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TO THE STUDENT

Dear Future Hospitality Professional,

This textbook is written to empower you and help you on your way to becoming a future leader of
this great industry. Exploring the Hospitality Industry will give you an overview of the world’s largest
and fastest-growing industry groupings. Each chapter contains information about the various hospi-
tality segments, the many different areas of career opportunities and career paths, as well as profiles
of industry practitioners and leaders.

Read the Book

Read and study the text, including the profiles, boxes, Check Your Knowledge questions, industry
professionals’ advice, career advice, and review questions, and discuss and debate the case stud-
ies. Use the many tools throughout this textbook—including bolded key words and concepts and
glossary of terms—to facilitate your reading and understanding of the concepts. You will be amazed
at how much more you get out of class by preparing ahead of time.

Success in the Classroom

Faculty say that the best students are those who come to class prepared. We know that as a hos-

pitality student, you have many demands on your time—work, a heavy course load, family commit-

ments, and, yes, fun—plus a lot of reading and studying for your other courses. With this in mind,

we tried to make this book as visually appealing, easy, and engaging to read as possible—and
enjoyable, too.

Wishing you success in your studies and career.
Sincerely,
John R. Walker

Take some time to review the book's features and tools as described on the following pages; they
will facilitate your reading and understanding of the concepts and introduce you to the exciting

opportunities in the many, varied segments of the hospitality industry.



CAREERS

E Career Informa
Management carears in the fisld of managed services offer
college graduates & vast armay of opportunities. A tremen-
dous advantage to this type of career & that as a mananger,
you have more control over your fime because of tha

structured nature of the emironment. Airdines, schools, and
health care food=sernvice, as well as college and university din-
ing, usualky work on a sat schedule that i based ona menu
rotation. There are no late nights unless you are supenising
a catenng event or special function. Within the educational
amdronmeant, summers and school breaks allow managers
tima to get caught up on projects and/or take vacations.

If you are looking for a managed sendces caneer, thasa
areas offer a rare opportunity for a qualty of life that is often
not available in foodsamnice. One drawback to this type of
carear is that there is often little or no interpersonal refation-
ships with your customers. Reduced customer contact
maans that thare is oftan imited recognition and acknowd-
edgment by patrons.

Military dining operations can offer a mone restaurant or
club-orierted caresr path. Working as a civiian for the mili-
tary means competitive salaries, excsllent benefits, and the
opportunity to travel.

Business and industry dining is the most diverse carear
sagment of instiutional foodservica. It draws from all
aspecis of the industry. Hours am usually longer but still
dafined, and there is a graater potential for bonuses and
advancement.

Institutional foodservice B enjoying unprecedented
growth as a multibilicn dollar industry. it has expanded o
include services outside the hospitality industry, such as
groundskeeping, mainienanca, janitorial sanvices, and vend-
ing machine sales. Figure 8-4 Busirates a possible career
path in managed senices,

Managed Services Career Path

s Aszsstant foodsanvice director: Salary range of $32,000
to 39,000 phues benefits, which can be about 30 parcent

of salary and include a pension plan. If you already have

experience in a vanety of foodsenvics operations’positions,

anadnag da rasct/Shoftors ook

£ £ Health care foodservice is very labor
intensive, with labor accounting for about
55 to 66 percent of operating dollars. 77

it is possible to gain this type of position upon graduation.
It is possible that you would move to a larger operation
or a different type of account to broaden your axpenance
and knowledge before moving up to the next level.

* Foodservice director: $40,000 to $60,000 plus ben-
efits. It is ikely that you would begin at one account
and then move to a larger one after a few years.

» General manager: $60,000 to $80,000 plus benefits.
After spending a few years at one location it is ikely
that you would move to ancther, possibly larger one.
For example, you may be GM of a $4 million account
and go to a $10 million account.

» District manager: $85 000 to $100.000 plus benafits.
The district manager is responsible for several ac-
counts; other responsibiities include making proposals
to gain mew accounts and negofiating contracts with
clients.

Career Information

This feature describes career opportunities, and the

chapter will help students develop skills and understand
the realities of careers in each segment of the hospitality

iIndustry.
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REVEL for Explonng the Hospitality industry offers an immer-
sive learning experience that engages students deeply, while
ghving them the fiexbility to leam their way. Media interactives
and assessments integrated directly within the namative enable
students to delve into key concepts and reflect on their learming
without breaking stride.

REVEL seamiessly combines the full content of Exploning the
Haospitality Industry with multimedia leaming tools. You assign
the topics your students cover. Videos, application exercisas,
and short quizzes engage students and enhance ther under-
standing of core topics as they progress through the content,

Instead of simply reading about topics, REVEL empowers
students to think critically about important concepts by com-
pleting application exercises, watching wideos, and interactive
assignments.

Track time-on-task throughout the course

The FPerformance Dashboard allows you to see how much time
the class or individual students have spent reading a section or
doing an assignment, as well as points eamed per assignment.
This data helps correlate stedy time with performance and pro-
vides a window into where students may be having difficulty
with the matenal.

Learning Management System Integration
REVEL offers a full integration o the Blackboard Leaming Man-
agement System (LMS). Access assignments, rosters, and

resources, and synchronize REVEL grades with the LMS grade-
book. New direct, single sign-on provides access to all the im-
mersive REVEL content that fosters student engagement.

The REVEL App

Thie REVEL App further empowers students to access their
course materials wherever and whenever they want. With
the REVEL App, students can access REVEL directly from
their tablet or mobile device, offfine and online. Reminders
and notifications can be set so you never miss a deadline.
Woark done on the REVEL app syncs up to the browser
version, ensuring that no one misses a beat. Visit www.

pearsonhighered.com/revel/

Instructor Supplements

* [nstructor’s Manual
s TestGen
« PowerPoint Presentations

To access supplementary materials online, instructors
need to request an instructor access code. Go o www
-pearsonhighered.com/irc, where you can register for an
instructor access code. Within 48 hours after registening, you
will receive a confirming e-mail, including an instructor access
code. Once you have received your code, go to the site and
log on for full instructions on downloading the materials you

wish to use.
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PREFACE

Exploring the Hospitaity Industry was written to fill a vital need: a text that was different in struc-
ture and content, and broader in its coverage of the hospitality industry. The introductory course
in hospitality serves as a foundation for other courses and is used to attract majors to hospitality
management programs. This book is intended for both purposes. The hospitality industry continues
to change rapidly, and this text brings you the very latest trends from the broadest amay of hospitality
industry segments. It is a “need to know™ book, vibrant and colorful in design, that is outstanding in
its easy-to-use, engaging content.

We thank you if you have used my infroduction to Hospitality, which offers an overview of the
hospitality industry and has an operational focus; or our Infroduchion to Hospitality Management,
which highlights management issues. Exploring the Hospitality Industry is different in structure and
content and offers a broader coverage of the hospitality sectors. This text is designed for the hospi-
tality professionals of the future. In every chapter, we invite students to share our unigue enthusiasm
for the hospitality industry.

New to This Edition

Featured learning outcomes and updated facts and figures support student leaming of the hospital-
ity industry.

= The text explores each segment of the industry, including career opportunities, industry leaders,
and operations practices — with real-ife applications.

* The seguence of the tourism begins with economic benefits and economic impact, moving to
modes of transportation for travel, and cument travel and tourism trends.

= |odging operations discusses executive duties, explains hotel departments, and reviews prop-
erty management systems, including calculating potential rooms revenue.

+ [Foodservice addresses real-life advice from a restaurant general manager and evolving trends,
including multi-unit establishments, food trucks, nutntional principles, and craft brewing.

= Sales, marketing, and advertising features the industry’s current technology practices (and so-
cial media), which reach customers in new ways.

= [Fthics will no longer be tossed in between great career information. It is featured as one driving

philosophy in Exploning the Hospitality Industry.

Goals and Organization of This Text

The primary goal of Exploring the Hospitality Industry is to help students advance in their hospitality
careers by giving them a foundation of hospitality industry knowledge. The information is presented
in a vely and interesting manner, and includes an extensive armay of features to facilitate the leaming
process. Chapters cover all facets and segments of the industry, and present a student-friendly text
in an outstanding instructional package.



Exploring the Hospitality Industry is organized into 14 chapters.

Hospitality Spirit
Tourism

Lodging

Lodging Operations
Cruising
Restaurants

Restaurant Operations

N e Bt o N

Managed Services

O

Beverages

10. Clubs

11. Theme Parks and Attractions

12. Gaming Entertainment

13. Meetings, Conventions, and Expositions
14. Event Management

Hallmark Chapter Features Include:

* Learning outcomes that help the reader focus on the main points of each chapter.

e Bold key words and concepts that help the reader hone in on the various topics presented
In the chapter.

* “Introducing” features that describe the careers and work of successful industry practitioners.

 Corporate profiles that give an overview of leading corporations of excellence.

e (Career information in each chapter.

¢ Check your knowledge features that encourage students to answer questions relevant to the
material covered every few pages.

e Thorough identification and analysis of trends, issues, and challenges in the hospitality
iIndustry.

¢ Summaries that correspond to the chapter learning outcomes.

e Learning outcome-based and critical thinking review questions related to SCANS
(Secretary’s Commission on Achieving Necessary Skills) that review important aspects
of the text.

e Case studies that challenge students to address real-world situations and recommend
appropriate action.

¢ [nternet exercises that invite students to visit Web sites to find answers to specific, relevant-
to-hospitality questions.

* Apply Your Knowledge questions that offer students the chance to apply their knowledge of
hospitality industry topics.

e A full Glossary that explains the meaning of essential words throughout the text.
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Hospitality Spirit

Learning Outcomes

e Describe the interrelated nature of hospitality and tourism.

* |dentify the characteristics of the hospitality industry.

e Summarize the Stephen Hall Code of Ethics for the hospitality and tourism industry.
e Explain why service is so important to success in the hospitality industries and how to perfect it.

e Determine and prepare yourself for a career path in the hospitality and tourism industry.




CHAPTER 1 Hospitality Spirit

Welcome to You, the
Future Hospitality
Industry Leaders!

The hospitality industry is one of the most fascinating, fun,
and stimulating industries in which to work, plus you get paid
quite well and have excellent advancement opportunities. We
often hear from industry professionals that the industry gets in
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Director
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Director
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Department

Manager

T Graduate
School

Department
Assistant Manager

T

Supervisor
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Management
Training Program

your blood—meaning that you and the hospitality industry will
become one. On countless class industry visits people who
speak to the class say that they wouldn’t change their jobs
for anything! Only one person has said, “You guys must be
nuts If you want to work in this industry.” He was joking, of
course, but there are some realities of which we need to be
aware, and these are discussed In the section that describes
the characteristics of the industry. There are several examples
of people graduating and being offered positions that enable
them to gain a good foundation of knowledge and experience
In the industry. Possible career paths for these graduates are
llustrated in Figure 1-1. In most cases, it does not take long
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Supervisor

I

College Associates
Degree Courses
and Part-Time
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Entry Level

I

T
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FIGURE 1-1 A Possible Career Path in Hospitality.



for career advancement opportunities to come along; however,
let’s begin our journey with a look at hospitality service spirit,
which plays a crucial role in the success of our industry, no
matter what your position.

Ever thought about why Marriott International is so success-
ful? Well, one reason is given by Jim Collins in the foreword that
he wrote for Bill Marriott’s book The Spirit to Serve: Marriott’s
Way. Collins says that Marriott has timeless core values and
enduring purpose ... including the belief that people are num-
ber one: “Take care of Marriott people and they will take care of
the guests.” In addition, a commitment to continuous improve-
ment and a good old-fashioned dedication to hard work and
having fun while doing it provide a foundation of stability and
enduring character.

Mr. Collins adds that Marriott’'s core purpose—make peo-
ple who are away from home feel that they are among friends
and are really wanted—serves as a fixed point of guidance and
inspiration. SO where does hospitality spirit fit in to all this? It
simple; it begins with each and every time we have a guest
encounter—people with a service spirit are happy to do some-
thing extra to make the guest’'s experience memorable. The
hospitality spirit is a passion to give pleasure to others, or,
as former Ritz Carlton Human Resources Director, Charlotte
Jordan, calls it, “Creating memorable experiences for others
and being an ambassador of the world, adding warmth and
caring.” Every day, we encounter guests who rely on us for ser-
vice, which can make or break their experiences. We want to
wow the guests and have them return often with their friends.
Yes, we are in the people business, and it's “we the people”
who take pride in the words of the Ritz-Carlton Hotel—“We are
ladies and gentlemen taking care of ladies and gentlemen”—
who succeed in the hospitality industry.

Is education worth it? You bet! Just think—the difference
N salary between an associate’s and a bachelor’s degree
over the length of a career is $500,000. Yes, that’s half a
million bucks!

The Pineapple Tradition

ne pineapple has enjoyed a rich and romantic heritage as
a symbol of welcome, friendship, and hospitality. Pineapples
were brought back from the West Indies by early European
explorers during the seventeenth century. From that time on,
the pineapple was cultivated in Europe and became the favored
fruit to serve to royalty and the elite. The pineapple was later
iIntroduced into North America and became a part of hospitality.
In colonial times, sea captains would display a pineapple on
their doors or on gateposts giving public notice to friends and
acquaintances that they had had a safe trip home. It also sym-
bolized “The ship is in! Come join us. Food and drink for all!”
Since its introduction, the pineapple has been internationally
recognized as a symbol of hospitality, and a sign of friendliness,
warmth, and cheer.

The National Restaurant Association (NRA) forecasts
a need for thousands of supervisors and managers for the
hospitality and tourism industry. Okay, so you’re wondering if
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Pineapple is the symbol of hospitality.

there’s room in this dynamic industry for you. You bet! There’s
room for everyone. The best advice is to consider what you
love to do and get some experience in that area—to see if you
really like it—because our industry has some special charac-
teristics. For starters, we are in the business of giving service.
When Kurt Wachtveilt, 30-year veteran former general man-
ager of the Oriental Hotel in Bangkok, Thailand—considered
by many to be one of the best hotels in the world—is asked,
“What is the secret of being the best?” he replies, “Service,
service, servicel!”

The Interrelated
Nature of Hospitality
and Tourism

Learning Outcome 1: Describe the interrelated nature of
hospitality and tourism.

The hospitality and tourism industry is the largest and fastest-
growing collection of industries in the world. One of the most
exciting aspects of this industry is that it is made up of so
many different professions. What picture comes to your mind
when you think about a career in hospitality and tourism?
Do you picture a chef, general manager, director of market-
ing, executive housekeeper, or director of human resources?
Hospitality and tourism professions are almost limitless. They
range from positions in restaurants, resorts, cruise lines,
theme parks, casinos, and everything in between. Under the
umbrella of travel and tourism, countless professions are nec-
essary to meet the needs and wants of people away from
home (Figures 1-2 and 1-3).
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The interrelated nature of hospitality and tourism means that we would fly here and stay in a hotel and eat in a restaurant.
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Travel Motels Restaurants
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FIGURE 1-2 Scope of the Hospitality and Tourism Industries.
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FIGURE 1-3 The Interrelated Nature of Hospitality, Travel, and Tourism.

Throughout this book, we discuss some of the career possi-
bilities in hospitality and/or tourism. Here are a few questions you
must ask yourself if you are considering a career in the industry:

Do you enjoy working with people?

DO you enjoy an upbeat work atmosphere?

DO you like to travel?

o Mo

DO you value the idea of working in an industry where op-
portunities for advancement are plentiful?

If you answered yes to these questions, a career in hospi-
tality and tourism may well be for you. Figure 1-2 shows the
scope of the hospitality and tourism industries.

/) Check Your Knowledge

1. Name three possible careers in the hospitality and
tourism industry.

2. What four broad industry segments are encom-
passed by the hospitality and tourism industry?

3. Hotels, motels, and resorts are locations where you
might work in which industry segment of hospitality
and tourism?

Characteristics of the
Hospitality Industry

Learning Outcome 2: Identify the characteristics of the
hospitality industry.

Hospitality businesses are open 365 days a year, 24 hours
a day. No, we don’t have to work all of that time, but we do
tend to work longer hours than some other industries. Those
on their way to senior positions in the hospitality industry and
many others, for that matter, often work 10 to 12 hours per
day. Evenings and weekends are included in the work week —
so we must accept the fact that we may be working when
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others are enjoying their free time. The hospitality industry
depends heavily on shift work. Early in your career, depend-
ing on the department, you will likely work one of four shifts.
Supervisors and managers often begin at 8 A.M. and work
until 6 or 8 p.M. Basically there are four shifts, beginning with
the morning shift, so you may be getting up as early as 6 A.w.
to get to your 7 A.Mm. shift. The mid-shift is normally from
10 A.M. to 7 P.M.; the evening shift starts at 3 p.M. and goes
until 11:30 p.M.; and, finally, there is the graveyard shift, which
begins at 11 pP.M. and ends at 7:30 A.M. Well, success does
not come easily.

In the hospitality industry, we constantly strive for outstand-
ing guest satisfaction, which leads to guest loyalty and, yes,
profit. Our services are mostly intangible: the guest cannot
“test-drive” a night’s stay, “kick the tires” prior to boarding a
shuttle, or “squeeze the steak” before dining. Our product is
for the guest’s use—not possession—only. Even more unigue,
for us to produce this product, we must get the guest’s input.
Imagine General Electric (GE) building a refrigerator while the
customer is in the factory participating in the actual construc-
tion of the product—it would be ridiculous! Yet we do it every
single day, numerous times per day, and in a uniquely differ-
ent way each time. We refer to this as the inseparability of
production and consumption of the service product and the
iInherent heterogeneity of the product due to each guest’s
unique demands. The other unique dimension of our indus-
try is the perishability of our product. For example, we have
1,400 rooms in inventory, that is, available to sell, but we sell
only 1,200 rooms. What do we do with the 200 unsold rooms”?
Nothing—we have permanently lost 200 room nights and
their revenue.

The NRA invites its best and brightest prospective profes-
sionals to participate in its annual restaurant show in Chicago.
These students write their dreams on a large panel, which is
displayed for all to enjoy reading. Here are a few of their hopes
and dreams:

m11/123RF

Restaurants associated with hotels are open weekends and
holidays.
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Thinking about your personal dreams and goals is an important
part of your education.

* To please my customers.

* To pass on knowledge to others, touching their lives in a
positive way!

* To teach others as well as those who have taught me.

So, what are your dreams and goals? Take a moment to
think about your personal dreams and goals. Keep them In
mind and look back on them often. Be prepared to amend
them as you develop your career.

Diversity and Inclusion

One of the interesting aspects of the hospitality industry is our
increasing globalism, which brings even greater diversity and
cultural nuances to our places of work. Both associates and
guests are increasingly diverse. With every country represented
amongst hospitality associates, and with over 75 million visitors
a year to the United States and more than 90 million expected
by 2020, we are literally hosts to the world.

We have become a Global Village and need to embrace
diversity and inclusion of both our associates and guests in
order to remain competitive. In the hospitality industry, we are
a very diverse group of individuals with proportionately more
women, minorities, racial and ethnic groups, older workers, and
people with disabilities than other industries.

At the present time, over 100 million Chinese tourists
travel abroad spending bilions on shopping, attractions, and
gambling.

In order to remain competitive, the tourism and hospital-
ity sector must continue to diversify if the needs of these new
guests are to be met. This trend must continue in order to
iIncrease the skills, sensitivity, and cultural norming necessary to
serve larger and rapidly growing new groups of affluent tourists.

Inclusion means including all people regardless of race,
gender, religion, national origin, disability, marital status, sex-
ual orientation, weight, or physical appearance. None of these
characteristics should be discriminated against, as the only
thing that matters is the person’s ability to do the job.




Diversity and inclusion in the workplace begins with each
company’'s unique culture, which is built on what the company
actually does, or follows through with, not just what the com-
pany says it does. Today, many hospitality companies promote
their devotion to diversity and inclusion — you can typically find a
page dedicated to the subject on many company’s Websites —
but the most successful companies understand the true value
of focusing on actually being a diverse employer.

Hilton Worldwide, for example, employs a workforce of over
300,000 team members across 90 countries. Hilton’s executive
leadership understands that creating a diverse culture is accom-
plished by investing in programs that endorse diversity, such as
training on inclusion through Hilton Worldwide University, cel-
ebrating international customs and behaviors, and deploying
internal newsletters that inform team members about diverse
organizations and partnerships that are tied to the company.
Hilton is built on the foundation of promoting inclusiveness by
creating a diverse workforce through attracting and recruit-
ing the best and brightest talent. Hilton has developed and
maintains strong partnerships with the world’s top Historically
Black Colleges and Universities (HBCUs) and Hispanic Serving
Institutions (HSIs) to recruit graduates of hospitality programs
into the Hilton Worldwide family.?

successful hospitality companies have thrived on provid-
iINng opportunities to employees who are intelligent, work hard,
and help the company succeed, regardless of their demo-
graphic, race, religion, or ethnicity. This mentality makes a
company more attractive to the most talented individuals,
because there is such high demand to work for that company.
Companies that employ only a specific demographic, race, or
ethnicity are fast becoming the minority in the United States,
more companies are realizing the importance of embracing
the value of being a diverse company over simply meeting a
required gquota.

Careers

There are thousands of hospitality career options for you to con-
sider, and it’s fine if you are not yet sure which is the one for you.
In Figures 1-4 through 1-10, you can see the major hospitality
and tourism industry segments: lodging, restaurants and food-
service, recreation and special events, assembly manage-
ment, theme parks and attractions, and travel and tourism. For
instance, lodging provides career opportunities for many associ-
ates who make reservations and greet, assist, and serve guests
in hospitality operations of varied sizes and in locations all over
the world. Among the examples are the operators of a bed and

1_.

.

As you begin your career in the hospitality indus-
try, it is important to make a commitment to excel-
lence. You can become whatever you aspire to

Make a Commitment to Excellence

General Manager

Director of Operations

Front Office Manager

Assistant Front Office Manager

Housekeeping

Front Desk Agent

Restaurant Server

A
Kitchen Station Chef

s - N
Kitchen Cook

FIGURE 1-4 Lodging Management Career Ladder.

breakfast (B&B) in upstate New York who cater to seasonal
guests. Another example is the hundreds of employees neces-
sary to keep the City Center complex in Las Vegas operational.
Throughout the chapters of this text, we will explore the impor-
tant segments of the hospitality industry. Enjoy!

You can explore career ladders for your future hospitality
career, from lodging management to tourism management.
Remember the United States Census Bureau’s statistic of life-
time salaries by educational level:

High school graduate: $1.2 million
Associate’s degree: $1.6 million

Bachelor’s degree: $2.1 million

Consider what this information means—you will likely be
$500,000 better off by getting a bachelor’s degree.

become—remember, it’s your attitude that determines
your altitude. Somebody has to be the president of the
company. Why not you"?
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