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AAA. see American Automobile

: Association
'\AA diamond rating system, 26
E ‘AAA listing requirements, 23-26
- AAA ladging classifications,
21-26
"-ABC/(Zapiml Cities, 242
Accelerated depreciation, b
; :\( cess control, 213-215
. Accidents:
. employee, 105-108
L guest, 190-192
[ Accident investigation, 195-197
' Accident prevention, 107
-, Accommodation ty; pes. G5-67
Accor 8A, 200, 201, 257
; Accounting department, 35-36
- Activity-based lodging, 304-305
© Actaal market share, 84
. ADA, see Americans with Disabilites
. Adjoining rooms, 65
ADR, see Average daily rate
i Advertising, 129
- franchise, 258, 260
S job, 150
Advertising fees, 262
- Affirmative action, 139-142
- AfvicaTours, 201
Age discrimination, 140
Age Discrimination Act, 139
- Airport hotels, 9-10
Air travel costs, 3
- Air walls, 173
Alarms, 213
Alcoholic bcvcragcs, 34,171-173
Alcohol usc, 141

i

Allocation controls method, 243

Allsuite hotels, 15, 16

Alternate-year ownership, 202

Amenities, AAA listing
requirements for, 26

American Automobile Association
{AAA)Y, 7-9

Amernican Plan (AP}, 62, 68

American Resort Development
Assocation (ARDA), 288,
208G

Amernicans with Disabilities Act
(ADAY, P34, 148, 151

Ameticatours, 201

AP, see Astserican Plan

Aparuneot kedging. 21

Appk’ Musacal l“,zmp, 3455

Arhitration, 15%

ARDA, ser Asnierican Resort
Developnent Association

Arrivals:

checklist for evaluating, 64
registration of, 67-71

Arrivals report, 67

Ashtrays, 112

Asiatours, 201

Assistant food and beverage
directors, 34

Assistant food production
managers, 181

Assistant housekeepers, 91-92,
98-499

Assistant managers, 65

Assislant restaurant managers,
13- 184

Assistant sous chefs, 181

Atria, 201

Aundits;
communication, 226
night, 36, 7577
security, 205-216
Auditors, night, 36, 7577
Augusta National Golf Resort, 804,
315
Authority patterns, 37-39
Auntonomy, loss of, 260
Avatlability board, 57, 58
Availability controls method, 243
Avendra, 265
Average daily rate (ADR), 6, 14-16,
241
ALW Root Beer, H1

Baggage, 74
Ballrooms, 175
Bally's, 308
Bally’s/Paris Casino Resort,
308309
Banquet and catering department,
173175
Banquet chetfs, 180
Banquet maitre o', 185-186
Bangquet rooms:
safety in, 192, 193
setup of, 98
Bars, 171-173
Barron, Mary, 44
Bartering, 129
Baskin Robbins, 2556~256
Bass Hotels and Resorts, 256, 257
Bass PLC, 5
Bathrooms:
cleaning of, 113-116
guest injuries in, 190, 191

331
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Bathtubs, 191
Bed-and-breakfasts (B&Bs), 10, 21,
316 .
Bedding, 112-115
Beds, making, 114115
Bellagio Hotel, 169
Bell captains, 73
Bell staff, 73-74,
Benchmarking, 222
Benefits, employee, 156, 157
Beverage managers, 34, 184
Beverages, see Food and beverage
department
Bid price approach, 242
Bid systems, 182
Biennial ownership, 292
Big Boy restaurants, 61, 290
Billboards, 129
The Blackstone Group, 259
Block, 123, 125, 126
Boarding houses, 317
Bollenbach, Stephen F., 242
Booking curve approach, 241, 242
Booking follow-up, 125
Booking patterns, 239-240
Boulders, 15
Brand loyalty, 238, 260
Brand standards, 261
‘Breakers, 15
Breakout rooms, 173
Broadmoor, 15
Brochures, 129-130
Budget approval, 254
Budget lodging, 13, 14
Build promaotions, 130
Bulbs, burned-out, 112
Bulk buying, 102-103
Busch Gardens Theme Park, 306
Business travelers, 2, 9, 10
Busing programs, 311-312

S Butlers, 171

Buyout clauses, 254-255

Caesar's Palace, 310
Caesar's World, 308
Call accounting, 74

~ Calt reports, 121-122

Cancellation provision (contracts);
e 249, 252 "
- Cancellations, 63, 126

Careers, management, 49-50
Carlson, Curtis L., 89
Carlson Hospitality Worldwide, 89,
257
Carlson Marketing Group, 89
Carte Blanche credit card system,
310 '
Cash flow, 254
Cashiers, front office, 36
Casino hotels, 308
Casino resorts, 11, 307-313
busing programs of, 311-312
complimentary programs of,
310-311
Native American gambling,
312-318
riverboat gambling, 312
Category-one companics, 249-252
Category-two companies, 249-252
Catering department, see Banquet
and catering department
Catering managers, 123, 174,
184-186
Catering sales managers, 185
Catering services managers, 185
CC (credit card) payinents, 77
Cendant Corporation, 256, 257,
259
Central reservation system, 59
Central services, 251
Chain of command, 37-39
Chamber of Commerce, 121
Change, resistance 10, 225-226
Chatean de Roussan, 315
Checking rooms, 111-112
Checkout, 77-80
Chefs:
assistant sous, 181
hanquet, 180
excecutive, 34, 178-179
pastry, 180-181
sous, 179, 180
Chicago Hilton & Towers, 44
Child labor laws, 139, 143
Children, 298
Choice Hotels International, 256,
257 :

“Chon, Kaye, 302

Circulating par stock, 102

Civil Rights Act, 137-141, 151

Clarion, 206
Cleaning:
of bathrooms, 113-116
of guest rooms, 111-1106
ol |n|hli(' areas, 99-101
of restanrant, 169
of time-share units, 296
Cloister, 15
Closed to arrivals, 244
Club Med, 306
Club memberships, 291
COBRA, see Consolidated Omnilyyg
Budget Reconciliation Acy
Cocktail lounge, 171, 184
Coffee shop, 171
Collective bargaining, 1568
Colonial Williamsburg, 306
Comfort foods, 169
Comfort Inn, 13, 256
Commercial lnnndries, 101
Commercial lodging, 9
Commercial rates, 68
Committees, 43, 45
Communication:
GM's role in, 228-226
importance of, 34-35
and organizational structure, 43
Communication audit, 226
Company culture, 145
Compensation, 48-49, 154-1506
Competition, 263, 264
Competitive indexing, 84
Competitive position, 84
Complaints, 226
Complex lodging, 21
Complimentary breakfast, 169
Complimentary programs, 310-311

Complimentary rate, 68
Computers, 160
Computer systems, 263-264
Concierges, 72-73
Concierge assistants, 73
Condominium lodging, 21
Conference centers, 11
Confirmation letters, 124
Connecting rooms; 65
Conrad Hotels, 128
Conrad International Hotels, 310
Conrad N. Hilton College, 44
Conrad N. Hilton Foundation, 44



(“.unmli([.m-d Omnibus Budget
Reconciliation Act
((’3\'.’)1\ RA), 130, Di2-1 A3
Contracts, management, see
' Management contracts
Conuadt terimns, 262-253%
Control:
of alcohol, 172-173
of howsekeeping cquipment, 91
of housckeeping supplies, 90, 01
of kitchen supplics, 181-182
of linens, 99-10H
span of, 30-41
Convention hookings, 128-127
Convention hotels, 17
Convention instruction memos,
127
Conventions, 34, 60
Convention services department,
34
Convention and Visitors Bureau,
121
Corporate rate, 132
Costs, management-company,
250-251
Cottages, 21
Country inn, 21-22
Country Inns & Suites by Carlson,
89
Court Paille, 200
Courtyard, 61, 290
Covey, Stephen, 224
Credit card guaranteed
reservations, 60
Credit card (CC) payments, 77
Credit committee, 45
Cross<contamination, 176
Crossland, 14
Culinary training, 168
Cultural lodging, 313
Customer expectation, 168
Customer focus, 46 :
Customer service, 227, 309, 310
Cutoff date, 125-126
Cuts (injuries), 191

Dallas Hilton, 44 .
Damage, room, 112, 297
Dangerous substances, 297
Database mailings, 129-130

Day rate, G8
Days fnn, 13, 14
Dead bolt locks, 24
Decentralization, B8
Deep cleaning, L]
Defined net income percentage of
jotal revenue, 264
Deluxe fullservice hotels, 19, 16
Deluxe Imlcpmulcm. 16
Del Webb, 314
Demand patterns, 949-240
Demographics, 3-4
Department(s), 29-30
accounting, 35-36
food and beverage, 83-35
human resources, 35
marketing and sales, 85
rooms, 30-33
Departmental committee, 43, 45
Departures report, 67
Depreciation, 5-6
Development, employee, 48
Diamond rating system, see AAA
diamond rating system
Direct mailings, 129-130
Director of catering, 184-185
Director of food and beverage, 186
Director of human resources, 35
Director of security, 197-198
Director of systems, 36
Disabilities, individuals with,
139-141 '
Discounted rates, 237-238
Discretionary ¢ffort, 227
Discrimination, 187-141, 151-152
Disney Vacation Club, 18
Disney World, 304
Dispensing system, beverage,
172-173
Dispersion, physical, 41
Dispute resolution, 158-159
Diversity:
of leisure/recreation, 302
of staff, 46, 159
Documentation:
of right-lo-employmcm, 143, 144
of safety incidents, 197

““Do Not Disturb” signs, 111

Doors, 24, 214

~ Doorstaff, 74, 75

Dovble acconnnodations, 67

Dauble doulste aceomiindations,
67

Doublet, 310

Doubletres Guest Suites, 16

Drug Free Workplace Act, 139, 147

Drug nse, 141

Drunk driving, 173

Dry cleaning, 210

Dubrule, l‘;ml7_[(';11‘-“,1;ui", 2043

“Due outs,” 71

Econoladge, 13,256
Economics of employee safety, 107,
108
Economy lodging, 13-14
Eco-tourism, 306-307
EEOC (Equal Employment
Opportunity Com mission},
138
Efficiency of operation, 251
Flastic demand, 237
Electronic locking systems, 69, 199
Elevators, 213
Elevator safety, 192
El Paso Hilton, 128
Embassy Suites, 16, 310
Emergency keys, 200
Emergency plans, 201-202, 216
Empathetic listening, 224-225
Employees:
diversity of, 35
safety of, 105-108
and security audit, 205-207
and theft, 105
Employee handbook, 157-158
Employee orientation, 154
Employment, alternative forms of,
160
Empowerment, 38-39, 227
Energy conservation committee, 49
Engineering department. RN
and guest safety, 191192
security audit of, 208
Environment, 137-145
company, 145
legal, 137-145
work, 145
FEOC (excoutive operating
conunittee), 43
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Equal Employment Opportunity
Commission (EEOC), 138

Equal Pay Act, 139, 143

Equity clubs, 304

Equity issues, 170

Essential elements (of job), 148

European Plan, 62, 68

Exclusive territory, 263

Executive chefs, 34, 178-179

Executive housekeepers, 88, 90-91

Executive operating committee
(EOC), 43

Executive Residences, 61

Exemptions, pay, 143

Exposures (public relations), 131

Express check-out, 79

Extendcd Stay America, 14

Extended stay lodging, 12, 14-15,
22-23

External areas, guest injuries in, 190

External environment, 137

External lighting systems, 214

External recruiting, 150

Failure to vacate, 298
Fair Credit Reporting Act, 139, 145
Fairfield, 61, 290
Fairfield Communities, 18
Fairfield Inn, 13
Fair Labor Standards Act (FLSA),
139, 143 :
Fair market share, 83
Fairmont, 15, 16
Falls (injuries), 192
Family accommodations, 65-66
Family and Medical Leave Act
: (FMLA), 139, 142, 156
Family rate, 68
Favoritism, 170 :
Federal Executive Order 11246,
140-141
Federal Trade Commission, 264
" Feedback, 225
Fees: ‘
advertising, 262
franchise, 261-262 .
maintenance and operation, 294
management contract, 252
time-share, 294
training, 262

FFE (furniture, fixtures, and
equipment), 33
Financing, franchise, 262
First-line managers, 49
Five-diamond lodging, 26
Five-star lodging, 8
Fixed time slots, 286, 291
Fixed-unit, fixed-week deeded
agreement, 289, 291
Fixtures, AAA listing requirements
for, 25-26
Flamingo Hilton, 310
Flexibility, 46, 124, 251-252
Flextime, 48
Floating tine slots, 286, 291-292
Floor master keys, 99
FLSA, see Fair Labor Standards
Act
FMLA, see Family and Medical
Leave Act
Folios, see Guest accounts
Food and beverage controllers, 36
Food and beverage department,
33-35, 163-187
banquet/catering functions of,
173-175
bar function of, 171-173
benefits of, 164, 166-167
director of, 186
food production function of,
175-177
linens for, 102
management, see Food and
beverage management
operational areas of, 167-177
restaurant function of, 167-170
room service function of,
170-171
security audit of, 209
Food and beverage management,
177-186
of beverages, 184
of catering, 184-186
of food production, 177-182
of restaurant, 182-184
Food production, 175-177
Food production management,
177-182
Forecasting, 43, 126, 127
Forest City Enterprises, 255

('

Forest Hilis, 304

Formule | hotels, 201

Forte, Charles, 165

Forte PLC, 165

Four-diamond lodging, 26

Four Seasons, 15, 16

Fourstar lodging, 8

Foxwoods Resort Casino, 167, 319

Fractional ownership, 292

Franchises/franchise agreements,

255-266

advantages/disadvantages of,
260-261

definition of, 256

fees with, 261-262

financing of, 262

leaders in hotel, 257

marketing through, 258, 260

miscellaneous stipulations of,
263-264 _

operating procedures of, 257

selection of, 264-265

technical assistance with,
257-258

Franchise agreement sample,

269-283

binding effect clause of, 274

closing terms of, 271-272

continuing covenants clause of,
276

direct covenant clause of, 274

entire agreement clause of, 275

exclusive rights clause of,
269-270

franchisor’s duties clause of,
270-271

governing law clause of, 276

grant of license clause of, 270

new construction section of,
276-283

notices clause of, 274

partial invalidity clause of, 276

relationship clause of, 274-275

remedies cumulative clause of,
275-276

sale/lease clause of, 272-273

sale of securities clause of,
273-274

technical assistance clause of,
271



termination terms of, 272
third parties clause of, 275
transfer of controlling interest
clause of, 273
. Franchisee, 2566
. Franchisor, 256
- French doors, 24
' Frequency promotions, 130
Frequent traveler programs, 238
- Front desk agents, 65, 66
Front desk department, see Rooms
/ department
"~ Front office, 32, 53-81
' checkout function of, 77-80
guest services function of, 72-74
night audit function of, 75-77
organization of the, 54-56
registration function of, 63-72
reservations function of, 56638
security audit of, 207-208
telecommunications function of,
74-76
: Front office cashiers, 36
- Front office managers, 54-56
" Front-of-the-house areas, 65

- Fullservice lodging, 12, 15-17, 30,

31
- Functional organizational design,
i 41-42
. Function book, 124
. Furnishings, AAA listing
3 requirements for, 25
| Furniture, fixtures, and equipment
(FFE), 33

- Gabor, Zsa Zsa, 44
. Garage, 214-215
. General manager (GM), 36-37, 42,
217-234
and communication, 223——226
functions of the, 218
* and performance culture,
226-228
roles/responsibilities of, 220-221
- sample day of, 231-234
skills needed by, 220
TOM used by, 221-223
George V, 165 -

0 Globalization, 159

GM, see Gc_ni:ral manager

Gold Bond stamps, 89
Golden Tulip, 16
Golf resorts, 304
Grab bars, 191
Grand Casinos, 308
Greenbrier, 15, 315
Greeting (of guests), 68, 174
Grievance, 158-159
Group arrivals, 69-71
Group meetings, 130-131
Group rate, 68, 132
Group reservations, 60
Guarantee (banquet term), 180
Guaranteed reservations, 60-62,
125
Guest accounts, 62
charges to, 36
telephone calls on, 74
Guest history, 69, 78
Guest relations, 78-80
Guest room attendants, 93
Guest rooms:
cleaning of, 96-99
guest injuries in, 190
safety of, 190-192
security of, 23-24
Guest room supplies, 90
Guests (of time-share owners), 297
Guest services, 72-74
Guest services representatives, 65

Hampton, 12
Hampton Inns, 13, 310
Handbooks, employee, 157-158
Harassment, sexual, 138-140, 159
Hard comps, 311
Hazard Communication Standard
(HAZCOMM), 106-107

Hearing-aid-compatible

~ telephones, 75
Heathrow Airport, 165
Helmsley Hotel, 16
HFS, Inc., 259
Highway system, 4
Hilton, 4, 16
Hilton, Barron, 44, 128, 199, 310
Hilton, Conrad N., 7, 43, 44
Hilton, Conrad N, Jr., 44
Hilton, Eric Michael, 44, 128
Hilton, Francesca, 44

index 335

Hilton Garden Inn, 14
Hilton Grand Vacations Club, 18
Hilton Hotels, 7, 310
Hilton Hotels Corporation, 44, 128,
242, 310
Hilton Inns, 16, 310
Hilton International, 248
Historic doors, 24
Historic lodging, 23
History-themed lodging, 306
“Hold all space,” 124
Holiday Corporation, 242
Holiday Inn, 4, 5, 256
Holiday Inn Corporation, 5
Holiday Inn Express, 12, 13
Holiday Innkeeping School, 5
Holiday Inn University, 5
Holiday ownership, see Time-share
lodging
Holidex, 7
Homestead, 14
Host Marriott Corporation, 242,
290
Host Marriott Services
Corporation, 290
Hotel Conrad, 128, 315
Hotel lodging, AAA classification
of, 22
Hotel Monthly, 219
Hotel-online.com, 241
Hotels and compagnie, 257
Hot Shoppes, 61, 290
Hourly wages, 155
Housekeeping, 32, 87-116
AAA listing requirements for, 25
and employee safety, 105-108
guest room cleaning by, 96-99
and guest safety, 191
importance of, 88
inventory/control aspect of,
99-105
public area cleaning by, 99-101
sample routines for, 111-116
scheduling of, 93-95
security audit of, 208
staff for, 88, 90-93
and turnover, 95-96
Housekeeping equipment, a1
Housckeeping supplics, 90
House staff, 92
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House valet, 100
Howard Johnson, 4, 256, 259
Howard Johnson International,
Inc., 259
H&R Block, 255
Hubbart formula, 84-85
Human resources department, 35
Human resource management,
185-161
and akernative forms of
employment, 160
and diversity in workplace, 159
employee relations function of,
156-158
environmental factors in,
137-145
functions of, 136-137
and globalization, 159
job analysis by, 146
and job descriptions, 146-149
labor relations function of,
158-159
matching/training function of,
152-154
motivating/paying functions of,
154-159
recruitment/selection function
of, 149-152
and technology, 160
Hyau, 4, 16, 248, 314
Hygiene, kitchen, 176

1

Ice Palace Hotel, 314
11 (Interval International), 288
IMA (Institutional Mart of
America), 3
Immigration Reform and Control
Act (IRCA), 139, 143, 144
Incentives, 228
Inelastic demand, 237
Inflation, 4 :
Information technology, 47, 160,
249 ;
In-house reservation requests,
59-60 3
Iniual franchise fees, 261
Injuries, sources of guest, 190
. The Inn (Pacific Grove,"
. California), 316
" Insensitivity, 170
Inspections, hotel safety, 195

Inspectors, housekeeping, 92,
98-99

Institutional Mart of America
(IMA), 5

Insurance-related laws, 142-143

Intercontinental, 248-249

Inter-Continental, 16

Internal access control, 213-214

Internal areas, guest injuries in, 190

Internal environment, 137
Internal recruiting, 149-150
International travelers, 2
Internet, 7, 256
Interstate highway system, 4
Interval International (II), 288
In Town Hotels, 255
Inventory:

of housekeeping supplies, 90

of linens, 102, 104

of restaurant supplies, 183
IRCA, see Immigration Reform and

Control Act

Jin Jiang Int, 16

Job analysis, 48, 146 :
Job descriptions, 48, 146-149
Job design, 47-48

Job enlargement, 48

Job enrichment, 48

Job redesign, 48

Job responsibilities, 147-148
Job rotation, 48

Job specialization, 28-29

Job specifications, 48, 148

Job summary, 146, 147
Johnson, Howard Brennan, 259
Johnson, Howard Dearing, 259
Joint ventures, 262

Jupiters Casino, 128

Keys, floor master, 99

Key control, 199-201, 215-216
King accommodations, 67
Kitchen, 175-177

Kitchen basic commodities, 181

Labor laws, 35 R
Labor relations, 158-159
Labor unions, 158-159
Ladbrooke PLC, 310

. Lake Charles, 312

Language barriers, 226

La Quinta, 12, 13

Las Vegas, Nevada, 300, 308, 310

Las Vegas Hilton, 310

Laundry department, 30, 32, 10j,

104-105, 210

Laundry supervisor, 92-93

Leadership, 46-47

Leases, 248

Legal environment, 137-1456
affirmative action, 140-142
anti-discrimination, 137-141
insurance-related, 142-143
pay-related, 143
permission-to-work-related,

143-145

Leisure (term), 302

Leisure activities, 303-304

Leisure-only facilities, 313-314

Leisure rate, 132

Leisure travelers, 2,9, 10, 303-304

Lenders, 251, 256

Letters, confirmation, 124

Liability for drunk drivers, 173

License states, 173

Lie detectors, 145

Lifeguards, 192, 193

Lighting systems, 214

Limited-service lodging, 11-14, 30

Line managers, 137

Linen room attendants, 93, 100

Linen room inventory and control,

99-105

.~ Linen room supervisors, 93

Linens, 92-93, 112-113
Liquor regulation control states, 173
Listening, 224-225
Loading docks, 214
Lobby cleaners, 99, 101
Location, 264
Locking system, 215-216
Lockoff units, 292
Lockout, employce, 158
Lock-out pin, 111
Lockout units, 292 °
Locks, 24, 69, 199
Lodges, 22
Lodging industry, 2-19
classifications of, 7
history of, 4-7
“management of, 6-7




quality-of-facilities/services
classification of, 7-9
services-provided classification
of, 11-18
statistical classification of, 11
target-market classification of,
9-11
Lodging management, 6-7
Loews, 16
Loss prevention, 202-203
Loss prevention committee,
193-195
Lost and found articles, 112
Lost Whale Inn, 167
Louvre, 306
Loyalty, 130, 288
Ludwig, D. K., 242
Ludwig Group, 242
Luggage, 74 .
Luxury full-service lodging, 15-16

McDonald’s, 255

Maid lock-out pin, 111

Mail, 70-71

Mail and information clerk, 66
Mailings, direct, 129-130
MainStay, 256

Maintenance, 25, 33 .

Maintenance and operation fees,

294
Making up rooms, 112-1 13

Management companies/contracts,

248-255, 2656266

advantages/disadvantages of, 249

fees involved with, 252
future of, 254-255
selection of, 250-252
types of, 249-250
Management contract fees, 252 -
Mandarin Oriental, 169 ~
Mansion on Turtle Creek, 15, 314
Mardi Gras, 306
Market, targeted, 9-11
Marketing, franchise, 258, 260
Marketing department, 127-131
advertising function of, 129 - ’
- brochures/collateral materials
, of, 129-130
packaging by, 130

promotions used by, 130-131
- public relations function of, 131 .

Market penetration, 84
Marketing and sales department,
85, 1171338
and banquets, 174
marketing function of,
127-131
and rate management/pricing,
182
sales function of, 118-127
Market segmentation, 85, 239
Market strength, 251
Marriou, 4, 15, 16, 60, 61, 314
Marriott, J. W. “Bill," Jr., 290
Marriott, J. Willard, 60, 61
Marriott Company, 61
Marriott Corporation, 242, 290
Marriott Great America Theme
Parks, 61
Marriott International, 242, 255,
257, 290,296 -
Marriott International Vacation
Club, 296
Marriott Ownership Resorts, 18
Marriott Vacation Ownership
International, 290
Master keys, 200
Math skills, 158
Meadow Milk Bar, 165
Medical coverage, 142-143

‘Meeting rooms, 173

Meetings, 45
Mercure, 200
Meriden, 16
Middle management, 49
Midscale lodging:

with food and beverage facilities,

16, 17

limited-service, 13
Military Leave Act, 139, 145
Missions, 317
M&M Mirage, 16
Mobil Travel Guide, 7, 8, 15
Mobley Hotel, 44
Modified American Plan, 68
Monthly forecast, 126, 127
Monthly franchise fees, 261-262
Mortgages, 262 -
Motels, 22

‘Motel 6, 12, 13,201

Motor inns, 22 35
Murder ‘lnc'orporatt:d, 308

e
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NASA Space Camp, 305
National Labor Relations Act

(NLRA), 139, 158

National Labor Relations Board

(NLRB), 158
Native American gambling,
312-313
Networking, 121
New World, 61
Night auditor, 36, T5-77
NIOSH (U.S. National Institute for
Occupational Safety and
Health), 106
NLRA, see National Labor Relations
Act
NLRB (National Labor Relations
Board), 158
Nontraditional lodging, 301-318
and activities, 303-304
activity-based, 304-305
basic accommodations, 317
cultural lodging, 313
leisure-only facilities, 313-314
senior assisted living, 314
target market of, 302-303
themed, 305-314
unique facilities, 314-315
Nonverbal communication,
224
No-shows, 60, 62
Novotel Sphere SA, 200

Obstructions, 192
Occupancy (OCC), 6, 83-86
Occupancy limitations, 297
Occupational Safety and Health
Act (OSHA), 105-106, 139,
145
Office of Travel and Tourism, 2
Off-premises catering, 175, 185
Oil prices, 3, 4
Omni, 16
*On change,” 78
One-diamond lodging, 26
Onesstar lodging, 8
Operating par stock, 101
Operation, style of, 23
Operational quality standards,
261
Operations commitiee, 43
Oral communication, 223, 224
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Organizational structure, 27-51
accounting department, 35-36
authority patterns in, 37-39
and career paths/oppormnitics.
- 49-50
by department, 29-30
food and beverage department,

33-85 |
functional, 41-42
future of, 4547
general manager in, 36-37
human resources department, 35
by job specialization, 28-29
marketing and sales department,
35
and meetings/commniittees,
42-43, 45
resident manager in, 37
rooms department, 30-33
span of control in, 39-41
and staffing, 47-49
Orientation, employee, 154
OSHA, see Occupational Safety and
Health Act

Out of order, 7!

Outside security firms, 199

Overbooking, 57, 58, 71-72

Overtime pay, 143

Packages, hotel, 130

Package plan rate, 68

Palmer House, 15, 44, 314

Pannonia, 201

Parador de Trujillo, 315

Parking attendants, 75

Parking spaces, 298

Park Place Entertainment, 242

Park Place Entertainment

: Company, 308
_Par levels, 182, 183

Parthenon hotels, 201
Part time employees, 160

Pastry chef, 180181
Patriot Act, 139

Payment, guest, 77-78

Pay rates, 143 :

Pay scales, 148

‘PBX (private branch exchange). 74 i

- Pebble Beach, 304
- Pebble Beach Golf Resort, 315
Pélisson, Gerard Ferdinand, 200 -

Pension Reform Act, 145

PEOs (professional employer
arganizations), 160

Performance clauses, 254

Performance culture, 226-228

Performance evaluation, 48, 148

Perimeter access control, 214-215

Permission to work laws, 143-145

Perpetual inventory system, 102

Personal checks, 77-78

Pets, 297 ,

Physical dispersion, 41

Physical inventory, 102

Pillows, 115

Pizza del Arte, 201

PKF Consulting, 11

Plaza, 15, 44

Plaza Athenée, 165

Polygraph Protection Act, 145

Pools, see Swimming pools

Population demographics, 3-4

Porters, 74

Preferred rates, 132

Pregnancy Discrimination Act, 139

Pregnancy-related conditions, 140

Premier rates, 132

Premium brands, 171-172

Preregistered no-shows, 62

Price promotions, 130

Pricing, 132

Pricing knowledge, 240

Primary locks, 24

~ Prime vendor contracts, 182

Privacy Act, 139

Private branch exchange (PBX), 74

Professional employer
organizations (PEOs), 160

Profitability, 167

- Promos Hotels Corporation, 310

Promotions, 130-131, 183
Promus, 242 :
Property management system:

function book module of, 124

reservation module of, 58
Proprietary facilities, 304
Protected area, 263
Protection from competition, 263
Public areas:

cleaning of, 99-101

‘guest injuries in, 190

.safety of, 192

Pubiic relations, 131, 200-210
Purchasing clerk, 181-183
Purchasing department, 210-21 |

Qualified individual with disability,
141

Quality circles, 29, 38-39

Quality control, 104-105

Quality Inn, 256

Quality of facilities and services,
7-9

Queen accommodations, 67

Quid pro quo, 138

Quiet rooms, 66

Rack rate, 62, 68, 132
Radisson, 4, 16
Radisson Hotel, 89
Radisson Hotels Worldwide, 89
Radisson Seven Seas Cruises, 89
Raffles Bar, 315
Raises, pay, 155
Ramada, 4, 256
Ramada International, 61, 290
Ranches, 22
Rate controls method, 241, 242
Rate management and pricing, 132
Rating systems, 7-9, 15
RCI, see Resort Condominiums
International
Reasonable accommodation, 140,
141
Receiving areas, 214
Receiving deparunent, 210
Recession, 6
Recognition, 228
Recordkeeping:
of accidents, 197
and housekeeping, 91
Recreation (term), 302
Recreational equipment, 297
Recruitment, employee, 48,
148-151 -
Redbook, 174
Red Lion, 310
Referral business, 264
Regent International Hotels and
Resorts, 89
Regent Las Vegas, 304
Registration, 63-72
“and arrivals, 67-71

|
|



checklist for evaluating, 64
department staff for, 65-67
and group arrivals, 69-71
and overbooking, 71-72
Registration cards, 68, 69
Regulation:
of alcohol, 173
of time-share developiment,
293-294
Relationships, job, 148
Renaissance, 16, 61, 290
Renovation, 99
Rentals, linens/uniforms, 102
Reorder points, 182
Reporting:
and housekeeping, 91
weekly, 125-126
Rescission period; 289
Reservations, 32, 56-63
and availability, 57, 58
convention/group, 60
department staff for, 56-57
guaranteed, 60-62, 125
processing of, 62-63
revised/cancelled, 63
sources of, 58-60
Reservationists, 57, 59
Reservations managers, 56
Reservation module, 58
Reservation system, 7, 258, 261-264
Reserve linen, 102
Residence Inn, 14, 61, 290
Residential lodging, 10
Resident manager, 87
Resistance to change, 225-226
Resorts, AAA classification of, 22
Resort Condominiums
International (RCI), 18, 288,
296
Resort hotels, 10, 16, 17
. Restaurants, hotel, 167-170
Restaurant managers, 182-183
Revenues, food and beverage, 36
Revenue management, 236
" Revenue per available room "
(REVPAR), 3, 85-86, 132,
241, 254 :
Revised reservations, 63
REVPAR, see Revenue per available
o room '
~Rewards, 228

Righteous plan, 291
Ritz-Carlton, 15, 16, 61
Ritz-Carlton Hotel Company, 290
Riverboat gambling, 312
Rodeway Inn, 2566
Roland Garros, 304
Rooms:
checking, 111-112
condition of, 99
guest injuries in, 190
making up, 112-113
Room assignment, 69
Room attendant chart, 96
Room pickup, 125
Room rates:
establishing, 8485
structure. of, 65-68
Rooms department, 30-33
Room service, 34, 112, 170-171
Room setup, banquet, 185
Room status board, 69
Room status change, 78
Rose, Michael, 302
Roy Rogers restaurants, 61, 290
Rug shampooing, 98 '
Rule-of-thumb method, 85
Runner, room, 93

Safety:
and accident investigations,
195-197
in banquet areas, 192, 193
of employees, 105-108, 185
guest, 190
guest room, 190-192
and inspections, 195
and loss prevention committee,
193-195
pool, 192, 193
in public areas, 192
Safety committee, 45

~ Safety manager, 193

St. Andrews, 315

Salaried employees, 155-156
Sales calls, 122-123

Sales commissions, 155

- Sales departments, 118-127

‘characteristics of successful,
- 119-121
and convention bookings,
128-127° b

fndex 339

and sales calls, 122-194

security audit of, 209

staftf of, 118119

and telephone surveys, 191199
Sales managers, 35
Sales managers associations, 121
Sales personnel, 119-12]
Salt Lake City Marriott Downstown

Hotel, 169

Sandals, 313
Sb (sleep out), 111

. Schloss Augsberg, 315

Seamstresses, 100, 104
Security, 190
“guest room, 23-24
by outside security firms, 199
time-share, 297
Security audit, 205-216
of emergency plans, 216
of hotel operations, 207-213
of internal access control,
2183-214
of key control, 215-216
of perimeter access control,
214-215
of personnel, 205-207
of physical plant, 207
Security department, 32-33,
197-202
and emergency plans, 201-202
and key control, 199-201
security audit of, 211-213
and unruly guests, 199
Security planning, 198-201
Segmentation, 4, 85, 239
Selection, employee, 149, 151-152
Self-managed work teams, 29
Sellout, 61-62
Senior assistant front office
managers, H5-56
Senior assisted living, 314
Senior citizens, 303
Senior front desk agents, 65
September 11, 2001 terrorist
attacks, 197, 293
Services-provided classification,
11-18
extended stay lodging, 14-15
full service lodging, 15-17
limited services, 11-14
time-share lodging, 17-18




‘ 340 Index

Serving of food, 34

Set (banquet term), 180

Settlement, 77-78

The Seven Habits of Highly Effective
People (Stephen Covey), 224

Sexual harassment, 138-140, 159

Shelf life, 182

Sheraton, 4, 248

Sheraton Hotels, 15, 16

Shreveport/Bossier City, 312

Siegel, Bugsy, 308

Signaling, 151

Signature Resorts, 18

Single accommodations, 67

Sir Francis Drake, 44

“Sleepers,” 71

Sleep Inn, 256

“Sleep out” (Sb), 111

Sliding glass doors, 24

Soap, 190, 191

Soap holders, 191

Socialization, 153, 154

Soft comps, 311

Sol Melia Sa, 16

Sound transfer, 173

Sous chef, 179, 180

South Padre Island, 305-306

SPALT (special attention list), 57

Span of control, 39-41

Special attention list (SPALT), 57

" Special-interest camps, 305

Specialization, job, 28-29

Spills, 192

Spirits, quality of alcoholic,
171-172

Split weeks, 292

Sprague, Reginald, 259

Stabilized occupancy, 83

Staff commiittee, 43

- Staffing system, 47-49

. Staff managers, 137

“ Stains, 113

Standards, 261

Star rating system (Mobil Travel
Guide), 7, 8, 15 _

Starwood Hotels & Resorts, 15

~Starwood Hotels & Resorts

~ Worldwide, 257
~ Statler, Alice, 219 :
- Statler, Ellsworth, 6-7, 218, 219

Statler Foundation, 219
Statler Hotels, 6-7, 219
Stevens, 44
Stewarding departiment, 34
Strike, employee, 158
StudioPLUS, 14
Style of operation, 23
Suites, AAA subclassifications of, 22
Suite accommodations, 67
Suite hotels, 10
Superdevoluy, 287
Super 8, 12-14
Super-premium brands, 172
Supervision, 39-41
Surveys, telephone, 121-122
Swimming pools:
maintenance of, 33
safety of, 192, 193

Task certainty, 39
Tax law, 5-6
Tax Reform Act (1986), 6
Team-driven job redesign, 48
Teams, 29
Technical assistance, 257-258, 263
Technology, 7, 47, 160, 240, 256
Ted Cook’s Island in the Sun, 201
Telecommunications department,
74-76
Telephones:
security audit of, 214
in time-share units, 297-298
Telephone reservations, 59
Telephone surveys, 121-122
Telephone technology, 7
Temporary employees, 160
Tennis resorts, 304
“Thank you,” 79-80
Thatcher, Margaret, 165
Theft, 105
Themed lodging, 305-314
casino-resort, 307-313
eco-tourism, 306-307
history-related, 306
Thraldson Enterprises, 250
Three-diamond lodging, 26
Threestar lodging, 8
Timberline Lodge, 315
Timecards, 169 :
Time-share exchange, 18

Time-share lodging, 10, 17-18,
285298
development of, 289, 291, 293
financing of, 292-294
history of, 287-289
management of, 295-296
resort amenities/fees with, 294
sales of, 289, 291-299
target market for, 289
Time-share ownership, 286-287,
296-298
Time slots, 286, 296
Tipped employees, 143, 155
Title V (of ADA), 140
Title VII (of Civil Rights Act),
137-138. 151
Top management, 49
Total quality management (TQM),
221-223, 227
Tourism industry, 2—-4
The Town and Country Inn
(Lancaster, Pennsylvania),
316
Towne Place Suites, 61, 290
TPC Canyons, 304
TQM, see Total quality
management
Trade-outs, 129
Trading stamps, 89
Training, 48
by chefs, 178-179
of employees, 152-154
of food handlers, 176
franchise, 260
of liquor servers, 173
and performance cultures, 228
of sales personnel, 120
Training fees, 262
Training needs, 148
Transfer of ownership, 249
Travel and tourism industry, 2-4
Traveler's checks, 77
Travel Industry Association, 2
Travelodge, 13, 165
Tremoille, 165
Trial offers, 130
Trump, Donald, 242
Trump Organization, 242
Trust Houses PLC, 165
. The Tunnecliffe Inn, 315



Turndown service, 171

Turnover, stall, 47, 9596, 170,
176177

Twin accommodations, 67

Twin Bridges Marriott, 61, 290

Two-diamond lodging, 26

Twostar lodging, 8

UFOC (uniform franchise offering
circular), 264

Undue hardship, 141

Unemployment compensation, 142

Unemployment Compensation
Laws, 139

Uniform franchise offering circular

(UFOC), 264

Uniforms, 100

Unions, labor, 158-159

U.S. Department of Commerce, 2

U.S. Franchise Systemns, 257

U.S. National Institute for
Occupational Safety and
Health (NIOSH), 106

United Service Organization
(US0O), 316

Unruly guests, 199

Upscale lodging, 16, 17

USO (United Service
Organization), 316

Vacation Break, 18
Vacation clubs, 292

Vacation exchiange, 248

Vacation ownership lodging, see
Timeshare lodging

Vacuuming, 15 o

Valet parking avendants, 75

Vichy, 815

Villager Lodge, 14

ViPs, 57

VIP report, 67

VIP services, 65

Wage structure, 154156

Wage surveys, 156

Waldorf (London), 165

Waldorf-Astoria, 15, 44, 314

“Walk," 71-72

Walk-in guests, 32

Walk-in reservations, 59-60

The Walt Disney Corporation,
242 '

Wear and tear (on linens), 103

Weekly report, 125-126

Welcome to Hospitality (Kaye Chon),
302

Well brands, 171

Western International, 248

Westin, 15, 16, 248

White Lodging, 250

Wiley, John, 219

Wilson, Kemmons, 4, 5, 7, 266

Wimbledon, 304

Work environment, 145

.

s 34

Warker Adjastine s s Hettaining
Motification A, 1949, 145 ’
Warker compensaiion, 147
Waorker Compensation Vv, {90
Written conuounication,
224024
Wyndham, 16

Yellowstane Park, 301

Yield management, 256244

allocation controls method of,
24%

availability conteols 1nethod of,
243

demand/hooking patteins
aspects of, 2909240

inegrated information aspect of,
240

market segmentation aspect of,
239

mathematics of, 24

mechanics of, 237

pricing knowledge aspect of,
240

rate controls method of, 241,
242

reasons for using, 238-239

responsibility for, 240-241

YMCA/YWCA, 315, 517
YMHA/YWHA, 317

Zero defects, 46



