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The word “hotel” comes from French, meaning
“country villa” in which noblemen entertained their
distinguished guests. It was at the end of the eighteenth
century or the beginning of the nineteenth century that
the word got its present meaning of “hotel” (Jiudian),
meaning a kind of labor-intensive hospitality enterprise
with both function elements and enterprise elements
up to the specified standards, gaining its economic
performance by offering services like lodging, catering,
shopping, recreation, and some other services to
businessmen and other types of guests.

A hotel should equip itself with safe and comfortable
rooms, different restaurants with a wide selection of
local foods and superb cuisines, business conference
halls furnished with modern equipment and office
communication system for business activities,
recreational facilities (to meet guests’ demands) like
swimming pool and fitness & wellness room,
shopping areas like shopping arcade, gift & souvenir
department, and business center or comprehensive
department offering bank service, postal service,
bookstore, flowers shop and beauty salon, etc.

Meanwhile, a hotel should build a contingent of
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good-quality personnel that can offer tip-top service

to guests.

1.1 Hotel Function

The hospitality industry, which is the basic
element of tourism supplies and the indispensable
material condition in social-economic activities,
serves as the center of external contact and social
interaction for local people and the base camp for
travelers at the tourist destination, which makes an
important contribution to tourism earnings, especially
As far as the hotel

functions are concerned, it can: 1) provide guests with

foreign exchange earnings.

safe and comfortable rooms; 2) provide guests with
various delicious cuisines; 3) provide a wide selection
of meeting places for parties, gatherings, banquets,
conferences and other business activities; 4) provide
specialized venues for cultural activities such as
training, lectures, performances, exhibitions, concerts,
and other similar things; 5) provide fitness facilities
for guests’ leisure activities; 6) offer guests services
of health medical treatment, health care consultation,

hairdressing, etc.

1.2 Hotel Operating Models

The operating models which are commonly adopted
in modemn hospitality industry are: franchising operations,
cooperative operations, leased operations, management
contract, and wholly owned operations.

Many hotels are affiliated with others in a chain
through management or ownership agreements.
Independent hotels do mnot have any affiliation.
Affiliations are valuable in marketing, branding,

sales, purchasing supplies, operational procedures,
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and management expertise. All of these are increasingly
important in today’s competitive market place.

Chains operate under two main ways, either under
a management contract or as a franchise. Management
contracts usually keep the financial and legal
responsibility with the owner of the property. The
management company operates the hotel, pays
expenses, and receives a fee for their management
services. Franchising is a leasing arrangement that
requires the hotel operator to pay a fee for the use of
plans, procedure manuals; and advertising materials.
In return, he is granted a license to operate a business
under the name of the parent corporation. The
franchisee puts up the capital, but he gets a
standardized operation method and a well-known
sales potential. Of course, he can also get a great deal
of help from the licensing corporation in establishing
his operation and then in solving problems that arise
after it has opened. In such a model, the franchiser
grants access to software for sales and operations,
central purchasing contracts with vendors at low
prices, and pooled advertising. If the local franchisee
operates according to the procedures, he keeps going
as a franchisee. If he does bad things or doesn’t
follow the procedures as set down in the franchise
agreement, he may be terminated.

The chains expand in a number of other ways.
One way is through direct investment. This means
that the headquarters corporation itself puts up the
necessary money to build and operate a new hotel or
to buy and refurbish an old one. Another way to
expand is by establishing management contracts with
the actual owners of the hotel. The chain in effect
takes over an empty building and operates it according
to its own operating procedures for a fee or for a
percentage of the profits. This method is frequently
used when the chain expands into a foreign country,

since it eliminates the risk that the organization will

g
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lose its investment because of political upheaval. A
somewhat similar method is the joint venture, a
partnership in which both the chain and local investors
put up part of the capital that is necessary for new
construction or the purchase of an existing building.
The hotel

advantages over individually owned and operated

chains have several competitive
establishments. One of the most important of these is
having the resources to spend more money on
advertising. Television advertising, for example, is
too expensive for most individual hotel operators.
The chains, on the other hand, can spread the cost
among all of their member units. Another advantage
comes from the standardization of equipment and
operating procedures. The chains publish detailed
manuals that specify procedures to be followed. Even
when the different hotels in the chain are not tightly
controlled by a central office, it is customary to have
an inspection system in order to guarantee that the
overall standards are being met. This results in a very
visible degree of uniformity between the hotels in the
chain, which gives the guests an excellent idea of
what kind of accommodations to expect. The most
is the
in making and controlling

important and most obvious advantage
increased efficiency
reservations. A guest at one hotel, for instance, can
receive confirmation of a room at another in a matter
of minutes. The chains also make it easy to reserve a
room by telephone. The telephones are tied in to
computer or teletype systems, which make it possible
to confirm space while the caller is still on the phone.

1.3 Hotel Ratings

Different systems for rating hotels are applied in
different countries and regions, with the purpose of
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making a sound development of hospitality industry,
facilitating the trade management and supervision,
protecting guests’ benefits, and enhancing staff’s
sense of responsibility and sense of honor. A hotel is
graded by certain standards or requirements
concerning its location, environment, facility, service,
and management. The rating of a hotel must be made
public with a certain sign. The rating systems
currently applied in the world are: the Stars system
with “five stars” as the top rating, the Letters system
with “A” the highest and “E” the lowest, the Numbers
system with the top “Luxury,” followed by 1, 2, 3,
and 4 from high to low, and the Diamonds system
with “five diamonds” at the top and “one diamond” at
the bottom. The system for rating hotels used in many
Asian countries including China is the Stars system,
in which, from the lowest to the highest, hotels are
rated at one star, two stars, three stars, four stars and
five stars. In China it is administered by the State
Bureau of Tourism. The Diamonds system is used in
America, Canada, Mexico, England and other British
countries. It follows basically the same pattern as the
Stars system.

The rating systems are used by organizations to
help hotel guests know what to expect from a hotel
and help hotels focus their efforts on standard levels
of service. This helps them compete in the market.
Most higher star or diamond ratings hotels provide
well-equipped facilities. The hotels with luxury or
world-class service are rated at four or five stars, the
ones with mid-range service at three, and the ones
with economy service at one or two. But the rating of
a hotel includes more than the standard of rooms and
facilities, the key factor is the personnel in the hotel
who deal directly with the guests. Levels of service,
as well as target markets, vary as much as the ratings
of hotels. High-level executives, movie stars, and

politicians are the target market of world-class luxury
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