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LESSON

1

<

The Hospitality Industry

A. Dialogue

Instructor: 'What made you choose a caréer in the hospitality industry?

Student: I've always had an interest in management and a desn'e to

' enter a service-related business.

Instructor: Management and service are two important concerns of our
industry, but there are many more. The hosputalny industry
has become quite complex.

Studenz: Are you referring to developments in recent years?

I am. During my career 1 have seen many changes in the

Jnstructor:

organization of the accommodations industry. 1 have worked
closelywnhmanyluxuryhotehmdhaveevenbeenaconml
tant with a motel chain.
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Student:

Instructor:

Studen::

Instructor:

Student:
Instructor:

Student:
Instructor:

I’ve read about early accommodations in Europe. Those facili-
ties seem primitive by today’s standards.

The history of our industry began with the tavern and inn.
Although they offered food and shelter to travelers, the food
was usually simple and the travelers often had to share beds
with other guests. The service was friendly, but the accom-
modations lacked ‘the comfort our clientele expects today.
The inns of the past were certainly different from the deluxe
hotels all over the world_today. What do you think was im-
portant in the growth of hotels?

Well, changes in transportation forced changes in the accom-

_modations industry.

What do you mean?

The airline industry now allows the public to travel to remote
places.  The growth of resort hotels is part of this develop-
ment. Also, peopl¢ travel on business much more than they
were able to in the past.

There certainly is more to our industry than just logos.

With the growth of new franchises, the competmon among
the chains is mcreasmg

B. Terminology Practice

accommodations: . room and board for the traveler
Accommodations vary from hotel to hotel.
He wants the best accommodations in the house. .
What kind of accommodations can we expect at a motel?

chain: a number of enterprises operated by one company
Hotel chains have changed the hospitality industry. -
Large-scale operations are characteristic of chains.
What is the impact’ of supermarkct chams on small stores?

dmﬁoh

a group of customers

. This restaurant serves._.an. cxclusxve chcmelc
~ Our. chemelc has come to expect fine service.
Are they part of your clientele?

competifion: - rivalry between busmesses offenng the same product or

service - ..

Competition is keen among resort hotels.
There is healthy competition between these two restaurants.
What competition do you see in the future?

- 2 -



consvitant: one who gives advice
We hired an outside consultant to do the study.
The accounting problem required a consultant.
Was she an effective consultant?

deluxe: the most luxurious
Deluxe hotels are generally more expensive than other hotels.
Our town has two defuxe hotels.
How does a hotel come to be rated as deluxe?
facilities:  buildings, equipment, or space provided for a particular pur-
pose
New hospital facilities are being constructed because of the increase
in the number of patients.
Motels have parking facilities for their guests.
When will the new housing facilities be completed?

franchise: a license to market the service or product of a company
Many motel chains operate under a franchise.
The use of franchises has increased the number of hotels.
What are the licensing arrangements for your franchise?

inn: a place that provides lodging and food for travelers
The early inn was certainly different from today’s modern hotel.
When I taink of an inn, I think of hospitality.
Are inns still operating in England?

logo: an identifying symbol
Each hotel chain has its own logo.
Logos are designed so that they're easily recognized by the public.
What is the desigs of your logo?

motel: an accommodation which permits automobile parking near the
guests’ rooms
The term motel comes from a combination of the words motor and
hotel.
Motels grew with the development of highways in America.
When was the first motel buiit?

resort: a location used for entertainment or recreation
There are many resort hotels in Hawaii.
The construction of resort hotels increased tourism in Florida.
Where is your favorite resort?

tavern: a place that serves alcoholic beverages; in the past, same as an
inn

We’re going 1o the nearest tavern for a drink.

That tavern serves the best drinks in town.

What were taverns like in early America?
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. Check-Up

Fill in the blanks with the proper terms from the list.

chain facilities
clientele franchise
competition . logo
consultant motel

We will build new to accommodate the “extra guests.
That hotel chain has a very distinct symbol for its
Since there is only one hotel in town, it has no
We hired an experienced hotel manager to serve as a
Our hotel serves the finest in New York.

-

A hotel consists of several hotels controlled by one company.
The word _ means a lodging place with nearby parking space.
A is a license to market a company’s product.
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LESSON

2

The Front Desk

A. Dialogue

Instructor:

Student:

I think we’ll start our tour of this hotel with an area that
beiongs to the front of the house——the front desk. Later, we’ll
visit departments that are part of the back of the house.
This is one of the largest lobbies I've ever seen. And there
are 50 many shops, restaurants, and bars in this hotel. There
certainly are a lot of employees working behind the registra-
tion desk. Why are so many people required?



Instructor:

.

Student:

Instructor:

Student:

Instructor:

Student:

Instructor:

Student:

Instructor:

Student:

Instructor:

Well, motels and small hotels need fewer people. The check-
in procedure of this hotel, however, requires the effort of a
large staff. Each person acts as part of a team and is assigned
specific tasks. Let's watch as they work.

What's that: woman's job?

She’s the room clerk. She checks the guests in and assigns
them their rooms. This is done by using a system of colored
cards located behind the counter. The clerk can check for
available accommodations without showing the cards to the
guests. Most hotels offer single and double accommodations.
If a guest requires more than one room, this hotel has several
fine suites. Of course, extra beds can be placed in a double
room for other family members.

Here’s someone registering now. Tell me, are all registration
cards the same?

Basically they are the same. Let's look at this one. Here's a
place on the card for the guest’s name and address. Some-
times further identification is requested, such as the passport
number of foreign nationals. The room clerk writes down the
guest’s room riumber and the amount the guest will pay. And,
of course, the amrival and departure dates are checked during
registration. The back of the card contains information for the
cashier’s office. If the hotel has an experienced and efficient
front desk, the check-in procedure should be brief and not
cause the guest any inconvenience. But problems can occur,
and it is the roomr clerk’s responsibility to deal with them in a
professional manner.

I see. The check-out time for this hotel is eleven o'clock. Is

. that standard for all hotels?

Not really. Some hotels may have an earlier check-out time,
but usually the guest must leave by noon. Another important
service performed by the front office concerns messages.
Are you referring to that rack behind the counter?

Yes. That's the message box, and the boxes which contain the
messages are called pigeonholes. Room keys are also kept
there. The front office is responsible for delivering messages
and mail to the guests. And, for the sake of convenience and
security, a key drop is placed at the desk.

When I think of all the bookings made at such a large hotel, I
wonder how many times they’ve overbooked their guests,
That’s hard to say. If a hotel has overbooked a guest or made
a mistake in reservations, a responsible room clerk should
help the guest find accommodations at another hotel.



B. Terminology Practice

back of the house: those departments of a hotel that are mainly involved
in providing material services to the clientele and have limited contact with
the public, such as housekeeping, the food and beverage service, laundry
service, and engineering

She started working in the back of the house.

The house laundry is part of the back of the house.

Is the kitchen staff part of the back of the house?

booking: a reservation or reservations
The front office handles the booking.
This is our first booking at this hotel.
How many bookings do you average each week?

check-in procedure: the process of registering at a hotel
- The check-in procedure should not cause the guest any
inconvenience. '
The check-in procedure took ten minutes.
What are some of the steps in the check-in procedure?

check-out time: the hour at which a guest must vacate a room
It is necessary to establish a check-out time so that the room can be *
prepared for the next guest. :
The check-out time at this hotel is eleven o’clock.

Do all hotels have the samz check-out time?

double: a room for two people
That hotel has 36 doubles.
A double room is more expensive than a single room.
Do you have any doubles left?

front desk: the area in the lobby of a hotel where guests check in and
out, pick up and deposit keys, pick up mail, and so on

The key drop is located at the front desk.

You can pick up your mail at the front desk.

How many people work behind the front desk of that hotel?

front office: the department of a hotel responsible for check-in and
check-out procedures, room keys, messages, and so on
The front office is responsible for delivering mail to the guests.
The front office is in charge of reservations.
Is the registration desk part of the front office?

front of the house: those departments of a hotel that are involved in ad-
ministration and service-related public contact, such as the front office, the
bell service, the information desk, accounting, and management
Many, though not all, front-of-the-house employees are highly
visible to the public.

- 8 -



The registrition desk is part of the front of the house.
Did he work in the front of the house?

key drop: a place where guests can leave their room keys while they are
away from the hotel

The key drop is located in the lobby.

Key drops provide security for hotel guests.

Where is the key drop?
lobby: a large reception area in a hotel that also provides access to.
shops, bars, restaurants, and other guest services

There are reading areas in many hotel lobbies.

This hotel has a beautiful lobby.

Will they meet us in the lobby?

message box: a rack behind the registration desk for messages and mail,
arranged by room numbers

A message box is often referred to as a pigeonhole.

There is a message box for each room.

Who is responsible for the message box?

overbook: to book more guests than there are available rooms
Our hotel was overbooked last summer.
Because of the new computer, we won't overbook our guests.
Have you ever been overbooked at a hotel?

registration card: the card used to sign a guest in; it contains such infor-
mation as the guest’s name, address, and room number

Each guest must fill out a registration card.

Registration cards are sent to the cashier’s office.

What is on a registration card?

registration desk: the area of the front desk where guests check in
The room clerk works behind the registration desk:

When you amive at the hotel, you should go directly to the

registration desk. '

Does the registration desk also handle reservations?

reservation: an arrangement to have something, such as a room, a seat,

or a table, set aside
If you want to stay at that hotel, you should make reservations well
in advance.
Here is the number to call for reservations.
Should we make a reservation for dinner?
room clerk: the employee who registers and assigns guests their rooms
_The room clerk assists in the check-in procedure.
Advance reservations can be made by the room clerk.
Is there always a room clerk on duty?



single: a room for one person
We are out of singles.
A single room has only one bed.
How many single rooms does this hotel have?

suite: several rooms that are occupied as a unit
Our party will need a suite.
A suite is generally very expensive.
- Can we see our suite before registering?

C. Check-Up

Fill in the blanks with the proper terms from the liss.

reservation check-in procedure
lobby - message box
double . registration card
registration desk front of the house
room clerk key drop

The front office is part of the
There’s a letter in the
Please fill out the
I'll meet you in the
The _ did not go smoothly.

This couple will need a room.

The will give you your room number.
Make the for this weekend.
The is on the counter.

SemNo LWL~

[y

You can check in at the
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