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Chapter One

General Introduction to the Hotel Industry
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Lesson One The Development History
of the Hotel Industry

I. Introduction

We know that the hotel industry is a service industry which supplies the
guests with food and lodging, entertainment and shopping services. A hotel is
said to be a home away from home for the guests. It is also said to be a society
within a society for the staff. A hotel is a kingdom where people come to stay.
It opens all year round to the guests. Hotel guests are from different countries
with different nationalities and races. They need personalized services for they
have different cultural backgrounds with different tastes. They come to the ho-
tel 1o enjoy the hotel products and hotel services. Nowadays hotel staff must
learn to be knowledgeable and professional in order to give the guests good
service.

Generally speaking, the hotel operation covers two main parts, that is,
“Front of the House” and “Back of the House”. The task of the “front” is to
supply the guests with food and lodging service politely and efficiently. The
task of the “back” is to support the “front” to ensure the smoothness of the
hotel business. The hotel industry plays an important role in a nation’s econo-
my and people’s social life.

The earliest accommodation facilities were in Ancient Rome. later, with
the increase of people's traveling, inns and taverns were set up to meet the
needs of the travelers and pilgrims. But these inns and taverns were very sim-
ple. After the British Industrial Revolution, the hotel industry got its rapid de-

velopment. In 1800, America built a hotel that was taken as the beginning of
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the modern hotels. But the first well-equipped hotel was built in Paris in 1850.
This hotel is named “Grand Hotel”. Only the nobles and the rich could afford
to spend their money in this hotel in Europe at that time. In America, the ho-
tel industry developed quickly in the second half of the 19th century and the
prime time for the development of the hotel industry was after the World
War 1. The recason for the rapid development of American hotel industry was
that Americans prefer traveling to staying at home.

The most prosperous time for the American hotel industry was in 1829
when the City Hotel in New York was opened. It had 73 guest rooms. At that
time people took this hotel as an immense establishment. At the same time in
Boston, there was a hotel named Tremont House, too. Tremont House had
single rooms and double rooms with locks. There was a thermos and a bar of
soap in each guest room. French cuisine was served. The bellboys served the
guests as soon as possible. Tremont House was thought to be the originator of
modern hotel industry.

The new age of the American hotel industry started in 1908 when Ells-
worth M. Statler opened Statler Hotel in Buffalo. It was in Statler Hotel that
service and convenience were ensured. In 1927, Stevens Hotel was founded in
Chicago. It had 3000 rooms. It was the largest hotel in the world at that time.

The hotel industry in America in the 1930s was not prosperous because of
the economic crises. But it had good business again during the World War 11.

In 1954, Hilton International was set up showing that the hotel industry
could be managed internationally. In this decade, Sheraton Hotels and Resorts

Group was founded. Holiday Inn Cooperation was also set up in the 1950s.

[l1. Dialogues

Dialogue One At the General Manager’s Office

SITUATION. Miss Lee (L), a second-year student of English Depart-
ment of a local college , comesto the Crown Plaza Hotel for her practice. The
Human Resources Department has arranged Miss Lee to work in the General
Manager’s Of fice for half a year. Now Mr. Wang (W), the Secretary to

General Manager , is taulking to her about the practice.



L:

L.

L.

L.

L.

L.

Good afternoon. We were told in the morning by a memo from the
Human Resources Department that your name is L.ee and you are from
a local college, right?

Yes, I am from Shandong Business School and my major is English.

: Right. You are going to spend six months here in this office. It must

be enjoyable.
Yes, I hope so. But it would be better for me to work in the Sales De-

partment, too.

: All right, we can talk about that arrangement later on. Firstly, 1

would like to know whether you can handle the office automatic facili-

ties and devices well.

: I am confident in handling them. 1 have learned related courses at

school.

: What office software can you use properly?

I think I°can use Word, Excel, PowerPoint and so on.

: Can you type quickly?

Yes.

: How many bytes can you type per minute, please?

93 bytes per minute, and 1 think 1 can improve my typing speed by
working hard.

: That’s good. Are you a quick learner?

1 think 1 am. Are there many new things to learn, please?

: Not many. As long as you are serious about your job, you will

make it.

Thank you very much.

: May I know how do you come to work?

: Oh, I cycle to this cite. If it rains, I can take a bus. Why do you ask

that?

: Nothing. We just want to know your means of transportation.

That’s all right. And by the way, when shall I come to work officially?

: Next Monday. Is it available for you, please?
: No problem. Thank you very much.
: Do not mention it. See you then.

: See you. Enjoy your weekend.




W: Thanks. Good-bye.

L.

Thank you. Good-bye.

Dialogue Two Orientation Training

SITUATION: Mr. Zhang(Z) is a new worker who is stationed as a chef.

Now he is having his orientation course. Mr. Sun(S), the training manager ,

is showing him around.

Z:

S:

Good morning, Mr. Sun. Which department shall we start with,

please?

: Good morning. We are sure to start with the kitchen where you will be

working.

. Wonderful. 1 am eager to work as a chef. It is creative.

: Exactly. But before you work as a chef, it is necessary for you to get

an overall idea of a hotel.

. I see. Do we need to go to the Housekeeping Department, too? I do

not think it relates to our department.

: Sure. Every department is related to each other within a hotel. What

you said just now is not right.

: Really? Does the Housekeeping Department relate to the Food and

Beverage Department?
Of course. For example, the room service needs the cooperation of

these two departments.

: In what way, please?
S:

If the guest wanted to have his or her breakfast in the room, he or she
would order by the menu in the guest room, then he or she would hang

up the ordered menu onto the doorknob.

. Then it is the business of the Food and Beverage Department, right?

. Not exactly. The room attendant would pick the ordered menu up and

send it to the Food and Beverage Department.

. Oh, the housekeeping staff also serve food to the guests as well.

. You can say like that but the next step is the turn of the Food and Bev-

erage Department to serve the in-house guest.

. Oh, I see. So it is important to know the basic tasks of every depart-

ment, right?
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S: Right.

Z: Could T know in what way the kitchen is related to the Recreation De-
partment?

S: Many guests who come to entertain themselves would like to dine out-

side the hotel. As a chef you need to know how to lay out the food in

take-out service.

N

: All right. In take-out service we need special utensils for {food and
drink.

S: You see that each department is related to each other in the hotel busi-
ness. It is a teamwork. Do you agree?

Z: Sure, Teamwork is important. The hotel business needs spirit of unifi-
cation.

S: Right. Shall we go up to the shopping arcade?

Z. All right. Let's go.
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