and Access
Control  Protection of Funds e Safe Deposit Boxes o Lost and Found
s Emergency Procedures
SUIMITIATY ¢ vt ettt e e s e e s m e e e 252
Key Terms, Review Questions, Internet Sites, Case Study ............. 254
7 Front Office Accounting ...... ettt 260
Accounting Fundamentals ........... .. ... iiiiiiiiiin 261
Accounts o Folios ® Vouchers ® Points of Sale e Ledgers
Creation and Maintenance of Accounts ........ ... .. .. .. .. ... .. 267
Recordkeeping Systems » Charge Privileges * Credit Monitoring
e Account Maintenance
Tracking Transactions ..., 272
Cash Payment o Charge Purchase o Account Correction  Account
Allowance » Account Transfer o Cash Advance
Internal Control . ... vvve i i i 275
Front Office Cash Sheet  Cash Banks o Audit Controls
Settlement 0f ACCOUNES .. ..ottt e 279
SUIMINATY « « + + v e v e et e e e s e s et e s s s s st 279
Key Terms, Review Questions, Internet Sites, Case Study ............. 284
8 Check-Out and Settlement ............... cireerseneareeenss 290

Check-Qut and Account Settlement ............. oo, 291



Contents 1ix

Departure Procedures .............. ... . .. ... ... .. 292
Methods of Settlement e Late Check-Out

Check-Out Options . ......... ... . i i i, 296
Express Check-Out ® Self Check-Out
Unpaid AccountBalances ............ ... ... .. .. . i, 298
AccountCollection ........... .. . i 301
Account Aging
Front Office Records ........ ... .. ... .. i, 304
Guest Histories ® Marketing Follow-Through
Summary ... 307
Key Terms, Review Questions, Internet Sites, Case Study ............. 308
The Night Audit ...... ... ... . i ittt 312
Functionsof the Night Audit ..................................... 313
The Role of the Night Auditor e Establishing an End of Day
» Cross-Referencing e Account Integrity * Guest Credit Monitoring
» Audit Posting Formula e Daily and Supplemental Transcripts
OperatingModes .......... .. ... .. .. ... 317
Non-Automated o Semi-Automated o Fully Automated
The Night Audit Process ........... . ... i 323
Complete Outstanding Postings e Reconcile Room Status Discrepancies
* Balance All Departments e Verify Room Rates o Verify No-Show
Reservations e Post Room Rates and Taxes o Prepare Reports e Deposit
Cash o Clear or Back Up the System e Distribute Reports
Verifying the Night Audit ............. ... ... ... .. ... .. ... 331
Pickup Errors e Transposition Errors e Missing Folios
Automated System Update . ........ ... ... ... i 332
SUMMALY ... i e 334
Key Terms, Review Questions, Internet Sites, Case Study ............. 335
Night AuditProblem ........... .. .. .. ... .. . ... .. ... 339
Planning and Evaluating Operations ......................... 344
ManagementFunctions ........... ... ... .. .. o ol 345

Planning e Organizing e Coordinating e Staffing e Leading
o Controlling e Evaluating



X Contents

11

12

Establishing Room Rates

Market Condition Approach e Rule-of-Thumb Approach e Hubbart
Formula Approach

Forecasting Room Availability ........... ... oot
Forecasting Data e Forecast Formula o Sample Forecast Forms
Budgeting for Operations .............. .. ... ... . o il

Forecasting Rooms Revenue o Estimating Expenses o Refining Budget
Plans

Evaluating Front Office Operations . . ............. ... ... . ...,

Daily Operations Report & Occupancy Ratios e Rooms Revenue Analysis
Hotel Income Statement e Rooms Division Income Statement e Rooms
Division Budget Reports & Operating Ratios e Ratio Standards

SUITITATY .« .« vt e e ee e e et et e e e et ettt
Key Terms, Review Questions, Internet Sites, Case Study .............

Revenue Management ..........ceuieiiiennanctnancennnans

The Concept of Revenue Management .............................
Hotel Industry Applications
Measuring Yield ............ ...

Formula 1: Potential Average Single Rate  Formula 2: Potential Average
Double Rate » Formula 3: Multiple Occupancy Percentage » Formula 4:
Rate Spread e Formula 5: Potential Average Rate ® Formula 6: Room Rate
Achievement Factor e Formula7: Yield Statistic » Formula 8: Identical
Yields ® Formula 9: Equivalent Occupancy e Formula 10: Required
Non-Room Revenue per Guest

Elements of Revenue Management ............. ...,

Group Room Sales ® Transient Room Sales » Food and Beverage Activity
o Local and Area-Wide Activities ® Special Events

Using Revenue Management . ...,

Potential High and Low Demand Tactics & Implementing Revenue Strategies
o Availability Strategies

Revenue Management Computer Software .........................
SUINIMATY .« .« oo oottt e et e e et e et e m e a s
Endnotes, Key Terms, Review Questions, Internet Sites, Case Study . . ..

Managing Human Resources ..........ceevutitiieanenennnn

RECTUIHNG oot e et

Internal Recruiting e External Recruiting



Selecting . ... ... ...

Selection Tools e Evaluating Applicants e Interviewing

Job Offers e Processing Personnel Records

Orienting .......... ... i
Skills Training .. ........... ... ... i

Prepare to Train e Present the Training e Practice Skills e Follow Up

Staff Scheduling ........ ... ... ... . i

Alternative Scheduling Techniques

Staff Motivation . ......... . e

Training e Cross-Training e Recognition e Communication
o Incentive Programs e Performance Appraisals

SUIMMATLY . ..ottt it

Contents xi



Chapter 1 Outline

The Hospitality Industry
Defining the Term Hotel
Classifying Hotels

Size

Target Markets
Commercial Hotels
Airport Hotels
Suite Hotels
Extended Stay Hotels
Residential Hotels
Resort Hotels
Bed and Breakfast Hotels
Timeshare and Condominium Hotels
Casino Hotels
Conference Centers
Convention Hotels
Alternative Lodging Properties

Levels of Service
The Intangibility of Service
Quality Assurance
Rating Services
World-Class Service
Mid-Range Service
Economy/Limited Service

Ownership and Affiliation
Independent Hotels
Chain Hotels

Reasons for Traveling
Business Travel
Pleasure Travel
Group Travel
Buying Influences

Multicultural Awareness

Summary

Case Studies

Competencies

Classify hotels in terms of the major
target markets attracted to the features
and benefits they offer.

Classify hotels in terms of the level of
service they provide for guests.

Identify the advantages and
disadvantages of different types of
hotel ownership and affiliation.

Describe characteristics of the
business, leisure, and group travel
markets.

Identify factors that affect travelers’
buying decisions and describe what
hotels can do to reward loyal guests.
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