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Introduction to Hotels

Learning Objectives.

¢Gain some knowledge about types of hotels

#Gain some knowledge about the organizational structure of hotels
#DBe familiar with the special terms and relevant expressions

@ Be able to use the terms and useful expressions skilfully in working

situations
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Introductory Remarks

A hotel is an establishment that provides lodging and usually meals and
other services for travelers and other paying guests,

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 or game rooms. All of these services are designed to accommodate the
traveler, so the hotel business is often referred to as the accommodation in-
dustry.

Hotels and other accommodations make up a vital part of the hospitality
industry. which consists of businesses within accommodation, food and bev-
erage, recreation, and entertainment sectors.

As travel and hotels have been closely related through the ages. hotel-keeping
has always adapted itself to the changing needs of travelers. To meet the needs of
different customers, hotels vary greatly in size, facilities provided and services of-

fered. Therefore, hotels can be classified into different types.

1. Work in groups and discuss the following questions

(1)A good hotel always aims to create “a home away from home” for
travelers, How do you understand that?

(2)Hotels are regarded as one of the three pillars of tourism industry.
How do you think of the role of hotels in tourism industry?

2. Work in pairs, Identify the brands of hotels presented below and talk about
these hotels

. QB
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| Types of Hotels

Classifying hotels into different types is not an easy task. The hotel in-
dustry is so vast that many hotels do not fit into single well defined category.
Hotels can be classified in various ways. based on location, facilities and
services offered. and guests served.

1. Classification by target market

(1)Commercial Hotel

Commercial hotels provide services essentially for business people. They
are usually located in downtown or business districts and operate year round.
Many city hotels and diversely located motels fall into this group. Larger es-
tablishments provide a variety of services for their guests, including a range
of restaurants and beverage service options — from coffee bars to {ine-dining
restaurants.

(2)Resort Hotel

A resort hotel may best be described as one where people go to relax and
be entertained, Resort hotels and motels are typically located in seaside, lake
or mountain areas, and they cater primarily to tourists and vacationers, Re-
sort hotels provide all hotel services plus recreational facilities, such as swim-
ming pools. tennis courts. game rooms. and health spas. as well as planned
social activities and entertainment. As the business of many resort hotels
fluctuates with the season. some resort hotels provide additional convention
and conference facilities to encourage customers to combine business with
pleasure.,

(3)Convention Hotel

Convention hotels are specifically designed to cater to people attending a
convention, business meeting or other social gatherings. These hotels have
large convention complex. exhibition halls and banquet rooms. They are of-
ten located outside metropolitan areas and provide spacious parking-lots,

(4) Residential Hotels

The best definition of this type. and the one most easily understood. is

an apartment house with full hotel services. Residential hotels cater to guests
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staying for a long time. They provide sitting room, bed room and kitchen-
ette, and usually require the guests to sign a lease. The rent can be paid on
monthly or quarterly basis.
2. Classification by location

(1) City Hotel

City hotels are generally located in the heart of city within a short dis-
tance from business center and shopping arcade. Room rates and the occu
pancy are normally high due to their location advantages.

(2) Airport Hotel

Airport hotels are set up around or in the major airports. They have
transit guests who stay over between flights. Besides, many people catching
a very early flight prefer to arrive at the airport the night before and have a
good rest at the airport hotel, thus avoiding the rush of the morning traffic
that is so heavy around major cities,

(3)Motel

Motels are located primarily on highways, particularly on the outskirts
of cities and towns or near resort areas. They provide lodging to motorists
and also provide ample parking space. The length of stay is usually over-
night. A new trend in motels is that they grow larger and more elaborate and
have moved into the downtown sections of larger cities,

(4)Resort hotel

Resort hotels are built in a resort area for people who are on holiday
rather than on business.
3. Classification by the quality of services offered

A system of rating hotels by stars according to the quality is widely used
in many countries,

(1) One-star Hotel — low budget hotel: inexpensive; may not have
maid service and room service,

(2) Two-star Hotel — budget hotel: slight more expensive; usually has
maid service daily.

(3) Three-star Hotel —— middle class hotel: moderately priced; has daily
maid service. room service, and may have dry-cleaning, Internet access, and

a swimming pool,
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(4)Four-star Hotel — first class hotel: expensive; has all of the previ-
ously mentioned services; has many “luxury” services (for example: massa-
ges or a health spa).

(5)Five-star Hotel — luxury hotel: most expensive; numerous extras

to enhance the quality of the guest’s stay.

 Hotel Structure: Major Departments

Front Office: This is the first department where the guest comes in con-
tact with, The main function of this department is to give warm welcome to
the guest, It helps to create good image in front of the guest and generates
the maximum revenue for the hotel as it sells rooms to the guests,

Housekeeping Department: This department is responsible for cleaning
and maintaining hotel premises which include public area, guest rooms, lob-
by, ete. Generally this department is not visible to the guest. It works for
guest satisfaction through keeping the environment clean and hygiene. The
majority of hotel revenues are generated from this department under the form
of room sales.

Food and Beverage Department: It is a department which serves food and
beverage to the guest in a very attractive and pleasing manner, which makes
a good impression on the guest. There are several kinds of food and beverage
outlets like restaurants, bars, coffee shops. ete. It is the second largest rev-
enue-producing department of the hotel by selling different types of food and
beverage to the guest.

Sales Department: This department is responsible for the selling of the
hotel facilities and services to individuals and groups through advertising, di-
rect contacts and other means. It has been called the lifeblood of the organi-
zation,

Accounting Department: This department is responsible for controlling
all hotel revenues and expenses and setting up safeguards to minimize losses.
It also performs the normal accounting functions of recording transactions,
keeping records, compiling financial reports etc,

Engineering Department: This department is responsible for repairing
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and maintaining the equipment and furniture in the hotel. It also provides the

hotel with the utility services that are required for its smooth operation. such

as electricity. air-conditioning. hot water. and other services, etc.

Human Resource Department; This department is important to a hotel

because it helps in recruiting. interviewing, and hiring new staff in accord-

ance with policies established by top management. It also helps the hotel ef-

fectively use employee skills, provides training and development opportuni-

ties to improve those skills. and increases emplovees’ satisfaction with their

jobs and working conditions,

Special Terms.

commercial hotel ¥ 4§ /&
convention hotel £-i( & f &
airport hotel #L3% iF /&

motel R K48

two-star hotel — R 4ifJE
four-star hotel v9 2 485 /&
front office #T/T3F

food and beverage department

BAR B

accounting department

W 458K

engineering department T#%3}

} Learning Activities

Activity | Review

resort hotel ERBRAEJE
residential hotel ¥AEA A JE

city hotel & P28 JE

one-star hotel — 24 JE
three-star hotel =2 & JE
five-star hotel £ 246 J§
housekeeping department % 5 &)
sales department 4% 4% 3¢

human resource department

A1 T3

Fill in the blanks in the following sentences with the appropriate words or

phrases,
(1) A ____ provides services essentially for business people.
(2) A is an establishment which is specifically designed

for people attending meetings or other social gatherings.



:m Getting Started

3 and other make up a vital part of the

hospitality industry.

(4) A caters primarily to tourists and vacationers.

(5) A provides lodging to motorists and also provides am-
ple space,

(6) A hotel is a luxury hotel, which is most expensive,

(7) is the first department where the guest comes in con-

tact with.
(8) Housekeeping department is responsible for and
hotel premises.

(9) Food and Beverage department is the ~ revenue-produ-

cing department of the hotel by selling different types of food and beverage to
the guest.

(1m is responsible for repairing and maintaining the e-
quipment and furniture in the hotel.
Activity I Group Work

1. List several hotels in your city or area and indicate whether they are
primarily commercial., resort, convention, or residential hotels. In some ca-
ses, you should remember that they may fall into more than one category.

2. List several hotels in your city or area and give them ratings from lux-
ury to low budget on the basis of their facilities and the quality of services

that they offer. Briefly give the reason for your classification in each case.

 Infozone

Top 10 Hotel Groups in the world

Since 2004, Intercontinental Hotels Group (IHG)''' has been the world’s
largest hotel group. THG is primarily engaged in managing hotels owned by
other parties and in franchising its hotel brands. As of 2007 it franchises over
3 200 hotels. manages over 510 and owns only 18. Intercontinental brands
include Intercontinental, Crowne Plaza, Holiday Inn, Holiday Inn Express.
Staybridge Suites ', etc.

Wyndham Hotel Group * trails in second position, The group is the
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world” s largest lodging franchiser. Wyndham Hotel Group brands include
Days Inn, Howard Johnson, Ramada, Super 8 Motels ', etc.

Marriott International” is one of the world’s leading hotel companies
with some 3,000 operated or franchised properties in more than 65 countries.
Marriott’ s hotels include such full-service brands as Renaissance Hotels
and its flagship Marriott Hotels and Resorts ', as well as select-service and
extended-stay brands Courtyard and Fairfield Inn* . It also owns the Ritz-
Carlton'” luxury chain and resort and time-share properties operated by Mar-
riott Vacation Club International ',

Hilton Hotels Corp. "' is an international chain of full-service hotels and
resorts founded by Conrad Hilton and now owned by the Hilton Worldwide.
Hilton Hotels are either owned. managed. or franchised to independent oper-
ators by the Hilton Hotels Corporation. Hilton is the proud flagship brand of
Hilton Hotels Corporation and the most recognized name in the global lodg-
ing industry, The group’s other brands include Conrad, Scandic, Double
tree, Hilton Garden Inn and Hampton Inn"'"*/

Making up the top five, Accor Group' " is a French multinational corpo-
ration. operating in nearly 100 countries. Accor is the European leader in ho-
tels ( Accor Hospitality) and a global leader in corporate services ( Accor
Services). Accor Hospitality. the Accor hotels branch. has more than 4 000
hotels worldwide. Accor’s hotel brands range from economy to luxury, in-
cluding Etap. Ibis, Mercure, Novotel and Sofitel "'/,

Choice Hotels International''”' is a leading hotel franchisor with more
than 5 800 properties in the US and more than 30 in other countries. Its flag-
ship brands include Comfort Inn'"', one of the largest limited-service
brands, and Quality Inn''"', which serves the midscale hotel segment
through more than 1 200 locations. Other Choice Hotels brands include the
full-service Clarion hotel chain. Rodeway Inn budget hotels, and
Sleep Inn '/,

Best Western International ' claims to be the world’ s largest hotel
chain, with over 4,000 hotels in nearly 80 countries. Unlike other chains,
which are often a mix of company-owned and franchised units, each Best

Western hotel is an independently owned and operated franchise. Best West-
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ern does not offer franchises in the traditional sense (where both franchise
and franchisor are operating for profit), however. Rather, Best Western op-
erates as a nonprofit membership association, with each franchisee acting and
voting as a member of the association.

Starwood Hotels and Resorts Worldwide'™' is one of the world’s largest
hotel companies. It owns, operates, franchises and manages hotels, resorts,
spas, residences. and vacation ownership properties under its nine owned
brands. Sheraton?" is Starwood’s flagship brand, providing luxury hotel
and resort accommodation. The Westin Hotels and Resorts'?* is Starwood’s
largest upscale hotels and resorts brand, and it is the oldest brand within
Starwood. Its other brands include St. Regis, Four Points by Sheraton and
W Hotels #',

Carlson Hotels Worldwide* is a privately held international corporation
in the hotel, marketing, restaurant, and travel industries. With just over
150 000 rooms, Carlson ranks 9th. Its hotel brands include Radisson. Re-
gent, Park Plaza and Country Inns and Suites'®*’,

6]

Completing the top ten, Global Hyatt Corp. "**' recorded a global room
supply decline of 17, 4%4. This however was a direct influence of the group’s
strategy to concentrate on its upscale segment. Apart from this, all other
brands experienced solid growth., Hyatt brands include Park Hyatt, Hyatt
Regency, Grand Hyatt'*, and etc.

Table 1 Top 10 Hotel Groups in the World(In 2008)

Rank Company Headquarters| Rooms Hotels
1 Intercontinental Hotels Group England 619,851 4,186
2 Wyndham Hotel Group USA 592,880 7,043
3 Marriott International USA 560,681 3.]78__
9 Hilton Hotels Corp. USA 545,725 3,265

5 Accor Group France 478,975 3,982
6 Choice Hotels International USA 472,526 5,827

‘7 Best Western International USA 305,000 4,000
8 Starwood Hotels and Resorts Worldwide USA 284,800 942
9 | Carlson Hotels Worldwide USA 151,077 1,013
10 | Global Hyatt Corp. USA 114,332 735
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Notes:

[ 1] Intercontinental Hotels Group (IHG) H Brtily 15 42 141

[2] Crowne Plaza 5% B H Holiday Inn & H Holiday Inn Express k£ & H

Staybridge Suites JEHFEE By

[3] Wyndham Hotel Group ji& #8888 )5 £ 4]

[4] Days Inn ##f Howard Johnson ¢4 Ramada T£3515  Super 8 3# 8

[5] Marriott International J7 ¢ [¥] B 15 85 (41

[6] Renaissance JT il

[7] Marriott J7%£

[8] Courtyard 515  Fairfield Inn J7 55 3% /R 3E15

[97] Ritz-Carlton [i 2% /K

[10] Marriott Vacation Club International J7 %% [ [ & i {H 535

[11] Hilton Hotels Corp. 7y 2551 )5 52 4

[12] Conrad FEZNAE  Scandic #iftaY 52  Double Tree XA Hilton Garden Inn JEE 5
ftef Hampton Inn {3

[13] Accor Group i & i 15 4

[14] Etap {5 Ibis H 8 Mercure 26J#  Novotel WiidsE  Sofitel ‘& JE4S

[15] Choice Hotels International ¥ & 5 b 15 4 H

[16] Comfort Inn &Fi& %

[17] Quality Inn & & F

[18] Clarion Hotels 5 ),  Rodeway Inn BEMEHEfETE  Sleep Inn BEHR %

[19] Best Western International (¥4 Jy ¥ Frith 15 42 A1

[20] Starwood Hotels and Resorts Worldwide & ik 3 & B 15 4 F

[21] Sheraton =3 5if 15

[22] Westin Hotels and Resorts 37T 05

[23] St. Regis EHid 5715 Four Points by Sheraton #§f W Hotels W i 15

[24] Carlson Hotels Worldwide /K 55 BR I )5 23 7]

[25] Radisson il # i 5 Regent {8 J5  Park Plaza iS5  Country Inns
and Suites TR I

[26] Global Hyatt Corp. Lt & BRI 4 A1

[27] Park Hyatt #4  Hyatt Regency 8l48  Grand Hyatt #§



Task 1 Room Reservation

Learning Objectives.

#Gain some knowledge about room reservation

¢ Be familiar with room reservation procedures

#DBe familiar with the special terms and useful expressions in making
room reservations

@DBe able to use the special terms and useful expressions skilfully in
working situations

#Develop skills in room reservation and enhance employment pros

pects




