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W Chapter 1

The Hospitality Industry and
Hotel Departments

Pre-reading questions:
1. What is your definition of hotel?
2. Have you ever stayed in a hotel?

3. Are you going to work in a hotel?

Part 1 Intensive Reading

Hotel Types

There are many different kinds of hotels to fit the different kinds of
people that travel and use hotel services. Every hotel is different, but in
general, there are a few categories that are common throughout the world.
Usually these are divided into the business market that serves business
people working for short periods in cities away from their home, and the
recreational market, which is much broader. The recreational travel
market has more kinds of hotels, and usually offers more different kinds of
service, from staying in an eco-hotel in the trees of a rain forest to staying
in a five star hotel in New York, London, or Shanghai. In addition to the
facilities, kinds of hotels are also defined by the ownership structure.
Many hotels are part of a group or chain with the same name and share a
certain class of service or theme through their operation.

The business hotel market is large because there are many business

travelers and they have money to spend. Some of the main kinds of hotels
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in this market sector include airport hotels, railway station hotels, suite
hotels, extended stay hotels, residential hotels, and convention center
hotels.

The recreational travel market is larger and more complicated than the
business market, because what people do on a business trip is more similar
than what they choose to do with their free time. At the low end are
hostels, backpacker hotels, and guesthouses. Eco-tourism is becoming
more popular, so eco-hotels have become more common. Eco-hotels are
similar to resort hotels, both are usually located close to or in a beautiful
natural area with a beach or mountain or forest. The difference between
resorts and eco-hotels is that eco-hotels stress low or no impact on the
natural environment. Bed and Breakfast lodging, timeshares,
condominiums, and casino hotels are all focused on providing for the needs
of certain groups that want to do a certain activity in their time off.
Finally, motels are on the most standard kinds of hotel but only in
countries with high car ownership.

Hotel Departments

Room Division;

Includes front office, front desk, reservation, business center,
concierge, transportation, bell staff and housekeeping functions.

Marketing department:

Be responsible for selling hotel rooms to major customers like travel
agencies, conventions, exhibitions, and large group business.

Food and Beverage Division:

Be responsible for the operation of the restaurants and bars in the hotel
and the revenue stream that come from them.

Engineering Department:

"I‘akes care of all the equipment in the hotel, makes sure the hotel
looks good and that everything works inside and out.

Security Department:

Ensures the safety and security of guests, staff, and property in the

hotel.



Finance Division;

Works on all the financial transactions of the hotel, issues invoices,
collects money, and pays expense.

Human Resource Division:

Works on finding and choosing the right people for positions in the
hotel, handling benefits, and legal reporting requirements.

Hotel Management:

Provides planning, leadership, management skill, and control

functions for the hotel.
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- Dialogue 1 Talking about Hotel History % o8

I: instructor S: student -§ §_’_
Scene: An instructor and his student are making a conversation. N =1
N | @
I: What made you choose a career in the hospitality industry? N %

/

S: I've always had an interest in management and a desire to enter a

w
/
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service-related business.

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

S: Are you referring to developments in recent years?

I: I am. During my career I have seen many changes in the
organization of the accommodation industry. I have worked closely with
many luxury hotels and have ever been a consultant with a motel chain.

S: I've read about early accommodations in Europe. Those facilities
seem primitive by today’s standards.

I: The history of our industry began with the tavern and inn.
Although usually simple and the travelers often had to share beds with

other guests. The service was friendly, but the accommodation lacked the
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comfort our clientele expects today.

S: The inns of the past were certainly different from the deluxe hotels
all over the world today. What do you think was important in the growth
of hotels?

I. Well, changes in transportation forced changes in the accommodations
industry.

S: What do you mean?

I: The airline industry now allows the public to travel to remote
places. The growth of resort hotels is part of this development. Also,
people travel on business much more than they were able to in the past.

S: There certainly is more to our logos.

I. With the growth of new franchises, the competition among the

chains is increasing.

Dialogue 2 At the Human Resources Department

Scene: Kong Liang (K), a fourth year student of Hotel Management
Dept. of a tourism institute, comes to the New Century Grand Hotel for his
internship. The training manager(M) is talking to him about the schedule of
the internship.

M: Good morning, Mr. Kong. You are going to spend 6 months on
having your operational and managerial internship in our hotel, right?

K: Yes. If possible, I'd like to work and learn in every department of
both the front of the house and the back of the house.

M: Why not? First of all, you'll be a Front Office clerk. You will be
a reservation agent, receptionist, bellman, operator and cashier. You’ll
have the most direct contact with foreign guests.

K: Great! Thank you. What then?

M: Then, you’ll be a room attendant, laundryman, PA cleaner in the
Housekeeping Dept. You will have a section of 14 rooms every day. That
might cause you quite some physical labor.

K: No problem. I'd love to.

M. After that, you will be put at the Food and Beverage Dept.



K: Fine. Epicurean civilization is in China. I'd try my best to make
every customer know better about Chinese cuisine.

M: When you have had your practice at these three departments for
one month respectively, you will work as a shop assistant in our hotel’s
Shopping Arcade, a clerk in our Recreational Dept. , a sales representative
in our PR and Sales Dept. , a security officer in our Security Dept. , and a
maintenance man in our Engineering and Maintenance Dept. to learn
something of everything.

K: And everything of something.

M. If everything goes smoothly, we'd consider letting you work at the
Controlling Department and the General Manager'’s office to learn the art of
hotel management.

K: Oh, that’s very considerate of you.

M: You're welcome. Please come here at 8:00 tomorrow morning to

have your first course—Orientation.
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\' New words:

hospitality [ hospiteeliti In. 7% ; B %)

facility [fo'siliti]n. & ;18 &

sector ['sekta]n. &8, B, BKX

suite [switt]n. (—E)RXE , EF

residential [reziden[(a)!]adj. FEH; EREH XM
hostel [host(a)l]n. Hkit; BFFAT(LIEEFAkEL)
backpacker [‘bakpake |n. B EBIRKITE

guesthouse ['gesthavs]n. =18 ;/NEY R EIRIE

lodging ['1od3in]n. FfF; F A HEANFEE.EF
timeshare ['taimfer]adj. SN ZAHAERIIEHN
condominium [ kondaminism]n. [ =B 7 AN E
franchise ['freen(t)faiz]n. &, AR LHEHA, EEN
concierge ['konsieaz]n. [JE ;BIIA; I TR, L=
revenue [revenju:ln. WA EWE; ERHOWA; WE
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transaction [treenzaekfon]n. X 5 . FH %, HIE
issue ['ifur;isjurlvt. &7, K% K% MEH  HH
invoice ['invois]n. X & . &%) . £ &%

consultant [ ken'salt(a)nt]n. Bi[a) ;&3
tavern ['teev(a)n]n. JBIE . B4k

clientele [kli:on'telIn. &/, ZX M IFIAEIEA
deluxe [dolaks]ad). SEM, ZEMN . ETERN
logo ['logau; 'leugau]n. BAR; BAR; ARIRE
internship ['intanfipln. L34 ; G
epicurean [ epikjurion]n. ERFEXFE . EBXK
arcade [ a’keid]n. HtJER . A # BRI AT E
orientation [orientefon]n. WIFHERNB () AT TES
resort [rizoit]n. R . EE . FE&

i

Phrases and Expressions:

eco-tourism 4 2k ifF

ownership structure frH8 #4544

low end i ; %45 {XBY 7™ dm

bell staff 1723 R

service-related business R &7 REE XL F
shopping arcade WY 1% . B /EH . §HE0

% Key Terms:

Hospitality industry ( i ¥ 8 & A, & /5 I ) : Generally speaking, it

means tourism industry, but most often, it just means hotel industry, it is

an international norm. It is the industry which gives guests friendly and
generous reception and entertainment.
Accommodation({¥ 78 ) : Room and board for the traveler

Chain (% %1 ): A number of enterprises operated under a central



management, as in a hotel or restaurant chain.

Franchise (42 E 0 ) : An arrangement in which an operator from
a central organization leases the name and procedures for a business.

Clientele(Z /A, M) : A group of customers

Deluxe(Zf£,5 1) . The most luxurious

Inn(Z 4, HIE) : A place that provides lodging and food for travelers.

Motel (5 & iK 18 ) : An accommodation which permits automobile
parking near the guests’ rooms.

Resort (B {RX ) : A location used for entertainment or recreation.

Tavern(YBIE, Z %% ) : A place that serves alcoholic beverages; in the
past, same as an inn.

Business hotel (%85 ) . Hotel that serve business travelers and the
business market.

Suite hotel (Z B & /& ) : Hotel that has mostly rooms with separate
areas in them, a living area and a sleeping area.

Convention center hotel (£ i # /0> 8 J& ): Hotel with convention
facilities on site or nearby.

Eco-hotel (4 7578 /& ) : Hotel located in natural areas that are focused
on a minimum impact on the environment,

Condominium ( & & 8 JE ) . Properties that are individually owned,
maybe managed by group or company. Usually these look more like
apartments.

Front of the house GBJ/ERT& #B17]) : Those departments of a hotel that
are involved in administration and service-related 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.

Back of the house (J&J/E /S & #817]) : 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, laundry service, and
engineering.

Resort hotels & spas (EBEE S5 KT8 ): A hotel that caters
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primarily to vacationers and tourist and typically offers more recreational
amenities and services, in a more aesthetically pleasing setting, than other
hotels. These hotels are located in attractive and natural tourism
destinations and their clientele are groups and couples that like adventure
with sophistication and comfort. The attractions vary depending on the
region and some might offer golf, tennis, scuba diving, and depending on

the natural surrounding, may also arrange other recreational activities.

Part 3 Exercises

I . Questions for discussion

1. Who does the commercial hotel primarily serve?

2. Why can a commercial hotel attract so many guests?

3. What is the characteristic of an airport hotel?

4. Why is the suite hotel developing fast?

5. What is the difference between a resort hotel and any other kind of
hotel?

6. How does a resort hotel attract its guests?

7. Describe the features of a conference center.

8. Who does the residential hotel primarily serve?

9. If you want to spend your holiday away from home, what kind of
hotels would you choose? Why?

10. Say what you know about any hotels in your city.

II. Multiple Choice

1. The room division of a hotel usually includes housekeeping.

A. true B. false

2. The marketing department

A. manages menus B. gives bills to customers

C. does monthly labor reporting D. is responsible for the website

3. F&.B manages the food in all these places except



A. bars B. restaurants C. convenience store D. lounges

4. You would not call the maintenance and engineering department for
this.

A. The sink in a bathroom is leaking.

B. Something is stolen from a room.

C. The lawn mower breaks down.

D. The wall needs a new coat of paint.

5. Human resourcesswould probably choose to be a
security guard last.

A. an off-duty policeman

B. a former army personnel

C. an individual trained in security procedures

D. an ex-convict

6. All but this one is an important job for the human resource
department.

A. find good people B. interview customer

C. work on benefits

. Role Play

D. do necessary legal reporting

1. A guest calls on the phone and asks you what kind of hotel you
have. She wants to come to your city but doesn’t want to spend too much.
2. A gentleman asks you about the many recreational services you have
at your beach resort hotel. You answer his questions one by one.
IV. Cloze
(expertise, brand, affiliated, fee, operate, autonomy, responsibility,
low, follow,access, benefits, positive, spread )
Hotel and Motel Chains
Many hotels are with others in a chain through
management or ownership agreements. Independent hotels do not have any
affiliation. Affiliations are valuable in marketing branding, sales,
purchasing  supplies, operational procedures, and management
These all are increasingly important in today’s competitive

marketplace. The benefit of not having an affiliation with a major chain or
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marketing group is . Management and employees are much
more free to make decisions. Chains under two main ways,
either under a management contract, or as a franchise. Management
contracts usually keep the financial and legal with the owner of
the property. The management company operates the hotel, pays
expenses, and receives a for their management service.

Franchising is a model where the local owner or developer operates the
property himself or herself, but is allowed to use the name and
operating procedure of another company for a fee. The franchiser grants

to software for sales and operations, central purchasing
contracts with vendors at prices, and pooled advertising. The
franchise percentage is specified in the franchise agreement. If the local
franchisee operates according to procedure, they keep going as a
franchisee. If they do bad things or do not procedures as set
down in the franchise agreement, they may be terminated. In most
industries where franchising is popular ( fast food, hotels, business
services), the franchiser has already established the value of their brand
and operational procedure. In some cases, referral groups also come
together to get some of the of a franchise organization like a
common brand and purchasing agreements with vendors.

Chain management has effects on the efficiency of the
whole group in a few ways. There is a two-way exchange of information
between the local organizations and the headquarters and back. Good ideas
developed in one place can quickly. Bad procedures can be
stopped quickly. Usually, the corporate headquarters staff has deep
experience in the industry, so they can benefit the affiliate or franchise
units with their knowledge. In many cases staff from headquarters of
franchise or affiliate organizations are sent down to individual units to learn
their ways and procedures, and develop bonds with the local staff.

V. Translation

Levels of Services

Levels of service in hotels vary as much as the kinds of hotels. The



level of service available in hotels includes the standard of rooms and
facilities, and the level of personal attention from the staff of a hotel.
Facilities include the rooms and the other places in the hotel that the guests
are allowed to use. Levels of service can vary between hotels and they can
also vary within one hotel at different room rates. Public areas in hotels
with higher levels of service will have more retail shopping outlets, an
international new stand, and a concierge that will help guests find or get
what they are looking for. The diamond?‘syster'n is often used to rate
hotels, with luxury or world-class service set at' four or five stars, mid-
range at three, and economy at one or two. Each level of service is aimed at
a different kind of guest. High-level executives, movie stars, and
politicians are the target market of world-class luxury hotels. Budget
travelers are the target market for low-end hotels.

Facilities include items in the room like the bed, desk and chairs,
artwork on the walls, and the type of bathroom facilities. The purpose of
luxury hotels is to make the guest feel completely happy and to provide for
their every need. Rooms are bigger, furnishings are luxurious, there will
be a high ratio of staff to guests and many shopping areas. In mid-range
service the goal is to make the guest satisfied by providing for their needs in
a comfortable environment with some nice extra touches. In economy
facilities the goal is to provide for customer’s basic needs with a clean and
safe room, but not much else. Other facilities related items include those
outside the guest room and these may vary by room rate. An example is a
special gym area on an executive floor.

Stars and diamonds are rating systems 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. At higher star or diamond ratings most facilities are very nice, but
what separates good hotels from great hotels is the people in the hotel who
deal directly with the guests. The star system for hotels is used in many
Asian countries including China. In China, it is administered by the State

Bureau of Tourism. The diamond system is used in England and other
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