Chapter One- The Lodging Industry
	
· The properties architecture and style may be important in setting the theme but other factors are also important in making a hotel unique from all other hotels. These factors can include:
· The property location
· Variety and quality of food service
· Special features and amenities
· **The staff puts this all together with service to create the overall image and competitive position. 
· Front Office personnel are on the front line in creating that image
· Reservation agents have first contact with guest
· Front desk agents, concierge bell attendants, and door attendants are the first people the guests see upon arrival

The Hospitality Industry
· The travel and tourism have one goal, providing necessary or desired products & services to travellers
· Alt & La is one of the largest hospitality industry educational center in the world

Classifying Hotels:
· A Hotel or inn can be defined as an establishment whose primary business is providing lodging facilities for the general public and have many amenities having 50 to 200 rooms maybe larger. Inns give more personalized experience having 5 to 50 rooms. 
· Motel is a lodging facility that caters primarily to guest traveling by automobile (AKA Motor Hotel). In most cases a full range of services is not available.  Found in suburban or roadside areas but do not offer as many amenities as hotels. 
Size:
· Hotels are put into 4 categories for Sizes :
· Under 150 rooms
· 150 to 299 rooms
· 300 to 600 rooms
· More than 600 rooms
Target Markets
· Target Markets are distinctly defined groups of travellers that the hotel seeks to retain or attacked as guests
· Market Segmentations has contributed to substantial growth, Particularly within hotel chains
· Hotels target many markets and can be classified to who there attempting to attract and serve. Most common types based on target market are:
· 
· Bed and Breakfast
· Vacation Owner ship/ Condominium
· Commercial
· Lifestyle
· Airport
· Casino
· Suite
· Conference center
· Extended stay
· Convention hotels
· Residential resort


Commercial Hotels – Form the largest group of hotel types but primarily cater to business travellers due to these location and target market. Many are located near or in downtown, railways making it extremely convenient for travellers. In the past they were known as transient hotels because of the shirt length stays, they received compared to other hotels and they also can have many amenities

Airport Hotels- is extremely popular due to their location, their proximity to major travel centers. Typical target market include business clientele airline passengers, with over night travel layovers or canceled flights and airline personnel

Suite hotels- feature guest rooms with a living room or parlor and separate bedroom

Extended-Stay Hotels: For guests who like to stay five days or more and require full amenities such as a kitchen living room, with food or housekeeping on a daily basis. 

Residential hotels: Provide long term or permanent accommodations for people in urban or suburban areas. They may also offer short term or transient guest accommodations

Resort hotels: are planned destinations for travellers on vacation and are unique because they’re away from urban areas, in mountains or islands etc. and provide special amenities for guests.

Lifestyle hotels: intended to appeal to specific travellers, who enjoy certain architecture, art, convey a special interest and amenities

Bed and Breakfast: houses converted to over-night rooms and have limited amenities but cheaper. They offer breakfast only

Vacation Ownership/ Condominium Hotels: Attract individuals, who purchase the ownership for a specific time and are often contract for a specific unit at a specific time each year,

Casino Hotels: Tend to cater to leisure and vacation travellers attract guests by promoting gambling and gaming and entertainment. Riverboat gambling does not offer lodging, but has a hotel on shore but is not considered a casino hotel.

Convention Hotels: designed to accommodate large conventions often as many as 2000 rooms or more.

· Early Types of European Hotels:
· Transit Hotel:
·  Provided economical, efficient an clean overnight
· Accommodations at major crossroads
· European equivalent of motel
· Vacation Hotel:
· Spas near mineral springs
· Others at scenic locales
· Grand Hotels:
· Unique architecture
· Impeccable and truly personal service
· Exquisite food, and style and ambience beyond comparison

Services
Lodging properties can be discussed in four categories of service: 
1. World- Class
2. Up-Scale
3. Mid-Range
4. Economy/ Limited Services

Levels of Service
· The intangibility of service- you don’t just sell food and an place to stay but the overall guest hospitality experience. These services are not physical things, but actions, deeds, performances or efforts. 
· Quality Assurance- Consistency is the key to quality service. Only the hotel staff can make the quality service reality. It is the consistency of a particular hotel per chain of hotels that creates a guests loyalty and uniqueness to that hotel as well as market niche. 
· Rating Service: AAA rates the best hotels four & five diamond rating. It is extremely difficult to earn either 5 diamond or start rating

Services: 
· World class service- AICA luxury service targets top business executives, entertainment celebrities, high- ranking political figures, and wealthy clientele to there primary markets. They have more than 400 guest rooms and provide highest value for the price paid.
· Up-scale Service hotel: attract travelers seeking exceptional service and accommodation but not at the level of world-class hotels. Its primary guests are business executives, high-level industry meeting attendees, and leisure travellers looking for extra comfort and amenities. Range from 100 to 2000 rooms and rated 4 stars generally

· Mid-range service: 150 to 299 rooms and accommodates the general travelling public seeking modest but sufficient experiences. Primary clientele are families, business people and individual travelers. 

· Economy/Limited Services – appeal to budget-minded travelers who just want a comfortable place to stay. Primary clientele are families, bus group tour people, travelling business people, vacationers, retirees, etc. DO NOT OFFER ROOM SERVICE. 

 Ownership & Affiliation
· Independent hotel- has no affiliation with other properties

· Chain Hotels: has other properties and ownership in a number of forms
· Classified as operating under management contract or as a franchise or referral group
· Management Contract- organizations that operate properties owned by other entities

· Franchising: is simply a method of distribution whereby one entity that has developed a particular pattern or format for doing business. The franchisor grants to other entities – Franchisees – the right to conduct such a business provided the franchisee follows the established pattern.

· 3 Advantages: Use the name, use its reservation system, participate in there advertising
· Disadvantage restrictive company policy
· Cost
· Referral Groups: consists of independent hotels that have banded together for some common purpose

Classifying Guests:
· Business
· Pleasure/ leisure
· Group
· International

Buying Influences on Travelers
· To persuade guests to chose one hotel over the others, many hotels develop marketing plans that may include the use of billboards, newspaper and radio advertisements the internet etc.,,,
· Travel Management companies: large travel agencies with significant room rate negotiating power to control, travel expenses
· What brings a customer back to a hotel is the quality of service and properties overall cleanliness and appearance
GOOD SERVICE IS GOOD BUSINESS


Chapter Two
Hotel Organization:
· For a hotel to run effectively and efficiently every employee must understand their properties and work to achieve it
· Teamwork is a key to success

Organizational Missions:
· Mission statements – defines the unique purpose that sets one hotel or company apart from others. While employees learn the tasks in involved in their jobs- or “the what to do”- the mission statement communicates the why are we doing it. 
· A hotel mission statement often addresses the interests of its three main constituent groups
1. Guests
2. Management
3 Employees

· Regardless of hotel size or service level, it is safe to assume all guests have the following basic expectations:
· Safe and secure accommodations
· A clean comfortable guestroom
· Courteous, professional, knowledgeable and friendly service
· Well-maintained facilities & equipment

· A mission statement guides managers in their jobs by identifying the property’s basic values
· Goals- those activities and standards an organization must successfully perform or achieve to effectively carry out its mission. It is very common for more than one department to be involved in achieving a goal. 
· Joint goal setting fosters cooperation and espirt de corps between departments
· To attain its goals a department uses tactics (how it will be achieved) and strategies. (the methods)

Hotel Organization
· The people authorized by a htoel’s owner to represent his or her interests are called hotel management. 
· Organization Chart: is a schematic representation of the relationships between positions within the organization
· Organization charts should be flexible and be reviewed and revised yearly. 

Classifying Functioning Areas:
· One method involves classifying an operating division or department as either revenue center or support center
· Revenue center: sells goods or services to guests, thereby generating revenue for the hotel
· Support center: (Cost centers) : include house keeping, accounting, engineering and maintenance and human resources divisions

· The functions of the front office are to: 
· Sell guestrooms, register guest and assign guest rooms
· Process further room reservations, when there are no reservations department or when the reservations department is closed
· Coordinates guest services
· Provide information about the hotel, the surrounding community, and any attractions or event of interest to guests
· Maintain accurate room status information
· Maintain guest accounts and monitor credit limit
· Produce guest account statements and complete proper financial settlement
· Telecommunications: a switchboard area or department that maintain a complex communications network similar to that of any large company (AKA Private Branch Exchange) 

Uniformed Service: 
· Among the major challenges the manager of the uniformed service apartment faces are: 
· Setting the proper service standards
· Recruiting and training employees and ensuring that employees successfully provide quality service
· Bell attendants, door attendants, valet parking attendants, transportation personnel, and concierges. 

Housekeeping: 
· Housekeeping personnel (usually executive housekeepers) are responsible for maintaining two types of inventories: recycled and non-recycled.
· Recycled inventories are those item that have a relatively limited useful life but are used repeatedly in housekeeping operations. i.e. uniforms, irons, hairdryers etc.. robes- monthly  uniforms-yearly, Linens- every3 months, amenities- weekly or monthly. 
· Non-recycled items- consumes are warn out, during the course of routine housekeeping operations. Ex. Personal grooming supplies, cleaning supplies etc. 

Sales and Marketing Division 
· In large hotels the same and marketing responsibilities are typically divided into five functions: sales revenue management, convention services, advertising and public relations

· The primary goal of the division is to promote the same of hotel products and services
Revenue Management- responsible for ensuring that the hotel is maximizing its revenue by balancing the room rates guest pay with hotel occupancy


Chapter 3- Front Office Operations

· The flow of business can be divided into 4 stages of the Guest cycle:
1. Pre-Arrival- when a guest chooses a hotel. 
· Reservation Record- enables the hotel to personalize guest service and appropriately schedule necessary staff & facilities
· Property Management Systems (PMS) – Hotels main computer system 
· Guest Folio- A record of the charges incurred and credits acquired by the guest during the guest cycle

2. Arrival- includes registration & rooming Functions
· Barrier Free- means that facilities and accommodation must be designed with the disabled guest & visitor in mind. 

3. Occupancy- front Office cycle is to encourage repeat visits
· House limit- A maximum credit on the amount that guests can charge to their accounts without partial settlement

4. Departure: Charges posted to the guests account after.  The guest has checked out is called late-charges

Front Office Documents:
· Vouchers: is a support document detailing the facts of a transaction
· Pre-Arrival Documents: reservations are formulated into an electronic reservation file. They may be asked to confirm reservation, this allows for errors to be corrected before the guest arrives. 
· Arrival Documents: Used for Check in
· Departure Documents: used to check out guest

· Point of Sales System (POS) records:
· Amount of transaction
· Description of the transaction
· Affected departments
· Type of transaction
· Identity of the cashier
· Amount tendered
· Method of Payment
Reservation Management Software
· Enables a hotel to rapidly process room requests and generate timely and accurate rooms, revenue and forecasting reports
· Remote reservation networks, known as global distribution systems (GDS) Internet distribution systems (IDS) & Central reservation systems (CRS)
· GDSs captures, process and forward reservation information from airlines and travel agents
· IDSs capture guest reservation data and may be automatically connect to the hotels reservation management system
· CRSs are operated by the hotel company and communicate reservations data, track rooms reserved, control reservation by room type & rate and monitor the # of reservations received. 

Rooms Management Software
· Maintains current information o the status of rooms, provides information on room rates, assists in room assignment during registration and helps front office personnel coordinate guest service

Guest Account management
· Increases the hotels control over guest accounts significantly modifies the front office audit routine

General Management Software
· Report-generating packages that depend on data collected trough reservations management, rooms management and guest account management
Back Office Interfaces: 
· General ledger accounting software, human resources software, human resources software, financial reporting software, and inventory control software. 
System Interfaces:
- Non-Guest Operated Interfaces: point of sale (POS) system, call accounting system, electronic locking system and energy management system.



Chapter 4
 
· Revenue Manager: responsible for forecasting demand for each market segment the hotel seeks to attract  corporate transient, group leisure transient & others, as well as determining the guestroom rates that will provide sufficient room revenues and occupancies. Also coordinates efforts with the reservations, front office and sales department. 
· Revenue Management- forecasting sales information and using it to determine pricing or room rate strategies. 
· Sales department is a primary source of reservations fro the hotel (SMERF MARKET)
· Sales department is responsible for generating sales from other markets as well as the group market. 
· Reservation managers should be involved in every decision affecting the hotel’s occupancy and revenue opportunities
· They evaluate requests and reports from the sales managers

Types of Reservations
· Guaranteed reservations – The room will be held until a specific time of day following the guest’s scheduled arrival date. In turn the guest pays for the hotel whether its used or not. 

· Prepayment: payment is received full prove to the guest’s day of arrival

· Payment Card- Paid with credit &debit cards prior to arrival or after

· Advance deposit: require that the guest pays the hotel a specified amount of money prior to arrival

· Voucher or MCO: A type of travel agent guarantee is the travel agency voucher or miscellaneous charge order (MCO)

· Corporate: involves a corporation entering into an agreement with a hotel

· Non-guaranteed reservations: hotel agrees to hold a room for guest until a stated reservation cancellation hour (4pm or 6pm) on the day of arrival


Reservation Inquiries

· Central Reservations systems : A system responsible for maintaining room availability inventory for each property participating in the system. 
· Two types Affiliate networks & non-affiliate networks 

· Affiliate reservation network: a hotel chain reservation system in which all participating properties are contractually related

· Overflow facilities:  Non-chain properties in an affiliate reservation system

· Non-affiliate reservation network: subscription system designed to connect independent or non –chain properties

· Cluster Reservations Office: Chains that have several properties in a geographic area may opt to establish a single reservation or “cluster” office


· Attendee Management & Housing Systems Software: a supplement reservation planning tool

Reservation Availability 
· When a reservation is made the property can:
· Accept the reservation as requested
· Suggest alternative room types, dates & rates
· Suggest an alternative hotel

Reservation System 
· Reservation systems must be capable of modifying rates based on such factors as:
· Supplementary charges for extra services or amenities 
· Arrival or minimum stay requirements in effect for the dates requested, if any
· Special promotions in effect for the dates requested. 
· Applicable currency exchange rates
· Room ta % 
· Service charges or gratuities
Reservation Records
- identify guests and their occupancy needs before the guest’s arrival. 

Chapter 5 – Registration Process:
· From the front desk agent’s perspective, the registration process consists of seven steps
· Preregistration Activities
· Creating the registration record
· Assigning the room & rate
· Establishing the method of payment
· Verify the guest identity
· Issuing the room key
· Filling special requests

· Preregistration activities- occur before the guest arrives at the property. They get their record ready with all there information. 
· Creating the Registration record- occurs when the guest arrives. Where the guest writes down there information for the hotel to verify who they are
· Assigning the room& rate- involves identifying and allocating on available room in specific room category to a guest.  
· -ON-CHANGE – Room is being cleaned 
· Establishing the method of payment- what they will pay with; debit, credit, etc.. 
· Verify the guest identity – ASK FOR SOME SORT OF ID
· Issuing a room key- giving them the key for their room,
· Filling Special requests – acknowledging and acting on special requests that guests make
· Skipper- A guest who leaves without paying for a room
· Sleeper- An unoccupied guestroom wrongly shown as occupied on the property management system

Chapter 7- Security and the Lodging Industry
Developing the Security System
· Doors, locks and access control
· Guestroom security
· Control of persons on premises
· Perimeter and grounds control
· Protection of assets
· Emergency procedures
· Communications 
· Security records
· Staff security procedures
· All managers at property should be involved in creating security guidelines that address hotels unique needs. 
Security Staffing
· Contract Security
· In-House Security
· Off-Duty police

Chapter 8- Front Office

One of the major tasks for front office department is to :
· Monitor & record the transactions of guests& businesses, agencies, and other non-guests using the hotels services and facilities
· The four functions of a front Office Accounting System:
· Create/maintain accurate account files
· Track Financial Transactions
· Ensure internal control
· Record settlement
· Create and maintain Accurate Account files
 Accounts & Folios
· An Account: A form on which financial data are accumulated and summarized
· Guest Account: The registered guests
· Non-guest account: local businesses
· City ledger: A statement of all financial transitions affecting the balance of a single guest account
· Posting: The process of recording transactions on a folio
· Guest Folio: Accounts assigned to more than one person or guestroom
· Master Folio: Accounts assigned to non-guest businesses or agencies
· Non Guest Folio/ Employee Folio: Accounts assignment to employees with charge purchase privileges
· Voucher: A document with sales transaction information at a point of sale, eg. Restaurant, bar
· Detail a transaction to be posted to a front office account
Front office Ledgers
· Guest ledger: the set of guest accounts for registered guests

· City ledger: The collection of non-guest accounts
Front Office Transactions

· Cash Payments: made at front desk/ point of sales

· Charge Purchase: represent deferred payment transaction

· Account Correction: resolve a posting error on a folio

· Account Allowance: one type is a decrease in a folio balance, e.g. compensation, rebate. Another type is corrects a posting error detected after the close of business

· Account Transfer: Cash disbursement/ paid out

Front Office Accounting formula ** 
Previous Balance + Charges (Debits)- Payments (credits) = Net Outstanding Balance

· Internal Control
· Track transaction documents
· Verify account entries & balances
· Tools used to identify vulnerabilities in the accounting systems: 
· Cash sheet
· Cash Bank (Float) 
· Ledger: A summary grouping of accounts

· Account receivable- money owed to the hotel
· A transaction can be classified as: 
· Cash payment
· Charge Purchase
· Account correction
· Account allowance
· Account transfer
· Cash advance
· Cash Bank: Amount cashier is assigned at her till

· Cash Voucher- A voucher used to support a charge purchase transaction that takes place somewhere other than the front desk

· Charger Voucher- A voucher used to support a charge purchase transaction that takes place somewhere other than the front desk

· Correction voucher- A voucher used to support the correction of a posting error that is rectified before the case of business on the day error was made

· Transfer voucher- A voucher used to support a reduction in balance on one folio and an equal increase in balance on another; used for transfers between accounts

Hotel Performance Indicators 


Occupancy Percentage = #of rooms occupied 
                                                 # Of Rooms Available

Average Daily Rate= Rooms Revenue
                                         # Of Rooms sold

Average House Rate = rooms revenue
                                          # Of Rooms Occupied

RevPAR  = Hotel Room Revenue
                     Number of Average Rooms



Chapter 9- Check Out and Account Settlement
Check Out Options: 
· Check out at the front desk
· Express check-out
· In-room TV check out
· Self check-out terminals

Functions of checkout and settlement 
· Settle guest account balances
· Update room status information
· Create guest history records

Record Settlement
· The collection of payment from outstanding account balance
· An account brought to zero: 
· Pay cash payment in full
· Transfer to city ledger for collection 
City ledger: 
· Some accounts in a city ledger include: 
· Non-guest house accounts
· Credit card billings to authorized credit card companies
· Direct billings to approved company and individual accounts
· Late charge accounts: 
· Travel agency accounts
· Bad check accounts
· Skipper accounts
· Disperse bills for guests

Chapter 10
· Communicating Room Status:
· Occupancy report:  lists rooms occupied that night and who is expected to check out. 
· Housekeeping status report: based on physical check of each room in the property 
· Room Status discrepancy:  difference between the housekeeping department description and the status information the front desk has. 
Housekeeping and Maintenance:
· Sleep set
·  heating/ air conditioning
· TV, radio, telephone
· Bed spreads
· Lighting
· Door
· Toilet
· Vanity and tub
· Towels
· Bathroom walls and décor
· Water temperature
· Ventilation 
Types of Maintenance:
· Routine maintenance:  general upkeep of the hotel, occur on a regular basis
· Preventative maintenance: inspection, minor corrections and work order initiation
· Scheduled maintenance
Frequency schedule: house keepings daily responsibilities including special cleanings


Chapter 11 – The Night Audit 


Night auditors: 
· Two main purposes: 
· Verifying the accuracy and completeness of guest and non-guest accounts
· Complying statistics and reports

· Major activities of the night audit:
· Complete outstanding postings 
· Balance all department accounts
· Verify room rates
· Verify no-show reservations
· Post room rates and taxes
· Prepare required reports
· Prepare cash receipts for deposit
· Clear or back up system
· Distribute reports

The Night Audit Formula:

Today’s opening guest ledger balance + Today’s charges – Today’s credits = Today’s closing guest ledger balance


Chapter 11 – Front Office Audit
Functions of a front Audit:
· Verifying posted entities to guest and non-guest accounts
· Balancing all front office accounts
· Resolving room status and rate discrepancies
· Reviewing guest credit transactions against established limits
· Generating operational and managerial reports
· Daily Transcripts- detailed report of guest accounts that summarize and updates those guest accounts that had transactional activity on that particular day
· Supplemental Transcript- tracks the day’s transactional activity for non-guest accounts

Front Office audit focuses on 2 areas:
1. The discovery ad correction of front office accounting errors
2. The creation of accounting and management reports
· Front Office Auditor – An employee who checks the accuracy of front office accounting records and makes a daily summary of hotel’s financial data.
· Trial Balance- the process of balancing front office accounts with transaction information by department before the final balance is determined and the hotel day is closed.
The Front Office Audit Process:
· Complete outstanding postings
· Reconcile room stats discrepancies
· Verify room rates
· Balance all departmental accounts
· Verify no-show reservations post room rates and taxes
· Prepare reports
· Prepare cash receipts for deposit
· Perform system back-up routine 
· Distribute reports

Chapter 12: 
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