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due out, 95, 195
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electronic folio, 100, 101, 283

electronic guestroom locks,
237-239

electronic locking system, 116

email, 215

emergency key, 239

emergency procedures, 243

employee folios, 280

employee locker room, 242

employee referral programs,

1

end of day, 360

energy management system,
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engineering and maintenance
division, 62

communications with, 217

equipment data cards, 337
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European plan, 177
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excess demand tactics, 460,
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expected arrival list, 155-156
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fax services, 112
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floor limit, 185, 286
floor master key, 239
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free independent traveler
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front desk agent, job
description, 80-81
front desk
creative options, 189-191
design, 104-107
functional organization,
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front office accounting
formula, 287
front office accounting
system, 361
front office auditor, 360
front office cashier, job
description, 84
front office manager, job
description, 79
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front office systems, 98-102
full pension plan, 177
functional area, of a hotel, 49
future blocks, 179
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general ledger accounting
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grounds control, 240

groups
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room sales, 448-449
sales report, 371
status, 145
travel, 29-31
group reservations, 141-147
block, 144
booking, 144
convention and visitor
bureaus, 146
conventions and
conferences, 146
cut-off date, 144
group block, 144
non-group displacements,
144
tour groups, 146
wash, 145
guaranteed reservations, 130
advance deposit, 131
corporate, 132
miscellaneous charge
order, 131-132
travel agent, 131
voucher reservation,
131-132
guest account management
software, 114-115
guest accounts, 279
guest communications,
207-215
guest credit limits, 115, 362
guest cycle, 91, 308
arrival stage, 93-95, 102
departure stage, 103-104
occupancy stage, 103
pre-arrival stage, 91-93,
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guest equipment, 219-220
guest folios, 280, 283
guest histories, 322-323
guest history card, 322
guest history file, 97, 102,
103-104, 173, 308, 315,
322
guest history record, 308, 322
guest ledger, 281-283
guest perception detail, 223
guest perception graph, 223,
224

suest relations, 221-226

guest services manager, job
description, 87
guest services, 219-221
guest supplies, 219-220
guest-operated interfaces,
116-117
guestrooms
access, 237
control log, 148
phones, 111
safes, 242
sales, 191-193
security, 239-240
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halo effect, 488
heating/air conditioning, 335
high balance accounts, 286
high balance report, 371
high demand tactics, 459-463,
461
hiring, 495-496
historical data, 398-399
HOBIC systems, 110
hospitality industry, 3
hotel clock, 215
hotel safe, 242
hotel switchboard operator,
job description, 85
hotels
airport hotels, 9
bed and breakfast hotels 13
casino hotels, 15
classifying, 5-32
commercial hotels, 6-9
conference centers, 15-16
convention hotels, 16
definition, 5
extended stay hotels, 10-12
residential hotels, 12
resort hotels, 12
suite hotels, 9-10
transient hotels, 9
vacation ownership and
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13-15
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housekeeping, 60, 331-351
communications with, 217
inspectors, 349
recognition, 341-342
responsibilities, 339-340
status report, 175, 331, 332
supervisors, 348-351
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392-396

human resources division, 63

human resources
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human resources software,
115-116

hurdle rates, 463-465

incentive program, 515-516
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income statement, 419-422

independent hotels, 24-25

information directory,
209-211

in-house security, 253-254

in-room check-out, 117

in-room entertainment, 117

in-room fax machine, 117

in-room vending systems, 117

institutional market, 29
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interdepartmental
communications,
215-219
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internal recruiting, 477-479
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4
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interviewing, 487-495

evaluation, 491-495
questions, 490-491,

492-494

inventory control software,
116

inventory, 346-348

J

job analysis, 498

job application, 483, 484-485

job breakdown, 498, 501-503,
523-562

job descriptions, 66, 78-88,
482
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job knowledge, 498

job offers, 495-496

job sharing, 65, 512

job specifications, 66-68, 482
judgment n.o.v., 265

K

keys
building master, 239
emergency, 239
floor master, 239
section master 239
security levels, 238
kiosks, 116

L

labor cost, 424-425

late charge, 98, 295

late check out, 95, 311-312

fees, 311-312

law enforcement liaison,
249-251

lead time, 450

leading, 386-387

ledgers, 281-283

legal cause, 264

local area computer network,
118

local calls, 108

log book, 208-209

low demand tactics, 459-463,
464

M

magnetic strip reader, 107
mail and package handling,
211
maintenance, 333-338
management contracts, 25-27
marginal cost, 442
market condition approach to
room rates, 389-392
market segment, 6
market segmentation, 6
marketing, 218-219, 323-324
master folio, 220, 280
maximum quantity, 348
medical assistance, 244
mid-range service, 22
minimum length of stay, 465
minimum quantity, 348

miscellaneous charge order,
131-132

mission statement, 45, 46

Modified American Plan, 177

motel, definition, 5

motion detectors, 240

motivation, 513-517

multicultural awareness,
32-34

multiple occupancy factor,
416

multiple occupancy
percentage, 416-417,
438-439

multiple occupancy ratio, 416

N

negligence, 264

net cash receipts, 294

networking, 480

night audit, 52, 359

night auditor, 415

job description, 86

non-affiliate reservation
network, 136

non-automated honor bars,
117

non-automated systems,
98-99

non-group displacement, 144

non-guaranteed reservations,
132, 153-154

cancellation, 154

non-guest accounts, 279

non-guest folios, 280

non-guest-operated
interfaces, 116

non-recycled inventories, 348

nonverbal factors, 488

no-post status, 173

no-show percentage, 400

no-show reservations,
369-370

0]

occupancy, 95-97
forecast, 397
formula, 443
multiplier, 416
percentage, 415-416, 433
ratios, 412-418
report, 175, 331
off-duty police, 254
on-change, 95

on-line credit card
authorization, 184
operating ratios, 399, 424-426
operational analysis, 98
organization chart, 49, 50, 51
organization, front office, 64
organization, hotel 48-64
organizational mission, 45-48
organizing, 385-386
orientation, 496
out-of-balance position,
audit process, 362
outsourcing, 102
outstanding account balances,
115
outstanding postings, 366-367
overage, cashier bank, 294
overbooking, 54, 147
overdue accounts, 320
overflow facilities, 136
overstay percentage, 401
overstays, 155, 401
overweighting negative
information error, 488
ownership and affiliation,
24-28

P

packages for arriving guests,
157
pagers, 111
paid-in-advance lists,
179-180
paid-in-advance, 286
paid-out, 291
par number, 348
part-time scheduling, 512
pay phones, 111
payment method, 179-188
cash, 179
personal checks, 180-181
payments, 278
payroll accounting, 102
PBX, 54
operators, 54
systems, 110
performance appraisal,
516-517
performance evaluation, 499
performance standard, 344,
499, 501
perimeter control, 240
personal checks, 180-181
personal identification
number (PIN), 108
personnel management, 63
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person-to-person calls, 109

Phaser reports, 389

plaintiff, 265

planning, 385

pleasure travel, 29

point-of-sale equipment, 101,
105, 116, 281

points of sale, 280

posting, 279

potential average double rate,
438

potential average rate, 439

potential average single rate,
437-438

practice skills, 509

premium calls, 109

prepare to train, 497-508

prepayment guaranteed
reservations, 130-131

prepayment, 151

reregistration activity,

169-171

present the training, 508

preventive maintenance, 336,
337

previous balance pickup, 285

productivity standards,
344-346

property management
systems, 100-102,
112-118, 364

proprietary security, 253-254

proximate cause, 264

public relations, 218-219

punitive damages, 264-265

Q

quality assurance, 19

R

rack rate, 176, 387-388

rate of return, 393

rate potential percentage, 439
rate spread, 439

rating services, 19-20

ratio standards, 426

reader board, 209-210
reasonable care, 235-236, 264
recency errors, 488
recognition, 514

recreation division, 63
recruitment, 477-482
recycled inventories, 347-348

referral groups, 28
registration card, 99, 172-173,
192, 321
registration record, 94, 170,
172-173
registration, 94, 102
regret and denial report, 155
required non-room revenue
per guest, 444-447
reservations, 127-161
affiliate reservation
network, 135
and sales, 128-130
availability, 147-150
by Internet, 139-141
by mail, 138
by telephone, 138
by telex, cable, and fax, 138
cancellation, 154
central reservation
systems, 134-137
central reservations office,
136
cluster reservation office,
138-139
commission agent report,
155
confirmation, 151-153
department, 53
errors due to jargon, 158
errors in record, 158
file, 102
global distribution
systems, 137
group, 141-147
histories, 156
inquiry, 132-141
intersell agencies, 137
maintenance, 153-154
miscommunication with
central reservation
systems, 158-159
non-affiliate reservation
network, 136
online reservation system
failures, 159-160
overflow facilities, 136
property direct, 137-139
property-to-property, 138
record, 134, 150-151, 170
reports, 154
reservation record, 150-151
seven step sales process,
133-134
status, 174
system, 147, 148-150
transactions report, 155
_types, 130-132
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waiting lists, 157
reservations agent, job
description, 82-83
reservations management
software, 112-114
reservations manager, 130
reserving credit, 185-186
resident managers, 48
respondent, 265
retail outlets, 63
return on investment (ROI),
393
revenue center, 49, 51,
217-218
revenue forecast report, 155
revenue management, 128,
433-469
meeting, 456-459
software, 466-468
revenue per available
customer (RevPAC),
417-418
revenue per available room
(RevPAR), 417, 441
revenue strategies, 463-466
robbery alarm, 242
room assignment, 170,
174-179
room availability forecast, 397
room count, 406
room folio, 280
room key deposit, 317
room key, 187-188
room locations, 177-178
room rack, 99
room rate, 96, 114, 175-177,
368-369, 370-371,
387-397
achievement factor,
439-440
variance report, 418
room status, 114, 174-175,
308, 331-333
designations, 175
discrepancies, 175, 367, 331
report, 373
terms, 95
room types, 94, 96
room variance report, 375
rooms division, 52
rooms management software,
114
rooms revenue analysis, 418
routine maintenance, 336-337
rule-of-thumb approach to
room rates, 389, 392
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S

safe deposit box, 240-242, 309
safety information, 246
sales and marketing division,
61
sales managers, 129
scheduled maintenance,
336,337
seamless connectivity, 137
search, 260-261
second-party checks, 181
section master keys, 239
security division, 62-63
security, 96
law, 262-265
management, 246-249
monitors, 107
security officer authority,
258-261
personnel practices, 254
program, 236-237, 249-254
records, 244
staffing, 251-254
training, 254-258
selecting, 482-495
self check-out terminals,
313-314
self-check-out, 313-315
self-registration terminal, 191
self-registration, 190-191
sell-through, 465-466
semi-automated systems,
99-100
semi-pension plan, 177
semi-permanent folios, 280
settlement methods, 310-311
shortage, cashier bank 294
signature card, 241
similarity error, 488
skills training, 497-510
skipper, 95, 196, 316
sleeper, 95, 175
sleep-out, 95
source document, 103
special guest procedures,
220-221
special requests, 188-189
split folio, 220
staff scheduling, 510-513
staffing, 386
STAR report, 390-391, 455
stayover, 95
stay-sensitive hurdle rates,
463-464

strategies, 47

succession planning, 478-479

summary judgment, 265

supplemental transcript, 363

support center, 49, 51

support devices for front
desk, 106-107

surveillance systems, 240

system audit, 97, 359

system back-up, 373-374

system interfaces, 116-118

system reports, 98

system update, 375-376

T

T-account, 278

tactics, 47

tangible products, 18

target markets, 6

task list, 498, 500, 523-562

tax credits, 481

taxes, 370-371

TDD, 215

teamwork, 338

telecommunications
equipment, 109-112

telecommunications, 107-112

telephone services, 212-215

temporary employment
agencies, 480-481

ten-day forecast, 403-405

third-party checks, 181

three-day forecast, 405-406

TIMS report, 389-390

toll-free calls, 109

tort law, 259-260

tour groups, 146

training evaluation, 510

training, 513

transfer voucher, 103, 291

transient room sales, 452

transportation personnel, 56,
58-59

travel agency account, 151

travel agent, 131

travel and tourism industry, 3

travel management
companies, 31

traveler safety campaign, 262

trespassers, 240

trial balance, 368

trial court, 265

trunk lines, 109-110

turning guests away, 193-196

U

understay percentage,
401-402

understays, 401

uniformed service, 55

unpaid account balances, 316

upselling, 192

use of force, 261

\%

vacation ownership hotel, 13

valet parking attendants, 55,
58

valet parking, 246

variances, 423-424

ventilation, 335

VIP guests, 171, 189, 309

visitor bureaus, 146

voice mailboxes, 212-213

voucher, 103, 280, 366

vouchers, travel agent,
131-132

w

wake-up services, 213-215

walk-in guests, 194

walk-in percentage, 400-401

wash factor, 449

wash, group sales, 145

Web TV, 118

weighted average
contribution margin
ratio, 445

work order, 217

workers with disabilities,
481-482

workshifts, front office, 65

world-class service, 20-22

) {

yield statistic, 418, 437,
440-441

y 4

zeroing out, 309-310



