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Hkkjr dk lafo/ku
mísf'kdk
1

ge] Hkkjr ds yksx] Hkkjr dks ,d lEiw.kZ izHkqRo&laiUu lektoknh iaFkfujis{k yksdra=kkRed x.kjkT; cukus ds fy,] rFkk
mlds leLr ukxfjdksa dks%
lkekftd] vkfFkZd vkSj jktuSfrd U;k;]
fopkj] vfHkO;fDr] fo'okl] /eZ
vkSj mikluk dh Lora=krk]
izfr"Bk vkSj volj dh lerk
izkIr djkus ds fy,
rFkk mu lc esa O;fDr dh xfjek
2
vkSj jk"Vª dh ,drk vkSj v[kaMrk
lqfuf'pr djus okyh ca/qrk c<+kus ds fy,
n`<+ladYi gksdj viuh bl lafo/ku lHkk esa vkt rkjh[k 26 uoEcj] 1949 bZñ dks ,rn~}kjk bl lafo/ku dks vaxhÑr]
vf/fu;fer vkSj vkRekfiZr djrs gSaA
12-

lafo/ku (c;kyhloka la'kks/u) vf/fu;e] 1976 dh /kjk 2 }kjk (3-1-1977) ls ¶izHkqRo&laiUu yksdra=kkRed x.kjkT;¸ ds LFkku ij izfrLFkkfirA
lafo/ku (c;kyhloka la'kks/u) vf/fu;e] 1976 dh /kjk 2 }kjk (3-1-1977) ls ¶jk"Vª dh ,drk¸ ds LFkku ij izfrLFkkfirA

Hkkx 4 d

ewy dÙkZO;
51 d- ewy dÙkZO; & Hkkjr ds izR;sd ukxfjd dk ;g dÙkZO; gksxk fd og &
(d) lafo/ku dk ikyu djs vkSj mlds vkn'kksZa] laLFkkvksa] jk"Vªèot vkSj jk"Vªxku dk vknj djs_
([k) Lora=krk ds fy, gekjs jk"Vªh; vkanksyu dks izsfjr djus okys mPp vkn'kksZa dks ân; esa latks, j[ks vkSj mudk ikyu djs_
(x) Hkkjr dh izHkqrk] ,drk vkSj v[kaMrk dh j{kk djs vkSj mls v{kq..k j[ks_
(?k) ns'k dh j{kk djs vkSj vkg~oku fd, tkus ij jk"Vª dh lsok djs_
(Ä) Hkkjr ds lHkh yksxksa esa lejlrk vkSj leku Hkzkr`Ro dh Hkkouk dk fuekZ.k djs tks /eZ] Hkk"kk vkSj izns'k ;k oxZ ij vk/kfjr lHkh
HksnHkko ls ijs gksa] ,slh izFkkvksa dk R;kx djs tks fL=k;ksa ds lEeku ds fo#¼ gSa_
(p) gekjh lkekfld laLÑfr dh xkSjo'kkyh ijaijk dk egÙo le>s vkSj mldk ifjj{k.k djs_
(N) izkÑfrd i;kZoj.k dh ftlds varxZr ou] >hy] unh] vkSj oU; tho gSa] j{kk djs vkSj mldk lao/Zu djs rFkk izk.kh ek=k ds izfr
n;kHkko j[ks_
(t) oSKkfud n`f"Vdks.k] ekuookn vkSj KkuktZu rFkk lq/kj dh Hkkouk dk fodkl djs_
(>) lkoZtfud laifÙk dks lqjf{kr j[ks vkSj fgalk ls nwj jgs_
(×k) O;fDrxr vkSj lkewfgd xfrfof/;ksa ds lHkh {ks=kksa esa mRd"kZ dh vksj c<+us dk lrr iz;kl djs ftlls jk"Vª fujarj c<+rs gq, iz;Ru
vkSj miyfC/ dh ubZ mapkb;ksa dks Nw ys_
1
(V) ;fn ekrk&firk ;k laj{kd gS] Ng o"kZ ls pkSng o"kZ rd dh vk;q okys vius] ;FkkfLFkfr] ckyd ;k izfrikY; ds fy;s f'k{kk ds
volj iznku djsA
1-

lafo/ku (N;klhoka la'kks/u) vf/fu;e] 2002 dh /kjk 4 }kjk izfrLFkkfirA
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THE CONSTITUTION OF INDIA
PREAMBLE
WE, THE PEOPLE OF INDIA, having solemnly resolved to constitute India into a 1SOVEREIGN
SOCIALIST SECULAR DEMOCRATIC REPUBLIC and to secure to all its citizens :
JUSTICE, social, economic and political;
LIBERTY of thought, expression, belief, faith and worship;
EQUALITY of status and of opportunity; and to promote among them all
FRATERNITY assuring the dignity of the individual and the2 unity and integrity of the Nation;
IN OUR CONSTITUENT ASSEMBLY this twenty-sixth day of November, 1949, do HEREBY ADOPT,
ENACT AND GIVE TO OURSELVES THIS CONSTITUTION.
1.

Subs, by the Constitution (Forty-Second Amendment) Act. 1976, sec. 2, for "Sovereign Democratic Republic” (w.e.f. 3.1.1977)

2.

Subs, by the Constitution (Forty-Second Amendment) Act. 1976, sec. 2, for "unity of the Nation” (w.e.f. 3.1.1977)

THE CONSTITUTION OF INDIA
Chapter IV A

FUNDAMENTAL DUTIES
ARTICLE 51A
Fundamental Duties - It shall be the duty of every citizen of India(a) to abide by the Constitution and respect its ideals and institutions, the National Flag and the National
Anthem;
(b) to cherish and follow the noble ideals which inspired our national struggle for freedom;
(c) to uphold and protect the sovereignty, unity and integrity of India;
(d) to defend the country and render national service when called upon to do so;
(e) to promote harmony and the spirit of common brotherhood amongst all the people of India transcending
religious, linguistic and regional or sectional diversities; to renounce practices derogatory to the dignity of
women;
(f)

to value and preserve the rich heritage of our composite culture;

(g) to protect and improve the natural environment including forests, lakes, rivers, wild life and to have
compassion for living creatures;
(h) to develop the scientific temper, humanism and the spirit of inquiry and reform;
(i)

to safeguard public property and to abjure violence;

(j)

to strive towards excellence in all spheres of individual and collective activity so that the nation constantly
rises to higher levels of endeavour and achievement;

1

(k) to provide opportunities for education to his/her child or, as the case may be, ward between age of 6 and 14
years.

1.

iv

Subs. by the Constitution (Eighty - Sixth Amendment) Act, 2002

Preface
The hospitality industry is a billion dollar industry. It is represented by lodging,
food services, recreation, entertainment, amusement and travel sectors. These
organizations offer comfort and entertainment to guest. The prospect of hospitality
industry are bright and the demand is growing because of the movement of people
across the globe for different purpose like tourism, business, events, sports etc.
Hospitality is one of the most interesting and challenging industries as it involves
being sensitive towards the need and desire of the guests coming from different
background and for different purposes. Hospitality is all about customer service and
providing the best experience possible to the guests. In India, hospitality is based
on the principle Atithi Devo Bhava, meaning “the guest is god”.
This book equips the students with relevant knowledge of the hospitality industry,
its components and functions. It has been a deliberate effort to keep the language
used in this student handbook as simple as possible. Necessary pictorial illustrations
DQGÀRZFKDUWVKDYHEHHQLQFOXGHGWRKHOSWKHVWXGHQWWRXQGHUVWDQGWKHFRQFHSWV
ZLWKRXW DQ\ GLI¿FXOW\
3UDFWLFLQJSURIHVVLRQDOVIURPWKH¿HOGRIKRVSLWDOLW\DQGWRXULVPFRPSULVHGWKHWHDP
of authors for this book. The Board thankfully acknowledges their contribution in
completing the book in record time. I hope this book will help the students to serve
a useful resource in this subject.
The Board is grateful to the members of the Committee of Course for their advice,
guidance and total commitment towards development of this course. We are indeed
LQGHEWHG WR WKHVH DFDGHPLF DGYLVRUV ZKR KDYH OHQW XV WKH EHQH¿W RI WKHLU ULFK DQG
insightful experience. I would like to appreciate Vocational Education Cell, CBSE
for coordinating and successfully completing the work.
Comments and suggestions are welcome for further improvement of the book

Chairman, CBSE
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UNIT I

INTRODUCTION TO
HOSPITALITY INDUSTRY
Structure
1.1 Introduction
1.2 Structure of Hospitality Industry
1.3 Characteristics of Hospitality Industry
1.4 History of Hospitality Industry
1.5 Hospitality Industry in India
1.5 (a) Emerging Trends in Hospitality Industry
1.5 (b) Career Options in the Hospitality Industry
1.5 (c) Eco Friendly Practices in Hospitality Industry
1.6 Customer care in Hospitality Industry
1.6 (a) Who is Customer in Hotel?
1.6 (b) What are the Needs of Customer?
 F  :KDW DUH %HQH¿WV RI 6DWLV¿HG &XVWRPHU"
1.6 (d) What are the types of Complaint by Customers?
1.6 (e) What are the Impacts of Complaint?
1.6 (f) How to Handle Complaint?
1.7 Hotel Chains in India
 D  3UR¿OH RI 6RPH 0DMRU 3OD\HUV LQ +RWHO ,QGXVWU\
1.7 (b) International Hotel Chains
1.8. Role of Hospitality Industry in Tourism

Unit Overview and Description
After reading this unit, students will be able to:
9 Understand the meaning, concept, origin and development of hospitality industry
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9 Know new trends and dimensions of hospitality industry.
9 Customer and its importance in hospitality industry
9 Famous hotel chain in India and world-wide
9 Importance of hospitality industry in tourism

Resource Material
1. Tourism : Principles and Practice (3rd Edition) - Chris Cooper, Stephen Wanhill, John
Fletcher, David Gilbert and Alan Fyall.
2. Hotel Management : Education and Enviroment Perspective - Yogendra. K Sharma.
 +RWHO  )URQW RI¿FH $ 7UDLQLQJ 0DQXDO  6XGKLU$QGUHZV

1.1 Introduction
Hospitality is the relationship between guest and host, or the act or practice of being
hospitable. Hospitality is also known as the act of generously providing care and kindness
to whoever is in need. According to Dictionary.com hospitality means ‘the friendly reception
DQG WUHDWPHQW RI JXHVWV RU VWUDQJHUV¶ 6SHFL¿FDOO\ WKLV LQFOXGHV WKH ZHOFRPH UHFHSWLRQ
and entertainment of guests, visitors, or strangers in a warm, friendly and generous way.
The word hospitality is derived from the Latin word hospes, meaning “guest, visitor, or one
who provides lodging for a guest or visitor.” In India, hospitality is based on the principle
Atithi Devo Bhava, meaning “the guest is God.”

KEY TERM
Hospitality: kindness in welcoming guests or strangers
What is Hotel?
$ µKRWHO¶ RU µLQQ¶ LV GH¿QHG E\ WKH %ULWLVK ODZ DV µWKH SODFH ZKHUH D ERQD¿GH WUDYHOOHU FDQ
UHFHLYH IRRG DQG VKHOWHU SURYLGHG KH LV LQ D SRVLWLRQ WR SD\ IRU LW DQG LV LQ D ¿W FRQGLWLRQ
to be received’. Hence a hotel must provide food and lodging to a traveller on payment
and has, in turn, the right to refuse if the traveller is drunk, disorderly, unkempt or is not
in a position to pay for the services.
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Review Questions
1. What is hospitality?
2. What do you mean by Athithi Devo Bhava?
 'H¿QH WKH WHUP +RWHO
Food Services

Accommodation

Hotels
Resorts
Motels

Restaurant
Cafeteria
Catering

Scope of
Hospitality
Industry

Entertainment

Amusement
Parks
Attractions
Casinos

Travel Services
Airlines
Cruises
Railways
Car rentals
Coach

Fig 1: Scope of Hospitality Industry

1.2 Structure of the Hospitality Industry
The hospitality industry is a billion dollar industry and is a cluster of industries comprising
of lodging, food services, recreation, entertainment, amusement and travel sectors. These
organizations offer comfort, entertainment and guidance to strangers.
The hospitality industry can also be divided in different ways:
Commercial or service sector: Most of the hospitality operations are being run as
EXVLQHVV WR HDUQ SUR¿WV
3UR¿W PDNLQJ RU ZRUNLQJ ZLWKLQ D EXGJHW Most hospitality operations need to make
SUR¿W EXW VRPH QHHG WR ZRUN RQ VSHFL¿F EXGJHW )RU H[DPSOH VFKRRO FDQWHHQV
Restricted customer or open to the general public: Most hospitality operations can sell
to anyone but some are restricted to selling to a small part of the public. For examples
customers on train, cruise.
Introduction to Hospitality Management
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Commercial

Service

3UR¿W
Making

Working to a
budget

General
public

Restricted
customers

ͻ Hotels
ͻ Hostels
ͻ Contract
caterers

ͻ Tourist
attractions
ͻ Hospitals
ͻ Prisons
ͻ Colleges

ͻ Most

ͻ School/College
canteen

ͻ Hotels

ͻ Train, cruise
and ferry
catering
ͻ Casinos

Review Questions
1. Which all the services are included in forming hospitality industry?
2. Differentiate Hotel and Restaurant.

1.3 Characteristics of the Hospitality Industry
Intangibility: The hospitality products cannot be seen, tasted, felt, heard or smelled before
they are purchased. When the sales representative of a hotel goes to sell hotel room they
do not take hotel room with them. In fact they do not sell a room. Instead, they sell the
ULJKW WR XVH D URRP IRU D VSHFL¿F SHULRG RI WLPH
Inseparability: In most hospitality services, both the service provider and the customer
must be present for the transaction to occur. The food in a restaurant may be outstanding,
but if the service person has a poor attitude or provides inattentive service, customers
will down-rate the overall restaurant experience.
Variability or heterogeneity: Services are highly variable because their quality depends
on who provide them and when and where they are provided. In service delivery high
level of human involvement is required. This makes it vary every time the consumer is
availing the service. Hotel room will remain the same but the service and facilitation in
the room will depend upon the housekeeping staff. The cleanliness of a hotel room may
have different standards if the housekeeping supervisor or the room cleaner is changed.
Quality of service and level of satisfaction vary from time to time and person to person.
Perishability: Services cannot be stored. Vacant rooms are perishable. The unsold room
tonight can never be sold again. Like empty airline seats, theatre seats or sport arena
seats, hotel rooms cannot be stored, cannot be saved and cannot be used a new.
Fixed Supply: 6XSSO\RIURRPVLQDKRWHOLV¿[HG$LUOLQHVDGMXVWWRGHPDQGE\WHPSRUDULO\
DGGLQJ RU UHPRYLQJ ÀLJKWV 7KLV LV QRW VR ZLWK KRWHOV
High Operating Cost: Unlike manufacturing industries, which offset labour with large
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FDSLWDO LQYHVWPHQWV KRWHOV DUH ERWK FDSLWDO DQG ODERXU LQWHQVLYH 7KH UHVXOW LV KLJK ¿[HG
costs, which continue whether or not the hotel has business. Thus a high percentage of
occupancy is needed just to break even.
Seasonality: Seasonality means changes in business, employment or buying patterns
which occurs predictably at given times of the years. On a business site, seasonality is
GH¿QHG DV VHDVRQDO ÀXFWXDWLRQ LQ HFRQRPLF RU EXVLQHVV DFWLYLW\ ZKLFK RFFXUV DJDLQ DQG
again regularly during a year as a result of changes in climate, holidays and vacations
(Dictionary of Finance and Investment Terms 2011). Seasonality indicates the subject
PDWWHURIÀXFWXDWLRQVRIGHPDQGRUVXSSO\LQWKHWRXULVPLQGXVWU\ZKLFKDUHHIIHFWHGGXHWR
ZHDWKHUFRQGLWLRQVSXEOLFDQGVFKRROKROLGD\V6HDVRQDOLW\LQKRWHOVLQYROYHVÀXFWXDWLRQV
in number of guests, occupancy rates and bed nights. The Indian hotel industry normally
experiences high demand during October–April, followed which the monsoon months entail
low demand.
Review Questions
1. How services provided in hotels are variable in nature?
2. The goods or services can’t be stored for the future use or have short usage life is
termed as - (tick correct answer).
a)

Inseparability

b)

Perishability

c)

Variability

d)

Intangibility

1.4 History of Hospitality Industry
Early History
The concept of hospitality is extremely old, it is mentioned in writings dating back to ancient
Greece, ancient Rome and Biblical Times. In ancient times people felt that hospitality to
strangers was necessary to their religious well-being. Religion was the principal motivating
force in the concept of hospitality. In ancient Greece missionaries, priests, and pilgrims
formed a very large part of the travelling public. Often they would journey to holy places,
perhaps oracles or temples that had a dominant position in their religion. During the
Roman era, travellers who were not on the road for religious reasons were usually on
Introduction to Hospitality Management

5

military, diplomatic or political missions. Many military travellers disdained using the
accommodations that were available along the route. Inn in the cities was of bad reputation
and detrimental to travelers; outside the cities, they neither existed nor were needed.
The military travelers preferred, therefore, to sleep in the tents they carried with them. In
ancient Persia, travelling was done in large caravans, which carried elaborate tents for use
along the caravan routes. However, at certain points on these routes, accommodations
known as Khanas were constructed. These were simple structure consisting of four walls
that provided protection not only against natural elements but also against enemies who
attacked under cover of darkness.
Early history of accommodation for travellers can be traced back to the Greek word ‘xenia’
which not only meant hospitality, but also the protection given to a traveller from discomforts.
The city was bound to traditions of hospitality. In Sparta city, despite rigorous customs
restricting visitors, goddess Athena was considered a ‘protector of strangers’ and hence
her name, Xenia Athena. In this period travellers were mainly diplomats, philosophers,
intellectuals and researchers. Guests were invited to stay with the nobleman. In ancient
Olympia, buildings constructed with the aim of accommodating strangers are still visible.
They were called ‘Leonardo’ and were built in fourth century BC. The concept of hospitality
can also be traced back to ancient times. Mention of it is found in Iliad and The Odyssey
by Homer. Hotel keeping can also be traced back to many centuries and its evolution
through the ages has been brought about by Britain’s economical and industrial changes
and developments.
In the later years of the Roman Empire, taverns and inns provided shelter for travelling
merchants, actors, and scholars. Accommodations were still primitive. Sometimes there
were rooms for the people but no stables for the horses; more often there were stables
but no rooms.
The high spot of that era in terms of hospitality was the development by the Persians
of post houses along the caravan routes. These developed later than the ‘Khanas’ and
provided accommodations and nourishment for both soldiers and couriers.
Marco Polo described the post houses known as yams as apartments suitable for a
king. They were located 25 miles apart, perhaps equivalent of a day’s ride, and supplied
fresh horses for the couriers carrying messages throughout the land. By Marco Polo’s
estimate, there were 10,000 such post houses in existence at the time of his journey to
the far-east.
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Middle Ages
During the Middle Ages religion was the driving force for hospitality. It was considered as the
duty of the Christians to offer hospitality to travellers and pilgrims. Monasteries functioned
as inns, providing accommodations and food for the weary traveller. Some monasteries
and churches, constructed a separate building to accommodate travellers. These building
were known as xenodocheions, a Greek word meaning inns or resting places.
Charlemagne during his reign enacted laws setting out the duty of a Christian to provide
a free resting place for a traveller. However, in consideration perhaps of the possibility
that a traveller might overstay his welcome, and also the burden or providing free food
IRU DQ LQGH¿QLWH SHULRG RI WLPH WKH ODZ OLPLWHG WKH VWD\ RI DQ\ WUDYHOHU LQ DQ\ SODFH WR
three nights.
In 1282 in Florence, Italy, the great innkeepers of the city incorporated an association
for the purpose of turning hospitality into a business. Inns became licensed and were
permitted to import and resell wine. The inns themselves belonged not to the innkeepers
but to the city, and they were operated under three-year leases, which was sold by auction.
In the year 1290, 86 inns in Florence were members of the guild. Shortly thereafter, the
business of hospitality spread to Rome and other Italian cities. It is interesting to note
that during that period many of the innkeepers were German rather than Italian- possibly
because many of the merchants who were travelling themselves were German and were
HDJHU WR ¿QG DFFRPPRGDWLRQ ZKHUH WKH\ ZRXOG ¿QG WKHLU RZQ ODQJXDJH DQG IRRG WKH\
were accustomed to.
The 16th to 19th Century
During this period, considerable improvement took place, particularly in England, in
the quality of accommodations. The common mode of transportation used then was
stagecoach. Stagecoaches were forced to make overnight stops on long journeys. These
called for not only food and rest for the horses but also food and accommodations for the
passengers. This resulted in the construction of inns or taverns at suitable locations along
the stagecoach routes. Since the passengers were mainly wealthy people, accustomed to
certain luxuries, the stagecoaches contributed not only to growth in the number of inns but
also to improvements in their quality. The inns or taverns also became popular meeting
places for local nobility, politicians, priests and other. License for the inns were issued
by the local lord or knight whose territory the inn laid. The design of the inns was in the
form of quadrangle, with stagecoaches and people entering through a vaulted gateway.
The yard within the quadrangle was used for many purposes, such as weddings. The
Introduction to Hospitality Management
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quadrangular form was easy to control and protect. The various buildings or sections within
provided sleeping accommodations for the travellers. Food and drink was also served with
additional shelter for both the drivers and the horses. In the 18th century, coffee houses
became extremely popular in Europe and were incorporated into many of the inns.
7LOOWKHLQGXVWULDOUHYROXWLRQRIWKHVQRVLJQL¿FDQWLPSURYHPHQWZDVPDGHLQWKHLQQV
and taverns, and they were not very suitable for aristocrats. To accommodate wealthy
travellers, luxurious structures were constructed with private rooms, individual sanitation
and the comforts of a European castle. These elegant new establishments adopted the
French word for mansion - ‘Hotel’. Not surprisingly, their rates, too, were beyond the reach
of an ordinary person. In America early inns were modelled after European taverns, with
sleeping quarters shared by two or more guests.
'XULQJ LQGXVWULDO UHYROXWLRQ  (QJOLVK LQQV ZHUH FRQVLGHUHG ¿QHVW LQ WKH ZRUOG
+RWHO GH +HQU\ ZDV RQH RI WKH ¿UVW (XURSHDQ KRWHOV EXLOW LQ  ZLWK FDSDFLW\ RI 
rooms. Growth of hotel inns took place with concept of family hotels i.e run by the families
and were called mom & pop in England. Industrial Revolution in England brought ideas
and progress in the business of inn keeping.
The next stage in the cycle of evolution of the hotel industry was the coming of the motor
car. It enabled people to visit those parts of the country which could not be reached
E\ UDLOZD\V 7KLV JDYH ELUWK WR LQODQG UHVRUWV DQG WKH KRWHO LQGXVWU\ EHJDQ WR ÀRXULVK
International air travel has helped create the modern stop-over hotel. With the increase
in this form of travel, the number of hotels built close to airports has multiplied. Another
trend in hotel keeping is the Motel , which is the twentieth century version of the old coach
inn. People traveling the country by car, stop overnight here and there require not only
refreshment for thermselves , but also safe parking for their cars . Post houses, developed
by the trust houses Forte Group, are in fact the modern version of the old coaching inn.
This is probably why Great Britain is considered as the motherland of hotel Industry.
The lead in hotel keeping was taken by the emerging nations of Europe, especially
Switzerland. It was in Europe that the birth of an organised hotel industry took place in
the shape of small hotels which provided services to the aristocrats. The word “hotel” was
used in England in about 1760.
The real growth of the modern hotel industry took place in the USA with the opening of
&LW\ +RWHO LQ 1HZ <RUN LQ  7HUPDQG KRXVH ZDV ¿UVW FODVV KRWHO PDGH LQ %RVWRQ
1829 which provided private guest room, door with lock, free soap and bellboy service.
It is called Adam and Eve of modern hotel industry. Mr. Ellsworth M. Statler started new
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FKDLQDQGPDGHKLV¿UVWKRWHO³%XIIDOR6WDWOHU´RQ-DQ+HJDYHDVORJDQ³DURRP
and a bath for a dollar and a half”.
Review Questions
1. Match the following:
a. Athena
India
b. Highway
Italy
c. Dharmshalas
England
d. Florence
Greece
e. Mom & Pop
Motels
2. What is xenodocheions?

1.5 Hospitality Industry in India
7KLV  FDQ EH FODVVL¿HG LQ WR WKUHH VWDJHV RI GHYHORSPHQW
1. Ancient :3UREDEO\%XGKLVWPRQNVZHUHWKH¿UVWWUDYHOHUVLQ,QGLD9LKDUDVZHUHEXLOW
across the subcontinent to serve the need of shelter for wandering Budhist monks.
Pilgrimage/ religious travel contributed immensely in ancient establishments like dharam
shalas in Hinduism.
2. Medival Period: Arrival of foreign rulers and invaders to India introduced new concept
RI +RVSLWDOLW\ LQ WKLV SHULRG OLNH PXVD¿U NKDQDV  VDUDLV HWF
3. 0RGHUQ 3HULRG RU %ULWLVK LQÀXHQFH RQ KRVSLWDOLW\ GHYHORSPHQW LQ ,QGLD British
DUULYDOWR,QGLDDQGWKHLULQÀXHQFHFRQWULEXWHGWUHPHQGRXVO\LQGHYHORSPHQWRIKRVSLWDOLW\
industry. Number of modern hotels started in metros like Kolkata and Mumbai. Pestonji,
SRLQHHU RI KRWHO EXVLQHVV LQ ,QGLD VWDUWHG ¿UVW KRWHO LQ 0XPEDL LQ   -DPVKHGML
Tata started luxurious Taj Mahal Palace Hotel in Mumbai.
Table 1: Number of Approved Hotels and Availability of Hotel Rooms
Category of Hotels

Number of Hotels

Number of Rooms

One Star

67

2537

Two Star

307

8446

Three Star

869

36585

Four Star

157

12059

Five Star

149

17144

Five Star Deluxe

153

34187

Apartment Hotels

8

756

Introduction to Hospitality Management
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Time Share Resorts

1

62

Heritage Hotels

146

3879

Silver Bed and Breakfast

469

1540

Guest House

1

40

8QFODVVL¿HG

156

580

Total

2483

117815

Source: India Tourism Statistics 2011, Ministry of Tourism, Govt. of India

3UHVHQWO\WKHUHDUHFODVVL¿HGKRWHOVZLWKDFDSDFLW\RIURRPVLQWKHFRXQWU\
The hotels sector comprises various forms of accommodation, namely star category hotels,
heritage category hotels, timeshare resorts, apartment hotels, guest houses, and bed and
EUHDNIDVWHVWDEOLVKPHQWV,Q,QGLDKRWHOVDUHFODVVL¿HGLQWRVL[FDWHJRULHV)LYHVWDUGHOX[H
Five star, Four star, Three star, Two star and One star. These are mainly situated in the
business districts of metro cities and cater to business travellers and foreign tourists.
These hotels provide standardized services and are considered to be expensive. These
account for about 17.7% of the industry.
Star Category Hotels
Five Star Deluxe & Five Star hotels are restricted to the four metros and some major
cities like Bangalore and Hyderabad. The customers of these hotels are mostly business
DQG OHLVXUH WUDYHOOHUV VHQLRU EXVLQHVV H[HFXWLYHV DQG WRS JRYHUQPHQW RI¿FLDOV
Three Star & Four Star hotels are located in all major cities as well as tourist destinations.
Their customer group ranges from middle level business executives to leisure travellers.
One Star & Two Star hotels are located in major cities as well as in small cities and other
tourist destinations. Their customers include usually the domestic tourists.
Major players in this segment are Taj, WelcomeGroup, EIH and Oberoi. Apart from Indian
players some of the international hotels also have their presence in this segment. Those
include, Best Western, Choice Hotels, Bass Hotels, Park Plaza and Carlson Hospitality.
Heritage Hotels
These are running hotels in palaces, castles, forts, hunting lodges etc. They are further
FODVVL¿HG DV +HULWDJH FODVVLF KRWHOV EXLOW EHWZHHQ  DQG   +HULWDJH *UDQG
(hotels built prior to 1920) and Heritage (hotels built between 1935 and 1950). There are
many other criterias for classifying Heritage Hotels. Please refer to Ministry of Tourism
guideline (MOT) for this.
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Budget Hotels
Budget hotels cater mainly to domestic travellers who prefer reasonably priced
accommodations with limited luxury. These are characterized by special seasonal offers
and good services.
8QFODVVL¿HG +RWHOV
These are low-priced hotels spread throughout the country. A low-pricing policy is their
only selling point. This segment accounts for about 19% of this industry.
Resorts and Clubs
Located at the outskirts of city could be from premium to budget category. Resorts are
the types based on location, usually located in scenic and natural environment, like water
bodies, hills, beaches, forest etc.
Restaurant
These are food chains and outlets set in India. The international chains are like Dominos,
Espresso, Pizza Hut and McDonalds. The domestic chains are like Sagar Ratna,
Nirulas.

1.5(a) Emerging Trends in Hospitality Industry
Hotels today are much more than just a place to sleep. Global business conditions, lifestyle
changes and higher disposable incomes have resulted in shifting travel preferences.
Travellers are looking for ‘out-of-the-box’ experiences. Travel service providers are offering
niche, customized tourism products. This trend is equally visible in the hotel industry.
Some of the Trends in Hospitality Industry are as follows:
Innovation: The hotels industry is developing on the lines of that innovation is key to
survival. With growing demands of customers and to offer novel experience to the guests
the hotels are offering unique accommodations. Homestays, heritage hotels, boutique
hotels, houseboats, tree-houses, luxury trains are some of the good examples of unique
products of hospitality.
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Box 1: Based on Federation of Hotel & Restaurant Association of India (FHRAI’s)
2010 -11 survey, information on various aspects of hotel industry in India:
 0RVW RI WKH URRPV LQ DOO FDWHJRULHV RI KRWHOV ZHUH DLUFRQGLWLRQHG
 $YHUDJH HPSOR\HH SHU URRP IRU DOO FDWHJRULHV RI KRWHOV WDNHQ WRJHWKHU ZDV 
$PRQJ WKH FODVVL¿HG FDWHJRULHV YDULDWLRQ ZDV TXLWH ORZ  LQ 6WDU  6WDU
categories and 2.1 in 5-Star Deluxe category.
  RI WKH HPSOR\HHV ZHUH WUDLQHG KLJKHVW EHLQJ  XQGHU 6WDU FDWHJRU\
and lowest 73.6% under 2-Star category.
 6KDUH RI WRXULVW LV WKH KLJKHVW IURP 8. EHLQJ  86$ DQG 2WKHU FRXQWULHV
dominate the overall visitations with a share of 11.7% and 11.2% respectively.
 6KDUHRIWRXULVWVIURP8.DQG86$ZDVWKHKLJKHVWLQWKH6WDUDQGDERYHFDWHJRU\
hotels.
 6KDUH RI WRXULVWV IURP 8.  )UDQFH ZDV WKH KLJKHVW LQ +HULWDJH FDWHJRU\ KRWHOV
 6KDUHRIGRPHVWLFJXHVWVZDVIRUDOOWKHKRWHOVWDNHQWRJHWKHU+RZHYHUVKDUH
of foreign guests was higher in 5-Star Deluxe (52.9%) and Heritage (59.3%).
 /HLVXUHWRXULVWVFRQVWLWXWHGDERXWRIWKHWRWDOJXHVWVDQGWKHUHPDLQLQJ
were business guests. Except the Heritage categories of hotels, share of business
guests was higher in other categories.
 :KLOHWKHDYHUDJHVWD\RIIRUHLJQJXHVWVZDVGD\VLWZDVGD\VIRUGRPHVWLF
guests.
 $YHUDJH VWD\ RI EXVLQHVV DQG OHLVXUH JXHVWV ZDV  GD\V DQG  GD\V
respectively.

Taj Lake Palace, Udaipur
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Interior view of Taj Lake Palace, Udaipur

Homestays give the tourist an opportunity to stay with the host family and learn about the
place, culture, traditions and family. The visitors are engaged in activities like exploring a
coffee plantation in Kerala, watching a polo match in Rajasthan, herding animals in remote
northern India, village visits, picnics, and temple tours. The homestays are economical than
hotels. Kerala, Sikkim and Himachal Pradesh are offering quality homestays in India.
Heritage hotels are hotels in palaces/castles/forts/havelies/ hunting lodges/ residence built
prior to 1950. Heritage hotels give royal treatment to their guests by offering royal menu;
the interiors and the ambience of rooms that give royal feeling. Above all the guests get
a chance to stay in the actual palace where once kings had their home. Rambagh Palace
in Jaipur, Umaid Bhawan Palace in Jodhpur, Taj Lake Palace in Udaipur are examples of
heritage hotels.
Boutique hotels is a term popularized in North America to describe intimate, usually
luxurious environments. Boutique hotels are generally small and associated with being
design oriented. These hotels are furnished in a themed or stylish manner. Boutique hotels
focus on their customers by offering services in a comfortable, intimate, and welcoming
setting.
+RXVHERDWV DUH OX[XULRXV ÀRDWLQJ KRWHOV 7KH KRXVHERDWV RIIHU FRPIRUWV RI D JRRG KRWHO
including furnished bedrooms, modern toilets, cozy living rooms, a kitchen and even a
balcony for angling. In Kashmir they are known as shikaras and in Kerala they are known
as kettuvallams.
Tree houses are unique accommodation on trees in natural environments and thus an
absolute delight for nature lovers.
Luxury Trains are moving hotels. Like Palace-on wheels is a rotel. Palace-on-wheels has
fourteen coaches named after former Rajput States. It has luxurious room decorated with
Mughal and Rajasthani style of art. The train has two lavish restaurants “The Maharaja”
and “The Maharani” serving Continental, Chinese, India and Rajasthani cuisines.
Investment in smaller cities: Hotels are predominantly found in metropolitan cities or
tourist cities like Delhi, Mumbai, Chennai, and Kolkata. But now because of rise in business
and leisure travel to smaller cities such as Udaipur, Thiruvananthapuram, Bhubaneswar,
Pune, Kochi, Chandigarh etc have increased demand for quality hotel rooms in these
cities. Hospitality chains are increasing their presence in smaller cities.
'LYHUVL¿FDWLRQLQWRQHZVHJPHQWVMany hospitality chains that were earlier focused only
on the luxury segment are now diversifying into new product segments, such as budget
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hotels and serviced apartments, in order to reduce risks. The Indian Hotels Company
Limited (IHCL), a unit of Tata Group known mainly for its Taj luxury hotels has ventured
into economy segment by opening Ginger Hotels. Accor has announced plans to introduce
its budget hotel brand, Formule1, in the country.

1.5 (b) Career Options in the Hospitality Industry
Quality manpower is the need of the hour in hospitality industry. It is also one of the
major challenges confronting the hospitality industry in India. Given the boom in the sector,
universities and institutes across the country are offering degree and diploma courses in
hotel management. The range of career in hospitality industry includes:
Hotels: +RWHOV UDQJLQJ IURP ,QGLDQ FKDLQ RI ¿YH VWDU SURSHUWLHV VXFK DV 7DM 2EHURL DQG
Welcome group, to an international chain like Hyatt, Sheraton in different department i.e.
)URQW 2I¿FH +RXVH .HHSLQJ )RRG DQG %HYHUDJH 6HUYLFH DQG )RRG 3URGXFWLRQ 6DOHV
and Marketing, Human Resource Development.
Airline Industry: Air Hostess and Flight Stewards in national and international airline
Retail Sector: ,WLQFOXGHV3950DOOV%DFN2I¿FHMREVMRLQLQJDVUHFHSWLRQLVWLQFRUSRUDWH
RI¿FHV +RVSLWDOV DQG %32 LQGXVWU\
Teaching: Teaching Institutes and universities offering hotel management courses.
Entrepreneur: Opening own restaurants or working as consultants for building up hotels
or restaurants.
Others: ([HFXWLYH LQ WRXULVP GHYHORSPHQW FRUSRUDWLRQV DQG UHVRUWV FDWHULQJ RI¿FHU RU
chef in cruise lines, hospital and institutional catering executives.

1.5(c) Eco Friendly Practices in Hospitality
For construction of hotels trees are cut down, land digging, air conditioners are installed
for comfort, autos, taxis and buses cater to transport needs. All this leads to destruction
of ecosystem thus leading to loss of vegetation, polluting the air, water and also disturbing
the animal life. Environment friendly practices are required to be adopted to save the
environment, preserve energy and water; controlling water, noise and environment pollution
by responsible waste management.
Some of the environment friendly practices adopted by hotels are:
 8VH ORZ HQHUJ\ ODPSV FRPSDFW ÀXRUHVFHQW ODPSV  IRU DOO OLJKWLQJ
 +RWHOV URRP OLJKWV DQG$& DUH VZLWFKHG RQ RQO\ ZKHQ WKH NH\ LV LQVHUWHG
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 7KH LQWHUDFWLYH 79 LQ WKH URRPV FDQ EH XVHG WR VHQGUHFHLYH PHVVDJHV DQG FOHDU
bills, thereby saving paper/ phone costs.
 7DSV LQ WKH JXHVW URRPV WRLOHWV FDIHWHULD DQG WKH NLWFKHQ FRQWDLQ VSHFLDO GHYLFHV
WKDW LQFUHDVH IRUFH DQG GHFUHDVH ZDWHU RXWÀRZ VDYLQJ QHDUO\  SHU FHQW ZDWHU
 5HF\FOHG ZDWHU LV XVHG IRU JDUGHQLQJ DQG DLUFRQGLWLRQLQJ
 5DLQKDUYHVWLQJ ZHOOV DUH FRQVWUXFWHG ZKLFK KHOSV UHVWRUH WKH ZDWHU WDEOH
 %LRGHJUDGDEOH NLWFKHQ WRLOHW DQG JDUGHQ ZDVWH LV GHFRPSRVHG LQ GHFRPSRVH SLWV
and used as manure.
 1RQELRGHJUDGDEOH ZDVWH LV VHJUHJDWHG DQG VHQW WR UHF\FOLQJ FHQWUHV
 /DXQGU\ SDSHU EDJV DUH XVHG LQVWHDG RI SODVWLF
 5HF\FOHG JDUEDJH EDJV WKDW DUH ELRGHJUDGDEOH
 :DWHU *ODVVHV LQYHUWHG DQG SODFHG RQ D FRUN VXUIDFH WKHUHE\ GRLQJ DZD\ ZLWK
plastic covers
 (FRIULHQGO\ SHQV DQG SHQFLOV DUH PDGH XVLQJ UHF\FOHG FDUGERDUG UHSURFHVVHG
plastic and scrap wood. The eco pencils are not made of wood but of a non-toxic
SRO\PHUZLWKWKHXVHRIQDWXUDO¿OOHUV:RRGVDYHUSHQFLOVDUHPDGHXVLQJDVKDIW
which is made of biodegradable materials such as talc, gypsum and clay.
 ,QVWHDG RI FXW ÀRZHUV SRWWHG ÀRZHU EHDULQJ SODQWV DUH XVHG DOO RYHU WKH
hotel. All these plants will clean up a variety of pollutants in the atmosphere.

Box 2: (&27(/ ,W LV WKH FHUWL¿FDWLRQ SURYLGHG E\ HQYLURQPHQWDO H[SHUWV IURP
+RVSLWDOLW\ 9DOXDWLRQ 6HUYLFHV +96  ,QWHUQDWLRQDO D JOREDO ,62FHUWL¿HG ERG\
7R JHW DQ (&27(/ FHUWL¿FDWLRQ D KRWHO PXVW DGKHUH WR DW OHDVW WZR RI WKH µ¿YH
JOREHV¶RIHQHUJ\HI¿FLHQF\ZDWHUFRQVHUYDWLRQHPSOR\HHHGXFDWLRQDQGFRPPXQLW\
involvement, solid waste management and environmental commitment.
+RWHOV WKDW GR QRW DGKHUH WR WKH ¿YH JOREHV ORVH WKHLU FHUWL¿FDWLRQ
Guests checking in and staying for a day could be encouraged to reuse linen thus
saving water and energy. It also increases the life of linen.
ECOTELS in India
 7KH 2UFKLG 0XPEDL
Introduction to Hospitality Management
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 5RGDV 0XPEDL
 7KH 8SSDO¶V 2UFKLG 1HZ 'HOKL
 &DEEDQD 2UFKLG 3KDJZDUD
 7KH )HUQ -DLSXU
 7KH 5DLQ 7UHH
 +RWHO *DXWDP 0DKDEDOHVKZDU
 +RWHO /DJRRQD /RQDYDOD
 7KH %HDFK RUFKLG .ROODP

1.6 Customer Care in Hospitality Industry
Customer service is the backbone of any industry, especially the service industry. Customer
service is the provision of service to customers before, during and after a purchase.
Customer service is required for satisfying the customer. Customer satisfaction is important
WR D EXVLQHVV EHFDXVH VDWLV¿HG FXVWRPHUV DUH OLNHO\ WR EH OR\DO PDNH UHSHDWHG RUGHUV
and use a wide range of services offered by a business.

1.6 (a) Who is a Customer in Hotel?
Hotel guest: The person availing the services and facilities of hotel in return of payment.
7KHUH DUH GLIIHUHQW W\SHV RI JXHVWV DQG FDQ EH FODVVL¿HG DFFRUGLQJ WR WKHLU
Trip purpose: Pleasure or business travellers
Numbers: Independent or group travellers
Origin: local or overseas travellers
Pleasure travellers: They are individuals who travel to engage in leisure activities, outdoor
recreation, relaxation, visiting friends and relatives or attending sports or cultural events.
Corporate business travellers: They are individuals whose frequent bookings are usually
made by companies with reduced room rates.
Business travellers: Travel to conduct business, attend business meetings or workshops,
and engage in selling or purchasing products.
Free independent travellers (FITs): They are sometimes referred to as “foreign independent
travellers”. FITs are international tourists who purchase their own accommodation and
make their own travel arrangements.
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Group inclusive tours (GITs): Tourists who travel together on package tours with
accommodation and sometimes meals which are booked through travel agencies. Group
tourists tend to spend less and budget their spending allowance.
Conference participants: Individuals who travel to attend conference and whose
accommodation is usually reserved by himself/herself, his/her company or a conference
organiser before their arrival.
Very important persons (VIPs): Very important persons may include celebrities, frequentstay guests, guests in expensive rooms, guests with security risks and top executives
from companies.
Incognito: They are guests who stay in a hotel with concealing identities so as to avoid
notice and formal attention.

1.6 (b) What are the Needs of Customers?


 7KH SK\VLFDO SURGXFW RU VHUYLFH RI TXDOLW\
 A welcoming environment
 A clean environment
 (I¿FLHQF\ DQG SDWLHQFH RI WKH VWDII VHUYLQJ WKHP
 Honesty and fair treatment
 Attention to individual needs
 Courtesy and warmth
 Feeling of importance
 Reassurance and security
 Being kept informed
 Action-orientation
 Speed in service
 An invitation to come again

ˠʳ˥ ʹOʺ ɟÌǼ ǋs DsŘsʩǼǣ Ÿ¯ ǢǼÞǣʩs_ NȖǣǼŸŎsǋʷ





Returns back to the hotel in his next visit i.e. loyalty
Recommends hotel to his/her friends and relatives
Avails other services and facilities in hotels thus increasing revenue for hotel
Appreciates the hotel staff
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1.6 (d) What are the Types of Complaint by Customers?
 Staff was rude
 The service promised was not delivered
 Delay in delivering the service
 Equipment not working, example air cooler, refrigerator, warmer etc.

1.6 (e) What is the Impact of Complaint?
 Losing the customer
 Losing the opportunity to serve the customer
 Bad name for organization
 Negative publicity

1.6 (f) How to Handle Complaint?
 Provide customers with the opportunity to complaint
 Give full attention to customer
 Listen carefully and completely
 Agree that problem exists; never disagree or argue
 Apologize
 Resolve the complaint
 Thank the customer for bringing complaint to your attention
 Overcome Complaint with EASE
KǀĞƌĐŽŵĞŽŵƉůĂŝŶƚǁŝƚŚ

Review Questions
1. Hotels today are much more than just a place to ________________.
2. Travellers are looking for ______________________ experience.
3. Which two countries together create highest share in foreign tourist to hotels in India?
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4. Expand the following
a. FIT
b. GIT
5. Who is a guest in Hotel?
6. Match the following:
a. Kettuvallams
b. Shikaras
c. Palace on Wheels

Kashmir
Rajasthan
Kerala

1.7 Hotel Chains in India
The major players in the Indian hotel industry comprise of Indian Hotels Company Limited
(the Taj Group) and associate companies, EIH Limited (the Oberoi Group), ITC Hotels
Limited (the ITC Welcome Group). Most of these chains have presence in one or more
metro cities and other locations in India and outside India.
They are companies that have preferred to opt for operating/management arrangements
with international players of repute. Some of the companies in this category are Hotel
Leela Venture (with Kempinski), Asian Hotels (Hyatt International Corporation), Bharat
Hotels (formerly with Holiday Inn and Hilton and now with Intercontinental). These are
small chains and have fewer properties, compared with the big chains.
Indian Tourism Development Corporation (ITDC) and Hotel Corporation of India (HCI) are
the Public Sector chains.
Company

Type of Property

Brand

Indian Hotels Company
Limited

Luxury, mid-segment and
budget

Taj Luxury/Taj, Taj Exotica, Taj Safari,
The Gateway hotels, Vivanta by Taj
Hotels & Resorts and Ginger

ITC Welcomgroup

Luxury, budget and
heritage hotels

ITC Hotel—Luxury Collection,
WelcomHotel—Sheraton, Fortune and
WelcomHeritage
Oberoi and Trident

EIH

Business hotels, leisure
hotels and cruises
Luxury, business hotels,
economy and cruises

Radisson Hotels and Resorts, Park
Plaza, Country Inns & Suites, Park Inn

Carlson
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InterContinental

Luxury, mid-segment and
business hotels

InterContinental, Crowne Plaza, Holiday
Inn, Holiday Inn Express Hotel

Source: IBEF

ˠʳ˦ʹʺ ƻǋŸʩĶs Ÿ¯ ǣŸŎs Ÿ¯ ǼÌs ōĠŸǋ ƻĶɴsǋǣ ÞŘ ǼÌs ËŸǼsĶ ÝŘ_ȖǣǼǋɴ
The Indian Hotels Company
The Indian Hotels Company and its subsidiaries are collectively known
as Taj Hotels, Resorts and Palaces, recognised as one of Asia’s largest
DQG¿QHVWKRWHOFRPSDQ\,QFRUSRUDWHGE\WKHIRXQGHURIWKH7DWD*URXS
-DPVHWML 1  7DWD WKH FRPSDQ\ RSHQHG LWV ¿UVW SURSHUW\ 7KH 7DM 0DKDO
Palace Hotel, Bombay, in 1903. The Taj, a symbol of Indian hospitality,
completed its centenary year in 2003. Taj Hotels Resorts and Palaces
comprises 93 hotels at 53 locations, including 25 Ginger hotels across India. There are
additional 16 international hotels in the Maldives, Mauritius, Malaysia, United Kingdom,
United States of America, Bhutan, Sri Lanka, Africa, the Middle East and Australia.
IHCL operate in the luxury, premium, mid-market and value segments of the market
through the following:
Taj Luxury/Taj: These are luxury full-service hotels, resorts and palaces.
Taj Exotica: Is resort and spa located in most exotic and relaxing locales of the world.
7KH SURSHUWLHV DUH GH¿QHG E\ WKH SULYDF\ DQG LQWLPDF\ WKH\ SURYLGH
Taj Safaris: Are wildlife lodges that allow travelers to experience the unparalleled beauty
of the Indian jungle amidst luxurious surroundings.
Vivanta by Taj Hotels & Resorts: They are located in metropolitan cities, other commercially
important centres as well as some of the best-loved vacation spots.
The Gateway Hotel: They are upscale/mid-market full service hotels and resorts. They
are found across India and are meant for business and leisure travelers.
Ginger: They are economy hotels.
ITC/ Sheraton Corporation
ITC’s Hotel division was launched on October 18, 1975, with the opening
RILWV¿UVWKRWHO&KROD6KHUDWRQLQ&KHQQDL,7&:HOFRPJURXS+RWHOV
3DODFHV DQG 5HVRUWV LV WRGD\ RQH RI ,QGLD¶V ¿QHVW KRWHO FKDLQV ,WV ORJR
is hands folded in the traditional Namaste which is recognized as the
ultimate in Indian hospitality. The hotel chain pays architectural tribute to

20

ancient dynasties, which ruled India from time to time. The design concept and themes
of these dynasties play an important part in their respective style and decor. With more
and more hotels being added at strategic destinations, the group has joined hands with
the Sheraton Corporation to strengthen its international marketing base.
,7& +RWHOV DUH FODVVL¿HG XQGHU IRXU GLVWLQFW EUDQGV
ITC Hotels - Luxury Collection: These are super deluxe and premium hotels located at
strategic business and leisure locations.
WelcomHotel Sheraton: Two hotels have been aligned under the renowned Sheraton
brand, offering warm, comforting services to the global traveler. Three WelcomHotels are
GHVLJQHGWRFDWHUWRWKHGLVFHUQLQJEXVLQHVVDQGOHLVXUHWUDYHOHURIIHULQJ¿YHVWDUKRVSLWDOLW\

ITC Grand Chola, Chennai

Fortune Hotels: Offer full service properties all over India, including smaller towns and
cities, ideal for the budget traveller.
WelcomHeritage: Brings together a chain of palaces, forts, havelis and resorts that offer
a unique experience.
The EIH Limited (The Oberoi Group)
(,+ /LPLWHG XQGHU WKH DHJLV RI 7KH 2EHURL *URXS RSHUDWHV KRWHOV DQG FUXLVHUV LQ ¿YH
FRXQWULHVXQGHUWKHOX[XU\µ2EHURL¶DQG¿YHVWDUµ7ULGHQW¶EUDQGV7KH2EHURL*URXSRSHUDWHV
primarily in India, but also in Australia, Egypt, Indonesia, Mauritius, and Saudi Arabia.
Most of the company’s luxury properties bear the Oberoi banner. The Oberoi Group also
operates luxury cruises of the Nile River and India’s Kerala region.The Group is also
HQJDJHGLQÀLJKWFDWHULQJDLUSRUWUHVWDXUDQWVWUDYHODQGWRXUVHUYLFHVFDUUHQWDOVSURMHFW
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management and corporate air charters. The company has following hotels:
The Oberoi Hotels and Resorts: These are luxury properties serving foreign and domestic
EXVLQHVV FXVWRPHUV DQG KLJKHQG OHLVXUH WUDYHOOHUV 7KH\ KDYH EHHQ DVVLJQHG ¿YH VWDU
deluxe ratings by the Ministry of Tourism.
The Trident Hotels: They target business and leisure travellers to metropolitan and tier
two cities in India who seek high-quality boarding, lodging and business or recreational
IDFLOLWLHVDWPRUHDIIRUGDEOHUDWHVWKDQWKH¿YHVWDUGHOX[HVHJPHQW6HYHUDORIWKH7ULGHQW
+RWHOV KDYH EHHQ DVVLJQHG ¿YH VWDU UDWLQJV

The Oberoi, Mumbai

The Leela Group
The Leela Palaces, Hotels and Resorts is owned and managed by Hotel Leela venture
Limited which was established in 1987 in Mumbai. The company is part
of The Leela Group whose portfolio includes luxury hotel and resort
properties, IT and business parks, as well as real estate development.
The Leela Palaces, Hotels and Resorts comprise a collection of luxury
hotels and resorts in New Delhi, Mumbai, Bangalore, Gurgaon-Delhi
N.C.R., Udaipur, Goa, and Kovalam (Kerala). The Group has marketing alliances with
Germany based Kempinski (Hoteliers since 1897); US based Preferred Hotel Group and
are members of Global Hotel Alliance based in Geneva, Switzerland. The Leela Kempinski,
Mumbai and The Leela, Goa are two of the best hotels in India, and have also won
considerable international acclaim.
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The Leela, Mumbai

India Tourism Development Corporation (ITDC) / The Ashok Group
India Tourism Development Corporation (ITDC) was established in 1966 as an autonomous
public sector corporation, entrusted with the task of helping develop tourism infrastructure
and promoting India as a tourist destination. The ITDC Ashok Group of hotel
FKDLQVPDQDJHVVRPHRIWKHEHVW¿YHVWDUDQGOX[XU\WRXUKRWHOVLQWKH,QGLDQ
hospitality industry. The hotels run by the ITDC Ashok Group of hotel chains may
be divided into different categories, these are elite hotels, comfort hotels and
classic hotels. The Ashok Group of hotel chains boasts of running some of the best hotels
in the Indian hotel industry. The hotels that are a part of the elite and classic category
of the ITDC Ashok Group are the Ashok Hotel in New Delhi, the Kovalam Ashok Beach
Resort in Kovalam, Kerala, the Agra Ashok in Agra, Hotel Jaipur Ashok in New Delhi.
The Hotel Corporation of India (HCI)
The Hotel Corporation of India Limited (HCI) is a public limited company wholly owned by
Air India Limited and was incorporated on July 8, 1971 under the Companies Act, 1956
when Air India decided to enter the Hotel Industry in keeping with the then prevalent trend
among world airlines. The objective was to offer to the passengers a better product, both
at the International Airports and at other places of tourist interest, thereby also increasing
tourism of India.
7KH&HQWDXU+RWHODW%RPED\$LUSRUW &+%$ LVWKH¿UVWKRWHORIWKHFRPSDQ\6RPHRWKHU
properties of the company are the Centaur Hotel at Delhi Airport (CHDA), the Centaur
Lake View Hotel at Srinagar (CLVH) and the Centaur Hotel at Juhu Beach, Mumbai.
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1.7(b)

International Hotel Chains

They are also looking at India as a major growth destination. These chains are establishing
themselves in the Indian market by entering into joint ventures with Indian partners or
by entering into management contracts or franchisee arrangements. Some of the players
who have already entered or plan to enter the Indian market include Marriott, Starwood,
Berggruen Hotels, Emaar MGF. Most of these chains have ambitious expansion plans
especially with a strong focus on the budget segment and tier II cities.
Company

Hotel Brands

Number of
Existing Hotels

InterContinental
Hotels Group

Holiday Inn Hotels & Resorts, Crowne Plaza,
Intercontinental

12

Wyndham Hotels

Ramada, Days Inn, Dream

14

Marriott International

Courtyard, Renaissance, JW Marriott, Marriott, Marriott
Hotels and Convention Centre, Marriott resort & Spa,
Marriott executive apartments

18

Hilton Worldwide

Hilton Hotels & Resorts, Hilton Garden Inn, Double
Tree by Hilton, Hampton by Hilton

8

Accor Group

Ibis, Mercure and Novotel

13

Starwood Hotels

ITC luxury Collections, Le Meridian, Westin, Four
Points by Sheraton, Sheraton Hotels & Resorts, Aloft

33

Carlson group

Radisson Blu, Country Inn & Suites, Park Inn, Park
Plaza

46

Hyatt Hotels
Corporation

Hyatt Regency, Grand Hyatt, Park Hyatt

8

Source: Industry and ICRA Estimates

There are many international players who are well established in India. These include Hilton,
Shangri-La, Radisson, Mariott, Meridian, Sheraton, Hyatt, Holiday Inn, InterContinental
and Crown Plaza. New brands such as Amanda, Satinwoods, Banana Tree, Hampton
Inns, Scandium by Hilt and Mandarin Oriental are planning to enter the Indian hospitality
industry in joint ventures with domestic hotel majors.
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Review Questions
  :KR ZDV WKH IRXQGHU RI ,QGLDQ +RWHOV &RPSDQ\ DQG ZKHQ ZDV WKH ¿UVW KRWHO VWDUWHG
its operation by this company?
2. Match the following:
a.
b.
c.
d.
e.

ITC Grand Chola
Taj Mahal Palace
Oberoi Udaivilas
The Ashok Beach Resort
The Leela

Udaipur
Kovalam
Goa
Chennai
Mumbai

1.8 Role of Hospitality Industry in Tourism
Tourism comprises activities of people travelling to and staying in places outside their
usual environment for not more than one consecutive year for leisure, business and social,
recreational and knowledge seeking purposes. The tourism industry is primarily service
and people oriented; it is made up of businesses and organizations belonging to various
other industries and sectors. It is interplay among these businesses and organizations/
persons which offer “travel experience” to tourists. The tourism industry comprises hospitality
(related to accommodation and dining), travel (transportation services through different
modes), and various other businesses which offer services and products to tourists. The
components of the tourism industry are shown in Figure 2.

Accessibility

Ancillary
Services

Components
of Tourism
Industry

Attractions

Accommodation
Fig 2: Components of tourism industry
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Accommodation: Comfortable hotels and accommodation facilities play a very important
role in popularizing any tourist destination. If a person, who is quite far away from home,
gets to enjoy the same facilities and comforts as he enjoys at his home, then he is bound
to become attached to the place. On the other hand if the tourist ends up at a place
where the hotels and accommodation facilities are not satisfactory, it is quite likely that
he might never return to that place. This is the reason why hotels and accommodation
facilities are being made available at different tourists spots. Comfortable accommodation
is required to all types of tourists whether domestic or international belonging to budget
or luxury segment.

Exercises
Fill in the Blank
1.
Hotel is a place that provides ___________and _____________for the travellers.
2.
During the Middle Ages________________was the driving force for hospitality.
3.
Houseboats are luxurious_________________hotels.
4.
Palace on wheels a luxury train is an example for _____________
5.
__________________manpower is the need for the hour in hospitality industry.
6.
The India Hotels Company Limited is also known as____________
7.
______________is the backbone of any industry to retain the customer.
8.
The Tourism industry is service and___________oriented industry.
Short Answer Questions
 'H¿QH WKH WHUP µ+RWHO¶
2.
What is Heritage Hotel?
3.
What do you mean by Ecotels?
 +RZ D VDWLV¿HG FXVWRPHU EHQH¿WLQJ WKH KRWHO"
5.
Enlist the common complaints by customer during the stay at hotels.
6.
Write down the category of hotels operating by Taj group.
Long Answer Questions
1.
Describe the characteristics of Hospitality Industry.
 %ULHÀ\ H[SODLQ WKH HYROXWLRQ RI KRVSLWDOLW\ LQGXVWU\ LQ ,QGLDQ FRQWH[W
3.
Discuss the emerging trends in hospitality business.
4.
Discuss the steps for handling customer complaints in Hotel.
 %ULHÀ\ H[SODLQ WKH PDMRU KRWHO FKDLQV LQ ,QGLD
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UNIT 2

ORGANIZATIONAL STRUCTURE
OF HOTEL
Structure
2.1 Introduction
2.2 Departments in Hotel and their Functions
2.3 Organizational Chart in Hotels
2.4 Facilities Provided in Hotels

Unit Overview and Description
After reading this unit, students will be able to:
9 Know the different departments in hotel
9 Understand the function of different departments in hotel
9 Importance and types of organizational structure
9 Learn the various facilities in hotels

Resource Material
1. Hotel Management : Education and Environment Perspective - Yogendera K Sharma.
 +RWHO )URQW 2I¿FH $ 7UDLQLQJ 0DQXDO  6XGKLU$QGUHZV   

2.1 Introduction
Organizing is the process of structuring human and physical resources in order to accomplish
organizational objectives. The organisational structure will help achieve objectives like:
 7R PD[LPL]H UHYHQXH WKURXJK HI¿FLHQW URRP RFFXSDQF\
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2. To maximize food and beverage revenue with excellent meals.
3. To earn from minor departments.
4. To give quality service to guests.
An organisation structure is a framework which assigns responsibilities and establishes
channels of communication to make decisions and set operational accountabilities. The
structure helps in establishing relationship of people from various departments. It helps in
EHWWHUFRPPXQLFDWLRQDQGFRRUGLQDWLRQ,WUHÀHFWVWKHOHYHOVRIDXWKRULW\LQWKHRUJDQLVDWLRQ
hierarchy. The organization structure is represented through organization chart. Organisation
chart is a pictorial presentation of the organisation structure and the functional relationship
of the personnel and the departments in the organisation. The organization structure of
hotel is based on its size and range of services it offers.
Review Questions
1. What is Organising?
 2UJDQLVLQJ KHOSV LQ PD[LPLVLQJ UHYHQXH WKURXJK HI¿FLHQW BBBBBBBBBBBBBBBBBBBBBBB
3. The organisation structure helps in establishing _________________ among the people
from different departments.

2.2 Departments in Hotel and their Functions
7KH KRWHO LV RUJDQL]HG LQWR GLIIHUHQW GHSDUWPHQWV (DFK GHSDUWPHQW KDV VSHFL¿F IXQFWLRQ
WR SHUIRUP 7KH GHSDUWPHQWV LQ D KRWHO FDQ EH FODVVL¿HG LQWR UHYHQXH DQG QRQUHYHQXH
departments. The major revenue producing departments are the major source of revenue
for the hotel. The minor revenue producing are those that produce revenue mostly based
on the products of other departments of the hotel. The non revenue producing department
VXSSRUW WKH UHYHQXH GHSDUWPHQW LQ WKHLU HIIRUWV 7KH IROORZLQJ ¿JXUH HQOLVWV WKH PDMRU
revenue producing, minor revenue producing and non-revenue producing departments.

Fig 1: Major/Minor/Non-Revenue producing department
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Fig 2: Hotel Organization Chart

ˠʳ

®ǋŸŘǼ ŷ¯ʩOs
 6HOO JXHVWURRPV UHVHUYDWLRQ UHJLVWHU JXHVWV DQG
assign guestrooms
 &RRUGLQDWH JXHVW VHUYLFHV
 3URYLGHLQKRXVHDQGH[WHUQDOLQIRUPDWLRQWRJXHVWV
 0DLQWDLQ DFFXUDWH URRP VWDWLVWLFV DQG URRP NH\
inventories
 0DLQWDLQ DFFXUDWH URRP VWDWXV LQIRUPDWLRQ
 0DLQWDLQ JXHVW DFFRXQWV DQG VHWWOH WKHLU ELOOV

7R IXO¿OO WKHVH EDVLF UHVSRQVLELOLWLHV WKH IURQW RI¿FH LV EURNHQ LQWR GLIIHUHQW VHFWLRQV HDFK
with distinct roles. These sections are:
Front desk
Reception: This section receives and welcomes the guest. The reception registers guests
and assigns room to them.
Information: This section is used for providing various information to in-house guest.
Cashier desk: This section is used for checkout process of the guest. The cashier
maintains the guest’s accounts during their stay.
Guest relation desk: This section is used for collecting guest feedback and maintenance
of guest history. The guest relation executive ensures that all guests, especially the VIPs,
are kept comfortable during their stay.
Bell desk: This section is used for assistance of guest during check-in and check out
process.
Travel desk: This section is used for assistance of guest for arranging vehicles for guest
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movements and for making train/ airplane reservation.
Lobby manager: The lobby manager coordinates all guest services. He is the representative
of the General Manager at all times during the day and night. He /she oversee the bell
desk, concierge, transportation and valet services.
%DFN RI¿FH
Reservation desk: This section is used for taking booking for rooms.
Telephone operator: This section is used for attending all phone calls land up in the
hotel or for providing trunk dial facility to guest.
Business center: This section is used for secretarial job of guest.
2.

Housekeeping

This department is responsible for the cleanliness, maintenance and the aesthetic standard
of the hotel.
 ,QVSHFWV URRPV EHIRUH WKH\ DUH DYDLODEOH IRU VDOH
 &OHDQV RFFXSLHG DQG YDFDQW URRPV
 &RPPXQLFDWHV WKH VWDWXV RI JXHVWURRPV WR WKH )URQW 2I¿FH 'HSDUWPHQW
 &OHDQV DQG SUHVVHV WKH SURSHUW\¶V OLQHQV WRZHOV DQG JXHVW FORWKLQJ
 0DLQWDLQV UHF\FOHG DQG QRQUHF\FOHG LQYHQWRU\ LWHPV
ˢʳ

ȕŘÞ¯ŸǋŎs_ ǢsǋɚÞOsǣ

Is the collective term for lobby services. The porter service is the main service of uniformed
services.
 Bell attendants: Ensure baggage service between the lobby area and guestrooms.
 Door attendants: (QVXUH EDJJDJH VHUYLFH DQG WUDI¿F FRQWURO DW KRWHO HQWUDQFH V 
 Valet parking attendants: Ensure parking services for guest’s automobiles. His
challenge is to keep a track of the car keys and return them to the rightful owner.
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 Transportation personnel: Ensure transportation services for guests from and to
the hotel.
 Concierge: Provides personalised services and information like making restaurant
reservations, arranging for transportation, and getting tickets for theatre, sporting,
or any other special events and also offers mails and messaging services.
4.

Telephone Department
 $QVZHUVDQGGLVWULEXWHVFDOOVWRWKHDSSURSULDWHH[WHQVLRQVZKHWKHUJXHVWHPSOR\HH
or management extensions
 3ODFHV ZDNHXS FDOOV
 0RQLWRUV DXWRPDWHG V\VWHPV
 &RRUGLQDWHV HPHUJHQF\ FRPPXQLFDWLRQV

ˤʳ

®ŸŸ_ ˓ Dsɚsǋ¶s ^sƼǋǼŎsŘǼ

This department comprises of the Kitchen where the food production takes place and of
various types of outlets where what is produced in the kitchen is served and sold to the
guest. Food and Beverage outlets might have the following forms:
 5HVWDXUDQW
 4XLFN 6HUYLFH
 7DEOH 6HUYLFH
 6SHFLDOW\ 5HVWDXUDQWV
 &RIIHH 6KRSV
 %DUV
 /RXQJHV
 &OXEV
 %DQTXHWV
 &DWHULQJ )XQFWLRQV
 :HGGLQJ %LUWKGD\V
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˥ʳ

ǢĶsǣ ˓ ōǋĨsǼÞŘ¶ ^ÞɚÞǣÞŸŘ

The marketing department creates the groundwork to get customers to want to select the
property for their stay and converts that decision into a sale by actually booking a room.
A typical Sales & Marketing Division is composed of four different sections:
 6DOHV
 &RQYHQWLRQ 6HUYLFHV
 $GYHUWLVLQJ
 3XEOLF 5HODWLRQV
7.

Finance & Accounts

7KH $FFRXQWLQJ 'LYLVLRQ PRQLWRUV WKH ¿QDQFLDO DFWLYLWLHV RI WKH SURSHUW\ 6RPH RI WKH
activities that are undertaken in the Accounting Division are listed below:
 3D\V RXWVWDQGLQJ LQYRLFHV
 'LVWULEXWHV XQSDLG VWDWHPHQWV
 &ROOHFWV DPRXQWV RZHG
 3URFHVVHV SD\UROO
 $FFXPXODWHV RSHUDWLQJ GDWD
 &RPSLOHV ¿QDQFLDO UHSRUWV
 0DNHV EDQN GHSRVLWV
 6HFXUHV FDVK ORDQV
 3HUIRUPV RWKHU FRQWURO DQG SURFHVVLQJ IXQFWLRQV
8.

Engineering and Maintenance

This very department maintains the property’s structure and grounds as well as electrical
and mechanical equipment. Some hotels might have this very division under different
names, such as maintenance division, property operation and maintenance department.
˨ʳ

ǢsOȖǋÞǼɴ

Security division personnel are usually screened from in-house personnel, security
RI¿FHUV RU UHWLUHG SROLFH RI¿FHUV DFURVV FHUWDLQ SK\VLFDO VNLOOV DQG SULRU H[SHULHQFH
Some of the functions of the security division are listed below:
 3DWUROV WKH SURSHUW\
 0RQLWRUV VXSHUYLVLRQ HTXLSPHQW
 (QVXUHV VDIHW\ DQG VHFXULW\ RI JXHVWV YLVLWRUV DQG HPSOR\HHV
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10.

Human Resources

The department is responsible for the hiring, maintenance and exit of staff. Following are
functions of human resource department:
  5HFUXLWPHQW RI TXDOL¿HG SHRSOH
 2ULHQWDWLRQ SURJUDPPH 7KH GHSDUWPHQW SURYLGHV QHZ HQWUDQWV LQ WKH KRWHO WR JHW
well versed with the organisation work culture and people
  7UDLQLQJ 7KH HPSOR\HHV DUH WUDLQHG ZLWK QHZ GHYHORSPHQWV LQ KRWHO RSHUDWLRQV
 &RPSHQVDWLRQ DQG EHQH¿W ,W LV DQ LPSRUWDQW IXQFWLRQ WR HQVXUH WKDW VDODU\ DQG
wages are kept competitive. Good performers are rewarded through good performance
appraisal policy.
  (QVXUHV HPSOR\HHV¶ VDIHW\ DQG ZRUNLQJ FRQGLWLRQV
  ([LW IRUPDOLWLHV WR HQVXUH WKDW DOO WKH GXHV WR DQ H[LWLQJ HPSOR\HH DUH KRQRXUHG DV SHU
the labour laws.
ˠˠʳ

 ŷǼÌsǋ ^ÞɚÞǣÞŸŘǣ

Some other divisions that might exist in a hotel
 5HWDLO 2XWOHWV LH 6KRSV UHQWHG WR RXWVLGHUV RU PDQDJHG E\ WKH KRWHO
 5HFUHDWLRQ )DFLOLWLHV H[ )LWQHVV &HQWUH 7HQQLV &RXUWV DQG &LQHPD 6DORRQV«
 &RQIHUHQFH &HQWUHV
 &DVLQRV
Review Questions
1. Which are the three major types of departments in Hotels?
 :ULWH DQ\ WZR LPSRUWDQW IXQFWLRQ RI IURQW RI¿FH GHSDUWPHQW
 :KLFK GHSDUWPHQW PRQLWRUV WKH ¿QDQFLDO DFWLYLWLHV RI WKH SURSHUW\" 
4. Match the following:
a. Selling Rooms

Engineering & Maintenance

b. Cleanliness

F & B Service

c. Preparing food

Security

d. Serving food

Human Resource department

e. Civil construction

Laundry

Introduction to Hospitality Management

33

f. Guest Safety


Housekeeping

J (PSOR\HH 7UDLQLQJ



h. Washing linen and Uniform

)URQW 2I¿FH
F & B Production

2.3 Organizational Chart in Hotels
Organizational structure of large hotel: Large hotel operations requires more people to
operate it. People working in hotels are specialized in different area of operation like front
RI¿FH IRRG DQG EHYHUDJH HWF 7KHUH LV HODERUDWH RUJDQLVDWLRQ VWUXFWXUH EHFDXVH RI WKH
specialization in large hotels. Following chart represents organisational structure of large
KRWHO EXW LW FDQ EH PRGL¿HG DFFRUGLQJ WR WKH SROLFLHV RI WKH KRWHO

Fig 3: Organizational structure of large hotel
µ+RWHO )URQW 2I¿FH¶ E\ 6XGKLU $QGUHZV

Organizational structure of small hotel: In smaller hotels there are fewer people with
multiple skills. Following chart represents organisational structure of small hotel but it can
EH PRGL¿HG DFFRUGLQJ WR WKH SROLFLHV RI WKH KRWHO
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Fig 4: Organizational structure of small hotel
µ+RWHO )URQW 2I¿FH¶ E\ 6XGKLU $QGUHZV

2.4 Facilities Provided in Hotels
A hotel is an establishment offering accommodations, meals, and other services for
WUDYHOHUV DQG WRXULVWV RQ SDLG DQG VKRUWWHUP EDVLV DQG DOVR KHVKH LV LQ ¿W VWDWH WR EH
received. People who travel and stay away from home for more than a day need lodging
for sleep, rest, safety, shelter from cold temperatures or rain, storage of luggage. Today
hotels provide varied types of facilities for a comfortable stay and memorable experience.
These additional facilities are not only available for the hotel guests but also for general
public and hotels often generate additional income from offering the use of other facilities.
Following are some of the basic facilities available in hotel complex:
z

Hotel Facilities


3DUNLQJ



9DOHW VHUYLFHV



 KRXUV UHFHSWLRQ



0RQH\ FKDQJLQJ IDFLOLW\



5RRP VHUYLFH



/HIW /XJJDJH IDFLOLW\



0DLO VHUYLFH



7UDYHO 'HVN



6KRSSLQJ$UFDGH



0XOWL FXLVLQH UHVWDXUDQW
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&RIIHH 6KRS



%DU



%XVLQHVV &HQWUH



/DXQGU\



/LEUDU\



6ZLPPLQJ SRRO



)LWQHVV FHQWHU



6SD



&KLOGFDUH



&RQIHUHQFH IDFLOLWLHV



/HIW /XJJDJH IDFLOLW\



0RQH\ FKDQJLQJ IDFLOLW\



6RXYHQLU8WLOLW\ VKRS



%RRN VKRS

z Room Facilities
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%DWKURRP ZLWK KRW DQG FROG UXQQLQJ ZDWHU DYDLODEOH  KRXUV



'ULQNLQJ ZDWHU ZLWK PLQLPXP RQH JODVV WXPEOHU SHU JXHVW



6XI¿FLHQW OLJKWLQJ  SHU EHG



6KHOYHV GUDZHU VSDFH



:DUGUREH ZLWK PLQLPXP



 FORWKHV KDQJHUV SHU EHGGLQJ



$ PLUURU DW OHDVW KDOI OHQJWK ´



$ ZDVWHSDSHU EDVNHW



$ EHGVLGH WDEOH DQG GUDZHU



7HOHSKRQH



0XVLF



$LU FRQGLWLRQLQJ



0LQL EDUUHIULJHUDWRU



+DLU GU\HU



6DIH NHHSLQJ  LQ URRP VDIH



7HOHYLVLRQ ZLWK FDEOH

Exercises
1. Draw the layout of organisational structure of small as well as large hotel.
2. Make a list of facilities available in hotels.
3. Make a list of facilities available for guest in guest room of hotels.
Fill in the blank









3.

(I¿FLHQW URRP RFFXSDQF\ ZLOO PD[LPLVHBBBBBBBBBBBBBBBBBBBBBBBBBIRU KRWHO
7KH FDVKLHU LQ KRWHO IURQW RI¿FH PDLQWDLQV WKH BBBBBBBBBBBBBBBGXULQJ WKHLU VWD\
Housekeeping department is responsible for cleanliness, _________________and
____________of the hotel.
4.
_________________ensures parking services for guest vehicles.
5.
Accounts department monitors the_______________activities of a hotel.
6.
Large hotels require more___________________to operate.
Short Answer Questions
 'H¿QH )URQW 2I¿FH
2.
What are the functions of Housekeeping department in hotel?
3.
List out the Revenue and Non revenue departments in hotel.
4.
Make a list of facilities available in the guest room of a large hotel.
Long Answer Questions
 :ULWH GRZQ WKH VHTXHQFH RI WDVN SHUIRUPLQJ E\ )URQW 2I¿FH GHSDUWPHQW
2.
Draw the layout of large hotel and discuss the interdepartmental coordination for
successful operation.
3.
Draw the layout of small hotel.
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UNIT 3

CLASSIFICATION OF HOTELS
Structure
3.1 Introduction
3.2 Types of Rooms
3.3 Room Rates
 &ODVVL¿FDWLRQ RI +RWHOV
3.5 Registration & Gradation of Hotels

Unit Overview and Description
After reading this unit, students will be able to:
9 Know the different types of hotels and types of rooms in hotels
9 Understand the types of room rates and meal plans
9 .QRZ WKH LPSRUWDQFH DQG FULWHULD RI FODVVL¿FDWLRQ RI KRWHOV

Resource Material
1. Hotel Management : Education and Environment Perspective - Yogendera K Sharma
 +RWHO )URQW 2I¿FH $ 7UDLQLQJ 0DQXDO  6XGKLU$QGUHZV  

3.1 Introduction
A hotel is an establishment offering accommodations, meals, and other services for travelers
DQG WRXULVWV RQ SDLG DQG VKRUWWHUP EDVLV DQG DOVR KHVKH LV LQ ¿W VWDWH WR EH UHFHLYHG
People who travel and stay away from home for more than a day need lodging for sleep,
rest, safety, shelter from cold temperatures or rain, storage of luggage and so on. Today
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hotels provide varied types of facilities for a comfortable stay and memorable experience.
Parking, 24 hours reception, travel desk, restaurant, business centre, laundry, conference
facilities, swimming pool, spa etc. are some of the facilities available in hotels.
A Guestroom in a hotel is a space provided to the guest for resting and keeping the
luggage. Facilities inside the guestroom:
 )XOO\ IXUQLVKHG FOHDQ URRPV ZLWK EHG DQG PDWWUHVVHV
 $LU FRQGLWLRQLQJ
 :LUHOHVV LQWHUQHW DFFHVV
 &DEOH 79 IRU  KRXUV
 +DLU GU\HU
 ,QKRXVH PRYLHV RQ GHPDQG
 ,QURRP VDIH ORFNHUV
 .LWFKHQHWWH
 ,URQ DQG LURQLQJ ERDUG
 5HIULJHUDWRU
 0LQL EDU
 7HD DQG FRIIHH PDNLQJ IDFLOLWLHV
 'LUHFW WHOHSKRQH
 3ULYDWH EDWKURRP ZLWK EDWKWXE DQG VKRZHU
 +RW DQG FROG ZDWHU VXSSO\
 %DWK UREH
 6OLSSHUV
Review Questions
1. Hotel is an establishment that provide various services to guest for short term.
True/False.
2. Hotel is a commercial establishment. True/False.

3.2 Types of Rooms
Single Room: Room for an individual with a single bed.
Double Room: Room with double bed meant for double occupancy.
Twin Room: A room having two beds separated from each other by a single piece of
furniture or lamp.
Cabana: A room adjacent to the pool area, with or without sleeping facilities.
Introduction to Hospitality Management
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Lonai: This is a room with a balcony which generally overlooks a garden, waterfall or
any other such element of scenic beauty.
Pent House: ,W LV D OX[XULRXV IXUQLVKHG URRP VLWXDWHG H[FOXVLYHO\ RQ WKH WRS ÀRRU RI WKH
hotel. It might be accompanied by a swimming pool or tennis court etc.
Deluxe Rooms: It contains extra amenities such as refrigerator, mini bar. The room has
a prominent location and provides highest comfort.
Suite: It is a set of two interconnected rooms out of which one is used as a bed room
while the other is used as a living room. It may also contain a bar, more than one bathroom
and a kitchen.
Duplex: 7KHVHDUHURRPVDWGLIIHUHQWOHYHOVRUÀRRUVDQGERWKEHLQJFRQQHFWHGE\VWDLUV
Parlour: A living or sitting room not used as the bedroom. It is also called saloon and is
found in some parts of Europe.
Studio: It is a room with bed and sofa cum bed.
Review Questions
1. What is single room?
2. What is Double room?
3. What is Twin room?
4. What is Cabana room?
5. What is Lonai room?
6. What is Penthouse?
7. What is Studio room?
8. What is Suite room?

3.3 Room Rates
Accommodation is one of the largest sources of revenue for the operation of a hotel. It
is the main product provided by a hotel.
A guest who books accommodation receives more than just a room with a bed. It
includes the facilities and services provided by the hotel staff. Since guests in general
FDQQRW H[DPLQH WKH KRWHO SURGXFW EHIRUH SXUFKDVH IURQW RI¿FH VWDII PXVW KDYH D FOHDU
understanding of the accommodation product and describe it accurately and clearly to the
guest. Examples include:
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 5RRP UDWHV
 6L]H RI EHGV
 2WKHU VHUYLFHV OLNH VSD EXVLQHVV FHQWUH HWF
The price charged from the guest by a hotel for the right to occupy a room is known
as room rate. The room rate also known as room tariff is printed on the Tariff Card of
hotels. The printed rate on tariff card is known as rack rate. The discounts on rooms are
available on rack rate. The rate of rooms is based on the following:Hotel property: :KHWKHULWLVDRQHWZRWKUHHIRXU¿YH¿YHVWDUGHOX[HKHULWDJHKRWHO
Room location: Such as pool side, ocean view, beach front, market front, ground level
and suitability to the handicap.
Size and type of room: Single, double, twin, deluxe, suite.
Meal Plan- (XURSHDQ 3ODQ$PHULFDQ 3ODQ 0RGL¿HG$PHULFDQ 3ODQ &RQWLQHQWDO 3ODQ
Taxes: Various states, countries or cities impose taxes on hotel rooms. Such taxes may
be called room tax, hotel tax or bed lodging or value added tax, etc. Generally, the room
rate excludes these type of taxes.
Seasonality Peak or a lean season. Mostly in peak season the hotels charge a high
rate whereas in a lean season low rate is charged.
The following room rates are mostly followed in hotel industry:
1. Rack rate: It is a standard rate charged by a hotel from the guests. These are the
printed rates.
2. Group rate: It is a discounted rate based on the purpose of a pre-set quantity of
rooms. For example when rooms required for the attendees of convention, conference
or a meeting, the hotel charge a discounted rate because it increases the sale of
URRPV GXULQJ WKDW SHULRG RU LW SURYLGHV D FRQVLVWHQW FDVK ÀRZ
3. Package rate: Many hotel chains offer a complete package of hotel products. It
means hotels provide / offer accommodation and other components in a package
such as a New Year ’s Eve package or a tennis resorts that offers a package rate
that includes tennis court fee as well as accommodation in a seasonal package.
4. Wholesale rate: It is also known a tour rate. It is given to wholesalers or tour
RSHUDWRUV ZKR EX\ WKH URRPV LQ EXON ,Q VRPH KRWHO SURSHUWLHV LW LV D ¿[HG UDWH
ZKLOH LQ RWKHUV LW LV QHJRWLDWHG E\ WKH WRXU RSHUDWRUV 8VXDOO\ WKH WRXU RSHUDWRUV ¿[
WKLV UDWH IRU D VSHFL¿F SHULRG VD\ RQH QLJKW RU SHDN RU OHDQ VHDVRQ EHIRUH WKH
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client itinerary is made.
5. Special rate: It is known as promotional rate and is offered to corporate clients,
government employees, travel professionals, military personnel and repeat customers.
6. Family rate: Some hotels provide free accommodation to the children with parents,
XQGHU D VSHFL¿HG DJH +RZHYHU DGGLWLRQDO UDWHV DUH FKDUJHG LI H[WUD IDFLOLWLHV DUH
provided to the children.
7. Run of the house rate: If, for some reasons, a hotel management cannot guarantee
a particular room type, a special rate may be offered for the best room that is
available at the time of check-in. For example, rooms that are sold by hotels at
tour rate are based on the run of the house.
8. Day rate: Part rate is charged for persons who want a room for day use only.

Review Questions
1. ___________________ is one of the largest sources of revenue for hotels.
2. Name any three meal plans?
3. What do you mean by peak season in hotel business?
4. What is wholesale rate?
5. What is special rate?
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 &ODVVLÀFDWLRQ RI +RWHOV
There is no generic rule for classifying accommodation establishments globally. The hotel
LQGXVWU\LVVRYDVWWKDWPDQ\KRWHOVGRQRW¿WLQWRVLQJOHZHOOGH¿QHGFDWHJRU\2QHPHWKRG
is to divide accommodation into two main groups:

Accommodation

Non Commercial

Commercial

Private
e.g. Private homes

Hotels

Non Pro¿t
e.g. Youth
hostels

Institutional
e.g. University
guest house

+RWHOV FDQ EH FODVVL¿HG DFFRUGLQJ WR GLIIHUHQW FULWHULD 6RPH LPSRUWDQW FULWHULD WR FODVVLI\
hotels can be location, size of property, length of stay of guest, target market, level of
service, theme and ownership. Following table highlights the criteria and corresponding
types of hotels:
Factors
Location

Types
ͻ
ͻ
ͻ
ͻ
ͻ
ͻ
ͻ
ͻ

City-centre/Downtown hotels
Suburban hotels
Motels
Airport hotels
Resort hotels
Forest hotels
Floatels
Rotels
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Size of property

ͻ
ͻ
ͻ
ͻ
ͻ

Length of stay

ͻ Transient hotels
ͻ Residential / Apartment hotels
ͻ Semi-residential hotels

Target Market

ͻ
ͻ
ͻ
ͻ
ͻ

Level of service

ͻ Economy/budget hotels
ͻ Luxury hotels

Theme

ͻ
ͻ
ͻ
ͻ

Heritage hotels
Ecotels
Boutique hotels
Spas

Ownership

ͻ
ͻ
ͻ
ͻ

Timeshare
Condominium
Chain hotels
Independent hotels

1.

Small hotels
Medium sized hotels
Large hotels
Mega hotels
Chain hotels

Business hotels
Resort hotels
B&B hotels
Extended stay hotels
Casino hotels

On the basis of Location
 City-centre/Downtown hotels: Generally located in the heart of city within a short
distance from business and shopping centers. These hotels are more expensive
than the suburban hotels. The clientele to these hotels is business men and high
income tourists. These hotels are centrally located and at a convenient distance
IURP PDUNHWV JRYHUQPHQW DQG SULYDWH RI¿FHV VKRSSLQJ PDOOV DQG HQWHUWDLQPHQW
centres. They usually cater to guests on short visits to a maximum of one week
stay. Premium brands of hotel chains and independent hotels of a very high quality
are found in downtown locations. These hotels may have leading restaurants, bars
and night clubs.
 Suburban hotels: These hotels are located in the outskirts of cities, moderately
priced and are of mostly medium, large or small size. They attract clientele that
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are cost-conscious, though not necessarily budget travelers. These hotels are also
preferred by people who do not want to stay in the heart of city as they want to be
away from hustle and bustle of city. Such hotels promote their facilities for training
programmes, conferences and seminars.
 Motels: Motels are located alongside the highways and road junctions. Motels cater
to the hospitality requirements of road travellers. Motels are normally economical
and provide comfortable bedrooms. Motels have facilities of proper motor garage to
VHUYLFH D FDU DQG D ¿OOLQJ VWDWLRQ WR UH¿OO YHKLFOHV SDUNLQJ DUHD IRU PRWRU YHKLFOHV
etc. They also have road maps, dormitory for drivers. These days Motels also
provide various indoor and outdoor facilities like video parlor, billiards, table tennis,
cyber café, library etc. These are meant for overnight stays.
 Airport hotels: These are hotels located near the airports. They cater mainly to
business clientele, transient airline passengers, passengers with delayed or canceled
ÀLJKWV DQG DLUOLQH SHUVRQQHO 7KH DLUSRUW KRWHOV KDYH D  KRXU FRIIHH VKRS DQ
all purpose convenience store, cyber café, shuttle coach service and left luggage
facilities.
 Resort: A resort is a place used for relaxation or recreation, attracting visitors for
holidays or vacations. They are located in natural and man-made sites. They are
found at natural sites like hills, beaches, islands, waterfalls. Historical monuments
like Taj Mahal, Khajuraho temples etc are man- made sites for resorts. They cater
a person who wants to rest, relax and enjoy beautiful location. Most resort work
WR IXOO FDSDFLW\ GXULQJ SHDN VHDVRQ 6DOHV DQG UHYHQXH ÀXFWXDWH IURP VHDVRQ WR
season.
 Forest hotels: These are located in forest range and cater to tourist visiting the
forest.
 Floatels 7KH KRWHOV ZKLFK ÀRDW RQ ZDWHU DUH FDOOHG ÀRDWHOV ,W LV ORFDWHG RQ ULYHU
VHD RU ELJ ODNHV &UXLVH OLQHUV ÀRDW RQ VHD ZDWHU WDNLQJ SDVVHQJHUV WR IDPHG
ORFDWLRQVFRQQHFWHGZLWKZDWHU7KHFUXLVHVKLSVDUH¿YHVWDUKRWHOVZLWKPXOWLFXLVLQH
restaurants, shopping arcades, ball rooms, swimming pool, cabins etc. The guests
DUH RIIHUHG FDELQV WR VWD\ 7KH EHVW H[DPSOHV RI ÀRDWHOV LQ ,QGLD DUH KRXVH ERDWV
LH VKLNDUDV LQ .DVKPLU ÀRDWLQJ RQ 'DO /DNH DQG NHWWXYDODPV LQ .HUDOD ÀRDWLQJ RQ
backwaters.

Introduction to Hospitality Management

45

Kettuvalam

 Rotels: The hotels which rolls on wheels are called rotels. It can be a moving coach
or train. Best example of rotel in India is Palace on Wheels. It is a luxurious train,
fully air-conditioned, well-furnished with attached restaurant and bar.

Palace on wheels

2.

Interiors of Palace on wheels

On the Basis of size of Property

The number of rooms available in the hotel is the criteria for for classifying hotels on the
basis of size.
Small hotel: Hotel with 100 rooms and less may be termed as small hotel.
Medium hotel: Hotel which has 100-300 rooms is known as medium sized hotel.
Large hotel: Hotel which have more than 300 rooms are termed as large hotel.
Mega hotel: Are those hotels with more than 1000 rooms.
Chain hotel: These are the groups that have hotels in many numbers of locations in
India and international venues.
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ˢʳ

ŷŘ ǼÌs DǣÞǣ ĵsŘ¶ǼÌ Ÿ¯ ǢǼɴ

+RWHOFDQEHFODVVL¿HGLQWRWUDQVLHQWUHVLGHQWLDODQGVHPLUHVLGHQWLDOKRWHOVGHSHQGLQJRQ
the length of stay of a guest in the hotel.
Transient hotel: These are the hotel where guest stays for a day or even less. Eg.
Airport hotels.
Residential / Apartment hotel: These are the hotel where guest can stay for a minimum
period of one month and up to a year. The room tariff is charged in these hotels on a
monthly, half-yearly or yearly basis. Guest rooms generally include living room, bedroom,
kitchen, private balcony, washing machines, kitchen utensils etc. Residential hotel also
provide housekeeping, laundry, telephone and in some hotels a restaurant and lounge
etc. will be present on the premises. Such hotels are located in big cities. These were
developed in the USA and are called Pensions there. These type of hotels are popular
in USA and western Europe.
Semi residential hotel: These hotels incorporate features of both transient and residential
hotel.
4.

On the Basis Target Market

Business Hotel: These hotels are the largest group of hotel types and cater primarily to
business travellers and usually located in downtown or business districts. Business hotels
primarily serves business travellers, tour groups, individual tourists and small conference
groups. Guest amenities at business hotels may include complimentary newspapers,
morning coffee, free local telephone calls, breakfast etc. In addition to these facilities
business centre, meeting room, personal computer, Wi-Fi and fax machines are also
provided to the guest.
Resort hotel: They are located in natural or man-made sites. They are found in hill stations,
beaches, islands, heritage sites etc. These leisure hotels are mainly for vacationers who
want to relax and enjoy with their family. The atmosphere is more relaxed. Many of the
resorts are highly seasonal depending upon climates and holidays.
Extended stay hotel: Extended stay hotel is somewhat similar to the suite hotels, but
usually offers kitchen amenities in the room. These kinds of hotels are for travelers who
want to stay more than a week and do not want to depend on the service of the hotel.
Extended service hotels usually do not provide any food and beverage (F & B) service
or laundry service etc.
Bed and Breakfast (B&B) hotel: These establishments are usually small family businesses
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run in private homes. They are also known as ‘Home Stays’. The owner of the B&B
usually stays on the premises and is responsible for serving breakfast to guest. Due to
the limited services offered at these hotels the price for room is very less than any full
service hotel.
Suite hotel: These hotel offer rooms that may include compact kitchenette. The stay of
the guest can be six months or less. They cater to people who are relocating.
Casino hotel: Hotel with predominantly gambling facilities comes under this category. They
have guest room and restaurants too. These hotels tend to cater leisure and vacation
travelers. Gambling activities at some casino hotels operate 24 hours a day and 365
days a year.
ˤʳ
ŷŘ ǼÌs DǣÞǣ Ÿ¯ ĶsɚsĶ Ÿ¯ ǢsǋɚÞOs
+RWHOV PD\ EH FODVVL¿HG LQWR HFRQRP\ DQG OX[XU\ KRWHOV RQ WKH EDVLV RI WKH OHYHO RI
service they offer.
Economy/ Budget hotel: These hotels meet the basic need of the guest by providing
comfortable and clean room for a comfortable stay.
Luxury hotel: These offer world class service providing restaurant and lounges, concierge
service, meeting rooms, dining facilities. These guest rooms contain furnishing, artwork
etc. Prime market for these hotels are celebrities, business executives and high ranking
SROLWLFDO ¿JXUHV ([DPSOH +\DWW 5HJHQF\ 1HZ 'HOKL
6.

On The Basis Theme

'HSHQGLQJRQWKHPHKRWHOPD\EHFODVVL¿HGLQWRKHULWDJHKRWHOVHFRWHOVERXWLTXHKRWHOV
and spas.
Heritage hotel: These are hotels in palaces/castles/forts/havelies/hunting lodges/ residence
of any size built prior to 1950.
Ecotels: These are environment friendly hotels. These hotel use eco friendly items in the
URRP ([DPSOH 2UFKLG 0XPEDL LV PRVW SRSXODU ¿YH VWDU HFRWHO
Boutique hotel: These hotel provide exceptional accommodation, furniture in a themed
and stylish manner and caters to corporate travelers. Example:The Park Bangalore is a
boutique hotel.
Spas: These are hotels which provide therapeutic bath and massage along with other
features of luxury hotels. Ananda in the Himalayas is the most popular Spa resort located
in Uttarakhand.
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7.

On the Basis Ownership

Timeshare: A timeshare is a property with a particular form of ownership or use rights.
These properties are typically resort condominium units, in which multiple parties hold
rights to use the property, and each sharer is allotted a period of time (typically one
week, and almost always the same time every year) in which they may use the property.
Units may be on a partial ownership, lease, or “right to use” basis, in which the sharer
holds no claim to ownership of the property. Timeshare properties are Located at exotic
locations like beaches, hills, water fall etc. Examples are Mahindra holidays and resorts
India Ltd, Sterling resorts.
Condominium or Condos: Here the owner of a unit rents out a room or apartment in
a complex of several such accommodations. The apartment is furnished according to the
taste and liking of the owner. Owner informs the management to rent out the apartment
and the rent goes to owner. Owners pay a monthly or annual maintenance fee that covers
cleaning of common areas, central air conditioning/heating maintenance, landscaping and
gardening, water supply, security, and garbage disposal.
Chain hotel: When one hotel realizes that they can offer the same services in other cities,
chains of the same hotel are opened in those places. These kind of ownership usually
LPSRVHV FHUWDLQ PLQLPXP VWDQGDUGV UXOHV SROLFLHV DQG SURFHGXUHV WR UHVWULFW DI¿OLDWH
activities. In general the more centralized the organization the stronger the control over the
individual property. Some chains have strong control over the architecture, management
DQGVWDQGDUGVRIDI¿OLDWHSURSHUWLHV2WKHUVFRQFHQWUDWHRQO\RQPDUNHWLQJDGYHUWLVLQJDQG
FHQWUDO SXUFKDVLQJ &KDLQ RSHUDWLRQV RI µKRWHOV DOORZV IRU HI¿FLHQW PDQDJHPHQW WKURXJK
the use of mass purchasing, central reservations and billings, and extensive advertising
and promotion campaigns.
Independent hotel: 7KH\GRQRWKDYHLGHQWL¿DEOHRZQHUVKLSRUPDQDJHPHQWDI¿OLDWLRQZLWK
other properties. That means these properties don’t have any relationship to another hotel
UHJDUGLQJ SROLFLHV SURFHGXUHV PDUNHWLQJ RU ¿QDQFLDO REOLJDWLRQV ([DPSOH IRU WKH VDPH
would be family owned and operated hotel that is not following any corporate policies or
procedures. The advantage of a individual property is its autonomy. An independent hotel
however does not get the advantage of board advertising exposure or management insight
DQG FRQVXOWDQF\ RI DQ DI¿OLDWHG SURSHUW\
Franchising and Management Contract: Franchising is the type of hotels based on
ownership. Franchising is a business deal between franchisor and franchisee. Franchise
is a licence or an authorisation given by a company to use the company name, business
ideas, trade mark, some of the business policies; products etc. Franchise licence can be
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given to franchisee by collecting an initial fee. Franchisee can be an individual, partnership
company, a small enterprises or group of investors.
Example: A newly constructed property in Delhi by a local independent investor signing
an agreement of Franchise with Sheraton Hotel groups to use the brand name, business
ideas etc.
Under management contract, owner of a property contracts with a professional hotel
management company to operate the establishment. In some case local investor may
construct a property and contracts with leading brand of hotel chains to operate the
business, in other case a well known hotel chain may build a property and contracts with
ORFDO ¿UP WR PDQDJH WKH HVWDEOLVKPHQW ,Q PDQDJHPHQW FRQWUDFW WKH RZQHUVKLS ZLOO QRW
change, it allows hotel management company to operate the business for a particular
SHULRG RI WLPH IRU ZKLFK ¿UP FDQ FROOHFW D IHH RU VKDUH LQ WKH SUR¿W
Example: Taj Usha Kiran in Gwalior, a heritage property owned by an individual company
given to Taj Group of Hotels to operate business under managment contracts.
Review Questions
1.
2.
3.
4.

What is downtown hotel?
What is transit hotel?
What is timeshare hotel?
Match the following:
a. Suburban hotel
On the surface of water
b. Resort
Beside highways
c. Floatel
Outskirts of the city
d. Rotels
scenic location
e. Motels
Moving hotels
5. What is Bed & Breakfast establishment?
6. What is Youth hostel?

3.5 Registration & Gradation of Hotels
Hotels are an integral part of a tourist’s visit to a place. The services offered in hotel can
make or spoil a visit completely. With the aim of providing standardized, world class services
to the tourists, the Ministry of Tourism, Government of India has a voluntary scheme for
FODVVL¿FDWLRQ RI RSHUDWLRQDO KRWHOV ZKLFK ZLOO EH DSSOLFDEOH WR WKH IROORZLQJ FDWHJRULHV
Star Category Hotels: 5 Star Deluxe, 5 Star, 4 Star, 3 Star, 2 Star & 1 Star
Heritage Category Hotels: Heritage Grand, Heritage Classic & Heritage Basic
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6WDU &ODVVL¿FDWLRQ RI +RWHOV
7KH +RWHO  5HVWDXUDQW $SSURYDO  &ODVVL¿FDWLRQ &RPPLWWHH +5$&&  LQVSHFWV DQG
assesses the hotels based on the facilities and services offered. Following are the facilities
and services required in star category hotels:
Five Star Deluxe Hotels
These are the most luxurious hotels. These hotels are located primarily in metropolitan cities
like New Delhi and Mumbai and major tourist destinations like Jaipur, Agra, and Goa. The
architectural features and general features of the building should be exceptionally good.
There should be ample parking facilities. The hotel should be centrally air conditioned. The
ambience and décor of the hotel should be good. There should be lounge or seating area
in the lobby with Door man on duty. There should be reception facility with reservation
and information facility. The staff should be well trained and in proper uniform. Proper
standards of hygiene and sanitation must be followed.
All the rooms should be spacious and should have attached bathroom. The rooms should
have television with cable. At least one room for the differently- abled guest should be
provided.
9HUL¿FDWLRQRIJXHVW&&79LQVWDOOHGDWVWUDWHJLFORFDWLRQV0HWDOGHWHFWRUV GRRUIUDPHRU
hand held) , Under belly scanners to screen vehicles and X-Ray Machine are safety and
security measures to be taken by the hotels.
There should be provision of business centre, swimming pool, conference, health and
¿WQHVVIDFLOLW\VRXYHQLUVKRSXWLOLW\VKRSERRNVKRSDQGOHIWOXJJDJHIDFLOLW\LVPDQGDWRU\
The hotel must have one multi-cuisine restaurant cum coffee shop, specialty restaurant
and 24 hr. room service and bar.
The facilities and services in Five Star Deluxe hotels are similar to Five Star hotels,
EXW WKH GLIIHUHQFH LV WKDW LQ )LYH 6WDU 'HOX[H KRWHOV WKH GpFRU IXUQLWXUH DQG ¿[WXUHV DUH
exceptionally luxurious, expensive.
Five Star Hotels
These are luxurious hotels located mostly in the big cities. These hotels provide all the
modern facilities for accommodation and recreation matching international standards
in hospitality. The architectural features and general features of the building should be
exceptionally good. There should be ample parking facilities. The hotel should be centrally
air conditioned. The ambience and décor of the hotel should be good. There should be
lounge or seating area in the lobby with Door man on duty. There should be reception
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facility with reservation and information facility. The staff should be well trained and in
proper uniform. Proper standards of hygiene and sanitation must be followed.
All the rooms should be spacious and should have attached bathroom. The rooms should
have television with cable. At least one room for the differently- abled guest should be
provided.
9HUL¿FDWLRQRIJXHVW&&79LQVWDOOHGDWVWUDWHJLFORFDWLRQV0HWDOGHWHFWRUV GRRUIUDPHRU
hand held), under belly scanners to screen vehicles and X-Ray Machine are safety and
security measures to be taken by the hotels.
There should be provision of business centre, swimming pool, conference, health and
¿WQHVVIDFLOLW\VRXYHQLUVKRSXWLOLW\VKRSERRNVKRSDQGOHIWOXJJDJHIDFLOLW\LVPDQGDWRU\
The hotel must have one multi-cuisine restaurant cum coffee shop, specialty restaurant
and 24 hr. room service and bar.
Four Star Hotels
The architectural features and general features of the building should be exceptionally good.
There should be ample parking facilities. The hotel should be centrally air conditioned. The
ambience and décor of the hotel should be good. There should be business centre, left
luggage facility. All the rooms should be spacious and should have attached bathroom.
The rooms should have television with cable. At least one room for the differently- abled
guest should be provided.
There should be lounge or seating area in the lobby with Door man on duty. There should
be reception facility with reservation and information facility. The staff should be well trained
and in proper uniform. Proper standards of hygiene and sanitation must be followed.
There should be one multi-cuisine restaurant cum coffee shop, one specialty restaurant
and 24 hr. room service and bar.
9HUL¿FDWLRQRIJXHVW&&79LQVWDOOHGDWVWUDWHJLFORFDWLRQV0HWDOGHWHFWRUV GRRUIUDPHRU
hand held) and under belly scanners to screen vehicles are safety and security measures
to be taken by the hotels.
Three Star Hotels
These are mainly economy class hotels located in the bigger and smaller cities and
catering to the needs of budget travelers. The architectural features and general features
of the building should be good. There should be ample parking facilities. At least 50%
of the rooms should be air conditioned. The ambience and décor of the hotel should be
good. All the rooms should have attached bathroom. The rooms should have television
with cable. At least one room for the differently- abled guest should be provided.

52

There should be lounge or seating area in the lobby with Door man on duty. There should
be Reception facility with reservation and information facility. The staff must be well trained
and proper standards of hygiene and sanitation must be followed. There should be one
multi-cuisine restaurant cum coffee shop and 24 hr. room service.
9HUL¿FDWLRQRIJXHVW&&79LQVWDOOHGDWVWUDWHJLFORFDWLRQV0HWDOGHWHFWRUV GRRUIUDPHRU
hand held) are safety and security measures to be taken by the hotels.
Two Star Hotels
These hotels are most available in the small cities and in particular areas of larger cities.
&DWHULQJWRWKHEDFNSDFNHUWRXULVWWUDI¿FWKHVHKRWHOVSURYLGHDOOWKHEDVLFIDFLOLWLHVQHHGHG
for general accommodation and offers lowest prices. There should be lounge or seating
area in the lobby with Door man on duty. There should be Reception facility with reservation
and information facility. The staff must be well trained and proper standards of hygiene
and sanitation must be followed. At least 25% of the rooms should be air conditioned. All
the rooms should have attached bathroom. At least one room for the differently- abled
guest should be provided. There should be minimum one dining room serving all meals.
Room service not necessary.
One Star Hotels
These hotels provide most basic facilities and services. These hotels are best when looking
for cheapest available accommodation option (apart from camps and hostels). There
should be lounge or seating area in the lobby with Door man on duty. There should be
Reception facility with reservation and information facility. The staff must be well trained
and proper standards of hygiene and sanitation must be followed. At least 25% of the
rooms should be air conditioned. All the rooms should have attached bathroom. At least
one room for the differently- abled guest should be provided. There should be minimum
one dining room serving all meals and room service not necessary.

Heritage Category Hotels
0LQLVWU\ RI 7RXULVP *RYHUQPHQW RI ,QGLD GH¿QHV +HULWDJH +RWHOV DUH UXQQLQJ KRWHOV LQ
palaces/castles/forts/havelies/hunting lodges/ residence of any size built prior to 1950. The
facade, architectural features and general construction should have the distinctive qualities
and ambience in keeping with the traditional way of life of the area. The architecture of
the property to be considered for this category should not normally be interfered with.
Any extension, improvement, renovation, change in the existing structures should be in
keeping with the traditional architectural styles and constructional techniques harmonising
the new with the old.
+HULWDJH +RWHOV ZLOO EH VXEFODVVL¿HG LQ WKH IROORZLQJ FDWHJRULHV
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Heritage
This category will cover hotel in Residences/Havelies/Hunting Lodges/Castles/Forts/ Palaces
built prior to 1950. The hotel should have a minimum of 5 rooms (10 beds).
Heritage Classic
This category will cover hotels in Residences/Havelies/Hunting Lodges/Castles/Forts/
Palaces built prior to 1935. The hotel should have a minimum of 15 room (30 beds).
Heritage Grand
This category will cover hotels in Residence/Havelies/Hunting Lodges/Castles/Forts/ Palaces
built prior to 1920. The hotel should have minimum of 15 rooms (30 beds).

Exercises
1. Which are the gradations comes under star category of hotels?
2. What are the types of Heritage hotels?
3. HRACC stands for ___________________________________________________.
Fill in the Blank
1.

Hotels situated in heart part of the city are known as _______________________

2.

Hotels situated besides highways are called as___________________________



+RWHOV SURSHUW\ WKDW RZQHG IRU D VSHFL¿F SHULRG DUH FDOOHG DVBBBBBBBBBBBBBBBB

4.

Houseboats of Kettuvalams can be found in back waters of ______________State.

5.

The hotel includes compact kitchenette is known as ______________

Short Answer Questions
1.

What is package rate in hotel?

2.

What is guest room?

3.

What do you mean by Cabana and Lanai room?

4.

Differentiate small and medium hotel based on size?

5.

What is residential hotel?

Long Answer Questions


:KDW DUH WKH IDFWRUV LQÀXHQFLQJ WKH UDWHSULFH IRU JXHVW URRPV LQ KRWHO"



([SODLQ WKH W\SHV RI KRWHOV FODVVL¿HG EDVHG RQ /RFDWLRQ



'HVFULEH WKH FODVVL¿FDWLRQ RI KRWHOV EDVHG RQ RZQHUVKLS



'LVFXVV WKH IDFLOLWLHV DQG VHUYLFHV UHTXLUHG WR JHW DQ DZDUG RI ¿YH VWDU GHOX[H
categories for hotels.
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UNIT 4

DISTRIBUTION CHANNEL
Structure
4.1 Introduction
4.2 Functions of Distribution Channel
4.3 Number of Channel Levels
4.4 Distribution Channel in Hospitality

Unit Overview and Description
After reading this unit, students will be able to:
9 Describe the nature of distribution channels
9 Understand the different marketing intermediaries available to the hospitality
industry
9 Know how to use the Internet as a distribution channel

Resource Material
 )URQW 2I¿FH 0DQDJHPHQW LQ +RWHO  % . &KDNUDYDUWL
2. Hotel Housekeeping Operations - Smritee Raghubalan and G. Raghubalan.
 +RWHO )URQW 2I¿FH  2SHUDWLRQV DQG 0DQDJHPHQW  -DWDVKDQNDU 5 7LZDUL   

4.1 Introduction
The hotels are commercial establishments providing boarding, lodging, meals and other
services to guests. Today’s traveler is highly demanding in terms of services and facilities
and looks for value for money. The hotel rooms are perishable, if they are not sold each
night no revenue will be generated. The increasing competition, demands of tourists and
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highly perishable nature of hotels, puts lot of pressure on hoteliers in choosing an effective
distribution channel.
A distribution channel is a set of independent organizations involved in the process of
making a product or service available to the consumer or business user. It is used to
move the customer towards the product. It is a bidirectional, simultaneous path, through
ZKLFK SURGXFWV DQG VHUYLFHV WUDYHO IURP YHQGRUV WR FRQVXPHUV DQG SD\PHQWV ÀRZ EDFN
in the opposite direction (Business Dictionary).
In service industry like hotels, the distribution channel differs from the distribution of physical
goods. This difference stems from the nature of hotel services and their production system
and consumption patterns. Hotel services require simultaneous production and consumption,
meaning the product is not normally ‘moved’ to the consumer. The consumer has to come
to the hotel for consumption of goods and services. This is not the case in manufactured
goods. The manufactured goods are transported to the consumer at proper place.
Review Questions
1. Hotel rooms are perishable, if not sold for the business day. True/False
2. What do you mean by distribution channel for selling hotel services?
3. What is the primary job of distribution channel?
4. Distribution channels can also be termed as middlemen in business. True/False
5. GDS stands for ________________________________.

4.2 Functions of Distribution Channel
 7KHSULPDU\IXQFWLRQRIDGLVWULEXWLRQFKDQQHOLVWREULGJHWKHJDSEHWZHHQSURGXFWLRQ
and consumption.
 $FORVHVWXG\RIWKHPDUNHWLVH[WUHPHO\HVVHQWLDOEHFDXVHRIWKHFKDQJLQJFRQVXPHU
needs and growing competition. A sound marketing plan depends upon thorough
market study.
 7KH GLVWULEXWLRQ FKDQQHO LV DOVR UHVSRQVLEOH IRU SURPRWLQJ WKH SURGXFW$ZDUHQHVV
regarding products and other offers should be created among the consumers.
 &UHDWLQJ SURVSHFWLYH EX\HUV DQG PDLQWDLQLQJ OLDLVRQ ZLWK H[LVWLQJ FXVWRPHUV
 8QGHUVWDQGLQJ WKH FXVWRPHU¶V QHHGV DQG DGMXVWLQJ WKH RIIHU DFFRUGLQJO\
 1HJRWLDWH SULFH DQG RWKHU RIIHUV UHODWHG WR WKH SURGXFW DV SHU WKH FXVWRPHU
demand.
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 &DWHULQJ WR WKH ¿QDQFLDO UHTXLUHPHQWV IRU WKH VPRRWK ZRUNLQJ RI WKH GLVWULEXWLRQ
chain.
Review Questions
1. Who is a tour operator?
2. What is tour package?
3. Accommodation is one among the very important components of tourism. True/False

4.3 Number of Channel Levels
Distribution is the process of delivering the products manufactured or service provided by
D ¿UP WR WKH HQG XVHU 9DULRXV LQWHUPHGLDULHV DUH LQYROYHG LQ WKLV SURFHVV 7KLV FKDLQ RI
intermediaries which helps in transferring the product from one intermediary to the next
before it reaches the end user is called the Distribution Chain or Distribution Channel. Each
LQWHUPHGLDU\ KDV D VSHFL¿F UROH DQG QHHG ZKLFK WKH PDUNHWHU FDWHUV WR 7KH VWUXFWXUH RI
the distribution system may be either direct (from the producer to the consumer) or indirect
(the sale to the consumer through an intermediary). In direct there is no intermediary
involved whereas in indirect there is intermediary involved.



 

  

  







  





 

 

Fig 1: Distribution channels in hospitality

In hospitality, the manufacturer is hotels, resorts, motels. They are producers of goods
and services like food, room, spa etc. The consumer of these goods and services will
be tourists, business travelers, weekend travelers etc. The challenge is how to get the
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customer to the consumption site. This unique feature raises the need for a different kind
of distribution system in hotels. Hotels may use several different methods to distribute
their goods and services. Channel 1 is direct distribution channel where no intermediary
is involved. In this case the hotel has their own channels (partially or wholly owned) i.e.
selling through management and marketing contracts, franchising, sales representatives
and so on.
Channel 2 and 3 is indirect distribution that is it involves intermediaries. In Channel 2 one
intermediary or retailer is used. A retailer sells goods /services directly to the end users.
Retailer buys products/services from the manufacturer or wholesalers. In Channel 3 along
with retailer a second member is added to the distribution chain. He is the wholesaler. A
wholesaler buys and stores products in bulk from manufacturers. He sells these products
in smaller quantities to retailers. The intermediaries in a hotel channel of distribution consist
of tour operators, retail travel agents, specialists, consortia, reservation systems, global
distribution system, the internet and concierges.
New developments in technology like the internet, global distribution systems make
accommodation arrangements instant and more accessible. Direct selling, away from the
location of production and consumption, is on the increase since consumers have more
access to the Internet and other available information databases.

4.4 Distribution Channel in Hospitality
$ ¿UP FDQ GHFLGH QRW WR XVH DQ\ PLGGOHPHQ DW DOO LI LWV PDUNHW LV VPDOO DQG LW FDQ UHDFK
there directly. But if the market grows or is dispersed then reaching tourists directly can
EHGLI¿FXOWDQGH[SHQVLYH+HUHWKH¿UPSUHIHUVLQWHUPHGLDULHV PLGGOHPHQ)ROORZLQJDUH
the intermediaries of distribution system of hospitality:
1. Travel Agents
2. Tour Operators
3. Specialists
4. Hotel Representatives
5. National, State and Local Tourist Agencies
6. Global Distribution System
7. Consortia and Reservation Systems
8. Concierge
9. Internet-Online travel companies, Individual hotel website, mobile phones
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ˠʳ 

ǻǋɚsĶ ¶sŘǼǣ

In the lodging industry, travel agents are one of the oldest and most widely used
traditional distribution channels, acting as the intermediary between customers and room
providers. Travel agents are retailers in travel and tourism who buy from the wholesalers
and principals and sell to the tourists for commission. The role of the travel agent is to
provide information to the customer as well as to effectuate the booking and purchase
of the hospitality product. Examples of travel agents are Carlson Travel, Thomas Cook,
and Balmer and Lawrie. They access rates and place reservations in a variety of ways.
The most common is through a global distribution system (GDS). Travel agents may
also contact a hotel property directly, through wholesalers, or by accessing the Internet.
Travel agents help hotels to sell rooms at a negotiated rate, while hotels pay them high
FRPPLVVLRQV DV EHQH¿WV 7UDYHO DJHQWV DOZD\V JHW URRP UHVRXUFHV LQ GLIIHUHQW ZD\V
Mostly, they have contracts with hotels, under which they can choose pre-selected rooms
in certain price -ranges. Travel agents typically work on commission, i.e., they sell rooms
at a negotiated rate or at the prevailing rate, and receive a percentage of the sale from
the suppliers. The commission received from hotels is the second largest component of
total agency revenue.
There are small and large travel agents in the market. The Ministry of Tourism, Govt. of
India grants approval and recognition to the travel agents across India thus trying to keep
a check on the quality of services being provided by them. In December 2011, India had
338 recognized agents.
2.

Tour Operators

An organization who buys individual travel components, separately from their suppliers
and combines them into a package tour, which is sold with their own price tag to the
public directly or through the middlemen, is called a tour operator. Package tour is a
pre-arrangement, prepaid trip that combines two or more travel components like airfare,
airport transfers, accommodation and other services.
Wholesalers, also called consolidators, can often negotiate for deeply discounted rates
because they buy large volumes or have access to a surplus inventory of deeply discounted
tickets and hotel rooms that they are free to sell at slightly marked-up prices. The wholesalers
obtain rates and availability directly from the supplier and create packages with different
accommodation and transportation options, such as airlines, cruise lines, railroads, car
rentals, and bus companies, which are sold directly to the consumer or through travel
agents. Examples of wholesalers are D. Pauls Travel and Tours, Southern Travels Pvt.
Ltd., Sita World Tours .
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ˢʳ 

ǢƼsOÞĶÞǣǼǣ

These deal with specialized products, such as conferences, meetings, casinos etc. They
connect sellers and buyers. Meeting planners and travel agents specializing in MICE, are
companies that specialize in providing business travel services such as meeting planning,
incentive travel and convention services. They prescreen hotels, negotiate rates, and
organize events, working with travel agents or acting as specialized travel agents in order
to cater to corporate group travel needs.
ˣʳ 

ËŸǼsĶ ǊsƼǋsǣsŘǼǼÞɚsǣ

Hotel representatives sell hotel rooms and hotel services in a given market area. Hotel
representatives are more useful when the market is a distant one and when cultural
differences make it hard for an outsider to penetrate the market. For example a hotel in
Mauritius shall hire a hotel representative in India than to send sales manager to India.
ˤʳ 

ŗǼÞŸŘĶʰ ǢǼǼs Ř_ ĵŸOĶ ǻŸȖǋÞǣǼ ¶sŘOÞsǣ

These are government bodies that regulate the national resources of the tourist destinations.
These organizations give information about the tourist attractions, service providers like
travel agencies, hotels, tour operators etc. The Ministry of Tourism act as the national
tourism organization in India. The various state tourism corporations act as regional bodies
that develop and promote tourism in the framework of the national tourism policy. These
organizations play important role in new destinations by developing tourist infrastructure
and promoting the destination. The private operators do not invest in the initial development
of the destination but the government tourism organizations play the following functions:
 )RUPXODWLRQ DQG LPSOHPHQWDWLRQ RI QDWLRQDO DQG UHJLRQDO WRXULVP SROLFLHV DQG
strategies
 0DNH LQYHVWPHQW DWWUDFWLYH LQ WRXULVP LH DWWUDFWLQJ SULYDWH SOD\HUV
 $SSURYDO DQG FODVVL¿FDWLRQ RI KRWHOV DQG UHVWDXUDQWV
 $SSURYDO DQG UHFRJQLWLRQ RI WUDYHO DJHQWV WRXU RSHUDWRUV HWF
 7UDLQLQJ DQG HGXFDWLRQ LQ WRXULVP DQG KRVSLWDOLW\
 0DQDJH FULVLV
 7RXULVP SURGXFW GHYHORSPHQW
 0DUNHWLQJ DQG SURPRWLRQ RI WRXULVP SURGXFWV DQG GHVWLQDWLRQV
 0DUNHW UHVHDUFK DQG DFWLYLWLHV
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˥ʳ 

µĶŸEĶ ^ÞǣǼǋÞEȖǼÞŸŘ ǢɴǣǼsŎ

GDS is a type of computer reservations system or central reservation system (CRS), which
is used to store and retrieve information and conduct transactions related to air travel,
hotel booking and car rental services. GDS serves as product catalog for travel agents
and other distributors of hospitality products. At the very beginning, it was designed and
operated only by airlines, and later extended for broader usage, such as by travel agencies.
7KH *'6 RULJLQDOO\ FRQVLVWHG RI D VHW RI SULYDWH QHWZRUNV OLVWLQJ RQO\ DLU ÀLJKWV IRU XVH
by travel agents. With the boom of Internet computer usage, GDS systems have grown
to serve a worldwide clientele, with nearly 500,000 access points offering a full array of
travel services. Being on the GDS is requisite because the portal travel sites are usually
WKH ¿UVW SODFHV JXHVWV ZRXOG OLNH WR VHDUFK IRU WKHLU QH[W YDFDWLRQV 7KH PRUH YLVLEOH WKH
travel agents are on the Internet, the more reservations they will acquire. Since 2005,
online bookings have reached $100 billion every year. On an average rate, GDS produces
nearly 30% of all hotel reservations (Valarie, 2012). Currently there are four major GDS
systems worldwide: Amadeus: founded in 1987 by Air France and three other companies;
Galileo International: founded in 1993 by 11 major North American and European airlines;
Sabre: founded in 1960s, with headquarter in Southlake, Texas; Worldspan: founded in
1990, and currently owned by Delta Air Lines Inc, Northwest Airlines and American Airlines .
˦ʳ 

NŸŘǣŸǋǼÞ Ř_ ǊsǣsǋɚǼÞŸŘ ǢɴǣǼsŎǣ

These are associations with common marketing efforts. A consortium is a group of hospitality
RUJDQL]DWLRQV WKDW LV DOOLHG IRU WKH PXWXDO EHQH¿W RI WKH PHPEHUV$ FRQVRUWLXP DOORZV D
property to be independent in ownership and management while gaining the advantages
of group marketing. An example of a consortium is the ‘Leading Hotels of the World.’
Hotels have a central reservation system (CRS) which is a computerized system that
stores and distributes information of a hotel, resort, or other lodging facilities. A CRS is
mainly assistance for hoteliers to manage all of their online marketing and sales, where
they can upload their rates and availabilities to be seen by all sales channels that are
using a CRS. Sales Channels may include conventional travel agencies as well as online
travel agencies. A hotelier using a central reservation system easing his/her tasks for
online distribution, because a CRS does everything to distribute hotel information to the
sales channels instead of the hotelier.
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CRS commonly stores the following information commonly :
 5RRP 7\SHV
 5RRP5DWHV FRQGLWLRQV JXDUDQWHHGHSRVLWFXVWRPL]HGFDQFHOODWLRQUXOHVPLQLPXP
length of stay, maximum length of stay, closed to arrival, arrival not allowed, departure
not allowed...)
 5RRP LQYHQWRULHV
 *HQHULF KRWHO LQIRUPDWLRQ DGGUHVV SKRQH QXPEHU ID[ QXPEHU
 'LVWULEXWLRQ FRQWHQW GHVFULSWLRQV DPHQLWLHV SLFWXUHV YLGHRV ORFDO DWWUDFWLRQV
 5HVHUYDWLRQ LQIRUPDWLRQ
 *HRFRGH LQIRUPDWLRQ
 1HDUE\ ,$7$ FLWLHV DQG DLUSRUWV
8.

Concierge

In hotels, a concierge assists guests with various tasks like making restaurant reservations,
arranging for spa services, recommending night life hot spots, booking transportation
(limousines, airplanes, boats, etc.), procurement of tickets to special events and assisting
with various travel arrangements and tours of local attractions.
9

Internet

With the boom of the Internet and wide usage of personal computers, people are more likely
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Source: http://www.makemytrip.com/hotels/?type=Intl

Source: http://www.oberoihotels.com/
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to plan their vacations online instead of visiting travel agencies in person. Physical travel
DJHQFLHV DUH QRW DV DWWUDFWLYH DV EHIRUH VLQFH LW LV HDVLHU WR ¿QG EHWWHU WUDYHO GHDOV MXVW
E\ VXU¿QJ RQOLQH 5HO\LQJ RQ WKLV WUHQG VHYHUDO QHZ GLVWULEXWLRQ FKDQQHOV KDYH DSSHDUHG
and are growing fast. Most of these are operated online, such as OTAs, individual hotel
websites, and mobile phones.
a)

Online travel agents (OTAs)

OTA is an acronym for online travel agents, who have the same function as traditional
physical travel agents, but the service is conveyed via the Internet. Unlike traditional travel
agents, OTA specializes in offering vacation-planning sources and booking resources. Most
OTA websites provide reviews from former customers. In this way, customers have a platform
to communicate with each other and use others’ comments for references. These reviews
RQ 27$V DUH HVVHQWLDOO\ H[SHULHQFHV RI FXVWRPHUV7KHVH UHYLHZV KHOS LQ LQÀXHQFLQJ WKH
decisions of other potential customers. These reviews are also taken seriously by OTAs to
maintain the quality of their services and products in order to build positive reputation of
their company. Hotel reservations can be done easily through OTAs. They are a popular
method for booking hotel rooms. Travelers can book rooms on a computer by using online
VHFXULW\ WR SURWHFW WKHLU SULYDF\ DQG ¿QDQFLDO LQIRUPDWLRQ 3LFWXUHV SULFHV IDFLOLWLHV DQG
deals of different hotels can be compared by using OTAs. Online hotel reservations are
also helpful for making last minute travel arrangements. The major players are Make My
Trip.com, Yatra.com, Cleartrip.com etc.
b)

Individual hotel websites

Individual hotel websites are another current primary distribution channel. More and more
hotel brands build their own websites and provide booking service on their home pages.
Major hotel chains such as Hilton and Mariott book millions of dollars worth of rooms over
the web. Some of the advantages of the internet are that it never closes, it is open 365
days, has worldwide coverage and can transmit colored pictures. The hotels website can
provide a lot of information and enables users to access information of their interest.
c)

Mobile phones

7KH ULVH RI VPDUW SKRQHV LV WKH PRVW VLJQL¿FDQW IDFWRU 7KHUH DUH H[FOXVLYH PRELOH DSSV
(mobile applications) which can be downloaded by the smart phone holders on their
PRELOHV 7KHVH PRELOH DSSV KHOS LQ ¿QGLQJ WKH KRWHOV DFURVV WKH JOREH DQG DOVR JHW WKH
booking done.

64

Source: http://www.expedia.com/app

Review Questions
1. What is distribution of product or service?
2. The distribution of product or service by producer to costumer is termed as____________
distribution.
3. The distribution of product or service by producer through intermediares to customer
is termed as ______________ distribution.

Conclusion
7KH KRVSLWDOLW\ LQGXVWU\ YDULHV IURP RWKHU LQGXVWULHV VLJQL¿FDQWO\ GXH WR WKH SHULVKDEOH
and intangible nature of the hospitality service/product . A good distribution system is
essential to overcome this challenge and reach the target customer and also it shall help
the customer for making choice of the hospitality services and thus having a satisfying
Introduction to Hospitality Management

65

experience. With the growth of internet, new distribution channels have emerged which
are changing the rules of distribution.

Exercises
Fill in the Blank
1.
Hotels are________________establishment providing boarding and lodging.
2.
The primary function of a distribution channel is to bridge the gap between _________and
____________.
3.
Indirect distribution is selling products/services through_____________.
4.
Person/organisation that buys various components of a holiday separately and combines
into a single package is called as___________.
5.
GDS stands for _____________________________________.
Short Answer Questions
1.
Make a list of intermediaries used as distribution channel for selling products/services
of hotels?
2.
Who is a tour operator?
3.
How hotel representatives are selling hotel services?
4.
What functions a concierge is performing in hotels?
Long Answer Questions
1.
How travel agents are playing a role of middlemen in selling the services offered
by hotels?
2.
Discuss the importance of distribution channel in selling the products or services of hotels.
 (OXFLGDWH WKH VLJQL¿FDQW UROH RI 1DWLRQDO 6WDWH DQG /RFDO WRXULVP RUJDQLVDWLRQV LQ
development of tourism and hospitality industry.
Practical Activities
1.
Visit any 5 leading hotels websites and make a list of information available related to
hotel services and booking.
2.
Visit any 5 Online Travel Agents booking portal and learn how to search about hotel
and other travel related services.
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UNIT 5

INTRODUCTION TO FRONT
OFFICE DIVISION
Structure
5.1 Introduction
  )XQFWLRQDO 2UJDQLVDWLRQ RI )URQW 2I¿FH 6XEGHSDUWPHQW 
  'XWLHV DQG 5HVSRQVLELOLWLHV RI )URQW 2I¿FH 6WDII
5.4 Co-ordination with Other Departments
5.5 Guest Cycle
5.6 Property Management System

Unit Overview and Description
After reading this unit, students will be able to
9 8QGHUVWDQG WKH KRWHO LQGXVWU\ DQG IURQW RI¿FH GHSDUWPHQW
9 ,GHQWLI\ GLIIHUHQW VXEVHFWLRQV LQ IURQW RI¿FH GHSDUWPHQW RI KRWHO
9 .QRZDERXWWKHGHVLJQDWLRQVDQGUROHVSOD\HGE\WKHIURQWRI¿FHWHDPLQPDQDJLQJ
WKH KRWHO HI¿FLHQWO\ DQG WKH WUDLWV UHTXLUHG LQ WKHP
9 Understand how different departments of the hotel liaise.
9 Handling guests professionally with the usage of PMS.
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Resource Material
 )URQW 2I¿FH 0DQDJHPHQW LQ +RWHO  % . &KDNUDYDUWL
2. Hotel Housekeeping Operations-Smritee Raghubalan & G. Raghubalan
 +RWHO )URQW 2I¿FH  2SHUDWLRQV DQG 0DQDJHPHQW  -DWDVKDQNDU 5 7LZDUL  

5.1. Introduction
7RXQGHUVWDQGWKH)URQW2I¿FH'HSDUWPHQWRIWKH+RWHOZHPXVW¿UVWXQGHUVWDQGFRQFHSWV
of Tourism, Hospitality and Hotel as these are broadly interconnected and interrelated to
each other and represent tourism industry on a whole.
a) Tourism
As Per WTO
Tourism comprises the activities of persons travelling to and staying in places outside their
usual environment for not more than one consecutive year for leisure, business and other
purposes.
 7KH WHUP ³XVXDO HQYLURQPHQW´ LV LQWHQGHG WR H[FOXGH WULSV ZLWKLQ WKH SODFH RI
residence, trip to the usual place of work or education and daily shopping and
other local day-to-day activities.
 7KH WKUHVKROG RI WZHOYH PRQWKV LV LQWHQGHG WR H[FOXGH ORQJWHUP PLJUDWLRQ
 )RU WKH GLVWDQFH WUDYHOOHG WKHUH LV QR FRQVHQVXV ,W YDULHV IURP DW OHDVW  NP WR
at least 160kms away from home one way for any purpose other than commuting
to work.
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Tourism Industry comprises of:

)LJ  &ODVVL¿FDWLRQ RI 7RXULVP ,QGXVWU\

b)

Hospitality

The Word “Hospitality” means Friendly Treatment, which is offered to a stranger.
³+RVSLWDOLW\ ,QGXVWU\ FDQ EH GH¿QHG DV D GLPHQVLRQ RI WKH WUDYHO DQG WRXULVP LQGXVWU\
encompassing the lodging and foodservice industry.”
Whereas Hospitality Industry consists only Lodging and Food Service industries and does
not consist of other industries such as Transport, Tourism activities and Retail Industry.
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)LJ  &ODVVL¿FDWLRQ RI +RVSLWDOLW\ ,QGXVWU\

Lodging means “a place to live or temporary sleeping accommodation”. Many places
provide lodging facilities like Hotels, Motels, Resorts, Hostels, Yatri Niwas, and Circuit
Houses etc. So Collectively in a group these are called Lodging Industry.
Food Service Industry includes all establishments which sell food and beverage products on
a given price. They are Hotels, Restaurant, Catering, Banquets, Retail, and Take-away etc.
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Fig 3: Lodging Industries

c) Hotels
$KRWHOPD\EHGH¿QHGDVDQHVWDEOLVKPHQWZKRVHSULPDU\EXVLQHVVLVWRSURYLGH/RGJLQJ
and Food and Beverage service facilities to its guest and also provides one or more of
the following services in exchange of price.
 +RXVHNHHSLQJ VHUYLFH
 %HOO DQG GRRU DWWHQGDQW VHUYLFH
 /DXQGU\ DQG GU\ FOHDQLQJ
 &RQFLHUJH
 8VH RI IXUQLWXUH DQG ¿[WXUHV
“Hotel is a Home away from home”.
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As consumer in the hotel industry is termed as a “guest”, and earnest efforts are made by
the hotel management and staff to make a guest’s stay in the hotel a most comfortable
and memorable experience and make them feel as they are at home and are not away
from it.
Departmental Organization of a Hotel
A hotel is an organization made up of different departments all of which have to work in
FORVH FRRUGLQDWLRQ IRU WKH HI¿FLHQW ZRUNLQJ RI WKH RUJDQL]DWLRQ 6RPH GHSDUWPHQWV DUH
more important as far as revenue is concerned; some do not produce revenue but are
very important from the operational point of view. Thus the departments of the hotels can
EH FODVVL¿HG XQGHU WKUHH PDLQ KHDGLQJV 7KH\ DUH 
1. Operating and Revenue Producing.
2. Operating and Non revenue Producing.
3. Non-operating and Revenue Producing.
ˠʳ ŷƼsǋǼÞŘ¶ Ř_ ǊsɚsŘȖs ƻǋŸ_ȖOÞŘ¶ ^sƼǋǼŎsŘǼǣ ʹŷʳǊʳƻʳʺ
A.

Minor revenue producing departments of the hotel.
a) Laundry: The hotel may have its own laundry or may have a contract with an
outside laundry. In any case laundry of guest clothing is a facility provided by the
hotel & is charged for.
b) Telephone Department: Guests are charged for the local and trunk or STD calls.
Charging can be done either by the telephone operator or in case of direct billing
by telephone meters. In a small hotel, there would be just a small switch board,
probably operated by the receptionist. In large hotels, there exists a separate
telephone department, where the board is manned by operators working in shifts.
c) Swimming Pool: Though hotel guests are not charged for using the pool, their
guests can be charged for this facility. Many hotels offer a free swim along with a
buffet lunch (charged per head) setup near pool side.

B.

Major Revenue Producing Departments
1. Rooms Department
These are the departments concerned with the actual sale of rooms. This revenue
producing section earns around 60% of the total hotel revenue. The departments
XQGHU WKLV VHFWLRQ DUH +RXVHNHHSLQJ DQG )URQW RI¿FH
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D   )URQW2I¿FHLVFRQFHUQHGZLWKDFWXDOVDOHRIURRPVDQGKHQFHFRPHVLQGLUHFW
contact with the guest.
b)

ˡʳ 

Housekeeping is concerned with keeping the guest rooms clean and in a
position to be sold. Hence though housekeeping is a behind the scene activity
but is extremely important.

®ŸŸ_ ˓ Dsɚsǋ¶s ^sƼǋǼŎsŘǼ
These are the departments concerned with the production of food & beverage items
and their sale.
a)

Food & Beverage Production: Includes all kitchens, bakery, confectionery,
stores and pantry. All these are behind the scene and responsible to the total
preparation of the food items right from the storage of raw material to the
SUHVHQWDWLRQ RI WKH ¿QDO GLVK

b)

Food and Beverage Service: Includes all the service outlets where the food
prepared by the production areas is sold to the guests. These areas can be
listed as:



Restaurants: General as well as specialty restaurants- These restaurants have
¿[HG KRXUV RI VHUYLFH



Coffee Shop: A coffee shop is open 24 hours of the day & serves mainly
snacks & beverages. Heavy meals are generally served only during lunch and
dinner time. A coffee shop generally has an informal atmosphere and plated
service.



Bar: Serves alcoholic and non alcoholic beverages along with snacks. A permit
LV UHTXLUHG WR RSHUDWH LW DQG RSHUDWLQJ KRXUV DUH ¿[HG



Room Service: 24 hours service to the guest rooms in most of the large
hotels.



Banquets: It is the major revenue producing department, among the F&B
service departments. Some of the banquet functions are dinners, lunches,
wedding receptions, cocktail parties, conferences, club meetings, out-door
catering etc.
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ŷƼsǋǼÞŘ¶ Ř_ ŗŸŘ ǊsɚsŘȖs ƻǋŸ_ȖOÞŘ¶ ^sƼǋǼŎsŘǼǣ ʹŷʳŗʳǊʳƻʳʺ
1. Personnel: Deals with recruitment and training of staff, staff induction, promotions,
welfare, etc.
2. Security: Deals with all unusual events in the hotel.
3. Maintenance: They are responsible for total maintenance and upkeep of rooms
and public areas, i.e. Air-conditioning, Lifts, Plumbing, Electricity, Lighting, Carpentry,
etc.
4. Accounts: Receives a copy of all departmental vouchers & the guest bills. Maintains
cash register, city ledger, etc. prepares sales summary sheets for each day’s
sales.
5. Sales and Marketing: Sales is concerned with getting and maintaining clientele
for both rooms and food & beverage departments.
ŗŸŘ ŸƼsǋǼÞŘ¶ Ř_ ǊsɚsŘȖs ƼǋŸ_ȖOÞŘ¶ _sƼǋǼŎsŘǼǣ ʹŗʳŷʳǊʳƻʳʺ
7KH\ LQFOXGH WUDYHO DJHQFLHV DQG DLUOLQH RI¿FHV ERRN VKRSV FKHPLVWV ÀRULVWV EDQN
beauty parlour, etc. They either are let out on commission bases or on rental bases.
These ‘concessionaires’ should be reputable as for the guests they are a part of the hotel
services.
Review Questions
1. What is the literal meaning of term Hospitality?
2. Laundry is a revenue producing department in hotel. True/False
 'H¿QH 7RXUVLP
4. What are constituents of hospitality industry?
5. What are major revenue producing department in a hotel ?
6. List any 5 equipment used in Food & Beverage production department?

 )XQFWLRQDO 2UJDQL]DWLRQ RI )URQW 2IÀFH 6XEGHSDUWPHQWV
7KH )URQW 2I¿FH GHSDUWPHQW FDQ EH VXEGLYLGHG LQWR GLIIHUHQW VHFWLRQV DFFRUGLQJ WR WKH
nature of their functions. They are:1. Reservations
2. Reception
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3. Information
4. Cashiers
5. Bell desk
6. Telex/PABX
7. Travel Desk
8. Business Centre
1. Reservations
It is often referred to as the nerve centre of the department. All booking requests
DUH UHFHLYHG DQG SURFHVVHG KHUH %RRNLQJV FRQ¿UPDWLRQV DPHQGPHQWV DQG
cancellations of reservations are handled in this department. Prior arrangement for
guest arrival can be made from the information processed at reservations which
IDFLOLWDWHV HI¿FLHQW DQG VDWLVIDFWRU\ VHUYLFH WR WKH JXHVWV 3UHIHUDEO\ UHVHUYDWLRQV
VHFWLRQ LV ORFDWHG EHKLQG WKH IURQW GHVN EXW LW PD\ DOVR EH ORFDWHG DW EDFN RI¿FH
in large hotels.
2. Reception
This section is responsible for receiving the guests on their arrival. Section is headed
E\ 6HQLRU 5HFHSWLRQLVW DQG UHVW RI WKH WHDP LQFOXGHV UHFHSWLRQLVWV DQG IURQW RI¿FH
H[HFXWLYHV 5HJLVWUDWLRQV RI JXHVWV GXULQJ FKHFN LQ VHQVLEOH DQG HI¿FLHQW GHDOLQJ
with situations which may arise at the counter are important tasks for the reception
staff.
3. Information Centre/ Concierge Des
The main functions of this section are:
a.

To maintain an alphabetical guest index.

b.

To receive messages for resident guests.

c.

Handling guest mail, packages etc.

d.

Paging for guests.

e.

Providing relevant and accurate information to the guests and answering queries
about whereabouts of in house facilities or any event that is happening in the
city.

4. Cashier


7KLV VHFWLRQ LV UHVSRQVLEOH IRU KDQGOLQJ JXHVW ELOOV ZKHUH JXHVWV VHWWOH WKHLU ¿QDO
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bills either by cash, credit card or as charge settlement for their entire stay in the
hotel. Expenses would include Room Tariff, Food & Beverage service charges and
charges for any other services or facilities used during stay. These charges are
recorded centrally up to the minute at the cashier’s cabin. The cashier’s role therefore
is to post all guest charges and credits on the master bill so as to present the
same duly totaled for payment at the time of guest departure. This section is also
responsible for exchanging foreign currency and for safe deposit lockers provided
for guest valuables.
5. Bell Desk
Responsible for baggage handling at guest arrival or departure time and running
errands during the guests staying in the hotel and also for petty jobs.
6. Telex/PABX
Telex also called telephone exchange handles all incoming and outgoing local calls
and trunk and international calls for both guests and the hotel management. The
other name for telex is Private Branch Exchange (PBX). Latest technology which
is used now-a-days in the hotels is updated technology of PBX called Private
Automated Branch Exchange (PABX).

PBX/PABX

Private Branch Exchange and PABX

7. Travel Desk
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7KLV VHFWLRQ RI IURQW RI¿FH LV UHVSRQVLEOH IRU WUDYHO DUUDQJHPHQWV OLNH DLU WLFNHWV
rail tickets, pick and drop from airport and railway station etc. for the guest as per
their request.

8. Business Centre
The person who handles the business centre is known as Business Centre Attendant
and the main function of this section is to provide the communication facilities to
the guests and services like STD, ISD, e-mail, internet, fax, xerox etc.
ĵɴŸȖǼ Ÿ¯ ®ǋŸŘǼ ŷ¯ʩOs ^sƼǋǼŎsŘǼ

TELEPHONE AND TELEX

RESERVATIONS

FRONT OFFICE

GM’s OFFICE

MANAGER’S OFFICE

BUSINESS
CENRE

PA to
GM’s
OFFICE

CORRIDOR

SAFETY LOCKERS

TRAVEL
DESK

INFORMATION

M
AI
N

RECEPTION

Lobby

E
N
T
R
A
N
C
E

CASH & BILLS

BELL DESK
LOBBY MANAGER’S
DESK
LEFT LUGGAGE ROOM
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)LJ  /D\RXW RI )URQW RI¿FH 'HSDUWPHQW

Organization Chart of Large Hotel

ŷǋ¶ŘÞʊǼÞŸŘ NÌǋǼ Ÿ¯ ®ǋŸŘǼ ŷ¯ʩOs ^sƼǋǼŎsŘǼ ÞŘ ĵǋ¶s ËŸǼsĶǣ

)LJ  )URQW 2I¿FH 2UJDQL]DWLRQ &KDUW RI /DUJH +RWHOV

ŷǋ¶ŘÞʊǼÞŸŘ NÌǋǼ Ÿ¯ ®ǋŸŘǼ ŷ¯ʩOs ^sƼǋǼŎsŘǼ ÞŘ ǢŎĶĶ ǢÞʊs_ ËŸǼsĶ

)LJ  )URQW 2I¿FH 2UJDQL]DWLRQ &KDUW RI 6PDOO +RWHOV
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ŷǋ¶ŘÞʊǼÞŸŘ NÌǋǼ Ÿ¯ ®ǋŸŘǼ ŷ¯ʩOs ÞŘ ōs_ÞȖŎ ËŸǼsĶǣ

)LJ  2UJDQL]DWLRQ &KDUW RI )URQW 2I¿FH LQ 0HGLXP +RWHOV

Review Questions
 'LVFXVV WKH UROH RI IURQW RI¿FH LQ KRWHO"
 5ROH 3OD\ ± 5HFHSWLRQLVW LQ IURQW RI¿FH GHVN

 'XWLHV DQG 5HVSRQVLELOLWLHV RI WKH )URQW 2IÀFH 6WDII
$  )URQW 2I¿FH 0DQDJHU
 +H LV WKH KHDG RI WKH GHSDUWPHQW
 +H HQVXUHV WKH VPRRWK UXQQLQJ RI WKH GHSDUWPHQW
 +H VHHV WR LW WKDW KLV VWDII UHSRUWV WR GXW\ LQ WLPH DQG LQ SURSHU XQLIRUP
 +H HQVXUHV WKDW FRXUWHRXV DQG SHUVRQDOL]HG VHUYLFH LV JLYHQ WR WKH JXHVWV E\ KLV
staff.
 +HGHDOVZLWKIURQWRI¿FHFRUUHVSRQGHQFHRQUHVHUYDWLRQVHQTXLULHVURRPERRNLQJ
etc.
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 +HLVUHVSRQVLEOHIRUWKHXSNHHSRIWKHIURQWGHVNOREE\PDQDJHU¶VGHVNDQGWKHLU
equipment.
 +H GHDOV ZLWK WKH FRPSODLQWV DJDLQVW KLV VWDII DQG RWKHU FRPSODLQWV RI WKH JXHVWV
 3DUWLFLSDQWV LQ WKH VHOHFWLRQ RI )2 3HUVRQQHO
 &RQGXFWV UHJXODUO\ VFKHGXOHG PHHWLQJ RI )2 3HUVRQQHO
B.

Lobby Manager
 +H HQVXUHV WKDW DOO URRPV DUH EORFNHG DV SHU UHVHUYDWLRQ UHTXHVWV
 +H NHHSV D FKHFN RQ URRP SRVLWLRQ
 +H LQVWUXFWV WKH DLUSRUW UHSUHVHQWDWLYHV UHJDUGLQJ WKH OLVW RI DUULYDOV WR EH PHW
 +H FKHFNV SUHUHJLVWUDWLRQ FDUGV
 +H DOVR FKHFNV KRXVHNHHSLQJ GLVFUHSDQF\ UHSRUW
 +H HQVXUHV WKDW JXHVW UHTXHVWV DQG FRPSODLQWV DUH IROORZHG XS
 +H IROORZV XS RQ JURXS DQG FUHZ PRYHPHQW
 +H WDNHV DFWLRQV IRU DOO XQXVXDO HYHQWV LQ WKH OREE\ OLNH ¿UH DFFLGHQWV HWF
 +H HQVXUHV WKH VPRRWK UXQQLQJ RI WKH OREE\
 +H VHQGV ³&´ )RUPV WR WKH )552

C.

Reception Supervisor
 7R WUDLQ DOO IURQW RI¿FH DVVLVWDQWV RQ WKH MRE
 7R PDNH WKH GXW\ URVWHU IRU WKH VWDII
 7R FKHFN WKH VKLIW LQFKDUJH¶V OLVW RQ D GDLO\ EDVLV
 7R FKHFN WKH QH[W GD\¶V DUULYDO OLVW DQG WR EULHI WKH VWDII DFFRUGLQJO\
 +H PDNHV WKH UHTXLVLWLRQ IRU WKH VWDWLRQHU\ UHTXLUHG IRU WKH )URQW 2I¿FH
 +H HQVXUHV WKH VPRRWK UXQQLQJ RI WKH UHFHSWLRQ
 :HOFRPHV 9,3 JXHVWV
 $WWHQGV WR JXHVW FRPSODLQWV
 +H DVVLVWV WKH UHFHSWLRQ VWDII
 0DLQWDLQV UHFRUGV RI WKH UHFHSWLRQ
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D.

Reception Assistant
 7R DQVZHU WKH TXHULHV RI WKH JXHVW WR WKHLU VDWLVIDFWLRQ DQG WR SURYLGH LQIRUPDWLRQ
 7R SURPSWO\ UHJLVWHU JXHVWV DQG WR DVVLJQ URRPV WR WKHP
 7R XSGDWH WKH URRP UDFN UHJXODUO\
 7R FRPSOHWH SUHUHJLVWUDWLRQ IRUPDOLWLHV IRU 9,3V
 7R H[HFXWH JRYHUQPHQW IRUPDOLWLHV UHJDUGLQJ IRUHLJQHUV
 7R SUHSDUH URRP UHSRUWV DQG RFFXSDQF\ VWDWLVWLFV
 6HQG PHVVDJHV WR WKH JXHVWV
 7R SULQW WKH DUULYDO OLVW IRU WKH QH[W GD\

E.

Reception Shift in-charge
 3HUIRUPV WKH WDVNV RI UHFHSWLRQ DVVLVWDQW
 6XSHUYLVHV DQG FKHFNV WKH HQWLUH 6KLIW 2SHUDWLRQ
 +DQGOHV JXHVW FRPSODLQWV
 &KHFNV DOO WKH UHSRUWV EHIRUH WKH HQG RI WKH VKLIW
 $LUOLQH FUHZ EORFNLQJ DQG JURXS EORFNLQJ

F.

Reservation Supervisor
 7RKHOSRXW5HVHUYDWLRQ$VVLVWDQWLQFDOOVFRXUVHVDQGIHHGLQJUHVHUYDWLRQLQIRUPDWLRQ
 7R VXSHUYLVH WKH VWDII XQGHU KHU DQG LPSDUW WUDLQLQJ
 7R PRQLWRU DOO QHZ PRYHPHQWV
 7R IROORZ XS RQ ELOOLQJ LQVWUXFWLRQV DQG RWKHU VSHFLDO UHTXHVWV
 7R FKHFN RQ FUHGLW IDFLOLWLHV WR &RPSDQLHV GLVFRXQW SROLFLHV DQG GLVFRXQWV RIIHUHG
to various companies.
 &RRUGLQDWLRQ ZLWK 5HFHSWLRQ ,QIRUPDWLRQ 6DOHV DQG 0DUNHWLQJ 'HSDUWPHQWV DQG
Tour Operator.
 8SWRGDWH LQIRUPDWLRQ RI WKH SRVLWLRQ RI WKH KRXVH IRU WKH GD\ DQG WKH QH[W WKUHH
days.
 6KH GUDZV XS D ZHHNO\ PRQWKO\ DQG TXDUWHUO\ IRUHFDVW
 0RQLWRUV 9,3 PRYHPHQWV DQG LQIRUPV DOO FRQFHUQHG
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 0RQLWRUV KRXVH VWDWXV DQG NHHS )URQW 2I¿FH 0DQDJHU LQIRUPHG RI VROG RXW GDWHV
 'HDOVZLWKFRUUHVSRQGHQFHYRXFKHUVH[FKDQJHRUGHUVGHSRVLWVUHIXQGRIGHSRVLWV
and actions thereon.
 6KH KDQGOHV WKH JURXS DQG FRQIHUHQFH ERRNLQJ
G.

Reservation Assistant
 7R XSGDWH UHJXODUO\ WKH UHVHUYDWLRQ FKDUW DQG FRPSXWHU
 7R SURSHUO\ DQG FRXUWHRXVO\ KDQGOH DOO UHVHUYDWLRQ UHTXHVWV
 7R NHHS DOO UHVHUYDWLRQV FRUUHVSRQGHQFH XS WR GDWH
 7R KDQGOH DPHQGPHQWV DQG FDQFHOODWLRQ RI UHVHUYDWLRQ

H.

Senior Bell Captain
 +H FRQWUROV WKH PRYHPHQWV RI %HOO &DSWDLQV DQG %HOO %R\V
 +H EULHIV WKH %HOO %R\ DQG HQVXUHV WKDW WKH\ DUH DOZD\V ZHOO JURRPHG
 7DNHV VWRFN RI WKH OXJJDJH SDUFHOV DQG DQ\ RWKHU PDWHULDO
 +DV WKRURXJK NQRZOHGJH RI WKH KRWHO VKRSV DLUOLQH RI¿FHV H[HFXWLYH RI¿FHV HWF
 7KRURXJK SURFHGXUH RQ DUULYDO DQG GHSDUWXUH
 7R FDUU\ RXW GLIIHUHQW HUUDQGV IRU WKH JXHVWV
 5HVSRQVLEOH IRU WKH SURSHU GLVWULEXWLRQ RI QHZVSDSHUV
 .HHSLQJVWRFNRIWKHHTXLSPHQWVWUROOH\VDQGHQVXULQJWKDWWKH\DUHLQJRRGZRUNLQJ
order.
 9LJLODQW DQG DOHUW RQ GXW\
 7R LQLWLDWH DFWLRQ DJDLQVW JXHVWV KDYLQJ VFDQW\ EDJJDJH
 7R DVVLVW LQ FUHZ DQG JURXS ZDNHXS FDOO SURFHGXUHV

I.

Bell Boy
 7DNH WKH EDJJDJH IURP WKH IURQW RI WKH SRUFK WR WKH URRP
 (VFRUW WKH JXHVW WR WKH URRPV RQ DUULYDO
 3ODFH WKH EDJJDJH LQ WKH URRP
 ([SODLQ WKH RSHUDWLRQ RI OLJKW VZLWFKHV DQG DLU FRQGLWLRQLQJ FRQWURO WR WKH JXHVWV
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 %ULQJ WKH EDJJDJH GRZQ LQ FDVH RI GHSDUWXUHV
 &KHFNV WKH URRP WR HQVXUH WKDW WKH JXHVW KDV QRW OHIW DQ\ DUWLFOHV LQ WKH URRP
 2EWDLQ WKH FOHDUDQFH IURP )URQW 2I¿FH &DVKLHU RQ WKH HUUDQG FDUG UHJDUGLQJ WKH
bill.
 &KHFN WKDW PDLO DQG PHVVDJHV DUH WLPHO\ GLVWULEXWHG WR WKH JXHVWV
-  )URQW 2I¿FH &DVKLHU
 2SHUDWHV IURQW RI¿FH SRVWLQJ HTXLSPHQW
 &RPSOHWHV FDVKLHU SUHVKLIW VXSSO\ FKHFNOLVW
 &RPSOHWHV JXHVW FKHFN LQ SURFHGXUHV
 3RVW FKDUJHV WR JXHVW DFFRXQW
 +DQGOH SDLGRXWV
 &RPSOHWHV JXHVW FKHFNRXW SURFHGXUHV
 6HWWOHV JXHVW DFFRXQW
 0DNHV DFFRXQW DGMXVWPHQWV
K.

Night Auditor
 +H SRVWV URRP FKDUJHV DQG WD[HV WR JXHVW DFFRXQWV
 +H SURFHVVHV JXHVW FKDUJH YRXFKHUV DQG FUHGLW FDUG YRXFKHUV
 +H WUDQVIHUV FKDUJHV DQG GHSRVLWV WR PDVWHU DFFRXQWV
 +H YHUL¿HV DOO DFFRXQW SRVWLQJV DQG EDODQFHV
 +H SUHSDUHV D VXPPDU\ RI FDVK FKHFN DQG FUHGLW FDUG DFWLYLWLHV
 +H VXPPDUL]HV UHVXOWV RI RSHUDWLRQV IRU PDQDJHPHQW
 +HNQRZVKRZWRRSHUDWHSRVLWLRQPDFKLQHVW\SHZULWHUVDQG)URQW2I¿FHHTXLSPHQWV
 8QGHUVWDQGV DQG NQRZV KRZ WR SHUIRUP FKHFNLQ DQG FKHFNRXW SURFHGXUHV
 +DQGOH HUUDQGV UHTXHVWHG E\ JXHVWV DQG )URQW 2I¿FH VWDII
 +DQGOH EDJJDJH RI JXHVWV ZKHQ WKH\ DUH VKLIWLQJ WR DQRWKHU URRP
 'LVWULEXWH QHZV SDSHUV
 3DJH ZLWK WKH XVH RI 3DJH %RDUG  JXHVWV LQ WKH OREE\
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 +H UHSRUWV DERXW VFDQW\ EDJJDJH WR WKH EHOO FDSWDLQ
 +H LVVXHV SRVWDJH VWDPSV DJDLQVW FDVK

ǼǼǋÞEȖǼsǣ Ÿ¯ ®ŷ ǢǼ¯¯
7KH DWWULEXWHV RI GLIIHUHQW IURQW RI¿FH SHUVRQQHO DUH GLVFXVVHG EHORZ
 *URRPLQJ
 3HUVRQDO +\JLHQH
 &RPPXQLFDWLRQ 6NLOOV
 6HOI &RQ¿GHQFH
 'LSORPDWLF$SSURDFK
 *RRG 0HPRU\
 *RRG 0DQQHUV DQG (WLTXHWWHV
 3K\VLFDO ¿WQHVV
 'HFLVLRQ PDNLQJ$ELOLW\
7KHUHDUHVRPHJHQHUDODWWULEXWHVZKLFKIURQWRI¿FHSHUVRQQHOPXVWKDYHRUVKRXOGGHYHORS
to handle hotel’s guests
)2$ )URQW 2I¿FH $VVLVWDQW  After the doorman, he/she is person to come in contact
ZLWK WKH JXHVWV $V VDLG WKH ¿UVW LPSUHVVLRQ LV WKH EHVW RQH VR LV WKH FDVH KHUH 7KH
SHUVRQQHO VKRXOG EH ÀXHQW LQ KLVKHU ODQJXDJH ZLWK XS WR GDWH NQRZOHGJH RI WKH SURGXFW
+H  6KH VKRXOG EH D JRRG VDOHV PDQ WDFWIXO DQG GLSORPDWLF WR GHDO ZLWK WKH GLI¿FXOW
situation. The most important attribute is to be a good communicator with a great sense
of humour and positive attitude. Good memory, patience and managing the stress is the
hallmark of his attribute.


GRE (Guest Relations Executive): As the guest relation executive is mainly to
do with the problem solving and having more of the guest interaction. This person
should be charming in all the aspects especially with respect to communication
skill. He/She should be versatile in thinking and should have a discerning mind to
judge the situation and act quickly on it. He /she should have smart appearance,
mature mannerism and knowledgeable about the current happenings and places.



Lobby Manager: The manager should be a mature, possessing the presence of
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mind, quick in decision making, good communicator, tactful and diplomatic as he/
she deals directly not only with the bell(lobby) staff but also customers.


)20 )URQW 2I¿FH 0DQDJHU  6LQFH WKH IURQW RI¿FH PDQDJHU LV WKH KHDG RI WKH
department, he/she should have leadership qualities, be a self motivator and who
motivates his/her staff members to excel and be an initiator. The person should
acquire excellent communication skills (verbal, written and non verbal) so as to be
effective with not only with the staff members but also with the customers specially
LQ KDQGOLQJ GLI¿FXOW JXHVWV ,W LV DOVR WKH PDQDJHPHQW SULQFLSOHV KDYLQJ D JRRG
insight of the market and applying strategies accordingly that helps him/her to be
successful in the long run. FOM should be intuitive and have the foresight and
planning is an essential virtue.



Bell Captain: Handling Porters, familiarizing guests with their new surroundings, run
errands, deliver supplies and provide the guests with information, as required. All the above
given tasks are done under his/her guidance along with Lobby manager. To perform, he/she
along with excellent communication skill should also have effective leadership
qualities.

Review Questions
1. Who is a concierge in hotel?
2. What is the job of bell desk?
3. What are the duties of bell boy?
4. What are the duties and responsblities of night auditor?

5.4. Co-ordination with Other Departments
(Housekeeping, Food and Beverage Service, Food and Beverage Production, Engineering
& Maintenance and Security).
:LWKRXWWKHFRRUGLQDWLRQRIYDULRXVRWKHUGHSDUWPHQWVLQWKHKRWHOIURQWRI¿FHGHSDUWPHQW
cannot function effectively. The following sections show the type of liaison required with
various sections in the hotel:
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Housekeeping: Exchanging the room status report to reconciliation of discrepancies
DQG VPRRWK ÀRZ RI VDOHV RI URRPV LV RQH RI WKH PDMRU WDVNV WR EH FRRUGLQDWHG
Minute details from house count, to security concerns, and special guests requests
are the issues which need to be sorted together. Also, for room change the room
has to be readied. A hotel gets repeat customers, when a guest feels at home

and is provided with all possible basic amenities and necessities like shampoo,
toothpaste, mouthwash, electrical equipments, and in-house entertainment, most of
which are given by the housekeeping. Not to forget also the laundry, linen handling
and dispatch are done by the housekeeping department.
Starting from the projection of sales during the planning phase of the management
cycle to the executing of the plans, there has to be close link between the two
departments.


Food and Beverage Service Department: Communication activities like reporting
and predicting the anticipated house counts basically to do with the sales of food and
beverage, VIP services and the preparation behind it. For the in-house customers,
usually in an automated system, it’s the computer terminals/interface which helps
LQ WUDQVIHUULQJ WKH GDWD WR WKH JXHVW IROLR LQ WKH IURQW RI¿FH WHUPLQDO WR EH FKDUJHG
If the hotel has a manual system, then all the vouchers have to be signed by the
customer and needs to be posted manually into the folio promptly to avoid the late
charges.
Also during the functions (Banquet Department) the guests need to be greeted and
informed about various details like venue direction, billing, any last minute paid
out for the function to be done by FO Cashier, other necessary announcement via
message boards and booking and allocating rooms if required.



Production Department: This department goes in sync with the Food and Beverage
Service Department for the preparation of the Food and Beverage and the set up
as per the estimated number of guest arrival in- house and out house and for the
function, if any. Also to act on special requests like food diet for sick customers.
For the purchases of raw material proper house count is very important and also
paid outs for any emergencies during the function.



Engineering and Maintenance: Any request about the maintenance work through
the customer and also the room status has to be coordinated well for prompt dealing
of the problem. For example – to rectify any plumbing problem, the maintenance
person needs to know whether the room is occupied or not. Usually any repair
IURP WKH JXHVW LV GLUHFWHG WR )URQW 2I¿FH RU WKH +RXVHNHHSLQJ GHSDUWPHQW

 Security Department:0HDVXUHVOLNH¿UHVDIHW\DQGHPHUJHQF\VLWXDWLRQVOLNHERPE
threats, terrorism, and security of diplomatic customers’ appeals to be looked into
E\ ERWK )URQW RI¿FH DQG 6HFXULW\ 'HSDUWPHQW$OVR IRU URXWLQH LQYHVWLJDWLRQ RI WKH
guests, security concerns need the cooperation of each other.
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 Sales and Marketing Department: It is the guest history which is maintained by
WKH )URQW 2I¿FH 'HSDUWPHQW ZKLFK LV PRVW YDOXDEOH IRU WKH VDOHV DQG PDUNHWLQJ
department. Also during the planning stage, it is the forecasting of the room sales
UHTXLUHGIRUSXUFKDVLQJRIVXSSOLHVE\KRXVHNHHSLQJDQGRWKHUGHSDUWPHQWVVWDI¿QJ
DQGRWKHUQHHGVLVGRQHLQFORVHFRRUGLQDWLRQEHWZHHQERWKIURQW2I¿FHDQG6DOHV
and Marketing department.
 Stores: Responsible for constant supply of relevant forms, formats, stationery for
running the department.
Review Questions
1. What is occupancy status?
2. Which are the four steps in departure?
3. Why should all department of the hotel liaise with each other?

5.5 Guest Cycle
The guest cycle describes the activities that each guest passes by from the moment he/
she calls to communicate a reservation inquiry till he/she departs from the hotel. In fact,
the guest cycle encompasses 4 different stages, which are depicted in the underneath,
diagram:

Fig 8: Guest cycle

Pre-arrival Æ Arrival Æ Occupancy Æ Departure
Each stage of the guest cycle is associated guest service and guest accounting activities.
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1.

Guest services
Reservation Æ Registration Æ Occupancy services Æ Check-out and history

2.

Guest Accounting

Establishment of credits Æ Posting charges Æ Night auditing Æ Settlement of accounts
  %HORZLVDGHVFULSWLRQRIWKHDFWLYLWLHVXQGHUWDNHQDWHDFKVWDJHRIWKHJXHVWF\FOH
1.

Pre-arrival
  $WWKHSUHDUULYDOVWDJHWKHKRWHOPXVWFUHDWHIRUHYHU\SRWHQWLDOJXHVWDUHVHUYDWLRQ
record. Doing this initiates the hotel guest cycle. Moreover, reservation records help
personalize guest services and appropriately schedule needed staff and facilities.
  7KHUHVHUYDWLRQGHSDUWPHQWVKRXOGWKHQFRPSOHWHDOOWKHSUHUHJLVWUDWLRQDFWLYLWLHV
and prepare guest folios (applicable only for automated systems). Doing so will
eventually maximize room sales by accurately monitoring room availability and
forecasting room revenues.

2.

Arrival
  $W WKH DUULYDO VWDJH UHJLVWUDWLRQ DQG URRPLQJ IXQFWLRQV WDNHV SODFH DQG WKH KRWHO
establishes a business relationship with the guest.
  7KHFKHFNLQFOHUNVKRXOGGHWHUPLQHWKHJXHVW¶VUHVHUYDWLRQVWDWXV LHSUHUHJLVWHUHG
guests versus walk-ins). Later, he/she shall prepare a registration record or make
the guest sign the already printed pre-registration record (under some of the semiautomated and all fully automated systems).
  7KH UHJLVWUDWLRQ UHFRUGV VKDOO LQFOXGH WKH IROORZLQJ SHUVRQDO DQG ¿QDQFLDO LWHPV
a) Personal information
1.

Name and Surname of the guest along with billing address, telephone number,
and any other coordinates.



3DVVSRUW QXPEHU ELUWK FHUWL¿FDWH DQGRU GULYLQJ OLFHQVH QXPEHU ZKDWHYHU
applicable).

3.

Any special needs or requests.

4.

Guest Signature.
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b) Financial information
1.

Date of arrival.

2.

Expected date of departure or length of stay depending on how the system
in the hotel is designed.

3.

Assigned room number.

4.

Assigned room rate.

5.

Guest’s intended method of payment.

 5HJLVWUDWLRQ UHFRUGV FDQ EH XVHG IRU YDULRXV SXUSRVHV

3.

a)

Satisfy guest needs.

b)

Forecast room occupancies.

c)

Settle guest accounts properly.

d)

Establish guest history records at check-out [personal & financial
information].

e)

Assign a room type and a room rate for each guest.

f)

Determine long-run availability [i.e. reservation information] versus short-run
availability [i.e. room status].

g)

Satisfy special categories of guests such as disabled people through barrierfree designs.

Occupancy
  $WWKHRFFXSDQF\VWDJHWKHIURQWRI¿FHGHSDUWPHQWVKDOOFRRUGLQDWHJXHVWVHUYLFHV
LQ D WLPHO\ DQG DFFXUDWH PDQQHU 0RUHRYHU IURQW RI¿FH FOHUNV VKRXOG HQFRXUDJH
repeat guests by paying a great attention to guest complaints. This is ensured by
placing complaint and/or suggestion cards in every public place and revenue centres
in the hotel. Moreover, the hotel shall, at least on a daily basis, collect comment
cards, proceed with their analysis, and provide positive feedback to guest as soon
as possible.
 ,Q DGGLWLRQ VKDOO GHVLJQ HIIHFWLYH SURFHGXUHV LQ RUGHU WR SURWHFW WKH IXQGV DQG
valuables of guests. This might be ensured through guest key control, property
surveillance, safe deposit boxes, well designed emergency panels and exits.
  $QRWKHU DFWLYLW\ DW RFFXSDQF\ LV WR SURFHVV SRVWLQJ RI JXHVW FKDUJHV LH URRP
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rates, food and beverage charges, additional expenses, and taxes) to various guest
IROLRVDQGPDVWHUIROLRV:KLOHGRLQJVRIURQWRI¿FHFOHUNVVKDOOFRQWLQXRXVO\FKHFN

for deviations from the house limit, and take corrective measures as to change the
VWDWXV RI WKH JXHVW WR SDLGLQDGYDQFH )LQDOO\ IURQW RI¿FH FOHUNV VKDOO SHULRGLFDOO\
review account balances in coordination with the night auditor.
4.

Departure
 $W WKH GHSDUWXUH VWDJH WKH JXHVW VKDOO EH ZDONHG RXW RI WKH KRWHO 0RUHRYHU IURQW
RI¿FH FOHUNV VKDOO FUHDWH JXHVW KLVWRU\ UHFRUG )LQDOO\ FDVKLHUV VKDOO VHWWOH JXHVW
account outstanding balances (i.e. balancing the guest account to zero balance)
  ,Q JHQHUDO D SURSHU FKHFNRXW RFFXUV ZKHQ WKH JXHVW
a)

Vacates the room

b)

Settles the guest account

c)

Returns room keys

d)

Leaves the hotel

  $W GHSDUWXUH FKHFNRXW SHUVRQQHO VKRXOG HQFRXUDJH JXHVWV WR FRQVLGHU UHWXUQLQJ
to the hotel on any future date. That’s why cashiers should act like a true sales
person, and might eventually accept guest future reservations. That way, the stages
of the guest cycle become really a cycle (i.e. start from where it ends).
  ,IDWGHSDUWXUHWKHJXHVWDFFRXQWLVQRWIXOO\VHWWOHGWKHQODWHFKDUJHVDFFXPXODWH
In such an undesired case, the responsibility of collection lies within the accounting
GHSDUWPHQW KRZHYHU WKH IURQW RI¿FH GHSDUWPHQW VKDOO SURYLGH DOO QHFHVVDU\ W\SHV
of information to make this collection easier, quicker and feasible.
®ǋŸŘǼ ŷ¯ʩOs ǢɴǣǼsŎǣ
  8QWLO WKH ¶V QHDUO\ DOO KRWHOV ZHUH RSHUDWLQJ XQGHU WKH PDQXDO V\VWHP ,Q ODWH
70’s, with the introduction of computers, hotels shifted to semi-automated systems.
1RZDGD\V PRVW RI WKH ¿YHVWDU KRWHOV RSHUDWH XQGHU WKH IXOO\ DXWRPDWHG V\VWHP
Below is a brief description of the three different systems under which hotels might
operate.
1.

Non-automated/manual systems
This very system is the one characterized by the sole usage of hands. In fact,
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all formats, procedures and different kinds of calculations are done manually.
2.

Semi-automated/ Electro-mechanical systems
This system gets use of some Electro-mechanical equipment. In fact, under
the semi-automated system, each department might have its own computer
system under which it handles all its operations.

3.

Fully automated/Computer based systems
That’s the best system ever used in the hotel industry. In fact, it is characterized
by the excessive use of departmental software package programs integrated and
FRQQHFWHG WR D PDLQ IUDPH RU WHUPLQDO VLWXDWHG DW WKH IURQW RI¿FH GHSDUWPHQW

Guest Cycle under Three Different Systems
At this stage, it is essential to notice that the following stages of the guest cycle under
WKH WKUHH GLIIHUHQW V\VWHPV GR QRW FRQÀLFW ZLWK HDFK RWKHU ,Q IDFW WKH RQO\ GLIIHUHQFHV
are due to the nature of the system use. Therefore, what will be discussed above is not
the repetition of the sequence; rather only differences will be highlighted.
1.

Non-automated systems
A- Pre-arrival activities
At the pre-arrival stage, reservation requests should be introduced in a looseleaf notebook or index 9 x 4 cards. Moreover, only reservations up to 6 months
horizons shall be honoured. Lastly, it is not practical, under this very system, to
LVVXH UHVHUYDWLRQ FRQ¿UPDWLRQ QXPEHUV LQLWLDWH SUHUHJLVWUDWLRQ DFWLYLWLHV DW WKH
exception of VIP and groups) and prepare occupancy forecasts. The reason is
WLPH DQG PRQH\ ORVV DORQJ ZLWK LQVXI¿FLHQW ODERXU IRUFH WR PDQXDOO\ FRQGXFW DOO
the above mentioned activities.
B- Arrival activities


$W WKH DUULYDO VWDJH JXHVWV VKDOO HLWKHU VLJQ D SDJH LQ WKH UHJLVWUDWLRQ ERRN RU ¿OO
manually a registration record. Under this very system, the most widely used front
RI¿FHHTXLSPHQWLVWKHURRPUDFNLQZKLFKUHJLVWUDWLRQUHFRUGVDUHLQVHUWHGWRVHUYH
as room rack slips. Moreover, registration books and records shall be time stamped
as an internal control proving when the guest exactly came, who registered him/
her and so on. Lastly guest folios shall be opened for each registered guest.

C- Occupancy activities

92

Under the occupancy activities, registration records shall be prepared with multicopies. In fact, one copy shall be distributed to room rack, another stamped to the
JXHVW IROLR DQRWKHU JLYHQ WR VZLWFKERDUG RSHUDWRUV DQG D ¿QDO FRS\ KDQGHG WR
the uniformed service personnel. Lastly, guests with charge privileges charges and
payments shall be posted to respective guest folios.

D- Departure activities
At departure stage, cashiers should settle each guests account and outstanding
balance and get room keys back from guests. Moreover, cashiers shall notify the
housekeeping department that the room is no more occupied (i.e. room status
change) to let this very department clean the room and prepare it for new arrivals. In
addition, cashiers shall remove room rack slips from room racks to indicate departure.
/DVWO\ WKHVH YHU\ UDFN VOLSV RI GHSDUWHG JXHVWV VKDOO EH ¿OHG LQ D FDUGERDUG ER[
to serve as a guest history record
2.

Semi-automated systems

This system is less common in small and middle size hotels. For these hotels, may not
afford the huge investments associated with the installation of different hardware and
software.
The main advantage of this very system over manual system is that various reports can
automatically be generated. However, the major disadvantages associated with this system
are various complexities of operating and controlling devices due to the fact that this
equipment are not integrated with other systems and are subject to frequent maintenance
problems.
A- Pre-arrival activities
At this very stage, guests can either call a national reservation network or directly
contact the hotel. Moreover, reservation clerks can prepare pre-registration records,
guest folios and information rack slips.
B- Arrival activities
At this very stage, already reserved guests shall verify their pre-registration forms
and have only to sign it. On the other hand, walk-ins shall complete a multiple copy
of registration record from the beginning.
C- Occupancy activities
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At the occupancy stage, in order to track the different guest charge expenditures
and all other possible guest transactions, hotels get an intensive use of various
kinds of vouchers. Moreover, the most widely used equipment, under this very
VWDJH LV WKH PHFKDQLFDO FDVK UHJLVWHUV DQG IURQW RI¿FH SRVWLQJ PDFKLQHV /DVWO\
under this very stage, night auditor shall continuously resolve any discrepancy in
JXHVW DFFRXQWV DQG HI¿FLHQWO\ UHFRQFLOH JXHVW IROLRV
D- Departure activities
At this very stage, cashiers shall relay room status information to the housekeeping
department. Moreover, they should place registration records of departed guests in
SURSHUW\¶V JXHVW KLVWRU\ ¿OHV
3.

Fully automated systems
A- Pre-arrival activities
Under this stage, the reservation department is equipped with a software
package, which is interfaced and connected with one or more central reservation
RI¿FH 0RUHRYHU WKH UHVHUYDWLRQ GHSDUWPHQW FDQ DXWRPDWLFDOO\ JHQHUDWH OHWWHUV
RI FRQ¿UPDWLRQ SURGXFH UHTXHVWV IRU JXHVW GHSRVLWV DQG KDQGOH SUHUHJLVWUDWLRQ
activities for all types of guests and generate daily expected arrival lists, occupancy
and revenue forecast lists.
B- Arrival activities


$WWKLVVWDJHYDULRXVUHVHUYDWLRQUHFRUGVFDQEHWUDQVIHUUHGWRIURQWRI¿FHGHSDUWPHQW
Moreover, hotels might be equipped with an on-line credit authorization terminals
for timely credit card approval, self check-in / check-out terminals. Lastly, all guest
charges and payments are saved in electronic guest folios.
As far as walk-ins are concerned, all registration activities should be initiated from
the very beginning.

C- Occupancy activities
Under this very stage, guest purchases at different revenue outlets are electronically
WUDQVIHUUHG DQG SRVWHG WR DSSURSULDWH JXHVW DFFRXQWV 0RUHRYHU WKH IURQW RI¿FH
department can run and process continuous trial balances and therefore, eliminate
the tedious work for the Night Auditor.
D- Departure activities
At this very stage, cashiers can automatically produce bills to be sent to various
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guests with direct billing privileges and create electronic guest history records.
)URQW 2I¿FH )RUPV
At different stages of the guest cycle different forms are used depending on which operating
system a hotel chooses. Below are some of the common forms used:
1.

Pre-arrival activities
D  5HVHUYDWLRQ UHFRUG RU D UHVHUYDWLRQ ¿OH
E  /HWWHU RI FRQ¿UPDWLRQ
c) Reservation rack and reservation rack slips

2.

Arrival activities
D  5HJLVWUDWLRQ FDUG RU UHFRUG  RU UHJLVWUDWLRQ ¿OH
b) Room rack and room rack slips

3.

Occupancy activities
a) Guest folio: shall be of duplicate forms and pre-numbered for cross-indexing control
purposes
b) Vouchers: support documents detailing facts of a transaction, but does not replace
the source document (i.e. the invoice). Examples of vouchers might include charge
vouchers, allowance vouchers, paid-out voucher, correction vouchers and so on
c) Information rack slips

4.

Departure activities
a) Credit card vouchers
b) Cash vouchers
c) Personal check vouchers
d) Transfer vouchers
e) Guest history records

)URQW 2I¿FH )XQFWLRQDO 2UJDQL]DWLRQ
:KDWVRHYHU V\VWHP DQG VHWWLQJ WKH KRWHO PLJKW XVH LW VKRXOG UHÀHFW HDV\ DFFHVV WR WKH
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HTXLSPHQW IRUPV DQG VXSSOLHV QHFHVVDU\ 0RUHRYHU WKH VHWWLQJ VKDOO UHÀHFW SRVLWLRQ
ÀH[LELOLW\ 0RUHRYHU QRZDGD\V WUHQG VKRZV WKDW WUDGLWLRQDO PDLO PHVVDJH DQG NH\ UDFNV
are unnecessary at the Front Desk. Rather, they shall be stored in drawers or slots
located under or away from the Front Desk. For, this would ensure security and safety
of guests.
1.

Front Desk designed alternatives
a) Circular or semi-circular structure: this very structure provides an effective service
to more guests and appears more modern and innovative but since guests will
approach the Front Desk from all angles, more staff is needed.
b) Traditional straight desk: Under this very design, fewer staff is needed, but fewer
guests can be served at the same time.
c) Desk less environment: Under this design, there is no Front Desk at all. This is
usually replaced by a hostess, or steward welcoming the guest, seating him or her
on a chair/sofa, and conduct registration activities there while, for example, having
a cocktail or a drink.

 )URQW 2I¿FH (TXLSPHQW
1. Room rack
2. Mail, message, and key racks
3. Reservation racks
4. Information racks
5. Folio trays or folio buckets
6. Account posting machine
7. Voucher racks
8. Cash registers
9. Telephone equipment
Review Questions
1. What do you mean by guest cycle in hotel business?
2. Name the four stages of guest cycle.
3. What is the personal Information collected at the time of arrival/check-in of a guest?
 5ROH 3OD\ DV DQ HPSOR\HH ZRUNLQJ LQ IURQW RI¿FH DW WKH WLPH RI GLIIHUHQW VWDJHV LQ
guest cycle.
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5.6 Property Management System
Property Management System (PMS) is a broad term for the softwares specially designed
to manage hotel through computers as in fully automated system. PMS helps in managing
reservations, registration, guests’ accounts, bill settlement, check-outs, and saving guest
history using software. There are many softwares available in the market such as Opera,
Amadeus, Shawman, Fidelio and Micros. PMS being a fully integrated hotel computer
system provides management with effective means with which to operate and control
PDQ\ IURQW RI¿FH DQG EDFN RI¿FH DFWLYLWLHV EHFRPHV HDV\ DQG HI¿FLHQW
Important Interfaces of Hotel Operations Include:
 3RLQW RI VDOHV V\VWHPV 326
 &DOO DFFRXQWLQJ V\VWHP
 (OHFWURQLF ORFNLQJ V\VWHP
 (QHUJ\ PDQDJHPHQW 6\VWHP
 $X[LOLDU\ JXHVW VHUYLFHV
 *XHVW RSHUDWHG GHYLFHV
Point of Sale Systems
POS refers to point of sale (POS) software that runs on computers, usually touch screen
terminals or wireless handheld devices. Restaurant POS systems assist businesses to
track transactions in real time.
Typical restaurant POS software is able to print guest checks, print orders to kitchens
and bars for preparation, process credit cards and other payment cards and run reports.
In addition, some systems implement wireless pagers and electronic signature capture
devices.
Computer terminals are located in each point of sale department such as restaurants,
spas, coffee shop, etc.
These terminals connect to a central processing unit, when the main terminal interacts
with the PMS data it can be transferred from the POS systems to various front and back
RI¿FH PRGXOHV IRU IXUWKHU SURFHVVLQJ 7KLV V\VWHP DFFRPSOLVKHV WKH EDVLF REMHFWLYHV RI
HOHFWURQLFGDWDSURFHVVLQJ7KHWLPHWDNHQIRUSRVWLQJFKDUJHVWRDJXHVWIROLRLVVLJQL¿FDQWO\
UHGXFHGDQGWKHQXPEHURIWLPHVDVLJQL¿FDQWSLHFHRIGDWDLVKDQGOHGLVDOVRPLQLPL]HG
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It also reduces posting errors and the possibility of late charges.
Call Accounting Systems
This system is capable of handling direct distance calling, distribute calls through a least
cost routing network and price outgoing calls. When a CAS is interfaced with a PMS’s
IURQWRI¿FHJXHVWDFFRXQWLQJPRGXOHWHOHSKRQHFKDUJHVFDQEHGLUHFWO\SRVWHGWRDSURSHU
guest folio. It reduces space needed, labour cost as no telephone operator is needed and
maintenance costs.
Electronic Locking Systems
Some ELS provide a “Do not disturb” option for guests. This option typically employs an
indicator that displays a notice when guests want privacy. The notice is often given by a
ÀDVKLQJUHGOLJKWORFDWHGZLWKLQDORFNLQJPHFKDQLVP7KHLQGLFDWRUPD\EHWULJJHUHGZKHQ
a room attendant inserts a key into the locking mechanism. No longer must housekeeping
staff test the door’s chain to realize that the guest is still in the room
A safety feature built into ELS prevents the door from opening while the key remains in
the lock. This prevents the guest from entering the room while forgetting the key in the
door. If the key remains in the locking mechanism beyond a predetermined time interval,
the system destroys the key by scrambling the code. To avoid any inconvenience the
staff should inform the guests that failure to promptly remove the key from the lock will
cause it to become invalid.
Newest electronic locking systems allow guest to set the locking system by programming
their own four digit code number. Some ELS also allow guests to use their own credit card
to enter the room. At the time of check in the credit card is moved through a magnetic
card reader. The reader captures and encodes the information contained on the card’s
magnetic strip and sends it as the access code for the appropriate guest room door. When
the guest arrives at the assigned room, the credit card operates as the room key.
ELS Reports
0DQDJHPHQW FDQ ¿QG RXW ZKLFK NH\ FDUGV RSHQHG ZKLFK GRRUV E\ GDWH DQG WLPH
Communicating this ELS capability to hotel staff and guests may help reduce the number
of guestroom incidents. ELS typically maintain an audit trail involving the use of system
based key cards. Some systems print out reports in chronological sequence. Some systems
record and store an activity data that can be formatted to provide printed reports on
demand. The creation of reports, as well as other system functions, should be controlled
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E\ RSHUDWRU LGHQWL¿FDWLRQ DQG SDVVZRUG VHFXULW\ FRGHV
Energy Management System (EMS)
Heating, lighting, ventilation and air conditioning are essential to a hotel’s existence. The
JUHDWHUWKHHI¿FLHQF\RIWKLVHTXLSPHQWWKHEHWWHUWKHKRWHOVHUYHVWKHQHHGVRIWKHJXHVW
Energy management systems may conserve energy contain energy costs and tighten
operational costs over guestroom and public are environments. An important feature of
WKHVHV\VWHPVLVWKHLUDELOLW\WRPLQLPL]HWKHEXLOGLQJ¶VHQHUJ\QHHGVZKLOHQRWVLJQL¿FDQWO\
affecting the hotel’s comfort conditions.
An energy management system may be a central feature of the rooms management
module.
It is a computer based control system designed to automatically manage the operation of
mechanical equipment in a property. The programming of this system enables management
to determine when equipment is to be turned on or off or otherwise regulated. For example
if the meeting rooms of a hotel will be used at 10:00 am to 2:00pm, the computer can be
programmed to automatically conserve energy during the hours the rooms will not be in
use, while ensuring that by 10:00 am the rooms reach a satisfactory comfort level for the
guests. This programming technique can be used for equipment affecting various spaces
throughout the property.
Auxiliary Guest services
Placement of wake up calls and the delivery of messages to guests are examples of these
systems. The main reason for interfacing these systems to the property management
system lies in the comprehensive co-ordination and tracking of guest related functions.
An automated wake-up call system permits the front desk employees to input a guest
URRPQXPEHUDQGUHTXHVWHGZDNHXSWLPH$WWKHVSHFL¿HGWLPHWKHV\VWHPDXWRPDWLFDOO\
rings the room and calls back at predetermined intervals until the system stops calling
and makes note of the guest’s failure to answer. If the guest answers the call, the system
completes a pre-recorded morning greeting and then disconnects. Some systems require
WKDWWKHJXHVWVSHDNLQWRWKHSKRQHWRFRQ¿UPKHVKHLVDZDNH$QRWDWLRQRIWKHDQVZHUHG
call is often stored for the day in the system.
Electronic message waiting systems are designed to let a guest know that a message
is waiting at the front desk. Some of these systems display messages on the television
screen in the guest’s room.
Hotels have also adopted voice mailboxes. These are devices that record telephone
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messages for guests. A caller, who wishes to leave a message for the guest, does so
over the phone and the message is recorded for the guest to access later. To access the
message the guest typically dials a special telephone number, connects with the voice
mailbox and listens to the message delivered in the caller’s own voice. By interfacing
the voice mailbox service with PMS, the recording of the message trips the message
waiting mechanism in the guestroom, leaving the switchboard staff free to perform other
productive tasks.
Guest Operated Devices
These systems may be located in public areas of the hotel or in private guestrooms.
Assortments of devices provide concierge-level service with in-room convenience. Guest
operated devices discussed in the following sections include:
Self check in/self check out systems
In-room entertainment systems
In-room vending systems
Information Systems
Self Check in /Check- out Systems
They resemble automatic bank teller machines. These are usually located in the lobby. They
possess both audio and video capability. In a self check in system, the guest initiates the
registration process by inserting the credit card in the terminal. After collecting registration
data the terminal screen may display room rates and types. Since the terminals are
interfaced with the PMS automatic room and rate assignment are possible. The terminal
may also dispense an electronic guestroom cardkey or tell the guest how to obtain a
room key.
Lobby terminals are also capable of handling a checkout process. Here the guest uses his
credit card used at check in to access and settle his account. The system automatically
posts the account balance to the credit card for billing and dispenses an automated
statement for the guest.
These days guests also have the opportunity for both in-room folio review and in-room
check out. These systems may use in-room computer terminals, the hotel’s television cable
station, or guestroom telephones to access and display guest folio data on the guestroom
television screen. When in room terminals are linked with PMS guests can access folio
data and can approve and settle their accounts. Guest room telephones when interfaced
with PMS can also be used to display the guest folio details on the television screen.
The system provides guests with folio details and directs a self checkout procedure. Folio
copies are typically available at the front desk to copy.
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These systems reduce the time it takes to process guest registrations, check-ins and
checkouts. They can also be enhanced to introduce guests to the facilities and amenities
DYDLODEOH$XWRPDWHG FKHFNLQ DQG FKHFNRXW GHYLFHV IUHH IURQW RI¿FH SHUVRQQHO WR VSHQG
more time with guests who need personal attention.
In-room Entertainment Systems
When interfaced with a PMS in room movie systems provide guestroom entertainment
through a dedicated television pay channel. The interface includes a timing device. After the
FKDQQHOKDVEHHQWXQHGLQIRUDVSHFL¿FDPRXQWRIWLPHWKHGHYLFHWULJJHUVDQDXWRPDWLF
charge posting to the appropriate guest folio.
Stand alone in room movie systems generally require the guest to dial an in-house service
and request that the movie be turned on. The operator who turns on the program also is
responsible for posting the charge to the proper guest folio.
Although the telephone call approach is not fully automated, it does provide a sound
approach for minimizing guest-disputed charges.
In-room Vending Machines
Non-automated mini-bars in the guest room require that the beginning inventory level are
noted either by the housekeeping or room service attendants during their normal rounds.
In either case the employee uses a hand-held portable computer or touch tone telephone
in the guest room to connect with the remote mini-bar’s computer terminal. The product
code of the items consumed, are put in and the bars CPU relays the guestroom information
and charges of the consumed items via the property management system and issues a
stock replacement report.
,I WKHVH V\VWHPV DUH HOHFWURQLF DQG PLFURSURFHVVRU EDVHG WKH\ PD\ FRQWDLQ ¿EUH RSWLF
sensors that record the removal of stored products. Once triggered the sensors relay the
transaction to build in microprocessor for recording. Individual room microprocessors are
typically cabled to a remote CPU which stores recorded transactions. The CPU converts
transactions into accounting entries and relays them to the property management system
guest accounting module for folio posting. The bar system’s CPU also maintains perpetual
inventory replenishment data which directs the restocking of vending units.
Micro processor based systems enable hotel managers to use a remote central console
to lock in-room vending units. Some systems help guests to lock their mini-bars using
their guestroom keys. Interfacing with PMS helps reduce late charges as well as labour
costs.
Guest Information System
These systems are television based and can connect to cable broadcast systems, wire
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news services, transportation schedules and restaurant and room service menus and may
also access the internet. When in-room computers are able to connect to the internet,
guests may access
z

Airline schedules

z

Local restaurant guides

z

Stock market reports

z

News and sports updates

z

Shopping catalogues and transactions

z

Video games and casino games

These systems may also be connected to the hotel’s cable television band. This connection
enables the property to keep in house guests and convention attendees informed about
events and functions to provide tourists with information about local attractions and to
inform business travellers about support services by the property.
Review Questions
1. PMS stands for _____________________ .
2. Write the name of any 4 commonly using PMS software in persent hotel operation.
3. What is POS and how POS software is useful in tracking the transaction of
business.
4. What is ELS?
5. What kind of information does the guest information system record?
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Exercises
Fill in the Blank
1.
Hotel is a home away from________________.
 BBBBBBBBBBBBBBBBLV UHIHUUHG WR DV QHUYH FHQWUH RI WKH IURQW RI¿FH GHSDUWPHQW
3.
_____________desk is responsible for handling baggage’s at arrival and departure
of guest.
4.
The Software specially designed to manage hotel functions through computers is known
as ________________system.
Short Answer Questions
 'H¿QH WKH WHUP µ7RXULVP¶
 'H¿QH WKH WHUP µ+RVSLWDOLW\¶
 :KDW IXQFWLRQV UHVHUYDWLRQ GHVN ZLOO SHUIRUP LQ IURQW RI¿FH"
    'H¿QH WUDYHO GHVN LQ KRWHO"
 0DNH OLVW RI GXWLHV SHUIRUPHG E\ 5HVHUYDWLRQ DVVLVWDQW LQ IURQW RI¿FH RI D KRWHO"
Long Answer Questions
1.
Draw the layout of tourism industry as it is an amalgamation of several service
oriented industries.
 :KDW DUH WKH IXQFWLRQV RI FDVKLHU LQ IURQW RI¿FH GHSDUWPHQW"
 'HVFULEH WKH MRE SUR¿OH RI IURQW RI¿FH PDQDJHU
 %ULHÀ\ H[SODLQ WKH SURFHVV RI JXHVW F\FOH ZLWK D GLDJUDP
Practical Activities
Role play : Guest Check- in and Check- out procedures. (The students should be able to handle
entire pre-arrival, arrival and departure procedures independently, like handling queries, telephone
handling, luggage handling, providing information at stay, billing, etc.)
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UNIT 6

FRONT OFFICE SERVICES
Structure
6.1 Introduction
 (TXLSPHQWV XVHG LQ )URQW 2I¿FH
6.3 Black List
6.4 General House Rules

Unit Overview and Description
After reading this unit, students will be able to
9 ,GHQWLI\ YDULRXV HTXLSPHQWV XVHG LQ IURQW RI¿FH RSHUDWLRQV
9 Understand various guest services including key handling, mail handling, luggage
handling etc. procedures
9 Know about the rules for guests and staff

Resource Material
 )URQW 2I¿FH 0DQDJHPHQW LQ +RWHO  %. &KDNUDYDUWL
2. Hotel Houeskeeping Operations - Smritee Raghubalan and G. Raghubalan.
 +RWHO )URQW RI¿FH  2SHUDWLRQV DQG 0DQDJHPHQW  -DWDVKDQNDU 5 7LZDUL   

6.1 Introduction
With the advent of technology the usage of machineries has also increased in hotels.
+RWHOV RI ¿YH VWDU FDWHJRULHV JHQHUDOO\ DUH NQRZQ IRU EHLQJ DPRQJ WKH ¿UVW RQHV WR
introduce latest technologies in their establishments. It becomes necessary to introduce
latest trends on the part of hoteliers as their revenue generation is directly proportionate
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WR FXUE DSSHDO RYHUDOO DPELHQFH RI DQ HVWDEOLVKPHQW DQG XVDJH RI ¿QHVW HTXLSPHQWV
as these may play an important role in enhancing the mass appeal of an establishment.
The usage of equipments during guest handling makes working fast and easy for front
RI¿FH¶V DV ZHOO DV RWKHU GHSDUWPHQW¶V H[HFXWLYHV 7KH FKRLFH RI HTXLSPHQWV ZLOO GHSHQG
upon the size and budget of the establishment. A big hotel with limited budget generally
opt for semi automated equipments and buys only which suits them best whereas on the
RWKHUKDQGDELJKRWHOZLWKDKLJKEXGJHWZLOOGH¿QLWHO\FKRRVHDQDXWRPDWHGIURQWRI¿FH
with fully automated or computerized equipments.
Review Questions
1. Which category of hotels is known for using new technologies in operation?
 8VH RI WHFKQRORJ\ LQ KRWHO PDNHV ZRUN IDVW DQG HI¿FLHQW 7UXH)DOVH

 (TXLSPHQWV XVHG LQ )URQW 2IÀFH
 5RRP 5DFN
 %LOOLQJ DQG SRVWLQJ 0DFKLQH
 3RVWDO :HLJKLQJ 0DFKLQH
 3KRWRFRS\ DQG 3ULQWLQJ PDFKLQH
 &UHGLW &DUG ,PSULQWHU
 7HOHSKRQHV
 /XJJDJH WUROOH\
 /XJJDJH 1HW
 :DOO &ORFNV
 )LUH H[WLQJXLVKHU
 &RPSXWHUV
 &DVK 5HJLVWHUV ± 1&5  (&5
 )ROLR %XFNHW
 .H\  0DLO 5DFN
 )UDQNLQJ 0DFKLQH
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 6DIH 'HSRVLWV
 7LPH DQG 'DWH 3XQFKLQJ 0DFKLQH
 3DJH %RDUG
 &&79 &DPHUD
 3%; 3$%; (3$%;
Room rack: This rack is found in non-automated and semi-automated hotels. A room
UDFN LV DQ DUUD\ RI PHWDO ¿OH SRFNHWV GHVLJQHG WR KROG URRP UDFN VOLSV EHDULQJ WKH QDPH
of the guest, date and time of arrival, number of rooms, room type and rate, date of
departure, other minor details like – reserved by, billing instructions, special instructions,
which is used to indicate room status. In some hotels, a slip or the registration card itself
can be inserted in the rack. Various colour codes are also used to indicate the room
status information (occupied, out of order, vacant and so on). These racks cannot be
moved easily and can be reused. Reservations can be kept in accordance with the date
of arrival order.
Room rack is eliminated in a fully automated system (property management system).

Whitney Rack
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Key Rack: Key rack has sockets to store guestroom keys. Presently, with the development
in technology, we have electronic key system which can be generated through one console
itself and does not require any storage; the extra space needed for the keys is eliminated.
Those hotels which still depend on key slots; they utilize their space by combining it with
mail, and message rack.
Mail and Message Rack: Even if the mail, and message rack is separated from the key
rack, accessibility factor for the person who is responsible for the same is a must.
For the mails and messages in a fully automated hotel, it can be retrieved from the room,
house phone as the message can be stored through the voice mail system. Even for the
delivery of mail, the message for the same can be passed through the electronic message
centre. The guest gets to know about it through a message light in the room.
Information Rack: This rack is used to help the employees to route the mail, messages
and other visitor inquiries in a systematic way. To smoothen the functioning, the rack has
two listing – one in alphabetical order and other one by room numbers. Again this rack
is not required in a fully automated hotel.
Folio Bucket: This Tray is kept usually in the non-automated
hotel and semi-automated hotel as well, which is kept in
ascending order of the room numbers. The placement of
folio bucket should be such a way that it can be accessed
E\ ERWK WKH IURQW RI¿FH DVVLVWDQW DQG WKH FDVKLHU IRU WKH
updating/posting of transactions of the guest staying in the
KRWHO DQG ¿QDO ELOOLQJ

Folio Bucket/ Folio Tray

For the departed guest, who pays the bill through credit card or by company account,
there is one more folio tray in the accounts department. This folio is closed only after
WKH ¿QDO SD\PHQW ZKHQ WKH EDODQFH VKRZV ]HUR DPRXQW  RU LI QRW SDLG DQG LV GHFODUHG
as bad debt.
Billing and Posting Machines: Semi-automated hotels use
posting machines. This machine records transactions, makes
account statement, also analyses sales activity and does an
audit trail of charge purchase transactions. The advantage here
is printed copy of the guest’s folio. But the disadvantage and
being the major one is that it is prone to errors as it requires
D SHUVRQ WR XSGDWH FKDUJH PDQXDOO\ DQG GLI¿FXOW WR RSHUDWH
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Fully automated do not require posting machines as hotels PMS can do all the work with
greater advantages over posting machines.
Voucher Rack: Once the transaction is over, the vouchers are required for the audit
SURFHVV E\ WKH DFFRXQWV GHSDUWPHQW IRU YHUL¿FDWLRQ KHQFH WKH QHHG RI WKH YRXFKHU UDFN
Ideally this should be situated near the posting machine where the cashier or the front
desk assistant can access it easily.
Call Accounting System: CAS is a software program that helps in processing of calls
(outgoing or incoming), pricing them and billing accordingly towards the necessary account
(guest account in the guest folio). With this system, there is no requirement of any phone
company operators or staff to place the call. For the activation of phone calls in the guest
rooms the front desk clerk has to enter the guest’s name and room number into the data
bank, which automatically keeps the call charges updated.
National Cash Register/Electronic Cash Register: This is used to record any cash
transactions. Today posting machine and computer have taken the place of cash register
with the printing device for producing various cash reports like sales receipts, price control
reports etc. There are several keys which can be used to record data like amount of
transaction, its type, concerned department, its purpose, method of payment and so on.
Wake up Devices: WKLV LV DQ DODUP FORFN WKDW LV XVHG E\ WKH IURQW RI¿FH DVVLVWDQW WR
remind them to awaken the guest as per the request. Presently this wake services are
replaced by in room wake up messages through computer interfacing (automatic call
dispensing system).
Telecommunication Equipment
PBX- (Private Branch Exchange): This equipment takes inbound calls to the hotels
operator’s console, through whom the calls are further diverted to the respective areas.
With these types of systems, number of telephones lines is limited. Outbound calls normally
do require an operator. Charging of calls is also done by the operator.
With a PABX (Private Automated Branch Exchange) the problem of calculation is eliminated
with the usage of individual meters for each extension. The need of the operator is also
eliminated.
Call Accounting System: This system eliminates the requirements of any telephone
company or any operator for any billing purpose. As discussed above, it’s software.
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Pager and cellular phones: Some hotels give a pager or the cellular phones on rent
as soon as guests check in. Billing is done according to usage shown in the meter. This
system is not diverted through any CAS but is been posted manually.
Other equipments: Other equipments comprises of Fax machine, Telex, credit card
imprinter (automatic as well as manual), credit card imprinter, time stamp and the latest
technology i.e., the call detection system.
ǻÌs ħsɴ NŸŘǼǋŸĶ ǢɴǣǼsŎ ÝŘ ÌŸǼsĶǣ
In early times the hotels were using metalic keys as time has
changed and technology is improved so hotels have introduced
Key Cards which are also called as Electronic Key Cards.There
is an electronical machine which is used to put the codes on
key. To make it safer the F.O executive keep on changing all
the codes whenever guest checks out.This equipment is known
as Standalone Central Control Machine.
ǢsOȖǋÞǼɴ Ř_ OŸŘǼǋŸĶ Ÿ¯ ǋŸŸŎ Ĩsɴǣ
A guest room is the most important hospitality product. One of the chief concerns of the
hotel staff is to ensure of guest rooms, which is done by controlling the access to guest
rooms by maintaining a strict control over room keys. Now the days every hotel is using
Electronic keys. If any hotel is using hard keys or metallic keys following is the process
for security measures:
 5HTXHVW WKH JXHVW WR GHSRVLW WKH NH\V DW WKH UHFHSWLRQ ZKLOH OHDYLQJ WKH KRWHO
premises.
 ,Q FDVH RI ORVV RI NH\ WKH ORFN VKRXOG EH LPPHGLDWHO\ UHSODFHG
An Electronic key system is an investment in guest safety and security. For security
reasons hotel may use three types of keys:
1. Emergency Key
2. Master Key
3. Guest room key
Emergency key: The emergency key is also known as grand master key which opens the
guest room even if they are double locked. The emergency key should be highly protected.
Introduction to Hospitality Management
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Paging: Paging is the process of locating a guest in a given area
within the hotel. When a party calls a guest on the phone and
WKH SDUW\ VSHFL¿FDOO\ NQRZV WKDW WKH JXHVW LV LQ D VSHFL¿F DUHD
then the information assistant writes the guest’s name and room
number on the paging board and deploys a bell boy to do the
paging with this board. The bell boy then holds the board (which
has bells with rings which draw the attention of the guest when
shaken) above his head so that guests in an area can see. The
EHOOER\ZDONVWKURXJKWKDWVSHFL¿HGDUHD7KHJXHVWLILQWKDWDUHDLPPHGLDWHO\FRQWDFWV
the bell boy who escorts the guest to the phone.
Bell Desk
HIERARCHY OF BELL DESK

Fig 1: Hierarchy of Bell Desk

Job Description of Bell Captain
Job Title: Bell Captain
Job Category: Supervisory
Reports to: 1. Sr. Bell Captain
2. Lobby Manager
-RE'H¿QLWLRQ7RVXSHUYLVHDQGSURYLGHDOOSRUWHUVHUYLFHVZLWKHI¿FLHQF\DQGSROLWHQHVV
Directly controls: Bell Boys
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Assigned area of Activity: Principally it is the lobby area but is authorized to work in
any part of the hotel depending upon the errand demanded.
Hours of Operation: One shift of 8 hours in 24 hours, or as per policy of the management.
Authority: To check bell boys in their daily operations and to appraise their performance.

Work Performed
1. Brief all bell boys at the beginning of a shift.
2. Ensure that bell boys in their shifts are well groomed and uniformed.
3. Control the movement of all bell boys.
4. Assign errands to bell boys.
5. Ensure that the bell desk is well stocked with postage.
6. Initiate action again “scanty baggage” guests.
7. Organize paging services in the lobby.
8. Execute formalities regarding “left luggage”.
9. Assist in security vigilance functions.
10. Assist in crew and group wake-up call procedure.
11. Perform any other duties that are required by management from time to time.
Errand card: Errand card indicates that room has been allotted to the guest. The information
FRXQWHUDWWKHIURQWRI¿FHZLOOLQGLFDWHWKDWWKHJXHVWKDVEHHQDOORWWHGDURRPE\KDQGLQJ
over the errand card, which mentions the room number. The room key is also handed
over with the errand card. This is mainly to bring to the guest’s attention of any damaged
baggage and to protect the hotel from the blame.
Concierge
Duties: Assists hotel guests with personal services, including reservations, activities, and more
Best Geographical Location(s): All, with the greatest opportunities in large cities and heavy
tourist regions with many resorts and hotels.
Pre-requisites: Education and Training—No formal educational requirements although
many have college degrees; on-the-job training Experience—Prior hotel experience
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including front desk work Special Skills and Personality Traits—Superior interpersonal
and communication skills; ability to be diplomatic, tactful, resourceful, and detail-oriented;
good at solving problems.
Position Description
The word concierge translated from French means “the keeper of the candles,” coined
for those who tended to visiting nobles in medieval Europe. Concierge today is essential
to all aspects of guest service and satisfaction. By answering questions and assisting
guests with personal services, Concierges serve to enhance the visit of guests staying
in their hotel.

Fig 2: Errand Card/Guest Arrival Card

2XWRIDOOWKHMREVLQWKHKRVSLWDOLW\LQGXVWU\&RQFLHUJHLVSUREDEO\WKHRQHWKDWPRVWGH¿QHV
“hospitality.” Concierges are on the front line, working with people and trying to meet their
needs every day. Their role is to serve as a resource for hotel guests and the scope of
their responsibilities can be quite varied. Depending on the circumstances, Concierges can
GR DQ\WKLQJ IURP PDNLQJ UHVWDXUDQW UHFRPPHQGDWLRQV DQG GLQQHU UHVHUYDWLRQV WR ¿QGLQJ
an after-hours pharmacy to obtain medication.
Most Concierges spend most of their time at a stand that is part of or near the front desk of
their hotel or resort. However, for some guests, their interaction with the Concierge begins
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before they even check in. They may e-mail or call the Concierge to have plans arranged,
including dinner reservations, tours, and activities, before they arrive. Concierges may also
¿HOG SUHWULS TXHVWLRQV DERXW ZHDWKHU SDFNLQJ DGYLFH DQG VXJJHVWLRQV IRU LWLQHUDULHV

Guest Mail Handling
Mail is often handled by the information assistant. If the hotel has a large number of rooms,
the volume of mail received everyday may be appreciable enough to take the handling of it
RQHRIWKHPDMRUDQGFULWLFDOWDVNVRIWKHIURQWRI¿FH0DLOPD\YDU\IURPOHWWHUVEXVLQHVV
and promotional material, cables and telexes, to large parcels. The timely delivery of the
VDPHWRJXHVWVLVLPSRUWDQWDVLWPLJKWLQÀXHQFHKLVFHUWDLQSODQV7RVDIHJXDUGWKHKRWHO
from guest complaints regarding mail, most hotels insist on the following:
1. Timing-stamp of all mail at the time of receipt.
2. If the registered insured envelope or parcel is received in an opened state, to record
this in the mail log book and have it counter signed by the postman.
3. All registered mail, insured mail, etc. should have the signature of the guest when
delivered.
)URQW 2I¿FH +DQGOLQJ PDLO DQG PHVVDJHV
Handling mails and messages on behalf of the guests and the hotel is an important
responsibility of front desk personnel. For example if a registered letter is received by
a hotel but not delivered to the guest, the hotel may be held liable for any losses or
LQFRQYHQLHQFH FDXVHG WR WKH JXHVW 7KHUHIRUH DQ HI¿FLHQW V\VWHP RI KDQGOLQJ PHVVDJHV
and mails is essential. As a protection against charge of negligence against both the hotel
and the person dealing with the mail many hotels insist that for all incoming mails time
and date should be stamped upon arrival.
All incoming mail is divided into three main categories
  +RWHO PDLO ZKLFK LV QRUPDOO\ GLVWULEXWHG WR WKH UHOHYDQW GHSDUWPHQWV FRQFHUQHG
  6WDII PDLO ZKLFK LV QRUPDOO\ GLVWULEXWHG WKURXJK WKH SHUVRQQHO GHSDUWPHQW
  7KHJXHVWPDLOZKLFKFRQVLVWVRIUHVLGHQW LHFXUUHQWJXHVW PDLOSDVWJXHVWPDLOV
and future guest mails.
The following procedure has to be followed with all mails1. All mails are date and time stamped.
 $V VRRQ DV WKH PDLO EDJ DUULYHV LW LV VRUWHG LQ WKH *0V RI¿FH RU DW WKH SDUWLFXODU
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UHVSRQVLEOH SHUVRQ¶V RI¿FH 0DLO LV WKHQ VRUWHG KRWHO RU JXHVW PDLO7KH KRWHO PDLO
is again sorted to staff or management mail. The management mail is put into the
UHVSHFWLYH ER[HV 7KH VWDII PDLO LV VHQW DFURVV WR WKH WLPH RI¿FH 8VXDOO\ EHOO ER\
WDNHV WKH DFURVV WR WKH WLPH RI¿FH
3. Mails for the guest is again sorted into:
 

&XUUHQW JXHVWV JXHVWV ZKR DUH LQ KRXVH

 

3DVW JXHVWV JXHVWV ZKR KDYH DOUHDG\ FKHFNHG RXW

 

)XWXUH JXHVWV JXHVWV ZKR DUH H[SHFWHG WR FKHFN LQ DW D IXWXUH GDWH

4. All ordinary mails must be sent across to the guests as soon as possible. The key
rack is checked if the key is there, that indicates the guest is not in the hotel the
letter can be kept along with the key and be handed over to guest when he comes
to collect the keys. But these days, since most of the hotel follows electronic key
card system, it is possible that the guest may carry the card along with himself.
Therefore the letter can be sent to the room and the guest availability can be
checked for delivery of the letters.
5. In case the mail is a registered mail, the bell desk is authorized to receive mail on
behalf of the guest; if prior authorization by the guest is given. Many hotels have a
V\VWHP RI UHFRUGLQJ WKH UHJLVWHUHG PDLO LQ WKH IURQW RI¿FH ORJERRN WR LQIRUP RWKHUV
on shift.
Past Guests
For guests who have already checked out, a check for mail forwarding slip is made. This
VOLS LV ¿OOHG RXW E\ WKH JXHVW DW WKH WLPH RI FKHFNLQJ RXW ZKHUH WKH JXHVW LQGLFDWHV WKH
address of the destination he would like his to be forwarded, in case any mail arrives
for him after he checks out. In case if no information is received, the mail is kept for a
period of one month, after which it is redirected to the sender or the permanent address
of the guest.
XYZ HOTEL
Please forward the mail arriving for Dr/ Mr /Mrs /Miss ___________________________
Room No _____________ during the next ________ days in the following address
Date _________________

Signature _________________
Fig 3: Mail forwarding slip
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Future guests
'HWDLOV RI WKH JXHVW DUULYDO GDWH DUH REWDLQHG IURP WKH UHVHUYDWLRQ ¿OH DQG WKLV GDWH LV
written on the guest mail. A note is then made on the computer or recorded on the guest
UHVHUYDWLRQ¿OH2QWKHHYHQLQJEHIRUHWKHJXHVWDUULYDOWKHPDLOLVVRUWHGRXWDQGDWWDFKHG
to the registration form or kept at the front desk. On arrival of the guest it is handed over
and noted in the logbook.
Outgoing Mail
It involves mail for the guests as well as hotel mail. Departmental mails are handled by
individual departments. Large hotels use franking machine for postage. A record needs to
be kept of the quantity and costs of the mail being sent out. Any letters or parcels posted
for guests must be weighed and a voucher of the charges is sent to the cahiers desk.
Review Questions
 :ULWH WKH QDPH RI DQ\  PDFKLQHV XVHG LQ IURQW RI¿FH
2. How is PAX different from PABX?
3. What a bell captain do in hotel?
4. What are duties of bell concierge?
5. What is call accounting system?
6. Draw heirarchy of bell desk?
7. Draw format of errand card?
 1DPH GLIIHUHQW W\SH RI DXWRPDWHG HTXLSPHQW XVHG LQ IURQW RI¿FH
Messages
The recording of guest messages can be done manually or by computer. Guest messages
are important and if not promptly given to the guest concerned may cause problems or
embarrassment which could result in a strong complaint. The accurate handling of messages
and their delivery is essential. In case a message is received, three copies are made. One copy
is placed in the key rack along with the key, the second is slipped under the door, and the third
is book copy. In case of manual message recording system process is given in Fig: 2.9 below.
Regular check on the pending undelivered mail/messages has to be done by the shift
in-charge to ensure prompt delivery of the same. Messages received for guests who are
expected to arrive at a hotel on a particular day should be attached to their registration
cards at the front desk. Guests who are expected to arrive in future will have their messages
¿OHG LQ DOSKDEHWLFDO RUGHU DQG D QRWH LV DWWDFKHG WR WKHLU UHVHUYDWLRQ ¿OH WR UHPLQG WKH
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front desk clerk on the pending message. Message for the guest who has checked out
will be checked against mail forwarding record and if necessary redirected.

6.3. Black List
It is a list of unwanted guests. These may be those guests who make a lot of fuss and
create a lot of problems for the hotel. Non payment of bill, damage to hotel’s property,
misbehaves with its staff or other guests of the hotel. FHRAI is usually informed about
such a guest.
FRONT OFFICE CLERK RECIEVES THE PHONE CALL

FRONT OFFICE CLERK CHECKS THE GUEST NAME AND ROOM NUMBER

FRONT OFFICE CLERK RECORD THE DETAILS OF THE MESSAGE AND
REPORTS TO THE CALLER

CLERK WRITES OR TAKES A PRINTOUT FROM PMS IN TRIPLICATE

FIRST COPY SECOND COPY
IN THE KEYRACK SLIPPED UNDER
ALONG WITH THE GUEST ROOM
KEY DOOR

GUEST MESSAGE LIGHT IS SWITCHED ON

GUEST COLLECTS
THE MESSAGE

LIGHT IS SWITCHED OFF
Fig. 4 Manual message handling procedure
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Review Questions
1. In what condition a guest is not entertained in a hotel?
2. Role Play – Handling mails, passing messages to guest.
3. Discuss the procedure which adopted for mail and message handling by the front
desk staff?

6.4 General House Rules
7KH )URQW 2I¿FH ZRUNLQJ 0DQXDO LQFOXGH WKH &RPPRQ DQG *HQHUDO )URQW 2I¿FH 'XWLHV
-RE*XLGHOLQHVDQG5HVSRQVLELOLWLHVZKLFKFDQEHDSSOLFDEOHWRDOO)URQW2I¿FH2SHUDWLRQV
DQG LW FRXOG EH PRGL¿HG DQG 3HUVRQDOL]HG WR 0DWFK ZLWK HDFK )URQW 2I¿FH 2SHUDWLRQ
subject to the Hotel General Policies and Procedure.
XYZ HOTEL
To _____________________________________________ Room No _____________
You were called By _____________________________________________________
Of ___________________________________________________________________
At ___________________________________________________________________
º Please call back ______________________________________________________
º Will meet you a ______________________________________________________
º Will call again ________________________________________________________
Message: _____________________________________________________________
______________________________________________________________________
Fig :5 Message Record Slip

1.

Always bear in mind your working hours.

2.

Be ready to work at your station at least 15 minutes before schedule. Sign in and
sign out in the assigned book.

3.

You should always be well groomed, uniform must be neat and clean and nametag
should be worn at all times.

 

$OZD\V JUHHW \RXU IHOORZ ZRUNHUV ZKHQ \RX ¿UVW DUULYH DW \RXU VWDWLRQ
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5.

No food, no chewing gum, no smoking around working area.

6.

Greet guests politely every time you see them. If you know the name, greet them
by name, if you do not use Sir or Madam every time.

7.

Be polite to guests and fellow workers, however, do not exceed the limits of courtesy
and politeness.

8.

Never leave your station when nobody else is there.

9.

Pick up the telephone at your station within 3 rings.

10.

Always Smile

11.

Every time you have to leave your station inform your fellow workers where you
will be and when you will be back.

  &KHFN WKH EDFN RI¿FH ERDUG HYHU\ GD\
13.

Do not leave your shift until you have been replaced.

14.

Any staff who is unable to come to work must phone to his supervisor at least 4
hours before the shift starts.

15.

Changing shift or days off with other employees will not be permitted unless approved
by supervisor.

16.

Working area must be kept neat and clean at all times.

17.

All equipment should be used carefully with routine maintenance.

18.

Personal calls other than emergency are not made or received while on duty.

  'R QRW VWD\ DURXQG WKH ZRUNLQJ DUHD ZKHQ RII GXW\ RU KDYH ¿QLVKHG WKH VKLIW
20.

Report all unusual situations promptly to your supervisor.

Exercises
 :KDW UXOHV VKRXOG EH IROORZHG E\ WKH IURQW RI¿FH VWDII WR FDUU\ RXW GDLO\ ZRUN"
2. Fill in the Blank
1.
With the advent of _______________the usage of machineries in hotels has
been increased.
2.
The word concierge translated from French means ____________________.
3.
The list of unwanted guest is called as____________________.
3. Short Answer Questions
 0DNH D OLVW RI PDFKLQHVHTXLSPHQWV XVHG LQ IURQW RI¿FH
2.
What is Whitney rack?
3.
Which are the different types of key used in hotel?
4.
What is black list and who prepares this?
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4. Long Answer Questions
1.
Write a description of Bell desk department and its functions.
2.
Discuss the important role of concierge through his work in modern hospitality industry.
 :ULWH DERXW JXHVW PDLOPHVVDJH KDQGOLQJ SURFHGXUH LQ IURQW RI¿FH
5. Practical Activities
 7KH VWXGHQWV ZLOO KDYH WR GUDZ DQG ¿OO DQ\ RQH RU WZR IROORZLQJ IRUPV DV D SDUW RI
case study)
a.
Guest Registration Card
b.
Reservation form
c.
Amendment slip
d.
Cancelation slip
H $UULYDO RU 'HSDUWXUH QRWL¿FDWLRQ VOLS
f.
VIP amenities voucher
g.
Miscellaneous charge voucher
h.
Allowance voucher
i.
Paid out voucher
j.
Message slip
k.
Guest folio
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UNIT 7

FRONT OFFICE COMMUNICATION
& OTHER ATTRIBUTES
Structure
7.1 Introduction
7.2 Communication Fundamentals
7.3 Attributes for Phone Handling
 3HUVRQDOLW\ 7UDLWV RI WKH )URQW 2II¿FH 6WDII
7.5 Grooming Standards
7.6 Care for Your Own Health & Safety
7.7 Glossary

Unit Overview and Description
After reading this unit, students will be able to9 Know about the expectations of the hotel industry and importance of role of attitude,
K\JLHQH DQG DSSHDUDQFH RI DQ\ LQGLYLGXDO ZKR ZLVKHV WR ZRUN DV WKH IURQW RI¿FH
personnel in standard hotels.
9 Understand the importance of communication skills in the hospitality industry.
9+DQGOHWKHWHOHSKRQLFFRQYHUVDWLRQVEHLQJWKHIURQWRI¿FHHPSOR\HHLQDSURIHVVLRQDO
way.
9 )DPLOLDUL]H ZLWK WKH -DUJRQ RI )URQW 2I¿FH

Resource Material
 )URQW 2I¿FH 0DQDJHPHQW LQ +RWHO  % . &KDNUDYDUWL
2. Hotel Housekeeping Operations - Smritee Raghubalan and G. Raghubalan.
 +RWHO )URQW 2I¿FH  2SHUDWLRQV DQG 0DQDJHPHQW  -DWDVKDQNDU 5 7LZDUL
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7.1 Introduction
)URQW 2I¿FH EHLQJ LQ JHQHUDO WKH ¿UVW GHSDUWPHQW RI D KRWHO WR JHW DQ RSSRUWXQLW\ RI
interacting with the guests that too face to face also bears the greatest responsibility of
leaving the best impression of the hotel upon the guests and earns goodwill for the hotel.
First impression is build on the basis of individual’s own attributes such as communication
VNLOOV DQG DSSHDUDQFH )URQW 2I¿FH DJHQWV DUH EUDQG DPEDVVDGRUV RI WKH KRWHO DV WKH\
represent hotel management and it is expected from them to handle guests in such a
way that hotel gets repeated business from the same guest. Hotel earns revenue due to
guests’ expending on rooms and food and beverages and other services as at every point
of sale, interaction between guest and hotel staff is inevitable. So, hotel staff needs to
maintain hygienic appearance and communicate at every step of providing services to the
guest. It should also be kept in mind that while communicating with guest; his/her privacy
VKRXOG DOVR EH WDNHQ FDUH RI E\ WKH IURQW RI¿FH HPSOR\HH DQG HIIRUWV VKRXOG EH PDGH WR
be particular and just but with a natural smile and remember to treat guests like guests
(as guest has come to your home) . Communication also plays an essential role to gather
LQWHUGHSDUWPHQWDOLQIRUPDWLRQVRWKDWKRWHOLVPDQDJHGPRUHHI¿FLHQWO\$VWKHUHFRXOGEH
different means of communication such as telephone, personal, e-mails, messages etc so
handling telephonic conversations, reverting to e-mails or mails and messages also are
LPSRUWDQW SDUW RI IURQW RI¿FH
Review Questions
 )URQW RI¿FH HPSOR\HHV DUH EUDQG DPEDVVDGRU RI WKH KRWHO 7UXH)DOVH
 :K\ IURQW RI¿FH LV FDOOHG DV µ(\H DQG (DU RI WKH KRWHO¶"

7.2 Communication Fundamentals
According to Oxford Advanced Learner’s Dictionary communication means ‘the activity or
process of expressing ideas, feelings or of giving people information’.
According to Newstron and Davis (1997) ‘it is the transfer of information from one person
to another person. It is a way of reaching others by transmitting ideas, facts, thoughts,
feelings and values.’
So, Communication in general may be expressed as the process of sharing views, thoughts,
ideas, and knowledge between two or more individuals or between groups. Information
has to be conveyed from sender to receiver using the medium (language/signs etc.) that is
understood by both sender and receiver. The most important aspect in the process of the
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communication is the interpretation of the message. The receiver of the message should
interpret the message in the sense the sender intends it. The following criteria should be
IXO¿OOHG IRU SURSHU FRPPXQLFDWLRQ WR WDNH SODFH
1. There is something to transfer – ideas, feelings, knowledge, information etc.
2. There must be a sender and a receiver to complete the process of
communication.
3. The message should be correctly interpreted.
The Communication Process

Fig 1: The Communication Process

Source: The source is an individual or a group, of people who wish to share the given
information, facts or thoughts with another person or group of people (the target audience
of the message) and initiate the communication. A good communication depends upon
the skills of the source, which should provide complete information in a proper manner.
Message: Message is the subject matter of the communication that is passed from the
sender to the target audience. It may be views, ideas, orders, facts, data, request etc.
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Encoding: In order to convey information, the sender must encode or translate the
information into messages, which others can understand (should be a common language).
Channel: The medium through which the encoded message passes between sender and
receiver is known as the channel of communication. It may be a written form (like letter,
e-mail or fax), or telephonic conversation, or personal contact, etc. It depends upon the
communication options (telephone, e-mail etc.) available between the sender and receiver.
Target: The target of the message is the receiver of the message to whom sender has
communicated his ideas, views, information, feelings etc. The extent to which receiver
comprehends the message will depend upon the receiver’s knowledge about the topic
and their receptivity to the message.
Decoding: Once the message reaches the receiver, the later tries to interpret it. A
communication is successful if the receiver correctly interprets the sender’s message.
Feedback: ,WLVWKH¿QDOOLQNLQWKHFKDLQRIWKHFRPPXQLFDWLRQSURFHVV$IWHUUHFHLYLQJD
message, the responder responds in some way and signals that response to the sender.
Importance of Communication
Communication as discussed earlier is sharing of views, thoughts etc in a manner so that
both the parties (sender and receiver) understand the subject of the matter in a common
ZD\ ,Q IURQW RI¿FH FRPPXQLFDWLRQ SOD\V DQ LPSRUWDQW UROH DV WKHVH SHUVRQQHO KDYH WR
interact regularly with the guests so as to add personalised services to make guests’ stay

Fig 2: Importance of Communication

comfortable in the hotel. As information also has to be passed inter departments for the
purpose of planning and execution of tasks properly, so communication becomes essential
IRU DOO WKH GHSDUWPHQWV WR UXQ HI¿FLHQWO\ 7KXV
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z

External Communication is very important to satisfy and please guests.

z

Internal Communication is very important for proper coordination among various
departments.

Planning: Proper communication plays an important part in planning the work and distributing
the responsibilities to the employees. As advance information about the ‘guest arrivals’
will enable the manager to plan in a better way for the day. Managers gather relevant
information from each section or department through oral or written communication like
DUULYDO UHSRUWV VWDII EULH¿QJV UHVHUYDWLRQ UHTXHVWV HWF
Decision Making: On many occasions, managers are required to make important decisions
on the basis of the information available to them. They should be able to study all the
available options before choosing the most suitable alternative. So effective communication
generates all the necessary information which is helpful in the decision making process.
Effective Coordination: As departmental information is exchanged with rest of the
departments so as to take care of the daily business; it becomes necessary that information
which is exchanged is communicated correctly and is complete. To perform this routine
course of communications, effective coordination or liaison between all the departments
)URQW2I¿FH+RXVHNHHSLQJ)RRGDQG%HYHUDJH0DLQWHQDQFH6DOHVDQG0DUNHWLQJHWF 
of the hotel should be maintained.
Delegation: Delegation means to distribute the jobs and responsibilities to the workforce
as per the planning done by the top management of the hotel. To do so, effective
communication process has to be followed by the management so that job’s responsibility
LV JLYHQ WR WKH VDPH SHUVRQ ZKR KDV EHHQ VSHFL¿HG IRU WKDW MRE
Employee Morale and Job Satisfaction: When team members can communicate and
discuss their problems and resolve them too, the performance level of the employees
also gets better.
Effective Leadership and Better Understanding: Good leaders communicate effectively
with their teams, leading to good understanding, cooperation and coordination among
team members.
The Basic Forms of Communication
The basic forms of communication are of two types such as verbal and non-verbal
communication. It can be in the form of meetings, speeches or writing, gestures or
expressions.
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ŗŸŘ˚ɚsǋEĶ OŸŎŎȖŘÞOǼÞŸŘ
Non-verbal communication is a primitive form of communication that does not involve the use
of words. It rather uses gestures, cues, vocal qualities, spatial relationships etc. to convey a
message. It is commonly used to express emotions like respect, love, dislike, unpleasantness, etc.
Non-verbal communication is less structured compared to its verbal counterpart and is
most often spontaneous. As it is not planned, it is sometimes considered more reliable
WKDQ YHUEDO FRPPXQLFDWLRQ DV LW UHÀHFWV WKH FRPPXQLFDWRU¶V WUXH IHHOLQJV
Non-verbal communication enhances the effectiveness of the message as gestures
and body language are registered easier and quicker with the audience than verbal
communication.
Non-verbal communication, when combined with verbal communication, makes a presentation
more effective and has greater impact on the audience.
Verbal communication
However, non-verbal communication has its limitations. Many complex ideas, thoughts or
messages have to be communicated sequentially to be meaningful. Verbal communication
involves the arrangement of words in a structured and meaningful manner, adhering to
the rules of grammar. The message is then conveyed to the audience in either spoken
or written form.
ǢƼsĨÞŘ¶ Ř_ ɠǋÞǼÞŘ¶
Effective verbal communication involves the use of both speech and writing to transmit
a message. While oral communication is more effective in reaching a focused target
audience, as it involves interaction and additional non-verbal cues to augment the speech,
written communication is necessary for reaching a large number of scattered recipients.
Depending on the situation and the requirements, businesses use both the spoken as
well as written channels for communication.
Listening
Businesses have far not paid much attention to listening as a skill. Equal importance should
be given to listening and expression. Oral communication cannot be effective unless the
audience is good at listening and most of its content is forgotten after a presentation.
Developing good listening skills is essential for grasping the contents of an oral presentation
and retaining them.

Introduction to Hospitality Management

125

Barriers to communication
The process of communication is susceptible to many barriers. These can be categorized
into problems caused by the sender, problems in message transmission, problems in
reception, and problems in receiver comprehension.
Dealing with communication barriers
7KRXJK PRVW FRPPXQLFDWLRQ EDUULHUV UHTXLUH VLWXDWLRQ VSHFL¿F KDQGOLQJ D IHZ EDVLF
methods for dealing with them are available. These methods such as know your subject,
focus on the purpose, know your audience, and be organized.
Review Questions
 'H¿QH WKH WHUP FRPPXQLFDWLRQ
2. Which are the most commonly used channels in communication?
3. What are the barriers of communication?
4. What are the basic forms of communication?

7.3 Attributes for Phone Handling
Friendliness: Your voice will carry your attitude over the phone.
&RQ¿GHQFH 3UHSDUH \RXUVHOI7KLV ZLOO HQDEOH \RX WR VSHDN ZLWK FRQ¿GHQFH .QRZ \RXU
property. Know how to analyze your status data quickly.
Intelligence: Remember that you are talking with individuals from different backgrounds
and levels of education. Meet your caller on his level.
Clarity: It is embarrassing for the listener to ask you to repeat a statement.
Creativity: If the opportunity avails itself, help solve problems. Use your expertise to offer
alternatives he may not have thought of.
Enthusiasm: Find out the positive points about your property and concentrate on them.
Integrity:%HKRQHVWLI\RXGRQRWNQRZDGPLWLW RIIHUWR¿QGRXW'RQRWPLVOHDG\RXU
prospect.
Tact: Be tactful in any situation. Try to convince the guest without hurting his feelings.
Pride:7DNH SULGH LQ \RXU FRPSDQ\ DQG \RXU ZRUN /HW WKH SULGH UHÀHFW LQ \RXU YRLFH DQG
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your speech. Pride generates enthusiasm. Your pride in the hotel will instill interest &
FRQ¿GHQFH LQ WKH PLQG RI WKH FDOOHU
ȕǣs Ÿ¯ ǻsĶsƼÌŸŘs Eɴ ®ǋŸŘǼ ŷ¯ʩOs ƻsǋǣŸŘŘsĶ
1. The telephone is to be used for reception business. If you want to make a private
call, use the private call box in the lobby. If somebody calls you personally (not on
business), keep your conversation as brief as possible and offer to telephone back
from the call box when you are free. Unless you do this, you may keep waiting a
potential guest who wants to make a booking.
2. When the telephone rings answer it immediately. The call should be attended within
WKUHH ULQJV ,I \RX DUH DWWHQGLQJ WR D JXHVW DW WKDW WLPH ¿UVW DQVZHU WKH SKRQH
excuse yourself. Do not let the telephone ring without answering it. Although it may
at times be irritating the telephone should always come before any desk work, but
should not take precedence over the guest at the counter with whom you were
dealing before the telephone rang.
3. Do not keep the caller waiting for a long time before attending to him. A caller
on the telephone should never be left longer than 45 seconds without somebody
picking up the telephone and telling him again “I am sorry to keep you waiting.”
4. Answer the telephone by saying, “RECEPTION (information or reservation) GOOD
MORNING (good afternoon or good evening), MAY I HELP YOU. Do not answer
“Hello”.
 6SHDN FOHDUO\ 3URQRXQFH WKH ZRUGV FDUHIXOO\ 7KH FDOOHU PD\ ¿QG LW PRUH GLI¿FXOW
to understand you on the telephone than if you speak to him at the counter.
6. Be brief and to the point, but not abrupt. Remember that telephone time costs
money and that the switchboard operator may be holding another call for you.
7. Be polite, friendly and helpful. On the telephone only your voice can indicate the
welcome we want every potential guest to receive. Do not interrupt the caller while
he is talking. You must never sound short, sharp, irritated and impatient.
 %H DFFXUDWH LQ ZKDW \RX VD\ 7KH JXHVW ZDQWV WR KDYH FRQ¿GHQFH LQ \RX 'R QRW
µ7+,1.¶ RU µ683326(¶ LI \RX GR QRW NQRZ WKH DQVZHU ¿QG RXW DQG FDOO EDFN
9. Be courteous in explaining the hotel rules. Do not use the phrase “You have to”, “I
suggest” or “would you mind” is preferable. Never argue with the guest, the guest
is always right. If you cannot deal with a certain problem, inform the seniors in the
department, so that they can deal with it.
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10. Take the correct name and contact number of the caller. This information will help
you if you have telephone the caller back.
11. Finally, Always remember that you represent the hotel or the organisation you are
working for when you pick-up a telephone call at work. Caller does not see you
or your hotel, so your voice alone has to help the caller become and remain a
VDWLV¿HG FXVWRPHU
Telephone Etiquettes: Thirty-six Tips

Before you answer, be Prepared (this Includes Knowing how to use the
ƻÌŸŘsˀǢɴǣǼsŎ ®sǼȖǋsǣʺʲ
1.

Turn away from your computer, desk or other work.

2.

Have pens, pencils and notepaper handy.

In answering the phone:
3.

Answer calls promptly, by the second or third ring.

4.

Smile as you pick up the phone.

5.

Assume your “telephone” voice, controlling your volume and speed.

6.

Project a tone that is enthusiastic, natural, attentive and respectful.

7.

Greet the caller and identify yourself and your company/department/unit.

8.

Ask, “To whom am I speaking?”

9.

Ask, “How may I help you?”

In the course of the conversation:
10. Focus your entire attention on the caller.
11. Enunciate/articulate clearly. Speak distinctly.
12. Use plain English and avoid unnecessary jargon and acronyms.
  8VH DFWLRQ VSHFL¿F ZRUGV DQG GLUHFWLRQV
14. Use the caller’s name during the conversation.
15. Always speak calmly and choose your words naturally.

128

16. Use all of your listening skills:
a.

Focus your full attention on the caller and the conversation.

b.

Listen “between” the words.

F  8VH UHÀHFWLYHDFWLYH OLVWHQLQJ WR FODULI\ DQG FKHFN IRU XQGHUVWDQGLQJ
17. If there is a problem, project a tone that is concerned, empathetic, and
apologetic.
18. Avoid the Five Forbidden Phrases.
a.

“I don’t know”



,QVWHDG VD\ ³7KDW LV D JRRG TXHVWLRQ OHW PH ¿QG RXW IRU \RX´ RU RIIHU WR
connect the caller with someone who could provide the answer.
If a call involves some research, assure the person that you will call back by
D VSHFL¿F WLPH
If you do not have an answer by the deadline, call back to say, “I don’t have
an answer yet, but I’m still researching it.” There is no excuse for not returning
calls.

b.

“I/we can’t do that.”
Instead say: “This is what I/we can do.”

c.

“You’ll have to”
Instead say: “You will need to” or “I need you to” or “Here’s how we can help
you.”

d.

“Just a second”
Instead: Give a more honest estimate of how long it will take you and/or let
them know what you are doing.

e.

“No”
Instead: Find a way to state the situation positively.

19. Use “LEAPS” with the emotional caller to vent.
L - Listen; allow the caller to vent.
E - Empathize; acknowledge the person’s feelings
A - Apologize when appropriate, even if the problem is not your fault, you can say,
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“I am really sorry this has happened” and mean it.
P - (Be) Positive
S - Solve; suggest/generate solutions that you can both agree on and/or ask what
\RX FDQ GR WR KHOS DQG LI UHDVRQDEOH GR LW ,I QRW ¿QG D FRPSURPLVH
In concluding the call
20. End the conversation with agreement on what is to happen next; if you are to
follow-up, do so immediately.
21. Thank the caller for calling; invite the caller to call again.
In transferring calls
22. Transfer ONLY when necessary; get the information yourself.
23. If you must transfer, avoid the use of the word “transfer.” Say instead: “I am going
to connect you with”.
24. Explain why you are “transferring” the call.
25. Give the caller the person’s name and direct number
26. Stay on the line and introduce the caller.
In taking messages
27. Identify yourself and for whom you are answering the phone.
28. Practice political sensitivity.
29. Indicate the period of time the person will be unavailable.
30. Write down all the important information given:
a.

The name of the caller. Ask for spelling if unclear.

b.

The (correct) telephone number of the caller.

F  7KH PHVVDJH$VN IRU FODUL¿FDWLRQ LI QHFHVVDU\
31. Read back what you’ve written to be sure you’ve understood the message
correctly.
32. Always assure the person that you will deliver the message promptly.
33. Deliver the message in a timely fashion.
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NEVER
34. Eat, drink or chew gum while on the phone.
35. Leave an open line:
a. Place the caller on hold.
b. Check back with the caller frequently: every 30-45 seconds.
ALWAYS
36. Put a smile in your telephone voice and let your personality shine!
The Complaint Call
Complaint callers who are irate are really saying, “I rate.” They have bought into society’s “the
squeaky wheel gets the grease” mentality. When that happens, try the EAR method:
Empathize with the caller.
Apologize and acknowledge the problem.
Accept Responsibility. (You’ll do something.)
Empathize with the caller: This is different from sympathy, where you take on someone
else’s problem. Try to understand how the person is feeling. Apologize and acknowledge
the problem. You don’t have to agree with the caller, but express regret that there is
a problem. People want to be heard, and no one’s complaint is trivial. Each deserves
prompt handling, so do not deal with it in a trivial manner. Accept responsibility. Make
sure something is done. Take it upon yourself to DO something. Many times, that’s all
that people want: the reassurance that something will be done. People want to be helped.
They want to know that you care. Use these phrases to get that sentiment across: “How
can I help you?” “What can I do for you?” “I’ll make sure this message/information gets
to the right person.” The acceptance of responsibility may be as simple as forwarding the
call to the appropriate individual or sending the caller more information. If you do forward
the caller to someone else on your staff, follow up with that person to make sure the
caller was taken care of.
If you get an irate caller, or even one who is calm, cool, and collected, here are some
more methods to handle complaint calls:
First, don’t overreact, especially if the caller starts using “trigger” words or phrases, such
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as: “I want to talk to someone who knows something.” Most people respond by getting
defensive when their “hot-button words” are pressed.
Remember, a positive attitude is the most important asset you have.
Second, listen completely to the complaint. Allow the caller the opportunity to vent some
frustration. When you listen, don’t try to apply logic to the situation. Many people are
beyond logic if they are angry, so accept the feelings being expressed. Avoid argument
and criticism.
Third, do not blame anyone: The caller, yourself, or someone on your staff — even if you
know who is to blame for a problem. This information should not be shared with the caller.
Fourth, paraphrase the caller’s comments, and ask questions if you do not understand
the information being presented to you. Restate the problem as you understand it.
Fifth, offer solutions and, if appropriate, offer alternatives. Providing alternatives empowers
callers. It gives callers a feeling that they were not dictated to and that they were part
of the solution.
)LQDOO\ FRQ¿UP WKH VROXWLRQ ZLWK WKH FDOOHU 0DNH VXUH WKH FDOOHU DJUHHV ZLWK ZKDW KDV
been decided.
Of course, not everyone will be happy, no matter what you do. These people will not be
content; they just like being grumpy. Usually, these are the people who want to talk to
the person “above you.” If that is what it takes to lessen their anger, then do so. By the
time they have been transferred to a supervisor, they usually have become calmer and
less demanding. It seems that they just needed to vent their anger at someone: you.
-XVW UHPHPEHU WKDW PRVW SHRSOH DUH QRW WKDW ZD\ DQG NHHS D ¿UP JULS RQ WKDW SRVLWLYH
attitude of yours.
How do people answer the phone in different parts of the world?
 ,Q 6SDLQ WKH\ VD\ ³*HW RQ ZLWK LW´
 ,Q ,WDO\ WKH\ VD\ ³5HDG\´
 ,Q WKH &]HFK 5HSXEOLF WKH\ VD\ ³$KR\´
 ,Q -DSDQ WKH\ VD\ ³0XVKLPXVKL´
 ,Q 1HZ =HDODQG WKH\ DVN ³$UH \RX WKHUH"´
 ,Q +RQJ .RQJ WKH\ VD\ ³:DD\´
 ,Q WKH 1HWKHUODQGV WKH\ VD\ ³:LWK´
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 ,Q )LQODQG WKH\ VWDWH WKHLU IXOO QDPH
Review Questions
 +RZ HIIHFWLYH FRPPXQLFDWLRQ VNLOOV KHOS IURQW RI¿FH VWDII LQ VDWLVI\LQJ WKHLU JXHVW"
2. What do you mean by Delegation of authority/duties?
3. Differentiate verbal and non-verbal communication?
4. List 36 steps of telephone handling.
5. How should a complaint call be handled.
6. Role play – Handling phone calls, practising telephone etiquettes etc.

 3HUVRQDOLW\ 7UDLWV RI WKH )URQW 2IÀFH 6WDII
Professional Manners
 5HSRUW WR ZRUN RQ WLPH
 +DV D SRVLWLYH DWWLWXGH WRZDUG WKH MRE  WKH KRWHO
 5HFRJQL]HV SRVLWLYH  QHJDWLYH DVSHFWV RI WKH MRE
 3RVVHVVHV PDWXULW\ LQ MXGJPHQWV
 $SSHDUV EXVLQHVV OLNH
 0DLQWDLQ FRQWURO  FRPSRVXUH LQ GLI¿FXOW VLWXDWLRQV
Congenial Nature
 6PLOHV UHDGLO\
 ([KLELWV FRUGLDO  SOHDVDQW EHKDYLRXU
 +HOSIXO DWWLWXGH
 ,V VHQVLWLYH WR WKH JXHVW QHHGV
 3RVVHVVHV D VHQVH RI KXPRXU
 5HVSRQGV DQG VSHDNV ZLWK LQWHOOLJHQFH
 'HPRQVWUDWHV FUHDWLYLW\
 3UDFWLFHV JRRG OLVWHQLQJ VNLOOV
Flexibility
 :LOOLQJ DQG DEOH WR DFFHSW D GLIIHUHQW ZRUN VKLIW LI QHFHVVDU\
 8QGHUVWDQGV RWKHUV SRLQWV RI YLHZ
 :LOO WR WU\ QHZ ZD\V RI GRLQJ WKLQJV LQQRYDWLYHO\
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 /LDLVH ZLWK WKH JXHVWV DQG KRWHO VWDII DQG ZRUNV DV D WHDP SOD\HU
Well Groomed Appearance
 'UHVVHV DSSURSULDWHO\
 0HHWV SURSHUW\ VWDQGDUGV IRU WKH ZHDU DQG FDUH RI XQLIRUP MHZHOOHU\ DQG SHUVRQDO
grooming
Empathy
 7KH EHVW HPSOR\HH LV WKH RQH ZKR VHHV D FXVWRPHU LQ HYHU\ LQGLYLGXDO DQG DQ
individual in every customer
 )HHO OLNH D JXHVW DQG DFW OLNH D KRVW
Recognition
 &DOO UHJXODU JXHVW E\ QDPH
 0DNH JXHVW IHHO WKDW KH LV ZHOFRPHG EDFN
Attention
 6WRS ZKDW \RX DUH GRLQJ WR DWWHQG WR D JXHVW
 &RQFHQWUDWH RQ ZKDW JXHVW LV VD\LQJ
 /LVWHQ FDUHIXOO\ ZLWKRXW DQ\ LQWHUUXSWLRQ
Honesty
 'R QRW SURPLVH ZKDW \RX FDQQRW IXO¿O
 'R QRW VHOO ZKDW \RX GRQ¶W KDYH
Respect
 7KHUH VKRXOG DOZD\V EH D OLPLW EHWZHHQ \RX DQG WKH JXHVW HYHQ LI \RX DUH WKH
friendliest
Ësǋs ǋs ȕŘ_sǋ ǢŸŎs µȖÞ_sĶÞŘsǣ ¯Ÿǋ µȖsǣǼ NŸŘǼOǼ ǻsOÌŘÞǇȖsǣ
 :H /HDUQ 6RPHWKLQJ )URP :KDW :H +HDU
 :H /HDUQ 0RUH )URP :KDW :H 6HH
 :H /HDUQ 0RVW )URP :KDW :H 'R
 /RRN 1HDW$QG :HOO *URRPHG
 <RXU 6PLOH ,V 7KH 0DJLF 7RXFK 7R 6WDUW :LWK
 6KRZ 7KH *XHVW 7KDW <RX &DUH
 *UHDW 7KH *XHVW :DUPO\ 8VLQJ 7KH 0DJLF :RUGV
 *LYH 7KH *XHVW <RXU ,PPHGLDWH$QG 8QGLYLGHG$WWHQWLRQ
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 %H )ULHQGO\ DQG +HOSIXO
 %H ,QWHUHVWHG 7R 3HRSOH
 0DLQWDLQ (\H &RQWDFW :KHQHYHU 7DONLQJ 7R$ *XHVW
 $FWLYHO\ /LVWHQ
 1HYHU ,JQRUH$ *XHVW (YHQ ,I <RX$UH %XV\
 6KRZ 7KH *XHVW 7KDW 7KH\$UH ,PSRUWDQW
 8VH 7KH *XHVW 1DPH :KHQHYHU 3RVVLEOH
 %H$ *RRG /LVWHQHU :LWKRXW$Q\ ,QWHUUXSWLRQ
 $OZD\V 6KRZ 5HVSHFW
 &RYHU 7KH *XHVW 1HHGV ([FHHG +LV ([SHFWDWLRQV
 3URWHFW 7KH *XHVW 3ULYDF\

Fig 3: Fundamentals to achieve top quality services in hotels
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Review Question
 :KDW DUH WKH DWWULEXWHV RI IURQW RI¿FH SHUVRQQHO

7.5 Grooming Standards
WHAT TO DO

HOW TO DO

WHY

Grooming standard
for Male / Female.

Always present a clean cut, well groomed
image representing the stature of Hotel.

Guest’s impression is very
important.

1) HAIR

Should be neat, clean and off the face at all time.
Uniformed staff with off shoulder hair length must
have it combed up (Follow up the hotel standard)
Extremes in hairstyles are not allowed
Prominent hair accessories are to be avoided

Standard policy of the Hotel

2) MAKE- UP

Use light make- up minimum requirement.
Powder - Light
Lipstick - Light
Eye shadow - Light Colour

To appear “Lively “and
professional.

3) SHOES

Black leather shoes should be clean, safe
and comfortable
The heal of shoes should be reasonable

Sign of respect to the guest.
For safety reasons and
also you may need to walk and
stand most of the time.

4) JEWELRY

Should not be excessive especially
dangling ear rings and long chains
Limited to wedding / engagement ring
and wrist watch
All other items like outsized watches,
nose jewellery, bangles, anklets and
Unconcealed necklace are not permitted.

Unprofessional and not
hygienic.

7.6 Care for Health and Safety
You must ensure that your safety statement, which includes the risk assessments, is brought
to the attention of all employees and others at the workplace that may be exposed to any
risks covered by the safety statement. The statement must be in a form and language
that they all understand. In particular, all new employees must be made aware of the
VDIHW\ VWDWHPHQW ZKHQ WKH\ VWDUW ZRUN 2WKHU SHRSOH PD\ EH H[SRVHG WR D VSHFL¿F ULVN
dealt with in the safety statement and the statement should be brought to their attention.
These people could include:
  2XWVLGH FRQWUDFWRUV ZKR GR FOHDQLQJ PDLQWHQDQFH RU EXLOGLQJ ZRUN
  7HPSRUDU\ ZRUNHUV
  'HOLYHU\ SHRSOH ZKR VWDFN WKHLU JRRGV LQ \RXU SUHPLVHV DQG FRPH LQ FRQWDFW ZLWK
activities there
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  6HOIHPSOR\HG SHRSOH ZKR SURYLGH D VHUYLFH IRU WKH HPSOR\HU
:KHUH VSHFL¿F WDVNV DUH FDUULHG RXW ZKLFK SRVH D VHULRXV ULVN WR VDIHW\ DQG KHDOWK
the relevant contents of the safety statement must be brought to the attention of those
DIIHFWHGVHWWLQJRXWWKHKD]DUGVLGHQWL¿HGWKHULVNDVVHVVPHQWVDQGWKHVDIHW\DQGKHDOWK
measures that must be taken.
You should ensure that the relevant contents of the safety statement are brought to the
attention of your employees and others affected at least annually, and whenever it is
revised.
You have an ongoing responsibility to ensure that all relevant persons are aware of the
safety statement and understand its terms. A campaign to discharge this responsibility
could include a combination of written and verbal communication, including:
  'LVWULEXWLQJ WKH VDIHW\ VWDWHPHQW VSHFL¿F ULVN DVVHVVPHQWV RU UHOHYDQW VHFWLRQV RI
LWWRDOOHPSOR\HHVZKHQ¿UVWSUHSDUHGDQGZKHQHYHUVLJQL¿FDQWFKDQJHVDUHPDGH
  0DNLQJ WKH VDIHW\ VWDWHPHQW DQG VSHFL¿F ULVN DVVHVVPHQWV DYDLODEOH HOHFWURQLFDOO\
on company intranet sites which can be easily interrogated
  9HUEDO FRPPXQLFDWLRQ RI WKH WHUPV RI WKH VDIHW\ VWDWHPHQW RU SDUWLFXODU ULVN
assessments
  ,QFOXVLRQRIWKHUHOHYDQWSDUWVRIWKHVDIHW\VWDWHPHQWDQGVSHFL¿FULVNDVVHVVPHQWV
in employees’ handbooks or manuals
  7KURXJK RQJRLQJ WUDLQLQJ
Carrying out risk assessments, preparing and implementing a safety statement and keeping
both up to date will not in themselves prevent accidents and ill health but they will play
a crucial part in reducing their likelihood. The aim is to make sure that no one gets hurt
or becomes ill. Accidents and ill health can ruin lives, and can affect your business too
if output is lost, machinery is damaged, insurance costs increase, or you have to go to
court. Employers, managers and supervisors should all ensure that workplace practices
UHÀHFW WKH ULVN DVVHVVPHQWV DQG VDIHW\ VWDWHPHQW %HKDYLRXU WKH ZD\ LQ ZKLFK HYHU\RQH
ZRUNVPXVWUHÀHFWWKHVDIHZRUNLQJSUDFWLFHVODLGGRZQLQWKHVHGRFXPHQWV6XSHUYLVRU\
checks and audits should be carried out to determine how well the aims set down are
being achieved. Corrective action should be taken when required. If a workplace is provided
for use by others, the safety statement must also set out the safe work practices that are
relevant to them.
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Review Questions

2.

:KDW VKRXOG EH WKH KDLU VW\OH IRU DQ HPSOR\HH ZRUNLQJ LQ IURQW RI¿FH XQGHU  
standard of grooming?
How an employee can present himself/herself in a best presentable way of
make-up?

3.

What is safety statement?

4.

Which are the most commonly used methods to convey the safety standards to the
employees in hotels?

7.7 Glossary of Hospitality/Tourism Terms
 Amenities: Extra facilities, service added with attraction, accessibility and


accommodation to create tourism. It includes trust, friendship, hospitality, etc.
ABA: American Bus Association; comprised of bus companies, operators
and owners.



Attendance Building: Marketing and promotional programs designed to
increase attendance at conventions, trade shows, meetings, and events.



Attractions: General all-inclusive term travel industry marketers use to
refer to products that have visitor appeal, like museums, historic sites, performing arts
institutions, preservation districts, theme parks, entertainment and national sites.



AVHRM: Association of Vacation Home Rental Managers.
Bed Tax (Transient Occupancy Tax of TOT): City or county tax added to the
price of a hotel room.


 Back of the House: Staffs who are not directly involved in providing service.
Guests rarely interact with them.
 Blocked: Hotel rooms held without deposit.



Booked: Hotel rooms, airline tickets or other travel services held for a
VSHFL¿F FOLHQW



Booking: Term used to refer to a completed sale by a destination,
convention center, facility, hotel or supplier (i.e. convention, meeting, trade show or
group business booking).



Business Travel: Travel for commercial, governmental or educational purposes
with leisure as a secondary motivation.



Buyer: A member of the travel trade who reserves room blocks from
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accommodations or coordinates the development of a travel product.
 Continuously Rendered Service: The services are prepared and provided when
customer is physically present. Here service is process and is extended to a time
limit and it is face to face interaction. For example reservation service, restaurant
service, massage, etc.


Channel of Communication: System or process of communication.
How communication moves within department.

 

Check- in: Procedure of registering the guest when he arrives at a hotel or in other
way it is the action of arriving and process of registration.

 

Check: in procedure - Formalities to be done when a guest checks in (allocating
a room, taking guest’s name, asking the guest to sign the hotel register.

 

Check-out: Action of leaving and paying the bill.

 

Check-out Procedure: Formalities to be done when a guest checks out (presenting
the bill and making sure it is paid, taking the room key, etc).

 Concierges: A moving information desk. The tables are set up for special function,
festival, for a special group or for events.
 Carrier: Any provider of mass transportation, usually used in reference to an airline.


Chambers of Commerce: Typically, a Chamber of Commerce will
specialize in local economic development that can include tourism promotion.



Charter Group: Group travel in which a previously organized group
travels together, usually on a custom itinerary.



C of C: Chamber of Commerce.



Commissions: A percent of the total product cost paid to travel agents
and other travel product distributors for selling the product to the consumer.



Convention and Visitors Bureau: These organizations are local tourism
marketing organizations specializing in developing conventions, meetings,
conferences and visitations to a city or region.



Conventions and Trade Shows: Major segment of travel industry business.
Trade shows differ from conventions in that they have exhibit space that provides
product exhibition and sales opportunities for suppliers, as well as information
gathering and buying opportunities for customers.



Conversion Study: Research study to analyze whether advertising
respondents actually were converted to travellers as a result of advertising and
follow-up material.
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Co-op Advertising: Advertising funded by two or more destinations
and /or suppliers.



Cooperative Marketing: Marketing programs involving two or more
participating companies, institutions or organizations.





Cooperative Partner: An independent firm or organization which works
ZLWK D WRXULVP RI¿FH E\ SURYLGLQJ FDVK RU LQNLQG FRQWULEXWLRQV WR H[SDQG WKH
PDUNHWLQJ LPSDFW RI WKH WRXULVP RI¿FH¶V SURJUDP



Cover: Each diner at a restaurant.



CTRLA: Car and Truck Rental and Leasing Association.





CVB: Convention and Visitors Bureau.





Destination: A hotel, resort, attraction, city, region, or state.





Destination Marketing: Marketing a city, state, country, area or region to consumers
and trade.





Destination Marketing Organization: Local tourism marketing organizations, such
as convention and visitors bureaus or chambers of commerce.





Discounted Fare: Negotiated air fare for convention, trade show, meeting, group
and corporate travel.





Discover America: Theme used by the Travel Industry Association and its marketing
partners to market travel within the United States.

 

Errand Card: Is a task card which mentions room number, guest name and luggage
types. It is prepared by reception and hand over to bell boy.



Excursionist: Temporary visitors, who stay less than twenty- four hours.



Front of the House: Staffs directly involved in providing services. For example
receptionist, bellboys, gate-keeper, etc.





Fam Tours: Organized trips for travel agents, tour operators, tour wholesalers or
other members of the travel trade for the purpose of educating and “familiarizing” them
with tourism destinations. By seeing the destinations where they are sending travellers,
the travel trade is better prepared to answer customer questions and promote travel
to the location. Also called “fams” or “familiarization tours.”





Feeder Airport/City: An outlying city which feeds travellers to hubs or gateway
cities.





FIT (Free Independent Travel): Individual travel in which a tour operator has
previously arranged blocks of rooms at various destinations in advance for use by
individual travellers. These travellers travel independently, not in a group, usually by
rental car or public transportation.
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Frequency: The number of times an advertisement appears during a given campaign.





)XO¿OPHQW Servicing consumers and trade who request information as a result of
advertising or promotional programs. Service often includes an 800 number, sales
staff and distribution of materials.



Gateway or Gateway City: A major airport, seaport, rail or bus centre through which
tourists and travellers enter from outside the region.





GIT (Groups Independent Travel): Group travel in which individuals purchase a
group package in which they will travel with others along a pre-set itinerary.





Group Rate: Negotiated hotel rate for convention, trade show, meeting, tour or
incentive group.

 High-touch Service: The services which are prepared in advance and
customer will receive when he wants such as room reservation, fast-food,
printed information, housekeeping service, etc.
 Hospitality: Literal meaning is “looking after guests well being”. It includes
organizing, providing services and taking proper care of guests. It means
friendly and generous treatment of guests.
 Hospitality Industry: It includes all companies involved in providing services for
guests. They are travel agencies, hotels, lodges, inns restaurants and all other
recreational centers. They provide more mental satisfaction than tangible objects.




Head in Beds: Industry slang referring to the primary marketing objective of
accommodations and most destinations - increasing the number of overnight stays.





Hospitality Industry: Another term for the travel industry.





Hub: An airport or city which serves as a central connecting point for aircraft, trains
or buses from outlying feeder airports or cities.





Hub and Spoke: Air carriers use of selected cities as “hubs” or connected points
for service on their systems to regional destinations.



Intangibility: Which cannot be seen, tested, felt heard or smells or
measured before they are delivered and received by customer. For example
WUDYHO H[SHULHQFH WUXVW FRQ¿GHQFH KRVSLWDOLW\ VDWLVIDFWLRQ HWF















Icon: A facility or landmark which is visually synonymous with a destination.

Incentive Travel: Travel offered as a reward for top performance and the business
 that develops markets and operates these programs.
Inclusive Tour: It is an inclusive tour programme having varieties of feature for a
collective rate e.g. airfare, accommodations, sightseeing, performances, etc. are
included in a package along with accommodation and meals.
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International Marketing: Marketing a destination, product or service to consumers
and the trade outside the of the United States.





Leisure Travel: Travel for recreational, educational, sightseeing, relaxing and other
experiential purposes.





Market Share: The percentage of business within a market category.





Market Volume: The total number of travelers within a market category.





Mission (Sales): $ SURPRWLRQDO DQG VDOHV WULS FRRUGLQDWHG E\ D VWDWH WUDYHO RI¿FH
conventional and visitors bureau or key industry member to increase product
awareness, sales and to enhance image. Target audiences may include tour operators,
wholesales, incentive travel planners, travel agents, meeting planners, convention and
trade show managers and media. Missions often cover several international or domestic
destinations and include private and public sector participants. Mission components
can include receptions, entertainment representatives of the destination, presentations
and pre-scheduled sales and media calls.





Motor-Coach: Deluxe equipment used by most tour operators in group tour programs.
Amenities include reclining seats, bathrooms, air conditioning, good lighting and
refreshment availability.





Net Rate: The rate provided to wholesalers and tour operators that can be marked
up to sell to the customer.





No Show: A customer with a reservation at a restaurant, hotel, etc. who fails to
show up and does not cancel.





NTA: National Tour Association comprised of domestic tour operators.





Occupancies: A percentage indicating the number of bed nights sold (compared to
number available) in a hotel, resort, motel or destination.

 

Personal Grooming: Process of positive development of a staff.

 

Paging: Process of identifying and informing of a guest.





Package: $ ¿[HG SULFH VDOHDEOH WUDYHO SURGXFW WKDW PDNHV LW HDV\ IRU D WUDYHOHU WR
buy and enjoy a destination or several destinations. Packages offer a mix of elements
like transportation, accommodations, restaurants, entertainment, cultural activities,
sightseeing and car rental.





Peaks and Valleys: The high and low end of the travel season. Travel industry
marketers plan programs to build consistent year-round business and event out the
“peaks and valleys.”





Person Trip Visit: Every time a person travels more than 100 miles (round-trip) in
a day or stays overnight away from their primary domicile, whether for business or
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leisure purposes, they make one “person trip visit.”




Pow Wow: The largest international travel marketplace held in the United States,
sponsored by the Travel Industry Association of America.





Press/Publicity Release: A news article or feature story written by the subject of
the story for delivery and potential placement in the media.





Press Trips: Organized trips for travel writers and broadcasters for the purpose of
assisting them in developing stories about tourism destinations. Often, journalists
WUDYHO LQGHSHQGHQWO\ WKRXJK ZLWK WKH DVVLVWDQFH RI D VWDWH¶V RI¿FH RI WRXULVP RI D 
DMO.



Property: A hotel, motel, inn, lodge or other accommodation facility.



 

Reference Point: From where the information is received.





Rack Rate: The rate accommodations quote to the public. Group rates, convention,
trade show, meeting and incentive travel rates are negotiated by the hotel and program
organizers.





Reach: 7KH SHUFHQWDJH RI SHRSOH ZLWKLQ D VSHFL¿F WDUJHW DXGLHQFH UHDFKHG E\ DQ
advertising campaign.





Receptive Operator: Specialists in handling arrangements for incoming visitors at
a destination including airport transfers, local sightseeing, restaurants, accommodations,
etc. Receptive operators can be a travel agent or tour operator.






Repeat Business: Business that continues to return, thereby generating increased
SUR¿WV





Reservation Systems (Automation Vendors): Computerized systems leased to
travel agencies offering airline, hotel, car rental and selected tour availability and
ERRNLQJV 6\VWHPV DUH DI¿OLDWHG ZLWK PDMRU FDUULHUV LQFOXGLQJ $PHULFDQ 6DEUH 
United (Apollo), Eastern (System One), TWA (PARS), and Delta (DATAS II) and feature
ÀLJKW VFKHGXOHV RI WKH VSRQVRULQJ DQG RWKHU FDUULHUV SOXV DGGLWLRQDO WUDYHO SURGXFWV





Retail Agent: A travel agent.













Retailer: Another term for travel agents who sell travel products directly to consumers.
 Room: Double: No guarantee of two beds; Double-double: Two double beds (or two
queens or kings); Twin: Two twin beds (or two doubles or queens)
Room Blocks: Several rooms held for a group.

 

Scanty Baggage: Term used for any guest with light baggage.

 

Skipper: A room status term indicating that the guest has left the hotel room without
making arrangements to settle his or her account.

 

Sundry Services: Extra services. Small but important services provided to the guests
It includes message and mail handling of guests.
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Sales Mission: Where suppliers from one DMO travel together to another state of
country for the purpose of collectively promoting travel to their area. Sales missions
may include educational seminars for travel agents and tour operators.






Sales Seminar: An educational session in which travel agents, tour operators, tour
ZKROHVDOHVRURWKHUPHPEHUVRIWKHWUDYHOWUDGHFRQJUHJDWHWRUHFHLYHEULH¿QJVDERXW
tourism destinations.





Shells: A marketing and sales promotional piece that depicts a destination,
accommodation or attraction on the cover and provides space for copy to be added
DW D ODWHU GDWH 8VXDOO\ VKHOOV ¿W D  HQYHORSH



Site Inspection: An assessment tour of a destination or facility by a meeting planner,
convention or trade show manager, site selection committee, tour operator, wholesaler
or incentive travel manager to see if it meets their needs and requirements prior to
VHOHFWLQJ D VSHFL¿F VLWH IRU DQ HYHQW $IWHU VLWH VHOHFWLRQ D VLWH LQVSHFWLRQ PD\ EH
utilized to make arrangements.





Spouse Program: Special activities planned for those who accompany an attendee
to a convention, trade show or meeting. Note that programs today are not simply for
women, but rather for men and women, spouses and friends. Programs must be
creatively designed to interest intelligent and curious audiences.





Supplier: Those businesses that provide industry products like accommodations,
transportation, car rentals, restaurants and attractions.





Target Audience/Market: $ VSHFL¿F GHPRJUDSKLF VRFLRJUDSKLF WDUJHW DW ZKLFK
marketing communications are directed.





Target Rating Points: TRPÕs are a statistical measurement which allows one to
evaluate the relative impact of differing advertising campaigns.





Tariff: Rate of fare quoted and published by a travel industry supplier (i.e. hotels,
tour operators, etc.) Usually an annual tariff is produced in booklet form for use in
sales calls at trade shows.





TIA: Travel Industry Association of America.





TOT: Transient Occupancy Tax.





Tour Operator: Develops, markets and operates group travel programs that provide
a complete travel experience for one price and includes transportation (airline, rail,
motor-coach, and/or ship), accommodations, sightseeing, selected meals and an
escort. Tour operators market directly to the consumer, through travel agents and are
beginning to be listed on computerized reservation systems.





Tour Wholesaler: An individual or company that sells tour packages and tour product
to travel agents. Tour wholesalers usually receive a 20% discount from accommodations,
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transportation companies and attractions and pass on a 10 to 15% discount to the
retail agent.




Tourism: Leisure travel.





Tourist/Visitor/Traveller: Any person who travels either for leisure or business
purposes more than 100 miles (round-trip) in a day or who stays overnight away
from his/her primary domicile.





Transient Occupancy Tax: TOT or bed tax is a locally set tax on the cost of
commercial accommodations and campgrounds.





Travel: Leisure and other travel including travel for business, medical care, education,
etc. All tourism is travel, but not all travel is tourism.





Travel Agent: An individual who arranges travel for individuals or groups. Travel agents
may be generalists or specialists (cruises, adventure travel, conventions and meetings.)
The agents receive a 10 to 15% commission from accommodations, transportation
companies and attractions for coordinating the booking of travel. They typically
coordinate travel for their customers at the same or lower cost than if the customer
booked the travel on his/her own.





Travel Product: Refers to any product or service that is bought by or sold to consumers
of trade including accommodations, attractions, events, restaurants, transportation,
etc.





Travel Seasons: Travel industry business cycles including: Peak: Primary travel
season Off Peak: Period when business is slowest Shoulder: Period between peak
and off peak periods when business is stronger, but has room for growth.





Travel Trade: The collective term for tour operators, wholesalers and travel agents.






Traveller: 'H¿QLWLRQV YDU\ EXW LQ JHQHUDO D WUDYHOOHU LV VRPHRQH ZKR OHDYHV WKHLU
RZQ HFRQRPLF WUDGH DUHD XVXDOO\ JRLQJ D GLVWDQFH RI D PLQLPXP RI ¿IW\ WR RQH
hundred miles) and stays overnight.





Visitors Centre: Travel information centre located at a destination to make it easier
for visitors to plan their stay; often operated by a convention and visitors bureau,
chamber of commerce or tourism promotion organization.





Vouchers: Forms or coupons provided to a traveller who purchases a tour that
indicate that certain tour components have been prepaid. Vouchers are then exchanged
for tour components like accommodations, meals, sightseeing, theatre tickets, etc.
during the actual trip.





Wholesaler: Develop and markets inclusive tours and individual travel programs to
the consumer through travel agents. Wholesalers do not sell directly to the public.
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Exercises
Fill in the Blank
1.
The term ‘FIT’ stands for _________________________.
2.
The guest with light luggage termed as ________________________.
3.
The guest has left the hotel room without making arrangements to settle his or her
account is called as __________________.
4.
A good speaker should be a good ____________________.
Short Answer Questions
1.
Why does appearance play an important role in hotel industry?
2.
What should be the ideals for personal hygiene?
3.
What are the steps in handling complaints?
4.
What is the difference between an excursionist and a tourist?
5.
Elaborate the term “No show”?
Long Answer Questions
1.
What are the barriers of communication?
 :KDW DUH WKH DWWULEXWHV RI )URQW 2I¿FH  SHUVRQQHO"
3.
What are the basic forms of Communication?
4.
What care should be taken to assure your own safety in work area?
Practical Activities
1.
Telephone etiquettes and Manners
2.
Front desk grooming and other essentials – Body language, verbal and
nonverbal communication, speech/voice modulation, etc.
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UNIT 8

FRONT OFFICE AND GUEST
SAFETY AND SECURITY
Structure
8.1 Introduction
8.2 Safety Practices & Procedures
8.3 Preventive Measures for each Type of Accident
8.4 Fire Prevention
8.5 Reporting Accidents
8.6 First aid - Meaning, Importance and Basic Rules

Unit Overview and Description
After reading this unit students will be able to
9 Understand to handle various emergency situations which may arise in hotel
9 Know basic rules of First aid in case of emergency
9 Understand the preventive measures

Resource Material
 )URQW 2I¿FH 0DQDJHPHQW LQ +RWHO  % . &KDNUDYDUWL
2. Hotel Housekeeping Operations - Smritee Raghubalan and G. Raghubalan.
 +RWHO )URQW 2I¿FH  2SHUDWLRQV DQG 0DQDJHPHQW  -DWDVKDQNDU 5 7LZDUL

8.1 Introduction
In these times, safety and security is one of the main concerns in hotels. At hotels, safety
of the guest is taken seriously and measures are taken to make sure that guest’s stay is
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as safe as possible. Hotels offer various safety features to the guests such as key cards,
VHFXULW\ JXDUGV OLIHJXDUGV VHFXULW\ FDPHUDV ¿UH DODUPV HPHUJHQF\ SRZHU HPHUJHQF\
PDQXDO HWF WR PDNH JXHVW¶V VWD\ VHFXUH DQG VDIH )URQW RI¿FH VWDII PXVW EH WUDLQHG WR
cope with all emergency situations and their priority should be to abide by the basic rules
DQG UHJXODWLRQV GH¿QHG E\ WKH KRWHO PDQDJHPHQW WR FRXQWHU VXFK VLWXDWLRQV OLNH WKHIW
DFFLGHQWV ¿UH WHUURULVW DWWDFN HWF 6R WKH XQGHUVWDQGLQJ DQG NQRZOHGJH RI HPHUJHQF\
situations handling and practicing preventive measures for the same is must.

8.2 Saftey Practices & Procedures
Security encompasses areas such as security of the property itself, company assets, employees’
and customers’ personal belongings and valuables, life security, personal security etc.
In all workplaces management stipulates that it is not responsible for valuables and
employees personal belongings (their handbags, items kept in the personal lockers, etc.).
Yet management must take all possible measures to prevent theft among employees and
of employee belongings through its hiring practices and through the implementation of
effective management, human resources and operational policies, such as:
 %DFNJURXQG FKHFNV RI VHOHFWHG DSSOLFDQWV
 3ROLFLHV UHODWHG WR HPSOR\HHV¶ HQWU\ WR DQG H[LW IURP WKH ZRUNSODFH
 6SRW FKHFNV RI ORFNHU URRPV DQG ORFNHUV
 (IIHFWLYH VXSHUYLVLRQ DQG FRQWURO GXULQJ WKH ZRUN F\FOH
 3ROLFLHVUHODWHGWRWKHGLVFRYHU\RIFULPLQDOUHFRUGVDQGZURQJGRLQJDPRQJDQGE\
employees.
 &RQWURO RI SHRSOH HQWHULQJ DQG H[LWLQJ WKH ZRUNSODFH
With regard to guest valuables, management informs guests that the hotel is not responsible
for valuables left in the room, advising them to secure these in safety deposit boxes
provided by the hotel. Besides taking care of security issues related to the people they
employ (as outlined above), management must undertake some necessary measures,
among which:
 3URYLGLQJ ³VHFXUH´ VDIHW\  GHSRVLW ER[HV DQG DUHDV WR NHHS YDOXDEOHV
 3ROLFLHV DQG SUDFWLFHV WR HQVXUH WKH VHFXULW\ RI WKHVH ER[HV DQG DUHDV
 0DQDJHPHQW DQG RSHUDWLRQDO SROLFLHV UHJDUGLQJ WKH VHFXULW\ RI JXHVW URRPV
 0DQDJHPHQW DQG RSHUDWLRQDO SROLFLHV UHJDUGLQJ WKH VHFXULW\ RI SXEOLF DUHDV
 6HFXULW\ SROLFLHV DQG SUDFWLFHV IRU WKH EDFNRIWKHKRXVH DUHDV
 (PSOR\PHQW DQG WUDLQLQJ RI VHFXULW\ SHUVRQQHO
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 3ROLFLHV DQG SUDFWLFHV WR PLQLPL]H WKH ³SUHVHQFH´ DQG ³SDWURQDJH´ RI ³VKDG\
FKDUDFWHUV´ DQG FULPLQDOV YHUL¿FDWLRQ RI UHJLVWUDWLRQ DQG FKHFNLQ SHUVRQDO GDWD
and documentation submitted, and curtailing free movement of unknowns on the
SUHPLVHV DV ZHOO DV GLUHFW IUHH ÀRZLQJ FRPPXQLFDWLRQ ZLWK ORFDO QDWLRQDO DQG
international security authorities).
 7UDLQLQJ RI VWDII LQ JXHVW DQG YDOXDEOH VHFXULW\
 (IIHFWLYH VXSHUYLVLRQ DQG FRQWURO SURFHGXUHV

8.3 Preventive Measures for each type of Accident
Key Card Locks
While key card locks on guest rooms are quickly becoming the standard, some hotels still
don’t take advantage of the added safety provided to guests. Guest room locking systems
WKHVH GD\V LQFOXGH SXQFK DQG PDJQHWLF NH\ FDUGV ZKLFK KDYH ORFNV ZLWK ÀDVK PHPRU\
and other productivity linked functions. The system can directly be linked with PMS.
ǢsOȖǋÞǼɴ µȖǋ_ǣ
Most hotels do not have security guards while some employ them only at night. some
hotels have their own staff of trained security guards working 24-hours every day to provide
the best in safety and security for the guests.
^sʩEǋÞĶĶǼÞŸŘ ȕŘÞǼǣ
$OLIHVDYLQJGHYLFHLQFDVHRIKHDUWDWWDFNVGH¿EULOODWLRQXQLWVDUHGHSOR\HGDPRQJKRWHO
staff.
ǢsOȖǋÞǼɴ NŎsǋǣ
Few Hotels have security cameras with digital technology, intelligent access central system,
software interface with CCTV for matching undesirable visitors and criminals, interfacing
with motion detectors, pocket lie detectors and spy cameras and use of biometric readers
like hand key reader or face recognition system etc.
Fire Alarms
:KLOH PRVW KRWHOV QRZ KDYH VPRNH GHWHFWRUV DQG ¿UH DODUPV VRPH KRWHOV KDYH D VWDWH
of the art alarm system with smoke detectors in each guest room and throughout the
entire complex that is monitored 24 hours a day, 7 days per week that pinpoints the exact
point of the alarm allowing our security staff to respond immediately to the area of any
alarm condition.
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Emergency Power
Very few hotels have any provision for emergency power in case of an electrical outage
while a few hotels provide limited emergency stand-by power to provide elevator service
and some lighting. Some hotels have 2-Megawatt stand-by generator that provides 100%
emergency power that can provide uninterrupted guest service during a power outage.
Emergency Manual
Hotels maintain an emergency manual, detailing operations in the event of a variety of
emergencies.
Employee Photo ID
For added security, some hotels have employees wearing a photo ID nametag allowing
TXLFN LGHQWL¿FDWLRQ
ÝŘ˚ǊŸŸŎ Ǣ¯sǣ
In addition to the safety deposit boxes offered by most hotels at the front desks, Some
hotels provide in-room guest safes capable of holding a lap-top computer that use the
guest’s own credit card as the key.
µȖsǣǼ rĶsɚǼŸǋǣ
Elevators may also be interfaced with a room electronic locking system, where swiping
WKH URRP FDUG NH\ WDNHV WKH JXHVW WR WKH ÀRRU RQ ZKLFK KH LV VWD\LQJ
DŸŎE ǻÌǋsǼ ǢsOȖǋÞǼɴ
Precautions and measures that may be taken in the above case:
 6HFXULW\ QHWV DQG ERG\ VHDUFKHV IRU JXHVWV QRW NQRZQ WR WKH VWDII
 %DQTXHWLQJVXLWHVDQGRWKHUQRQSXEOLFDUHDVVKRXOGEHVHFXULW\FKHFNHGDQGORFNHG
after use.
 *RRGV UHFHLYHG DQG EDJV VKRXOG EH FKHFNHG DQG NHSW WLG\
 ,IDERPEWKUHDWLVUHFHLYHGYLDWHOHSKRQHWKHWHOHSKRQLVWVKRXOGQRWHFDUHIXOO\ZKDW
exactly is said, the time of the call received the accent of the caller and background
noise if any. After the alert the GM should stay put in the lobby where he can be
reached easily.
 'XWLHV DQG UHVSRQVLELOLW\ RI VWDII GXULQJ DQ HPHUJHQF\ VKRXOG EH ZHOOGH¿QHG
 7KH KRWHO VKRXOG ZRUN FORVHO\ ZLWK WKH SROLFH WR NHHS WKHP XSGDWHG
 &KDPEHU PDLGV DQG +. VXSHUYLVRUV VKRXOG EH WUDLQHG WR FRQGXFW VHFXULW\ FKHFNV
in the guest rooms.
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Security Measures for Women Travellers
 0LUURUHGZDOOVRIWKHJXHVWURRPÀRRUHOHYDWRUVVRWKDW\RXFDQVHHZKRLVZDONLQJ
behind you.
 :HOOOLW SXEOLF DUHDV VXFK DV OREE\ EDUV
 9DOHW SDUNLQJ VHUYLFHV WR DYRLG WKH QHHG R D ZRPDQ WR HQWHU WKH SDUNLQJ ORW
 $VVLJQLQJ URRPV FORVHU WR WKH HOHYDWRU
 ,I D ZRPDQ WUDYHOOHU LV QRW DVVLJQHG D URRP RQ WKH VSHFLDO H[HFXWLYH ÀRRU KRWHOV
PRVWRIWHQRQUHTXHVWXSJUDGHKHUDFFRPPRGDWLRQWRWKDWÀRRUZLWKRXWDQLQFUHDVH
LQ URRP UDWH 7KH ÀRRU LV VWDIIHG DOPRVW  KRXUV D GD\ ZLWK D FRQFLHUJH
ÝŎƼŸǋǼŘOs ŷ¯  ǢsOȖǋÞǼɴ ǢɴǣǼsŎ
The guest, who comes to a particular hotel, comes with an understanding that he and his
belongings both will be safe and secure during his stay at the hotel. At the same time it
is also quite important that the hotel staff and assets are protected and secure. Hence it
is very important to have a proper security system in place to protect staff, guests and
physical resources and assets such as equipment, appliances, buildings, gardens of the
hotel and also the belongings of the guest.
The management must take care that the security and safety systems cover the following
areas:
 Guest: Protection from crimes such as murder, abduction and health hazards from
outsiders, hotel staff, pests, food poisoning etc.
 Staff: Providing staff lockers, insurances, health schemes, provident funds etc.
3URWHFWLYH FORWKLQJ VKRHV ¿UH ¿JKWLQJ GULOOV VXSSO\ RI FOHDQ GULQNLQJ ZDWHU XVH RI
aqua guards, sanitized wash rooms etc.
 Guest luggage: Secure luggage store rooms and proper equipment such as luggage
trolley and bell hop trolley should be provided.
 Hotel equipments:/LIWV%RLOHUV.LWFKHQHTXLSPHQWIXUQLWXUH¿WWLQJDQGEXLOGLQJHWF
PXVWEHSURWHFWHGDQGIRUWKHVHWKHVHFXULW\DQGVDIHW\VKRXOGFRYHUXS¿UHVDIHW\
HTXLSPHQW ERPE WKUHDW VHFXULW\ V\VWHP ZDWHU ÀRRGV VHFXULW\ V\VWHP HDUWKTXDNH
security system , safe vault security system etc.
 3URWHFWLRQRIUDZPDWHULDOVJRRGVSURYLVLRQVDQGJURFHULHVHWFIRUWKLVWKHVHFXULW\
system should cover proper storage and pest control systems, apart from the
application of total material management system.
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Types of security
1) Physical aspect
2) Security of persons
3) Security of systems
1)

Physical aspect is divided into two parts
a) Internal
b) External

a)

Internal security
 $JDLQVW WKHIW
 )LUH VDIHW\
 3URSHU OLJKWLQJ
 6DIHJXDUGLQJ DVVHWV
 7UDFN XQZDQWHG JXHVWV

b)

External Security
 3URSHU OLJKWLQJ RXWVLGH WKH EXLOGLQJ
 3URSHU IHQFLQJ RI WKH EXLOGLQJ
 )HQFLQJ RI SRRO DUHD WR DYRLG DFFLGHQWV LQ WKH QLJKW
 0DQQLQJ RI VHUYLFH JDWHV WR UHVWULFW HQWU\
 )L[LQJ RI FORVHG FLUFXLW 79 FDPHUDV

2) Security aspects of persons
a) Staff
 (IIHFWLYH UHFUXLWPHQW DQG VHOHFWLRQ
 ,GHQWL¿FDWLRQ RI VWDII
 .H\ FRQWURO
 5HG WDJ V\VWHP
 7UDLQLQJ
 /RFNHU LQVSHFWLRQ
b) Guests
 &KHFN VFDQW\ EDJJDJH JXHVWV
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 *XHVWV VXVSHFWHG RI WDNLQJ DZD\ KRWHO SURSHUW\ VKRXOG EH FKDUJHG DFFRUGLQJ WR
hotel policy
 3URYLGH ZLGH DQJOH GRRU YLHZHU GHDG EROW ORFNV QLJKW WRUFK FKDLQV RQ GRRUV HWF
 (PSOR\HHV VKRXOG EH WUDLQHG WR QRW JLYH DQ\ LQIRUPDWLRQ DERXQW LQ KRXVH JXHVWV
to outsiders
 :KLOH LVVXLQJ D FDUG NH\ DVN IRU NH\ FDUG LI LQ GRXEW RI WKH JXHVW
 +RXVH NHHSLQJ VWDII VKRXOG QHYHU OHDYH NH\V H[SRVH RQ XQDWWHQGHG FDUWV LQ
corridors
3) Security aspects of systems
 5HFRUG RI DOO ORVVHV DQG PLVVLQJ LWHPV LPPHGLDWHO\
 ,QYHQWRU\ FRQWURO VKRXOG EH SURSHU
 $XGLWLQJ VKRXOG EH GRQH RQ D UHJXODU EDVLV
 3URSHU V\VWHP IRU FDVK GLVEXUVHPHQWV VKRXOG EH PDGH
The term system implies the operations of the hotel eg: all the equipment used for operation,
procedures laid down for operations and policies to be followed. Systems procedures and
policies if followed properly shall safeguard the assets and increase life span of equipment
as well as avoid any breakdown maintenance.
This would mean the following:
 )L[GXWLHVDQGUHVSRQVLELOLWLHV)L[GXWLHVRIVWDIIPHPEHUVVRWKDWWKH\GRQ¶WLQWHUIHUH
with others’ work
 0DNH VXUSULVH FKHFNV
 6WDII ZKR KDYH DFFHVV WR OLTXLG DVVHWV VKRXOG EH PDGH WR VLJQ D ERQG VR WKDW LQ
case of theft the concerned person can easily be caught
 +LULQJ RI VRPH LQGHSHQGHQW VHFXULW\ FRPSDQ\ WR FKHFN WKH VHFXULW\ V\VWHP RI WKH
hotel
Safety issues
 :KHQ ZH WDNH WKH VDPH KRWHO DV H[DPSOH LW LV PDQDJHPHQW¶V GXW\ WR HQVXUH
“safety” in several areas, such as:
The structure itself
 ,QVWDOODWLRQV DQG ¿[WXUHV FKHFN HOHFWULFDO SOXPELQJ DLUFRQGLWLRQLQJ DQG RWKHU
installations)
 3XEOLF DQG ZRUN DUHDV HJ VOLSSHU\ ÀRRUV KD]DUGRXV REVWDFOHV LQ WUDI¿F DUHDV 
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safety of furniture, equipment, appliances and utensils.
This is followed by:
 +HDOWK VDIHW\ QRQWR[LF FOHDQLQJ PDWHULDO DQG GHWHUJHQWV XVHG 
 *RRGTXDOLW\DLU ZKDWZHEUHDWKHGHSHQGHQWXSRQWKHW\SHRIHTXLSPHQWLQVWDOODWLRQV
DQG ¿[WXUHV XVHG DQG UHJXODU UHSDLUV DQG PDLQWHQDQFH 
 )RRGVDIHW\ DZKROHZRUOGLQLWVHOILQFOXGLQJVDQLWDWLRQIRRGTXDOLW\IRRGVSRLODJH
correct handling procedures, allowable and recommended temperatures etc.),
checking and control procedures.
An important “preventive measure” is eliminating the possibility of communicating contagious
diseases. Even if local regulations do not require it, it is recommended to send food and
beverage handlers for a regular medical check-up. Another preventive measure is the
formulation and implementation of policies and procedures related to employee accidents
which may present a threat to food sanitation.
Culinary staff that cut themselves accidentally at work, as often happens while slicing
food products, have to immediately stop handling food, and report to their Executive Chef
and to the person in charge of First Aid in their company (Security or Human Resources
Department) for preliminary treatment and handling. Healing and precautionary measures
are taken before they are allowed back at their job.
There are also some basic “dress” requirements for staff involved in food and beverage
preparations: e.g. Chefs’ hats (to prevent hair and whatever hair contains to fall into the
food), discreet earrings (non-dangling) or no earrings for women, and long hair neatly and
securely tied in a bun at the back of the head.
Of no lesser importance is the safety of work tools and work procedures covering all areas,
VXFK DV VWDEOH ODGGHUV VHFXUH VKHOYLQJ VDIHW\ VKRHV ZHOO¿WWLQJ ZRUN JDUPHQWV FOHDUO\
written and complete safety procedures and guidelines from management, safety training,
DQGVDIHW\LQVWDOODWLRQVDQGHTXLSPHQWHJ¿UH¿JKWLQJXQLWVUHJXODUPDLQWHQDQFHVFKHGXOHV
IRUVDIHW\HTXLSPHQWDQGLQVWDOODWLRQVZLGHUWUDI¿FDUHDV WRSUHYHQWDFFLGHQWV DGHTXDWH
VWDI¿QJ DQG ODVW EXW QRW OHDVW FRQWLQXRXV HIIHFWLYH WUDLQLQJ LQ ZRUN SURFHGXUHV
All of this necessitates comprehensive planning, the creation of clear policies and work procedures,
organization, implementation, training of supervisors and employees, supervision and control.
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Review Questions
1. What are the three important types of security?
2. Who is a scanty baggage guest?
3. What are the measures that can be taken for the safety of women guest in hotels?
4. What are the properties or assets need to be secured in hotel?
5. What is key card locks?
6. Employee training is a best way to meet an emergency situation and to create
a safe environment in hotel. True/False

8.4 Fire Prevention
Fires in the hotel may result in the injury and loss of life of both the guests and the staff.
ōÞŘ OȖǣsǣ Ÿ¯ ʩǋs ǋsʲ
i) Smoking
 6PRNH RQO\ ZKHUH DOORZHG
 3XW RXW FLJDUHWWHV LQ WKH ULJKW SODFH
 6XI¿FLHQW DVK WUD\V VKRXOG EH SURYLGHG LQ HDWLQJ SODFHV DQG LQ URRPV EXW DZD\
from curtains and draperies.
 (GXFDWH WKH JXHVWV DERXW ¿UH SRVVLELOLWLHV GXH WR VPRNLQJ
ii) Defective wiring, faulty appliances and motor and worn out insulation
Such hazards should be immediately reported to the concerned person and such
equipment should be immediately repaired.
iii) Laundry Areas
Care should be taken to see that none of the electrical equipment is left on after
use.
iv) Gas leaks
Precautions should be taken against this especially in kitchen areas.
v) Combustible waste
Combustible material should never be left near the boiler room.
vi) Kitchen
All equipment such as chimneys, exhausts, ventilators, grills, hoods etc. which
FROOHFW D ORW RI IXPH YDSRU DQG FDWFK ¿UH HDVLO\ VKRXOG EH FOHDQHG UHJXODUO\
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vii) Elevator shafts
These require constant check and inspection. Cigarette butts can ignite the debris
and oils that gather at the bottom of elevator shafts.
Types of Fire and Fire Extinguishers
+RWHOSHUVRQQHODUHWUDLQHGDERXWWKH¿UHSURWHFWLRQSURFHGXUHDQGWKHW\SHVRI¿UH7KH\
PXVW EH DEOH WR UHFRJQL]H WKH YDULRXV W\SHV RI ¿UH DOO ¿UH UHTXLUH DLU $LU FRQWDLQV 22
ZKLFK LV QHFHVVDU\ IRU FRPEXVWLRQ )LUH KDV EHHQ FODVVL¿HG LQ  FDWHJRULHV GHSHQGLQJ
on how they can be extinguished:
Class A Fire: ,W LV WKH ¿UH RI ZRRG SDSHU OLQHQ DQG VLPLODU GU\ PDWHULDOV 7KH\ DUH
extinguished by cooling and quenching effect of water. The water reduces the temperature
of burning substances below their combustion temperature. These are the most frequent
and easiest to extinguish when there is an ample water supply and when water can be
directed on the combustible material .Keeping the other combustible material wet will limit
WKH VSUHDGLQJ RI ¿UH
Class B Fire: 7KHVH LQFOXGH ¿UHV RI RLO JDVROLQH JUHDVH DQG RWKHU SHWUROHXP SURGXFW
7KHVH¿UHVDUHH[WLQJXLVKHGE\EODQNHWLQJWKHVRXUFHRIEXUQLQJVXEVWDQFHVDQGHOLPLQDWLQJ
the supply of O23HWUROHXP SURGXFWV LV OLJKWHU WKDQ ZDWHU DQG ZLOO ÀRDW RQ ZDWHU DQG
FRQWLQXH WR EXUQ DQG VSUHDG E\ PHDQV RI ÀRZLQJ ZDWHU WR RWKHU VHFWLRQ RI WKH EXLOGLQJ
hence water is never used for this category.
Class C Fire: 7KHVH DUH WKH ¿UHV RI SUHVVXUL]HG JDVHV )RU HJ /3* PRVW RI WKH
gases are lighter than air but L.P.G. is heavier than air. Water is not to be used for this
FODVV RI ¿UH
Class D Fire: 7KHVH DUH ¿UH RI PHWDOV KDYLQJ ORZ EXUQLQJ WHPSHUDWXUH IRU H J 1D 0J
HWF 7KLV FODVV RI ¿UH GRHV QRW H[LVW LQ WKH KRWHO
Class E Fire: 7KHVH DUH HOHFWULFDO ¿UH 7KH ¿UH H[WLQJXLVKLQJ DJHQW PXVW QRW FRQGXFW
HOHFWULFDO HQHUJ\ ZKLFK FRXOG VSUHDG WKH ¿UH (OHFWULFDO ¿UHV DUH XVXDOO\ EODQNHWHG DQG
cooled down. Water is a good cooling agent but it also conducts electricity, so it is not
XVHG WR FRQWURO RU H[WLQJXLVK WKLV FODVV RI ¿UH (OHFWULFDO ¿UH LV XVXDOO\ FDXVHG E\ D SDUW
of circuit overheating or by short circuit. Controlling the sizes of electrical fuses and circuit
EUHDNHU ZLOO RIWHQ PLQLPL]H WKLV FODVV RI ¿UH
7KHUH DUH  6\VWHPV RI ¿UH 3URWHFWLRQ
 3RUWDEOH ¿UH H[WLQJXLVKHU
 6WDWLRQDU\ ¿UH ¿JKWLQJ V\VWHP
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1.

Portable Fire Extinguisher
a. 6RGD DFLG ¿UH H[WLQJXLVKHU ,W LV XVHG IRU FODVV $ ¿UH 7KH H[WLQJXLVKLQJ DJHQW
is H227KH ¿UH H[WLQJXLVKHU LV D F\OLQGHU W\SH RI SDQ LQ ZKLFK D UXEEHU RU ÀH[LEOH
hose is attached to the top. When it is desired to use the extinguisher, it is carried
WR WKH ¿UH DQG LQYHUWHG $ VPDOO ERWWOH RI DFLG XVXDOO\ +2SO4 is spilled when the
cylinder is inverted or turn upside down. Powdered sodas, bicarbonate of soda
(Baking Soda) is mixed with H22 ZKHQ WKH WDQN LV FKDUJH RU ¿OOV ZLWK ZDWHU 7KH
chemical reaction of acid and soda water creates a pressure which forces the water
RXW RI WKH F\OLQGHU RU WDQN7KH KRVH LV XVHG WR GLUHFW WKH ÀRZ RI ZDWHU WR WKH ¿UH
It has 2 disadvantages:
z
z

It must be kept away from freezing
Acid causes corrogen problem which reduce the life of the tank or cylinder.
The corrogen problem has been minimized by replacing the acid with CO2
cartridge. Upon the cylinder inversion the cartridge opens and releases CO2
gas under high pressure. The high pressure gas than forces the water out of
cylinder.

b. CaCl2¿UHH[WLQJXLVKHU,WLVDOVRXVHGRQFODVV$¿UH&D&O2 is a salt which when
added to water form brine which has very low freezing temperature. CO2 cartridge
is used as pressure agent to force H2O and CaCl2 RXW RI WKH F\OLQGHU WR WKH ¿UH
These extinguishers are used where freezing is a potential hazard.
c. Foam type extinguisher: ,W LV XVHG RQ FODVV % W\SH RI ¿UH 7KH H[WLQJXLVKHU LV
charged with special chemical (Al2SiO4), the chemical spread on the burning material
DQG WKH VROXWLRQ EODQNHW WKH ¿UH E\ H[FOXGLQJ 22.
d. CO2¿UHH[WLQJXLVKHU,WLVXVHGRQ&'DQG(FODVVRI¿UH7KH&22 types spray
D FKHPLFDO IRJ WRZDUGV WKH ¿UH 7KH IRJ TXLFNO\ H[FOXGHV WKH 22 from the burning
material and blanket the combustible material.
e. D.C.P. extinguisher:,WFDQEHXVHGRQ&'DQG(FODVVRI¿UH7KHPRVWFRPPRQ
extinguishing agent is sodium bicarbonate or plain baking soda. The extinguisher is
charged with the dry chemical and a small tank of CO2 gas. The CO2 gas exerts
SUHVVXUH RQ GU\ FKHPLFDO DQG IRUFHV LW RXW RI D QR]]OH GLUHFWO\ WR WKH ¿UH 7KH
SRZGHU VWULFW WKH ¿UH DQG WKH KHDW IURP WKH ¿UH EUHDNV GRZQ WKH FKHPLFDO ZKLFK
releases CO2 JDV RQ D ODUJH VFDOH ZKLFK KHOSV LQ H[WLQJXLVKLQJ WKH ¿UH


  6WDWLRQDU\ ¿UH ¿JKWLQJ V\VWHP
a. Automatic sprinklers: It is generally mounted just below the ceiling height with a
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temperature detector or smoke detector, attached with each sprinkler. The temperature
IURP WKH ¿UH PHOWV WKH IXVLEOH OLQN RQ WKH GHWHFWRU ZKLFK RSHQV D ZDWHU YDOYH
7KH ZDWHU LV WKHQ VSUD\HG RQ WKH FHLOLQJ DQG IDOOV RQ WKH ÀRRU H[WLQJXLVKLQJ WKH
¿UH ,I WKH ¿UH DUHD VKRXOG VSUHDG PRUH VSULQNOHUV DUH DXWRPDWLFDOO\ RSHQHG WKXV
FRQ¿QLQJ WKH ¿UH WR D VPDOO DUHD 7KH WHPSHUDWXUH GHWHFWRU FDQ EH SXUFKDVHG IRU
different activating temperature. The high temperature detectors are often used in
kitchens.
b. Fire hose system: ,W LV D VHPL SRUWDEOH V\VWHP ,Q WKLV V\VWHP WKH ¿UH KRVH ER[
LV SHUPDQHQWO\ ORFDWHG EXW WKH ÀH[LEOH KRVH FDQ EH PRYHG WR YDULRXV GLVWDQFHV
WKURXJKRXW WKH EXLOGLQJ 7KH KRVH XVHG WR ¿JKW ¿UH ZLWKLQ D EXLOGLQJ VKRXOG EH RI
linen type. The linen allows some water seepage through it which will prevent its
burning when in use.
Review Questions
 :KDW DUH WKH VRXUFHV RI ¿UH LQ KRWHOV"
 :KLFK DUH WKH W\SHV RI ¿UH EDVHG RQ VRXUFH"
 :KDW LV ¿UH DODUP"
 +RZ ¿UH VSULQNOHUV ZLOO ZRUN LQ FDVH RI ¿UH LQ SXEOLF DUHDV RI KRWHOV"

8.5 Reporting Accidents
$SDUW IURP ¿UH DQG ERPE WKUHDW HWF WKH IURQW RI¿FH VWDII DW VRPH SRLQW RI WLPH KDYH WR
handle a lot of unusual situations also. Some such situations may be death and illness
of guests, theft in hotels and many others.
1)

Death of a guest in the hotel
 2QFH WKH LQIRUPDWLRQ FRPHV WR WKH IURQW GHVN LW VKRXOG GLUHFWO\ EH UHSRUWHG WR WKH
IURQW RI¿FH PDQDJHU
 7KH IURQW RI¿FH PDQDJHU ZLOO WKHQ UHSRUW LW WR WKH *0 RU UHVLGHQW PDQDJHU
 7KH VHFXULW\ PDQDJHU VKRXOG DOVR EH LQIRUPHG LPPHGLDWHO\
 7KHSROLFHLVLQIRUPHGDQGWKHKRWHOGRFWRULVVXPPRQHGZKRZLOOFKHFNDQGFRQ¿UP
the death.
 0HDQZKLOH WKH KRWHO ZLOO ORFDWH WKH UHVLGHQWLDO DGGUHVV RI WKH GHFHDVHG DQG ZLOO
inform the relatives.
 2QFHWKHSROLFHFRPSOHWHDOOIRUPDOLWLHVDQGDFWLYLWLHVDQGJLYHVWKHSHUPLVVLRQWKH
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dead body is fully covered and then removed from the room on a stretcher. For
this purpose the service elevator and not the guest elevator is used.
 $ GHDWK FHUWL¿FDWH LV REWDLQHG IURP WKH GRFWRU
 $ UHSRUW VKRXOG EH SUHSDUHG DV WR ZKR LQIRUPHG RI WKH GHDWK WLPH URRP QXPEHU
and date of death. In case there is any luggage of the deceased in the room a list
should be prepared and the luggage should be kept in the luggage room and the
person performing this activity should sign this report.
 7KH JXHVW URRP LV ORFNHG DQG VHDOHG
 $IWHU REWDLQLQJ FOHDUDQFH IURP WKH SROLFH WKH URRP LV RSHQHG DQG WKRURXJKO\
disinfected and spring cleaned and only after permission of the police and subsequent
permission of the GM or resident manager the room should be sold.
Some important facts to be kept in mind are
 'R QRW HQWHU WKH URRP DORQH DOZD\V WDNH WKH OREE\ PDQDJHU DQG VHFXULW\ RI¿FHU
with you.
 ,Q FDVH \RX DUH DZDUH WKDW WKH GHFHDVHG ZDV XQGHU WKH WUHDWPHQW RI D VSHFL¿F
doctor, the same should be called instead of the hotel doctor. His physician will
also be helpful in knowing and notifying the incident to the relatives and people
known to him.
 'R QRW GLVWXUE WKH ERG\ RU WRXFK DQ\WKLQJ EHIRUH WKH DUULYDO RI WKH SROLFH DV WKLV
may be a murder or suicide case.
2)

Handling accident cases
 .QRZOHGJH RI ¿UVW DLG ZRXOG FRPH YHU\ KDQG\ LQ VXFK VLWXDWLRQV ,Q JHQHUDO WKH
following points should be taken care of :
 5HPRYH WKH SHUVRQ ZKR KDV PHW ZLWK DFFLGHQW IURP WKH VLWH RI DFFLGHQW DV HDUO\
as possible and take him to a more comfortable area, use a stretcher in case the
need be.
 &DOO WKH GRFWRU DQG LI SRVVLEOH JLYH KLP WKH GHWDLOV RI DFFLGHQW DQG JUDYLW\ RI WKH
accident.
 7DNH VRPHRQH DORQJ ZLWK \RX WR WKH VLWH RI WKH DFFLGHQW DV \RX PD\ QHHG KHOS
 .HHS DOHUW \RX PXVW VHUYH WKH YLFWLP LPPHGLDWHO\ E\ SURYLGLQJ ¿UVW DLG
 7U\ WR SURWHFW \RXU HVWDEOLVKPHQW IURP DQ\ IDOVH DOOHJDWLRQV

Prepare a full report of the whole accident giving details of the date and time who reported
the incident, room no., site of the accident etc. Also make your comments as to the reason
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of the accident and how could it have been prevented and what action is to be taken to
avoid the same in the future.
The accident book
 $Q DFFLGHQW ERRN LV XVXDOO\ PDLQWDLQHG LQ DOO RUJDQL]DWLRQV DQG WKH UHFHSWLRQLVW
should record all details of accidents which have occurred to employees whilst
carrying out their daily activities.
 7KH ERRN PXVW EH NHSW LQ D SODFH HDVLO\ DFFHVVLEOH E\ DQ\ LQMXUHG SHUVRQ RU D
SHUVRQ ERQD ¿GH
 3DUWLFXODUV RI DQ DFFLGHQW PD\ EH HQWHUHG KHUH LQ HLWKHU E\ WKH LQMXUHG SHUVRQ
himself or by a person acting on his behalf.
 7KH DFFLGHQW ERRN ZKHQ ¿OOHG XS VKRXOG EH SUHVHUYHG IRU D SHULRG RI WKUHH \HDUV
after the date of the last entry.
 (YHU\ HPSOR\HU LV UHTXLUHG WR WDNH VWHSV WR LQYHVWLJDWH WKH FLUFXPVWDQFHV RI
the accident recorded and if there happens to be any discrepancy between the
circumstances found by him and the entry made, he is required to record the
circumstances so found.
ˢʺ

ǢÞǼȖǼÞŸŘ Ÿ¯ ǻÌs¯Ǽ

Theft is divided into four categories:
I.

Theft by employees of the hotel can be avoided by:
 :RUN EXVLQHVV DQG SHUVRQDO UHIHUHQFHV VKRXOG EH FKHFNHG EHIRUH WKH HPSOR\HH
is hired.
 $ GHWDLOHG UHFRUG RI DOO HPSOR\HHV ZKR HQWHU WKH JXHVW URRP VXFK DV FKDPEHU
maids, bellboys, room boys, maintenance etc.
 $OO KRWHO NH\V VKRXOG EH UHWXUQHG WR WKH GHSDUWPHQW FRQFHUQHG DQG QR HPSOR\HH
should be allowed to take keys out of the hotel’s premises.

II.

Damage of hotel property by the guest can be avoided by:
 7KH KRWHO VWDII VKRXOG LGHQWLI\ WKH PDLQ FDXVH IRU WKH GDPDJH
 ,I WKH GDPDJH LV DSSHDUV WR EH GRQH LQWHQWLRQDOO\ WKH KRWHO FDQ DVN WKH JXHVW WR
pay compensation for the same. For this it is necessary that the front desk is well
versed with the cost of the damaged item.
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III.

Theft of hotel property by the guest

Can be avoided by taking the following steps
 ,QVWDOOLQJ DXWRPDWLF ORFNV RQ WKH JXHVW URRP GRRUV
 $SSRLQWLQJ D VHFXULW\ RI¿FHU ZKR ZRXOG ZDON DQG WDNH URXQGV DW UHJXODU LQWHUYDOV
 ,QIRUP JXHVWV WR XVH WKH VDIH YDXOW RI WKH KRWHO DQG QRW WR NHHS YDOXDEOHV LQ WKH
guest room.
 .HHS D ZDWFK RQ ZDON LQ DV WKHLU OLNHOLKRRG RI EHLQJ D WKLHI LV PRUH DV FRPSDUHG
to a guest who has undergone a process of making a reservation in the hotel.
 $YRLG JLYLQJ URRP QXPEHUV RI UHVLGHQW JXHVWV WR YLVLWRUV RU RYHU WKH WHOHSKRQH
callers.
 ,Q FDVH WKH JXHVW ORVHV KLV NH\ DQG DVNV KRXVHNHHSLQJ WR RSHQ WKH URRP GRRU IRU
them, HK should direct them to front desk.
 0DVWHU NH\ VKRXOG EH NHSW XQGHU VWULFW VXSHUYLVLRQ DQG FRQWURO
Theft by outside visitors can be avoided by
 %HLQJ DZDUH RI VXVSLFLRXV SHUVRQV
 5HJXODU DQG LUUHJXODU VFKHGXOH RI YLJLO DQG URXQGV
 6WDJJHU OXQFK DQG UHVW SHULRGV RI HPSOR\HHV VR DV WR NHHS RQH SHUVRQ RQ GXW\
RQ HDFK ÀRRU DW DOO WLPHV
 ,QVWUXFW WKH WHOHSKRQH RSHUDWRU QRW WR FRQQHFW FDOOV WR WKH JXHVW URRP LQFDVH WKH
request is made by the caller by room number. The receptionist should insist on
knowing the name of the guest who the caller wishes to speak to.
 *XHVWVKRXOGEHLQIRUPHGWRNHHSWKHEDOFRQ\GRRUFORVHGWRDYRLGDQ\RQHHQWHULQJ
the rooms from the balcony.
 &ORVHG FLUFXLW WHOHYLVLRQV VKRXOG EH XVHG
ˣʺ 

ǢÞǼȖǼÞŸŘ Ÿ¯ ÞĶĶŘsǣǣ Ř_ sƼÞ_sŎÞOǣ

 7KH UHFHSWLRQLVW PD\ EH FDOOHG IRU DVVLVWDQFH GXULQJ VLFNQHVV RI D JXHVW
 3DWLHQWVKRXOGEHDGYLVHGWRFRQVXOWWKHKRXVHSK\VLFLDQEXWLQFDVHWKHJXHVWKDV
his own physician the same should be called.
 +RXVHNHHSLQJ QHHGV WR EH QRWL¿HG DERXW WKH VLFNQHVV DQG LQVWUXFWLRQV LI DQ\
 ,I WKH FDVH RI VHULRXV VLFNQHVV WKH JXHVW VKRXOG EH PRYHG WR D QXUVLQJ KRPH
 'XULQJHSLGHPLFVDOOSUHFDXWLRQDU\PHDVXUHVHVSHFLDOO\LQIRRGDQGEHYHUDJHVHUYLFH
area should be followed.
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5)

Handling a Drunken Guest
 7KHJXHVWVKRXOGEHUHPRYHGIURPWKHOREE\DVHDUO\DVSRVVLEOHEXWEHLQJFDUHIXO
not to irritate/offend him.
 3UHIHUDEO\ WDNHQ WR WKH EDFN RI¿FH RU WR KLV URRP
 ,I KH EHKDYHV XQUXO\ WKH KRWHO VHFXULW\ PXVW EH FDOOHG

Safe deposit facility in the hotel for security of guests’ valuables
 ,W LV WKH UHVSRQVLELOLW\ RI PDQDJHPHQW WR GHYHORS DQG PDLQWDLQ SURSHU VDIH GHSRVLW
procedures for its property.
 ,IWKLVIDFLOLW\LVDYDLODEOHIRUJXHVWVQRWLFHVUHJDUGLQJLWVKRXOGEHSXWXSLQYDULRXV
conspicuous/noticeable places in the hotel and also should be mentioned to the
guest.
 6DIH GHSRVLW ER[HV VKRXOG EH ORFDWHG LQ DQ DUHD LQ YLFLQLW\ RI WKH IURQW GHVN DQG
which has limited access. Unauthorized guests or personnel should not be permitted
inside the area.
 )URQW RI¿FH VWDII VKRXOG EH ZHOOYHUVHG ZLWK WKH SURFHGXUHV UHJDUGLQJ VDIH GHSRVLW
boxes.
 6WULFW FRQWURO VKRXOG DSSO\ WR WKH VWRUDJH DQG LVVXH RI VDIH GHSRVLW NH\V
 $W DQ\ SRLQW RI WLPH WKHUH VKRXOG EH RQO\ RQH NH\ LVVXHG IRU HDFK VDIH HYHQ LI
more than one person is using the safe.
 7ZR NH\V DUH UHTXLUHG WR RSHQ D VDIH GHSRVLW ER[ RQH EHLQJ WKH JXHVW¶V NH\
and the other being the control key/guard key put in by the cashier/safe deposit
attendant.
 $IWHU WKH YHUL¿FDWLRQ RI WKH LGHQWLW\ RI WKH JXHVW WKH VDIH GHSRVLW DWWHQGDQWFDVKLHU
should accompany the guest to the safe deposit area where in clear sight should
make use of the control key and the guest’s key to open the safe.
Sometimes the hotel may not be able to meet the demand for individual safe box; in
that case a large box containing the belongings of more than one guest is used. Each
guest’s belongings are put in an envelope which is sealed. The key to this box is stored
in a secure place and a log is maintained which records an entry each time the key is
used to open the box
Review Questions
1. Write the sequence of task need to be done in case any death of guest reported
in hotels?
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2. What are the ways to reduce or avoid the theft cases by employees?

8.6 First Aid
)LUVWDLGLQWKHZRUNSODFHLQFOXGHVWKHSURYLVLRQRI¿UVWDLGIDFLOLWLHVVHUYLFHVDQGSHUVRQQHO
required for the initial treatment of persons suffering from injury or illness at a workplace.
It is the immediate treatment or care given to a victim of an accident or sudden illness
EHIRUH TXDOL¿HG KHDOWK SHUVRQQHO DWWHQG WR SURYLGH WUHDWPHQW
The Aims of First aid are to
 3UHVHUYH OLIH
 3UHYHQW LOOQHVV RU LQMXU\ IURP EHFRPLQJ ZRUVH
 5HGXFH SDLQ
 3URPRWH UHFRYHU\ DQG
 &DUH RI XQFRQVFLRXV
First-aid Facilities Includes
 )LUVWDLG ER[
 )LUVWDLG URRP
 )LUVWDLG HTXLSPHQW HJ R[\JHQ WDQNV DQG VWUHWFKHUV
)LUVWDLGUHTXLUHPHQWPHDQVWKHUHTXLUHPHQWVIRU¿UVWDLGIDFLOLWLHVVHUYLFHVDQGSHUVRQQHO
at a workplace.
)LUVWDLGVHUYLFHVPHDQDQ\SURFHGXUHRUPHWKRGDVVRFLDWHGZLWKWKHSURYLVLRQRI¿UVWDLG
at the workplace.
)LUVWDLGHU PHDQV D SHUVRQ ZKR KDV VXFFHVVIXOO\ FRPSOHWHG D ¿UVWDLG FRXUVH DQG KDV
EHHQ DZDUGHG ZLWK D FHUWL¿FDWH RI SUR¿FLHQF\ LQ ¿UVWDLG E\ DQ LQVWLWXWLRQ
Risk means the likelihood that a hazard will cause harm.
Universal Precautions means a set of precautions designed to prevent transmission of
EORRGERUQH SDWKRJHQV ZKHQ SURYLGLQJ ¿UVW DLG RU KHDOWK FDUH
)LUVW DLG LV GH¿QHG DV WKH LPPHGLDWH FDUH JLYHQ WR DQ DFXWHO\ LQMXUHG RU LOO SHUVRQ ,W FDQ
literally be life-saving so it behooves all of us to know some basic principles.
ǊȖĶsǣ ǼÌǼ NŸɚsǋ NŸŎŎŸŘ NŸŘ_ÞǼÞŸŘǣ Ř_ µsŘsǋĶ
1. Don’t panic: Panic clouds thinking and causes mistakes. When I was an intern and
learning what to do when confronted with an unresponsive patient, a wise resident
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advised me when entering a “code blue” situation to always “take my own pulse
¿UVW´ ,Q RWKHU ZRUGV , QHHGHG WR FDOP P\VHOI EHIRUH DWWHPSWLQJ WR LQWHUYHQH ,W¶V
far easier to do this when you know what you’re doing, but even if you encounter
a situation for which you’re unprepared, there’s usually some good you can do.
Focus on that rather than on allowing yourself an unhelpful emotional response.
You can let yourself feel whatever you need to feel later when you’re no longer
needed.
2. First, do no harm: This doesn’t mean do nothing. It means make sure that if you’re
JRLQJ WR GR VRPHWKLQJ \RX¶UH FRQ¿GHQW LW ZRQ¶W PDNH PDWWHUV ZRUVH ,I \RX¶UH QRW
sure about the risk of harm of a particular intervention, don’t do it. So don’t move a
trauma victim, especially an unconscious one, unless not moving them puts them at
great risk (and by the way, cars rarely explode). Don’t remove an embedded object
(like a knife or nail) as you may precipitate more harm (e.g., increased bleeding).
And if there’s nothing you can think to do yourself, you can always call for help.
In fact, if you’re alone and your only means to do that is to leave the victim, then
leave the victim.
3. CPR: can be life-sustaining. But most people do it wrong. First, studies suggest no
survival advantage when bystanders deliver breaths to victims compared to when they
only do chest compressions. Second, most people don’t compress deeply enough
or perform compressions quickly enough. You really need to indent the chest and
should aim for 100 compressions per minute. That’s more than 1 compression per
second. If you’re doing it right, CPR should wear you out. Also, know that CPR
GRHVQ¶WUHYHUVHYHQWULFXODU¿EULOODWLRQWKHPRVWFRPPRQFDXVHRIXQFRQVFLRXVQHVV
LQ D SDWLHQW VXIIHULQJ IURP D KHDUW DWWDFN (LWKHU HOHFWULFLW\ PHDQLQJ GH¿EULOODWLRQ 
or medication is required for that. But CPR is a bridge that keeps vital organs
oxygenated until paramedics arrive.
4. Time counts: The technology we now have to treat two of the most common
and devastating medical problems - heart attacks and strokes, has evolved to an
amazing degree, but patients often do poorly because they don’t gain access to that
technology in time. The risk of dying from a heart attack, for example, is greatest
LQ WKH ¿UVW  PLQXWHV DIWHU V\PSWRPV EHJLQ %\ WKH WLPH PRVW SHRSOH HYHQ DGPLW
to themselves the chest pain they’re feeling could be related to their heart, they’ve
usually passed that critical juncture. If you or someone you know has risk factors
for heart disease and starts experiencing chest pain, resist the urge to write it off.
Get to the nearest emergency room as quickly as you can. If someone develops
IRFDOZHDNQHVVRIWKHLUIDFHOHJVRUDUPVRUGLI¿FXOW\ZLWKVSHHFKRUVPLOLQJWKH\
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may be having a stroke, which represents a true emergency. Current protocols for
treatment depend on the length of time symptoms have been present. The shorter
that time, the more likely the best therapies can be applied.
5. Don’t use hydrogen peroxide on cuts or open wounds: It’s more irritating to
tissue than it is helpful. Soap and water and some kind of bandage are best.
6. When someone passes out but continues breathing and has a good pulse: the
WZRPRVWXVHIXOSLHFHVRILQIRUPDWLRQWRKHOSGRFWRUV¿JXUHRXWZKDWKDSSHQHGDUH
1) the pulse rate, and 2) the length of time it takes for consciousness to return.
7. High blood pressure is rarely acutely dangerous: First, high blood pressure is a
normal and appropriate response to Exercises, stress, fear and pain. Many patients
I follow for high blood pressure begin panicking when their readings start to come
in higher. But the damage high blood pressure does to the human body takes
place over years to decades. There is such a thing as a hypertensive emergency,
when the blood pressure is higher than around 200/120, but it’s quite rare to see
readings that high, and even then, in the absence of symptoms (headache, visual
disturbances, nausea, confusion) it’s considered a hypertensive urgency, meaning
you have 24 hours to get the pressure down before you get into trouble.
8. If a person can talk or cough, their airway is open: Meaning they’re not choking.
Don’t Heimlich someone who says to you, “I’m choking.”
9. Most seizures are not emergencies: The greatest danger posed to someone having
a seizure is injury from unrestrained forceful muscular contractions. Don’t attempt
to move a seizing person’s tongue. Don’t worry—they won’t swallow it. Move any
objects on which they may hurt themselves away from the area (including glasses
from their head) and time the seizure. A true seizure is often followed by a period
of confusion called “post-ictal confusion.” Your reassurance during this period that
they’re okay is the appropriate therapy.
10. Drowning doesn’t look like what you think it does: For one thing, drowning
people are physiologically incapable of crying out for help. In fact, someone actually
drowning is usually barely moving at all.
Recommended Contents of a First-Aid Box
1. 5 Triangular bandages 130cm x 90cm x 90cm
2. Sterile eye pads
3. Non-sterile 4x4” gauze pads
4. Sterile 4x4” gauze pads
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5. Sterile 10x10” gauze pads
6. Elastic bandage
7. 4 Roller bandages 7.5 cm
8. 4 Roller bandages 3 cm.
9. 4 Roller bandages 2.5 cm
10. Cold pack compress gel
11. Burn sheet/dressing
12. Pairs of gloves (disposable/ non sterile)
13. Stainless steel bandage scissors
14. Adhesive tape
15. Sterile multi-trauma dressing/gauze
16. Alcohol prep pads
17. Cetavlon
18. Cotton buds
19. Barrier device for CPR (pocket mask, face shield)
20. Elastoplasts/sterile adhesive dressing
21. Safety pin for triangular bandages
 7KHUPRPHWHU JXLGHOLQHV RQ ¿UVWDLG ,Q ZRUNSODFH
23. First aid manual
24. Waterproof waste bag
25. Inventory of box contents (checklist)
Recommended Facilities for a First-Aid Room
7KH IROORZLQJ VKRXOG EH SURYLGHG LQ D ¿UVWDLG URRP
1. First aid box .
2. Sink with tap water.
3. Antiseptic hand wash soap.
4. Paper towels.
5. An examination/treatment couch with pillow & blanket.
6. Portable stretchers.
7. Splints (upper & lower limbs).
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8. Disposable plastic apron.
9. Separate disposable waterproof waste bag/basket for hazardous & non-hazardous
materials.
10. Spinal immobilization equipment (cervical collar, spinal board).
11. Torch light.
12. Chairs for waiting room.
&XSERDUG IRU VWRULQJ ¿UVW DLG HTXLSPHQW DV LQ WKH ¿UVW DLG ER[  IRU WRS XS
purposes.
First Aid Tips
CPR on adults
,I WKH DGXOW SHUVRQ LV QRW EUHDWKLQJ DQGRU XQFRQVFLRXV ¿UVW FDOO WKH DPEXODQFH DQG WKHQ
start CPR, or cardio-pulmonary resuscitation. It involves a combination of chest compressions
and rescue breaths. Place hands on center of chest; use the heel of your hand, and
give two breaths into mouth of victim after every 30 chest compressions. Giving breaths
involves pinching the victim’s nose and blowing into his mouth steadily. If you are unable
or unwilling to give rescue breaths, give chest compressions until help arrives.
Ǣsɚsǋs EĶss_ÞŘ¶
<RX ZLOO ZDQW WR VWRS RU VORZ GRZQ WKH ÀRZ RI EORRG 8VH JORYHV LI \RX KDYH DFFHVV WR
them so that you don’t risk giving the victim an infection or contracting anything yourself.
7KH ¿UVW WKLQJ \RX ZLOO FKHFN IRU LV ZKHWKHU DQ REMHFW LV LQ WKH ZRXQG ,I WKHUH LV DQ
object there, do not press on it; rather, press around it before bandaging to avoid putting
SUHVVXUH ,I \RX GR QRW ¿QG DQ\WKLQJ SUHVV WKH ZRXQG ZLWK \RXU KDQG RU LI \RX KDYH D
clean pad, place that on top and secure it with a bandage. If the wound is on the arm
or leg, raise the victim’s limb above the level of their heart.
Heart attack
Having a heart attack is one of the most common life-threatening conditions. First, determine
if the victim is suffering from heart attack symptoms. Look for bluish lips, profuse sweating,
gasping for air, fainting or dizziness or persistent or sudden chest pain. Make sure to
sit the victim down; call an ambulance; give an aspirin for the victim to chew if she is
conscious. You may have to perform CPR if necessary.
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Exercises
 :KDW LV ¿UVW DLG"
 :KR LV ¿UVW DLGHU"
Short Answer Questions
 +RZ ¿UH DODUPV DUH XVHIXO LQ SUHYHQWLQJ ¿UH DFFLGHQWV LQ KRWHOV"
 :KDW DUH WKH FRPPRQ VRXUFHV RI ¿UH LQ KRWHO SURSHUWLHV"
3.
How to handle death case in a hotel?
4.
How to handle drunken guest?
 +RZ ¿UVW DLG FDQ EH XVHG DQG LQ ZKDW HPHUJHQF\ VLWXDWLRQ LW FDQ EH XVHG"
Long Answer Questions
 ([SODLQ WKH HTXLSPHQWV WKDW FDQ EH XVHG LQ KRWHOV WR SUHYHQW DQG ¿JKW ZLWK ¿UH DFFLGHQWV"
2.
Discuss the handling techniques of bomb threats or bomb blast in hotels?
 ([SODLQ WKH YDULRXV FODVVW\SHV RI ¿UH EDVHG RQ LWV VRXUFH"
 :KDW DUH WKH GLIIHUHQW W\SHV RI ¿UH H[WLQJXLVKHUV WKDW DUH XVHG WR ¿JKW ¿UH LQ KRWHOV"
5.
Make a list/table of emergency situations that arises in hotel operation along with
handling technique.
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