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This book is dedicated with affection to my father,

the late F. Urban Powers (1898—1980),

a pioneer in the application of modern management techniques
to the hospitality industry,

who taught me to understand the relationship

between the particular and the general

and to guide practice with theory.



PREFACE

Through three editions, the basic commitments of this book have remained the
same: (1) to present hospitality as a single, interrelated industry, and (2) to em-
phasize problem-solving rools, rather than answers, and industry-wide trends,
rather than facts and figures. This is not a ““how-to” book, but the first edition’s
emphasis on the importance of field experience and personal observation should
still come through loud and clear from Chapter | on. Finally, and most fundamen-
tally, students are challenged throughout to realize that in building a career in
hospitality they are building their own business and a way of life as well.

The work we have to do is organized around four major topics: food service,
lodging, tourism, and special topics. New trends that are shaping each sub-industry
are considered and, of course, there has been a very aggressive updating of the
factual and statistical material. For instance, in food service at the upper end of
the market we look at the escalating challenge to fine dining by casual restau-
rants. This, in turn, appears to be the result of the baby boom generation moving
into middle age, a trend which has numerous other ramifications we will be ex-
ploring. Restaurant organization—as chain, independent, or franchise—has an
entire chapter devoted to it in this edition. The changing customer base that drives
the industry is addressed in Chapter 5, along with the burgeoning competition of
an increasingly mature industry. While changes in the product and promotional
elements in competition are evolving more quickly than before, the introduction
of value pricing and the vast expansion in the number of units in operation, as a
result of spreading use of kiosks, carts, and other non-traditional formats, results
in basic departures from past strategic trends. Globalization of food service
brands, too, is a topic that demands attention. Consumers’ changing perceptions
of health also interest us as do government’s ever ambitious programs to regulate
food service. At least one governmental program can be welcomed, however: the
recognition of HACCP (Hazard Analysis and Critical Control Points) as the cen-
terpiece of sanitation regulation.
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PREFACE

The pace of change is no less rapid in lodging. While in the last edition of
this text hotels were headed into a very perilous time, today the future of hotels—
or at least hotels outside the mid-range full-service properties—Ilooks more
promising. As business travel growth slows to a snail’s pace, growing personal
travel assumes new importance to North American hotels as well as the many
other tourism businesses. The continuing expansion of American brands overseas
and the penetration of our own market by foreign firms through acquisitions such
as Motel 6 shows us that globalization is as big a factor in the hotel business as it
is in food service.

One of the most basic trends in lodging is the declining significance of the
full-service hotel outside of large cities and the continuing growth of less service-
intensive properties at all price levels in the all-suite, limited service, and budget
categories. The burgeoning time share business, too, deserves our attention. Com-
petition in lodging has become so fierce that an entire chapter is devoted to that
topic in this edition. One aspect of that competition, reflagging (i.e., conversion
of a property from one brand name to another), is changing the nature of the fran-
chise relationship and raising a new set of issues for franchisees which we will
discuss under the heading of “encroachment.”

The material on population trends in Chapter 5 is necessary, too, to an under-
standing of trends in the hotel business and other tourism businesses. Ranging from
the rising wave of senior travelers to the shortage of young workers in all segments of
hospitality, demographic changes are a major driving force for change in hospitality.

Tourism is the largest industry in the world and accounts for roughly one-
tenth of the world’s economic activity, so understanding it is vital. Trends in
travel such as the struggle between hub-and-spoke and point-to-point airline Sys-
tems, the escalating impact of the information highway on reservation systems,
and the growing significance of gambling as an everyday travel motivation de-
mand our attention and are discussed in the tourism section of this text.

Since service has been recognized on all sides as the most important factor
for success in today’s business world, how much more true that must be for the
hospitality service industry. A separate chapter is devoted to this vital topic.
While there is no separate international chapter in this edition, international con-
cerns have been integrated throughout the text. In the last chapter, we look brief ly
at today’s trends and try to envision their impact on tomorrow. This is important
work, for that is the prime work of managers—to look to the future.
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