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city ledger, 60, 114, 223225, 230,
232,268
night audit, 268-269, 274, 279—
280
transfer of guest accounts, 230,
250-251
Adams, Bruce, 130, 388
Advanced reservations, 144
Advertising, 253, 254
Airline industry, yield management
in, 164-165
Albrecht, Karl, 305, 307, 312-313,
319, 320-321, 324
Allin, Nancy J., 319
All-suite concept, 11-12, 18

Amenities
guest requests for, 74, 75, 191
in night audit, 277, 278
security of, 381
types of facilities, 9-14
American Hotel & Lodging Associa-
tion, 25, 348
American plan, 199
Americans with Disabilities Act
(ADA), 352-354
Announcement board, daily, 76
Assets, 222
Assistant manager, responsibilities of,
44, 55
Astor, John Jacob V, 3
Astor, William Waldorf, 3
Athletics director, 38
Atrium concept, §
Auto clubs, 247
Average daily rate (ADR), 15-16, 35,
163-164, 269

B

Back office accounts, 115-116,

230
transfer of, 250-251

Baker, Dulcie, 129

Balance sheet, 49, 116

Bank-card payments, 187, 246

Bank deposits, in night audit, 273,
274,280

Banquet department, interdepartmen-
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exchange rate and, 247-248
for food and beverage, 75-76, 112
forms, 223
for guaranteed reservation, 145
late charges, 238

methods of payment, 189, 242—
247
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Concierge, 52-53
Conference call, 23
Confirmed reservations, 139, 144
Continental breakfast, 45
Controller, 34, 35, 38, 56
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Half-day rate, 199
Halpine, Kelly, 319
Hampton Inns, 4, 12
Handicapped employees, 352-354
Handicapped guests, 192
Hard-key system, 202-203, 240-
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interdepartmental communications
of, 46, 56, 61, 74-75, 81-83,
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International guests
communications with, 46, 215
currency exchange, 247-248
greeting, 352
needs of, 255
International Hotel Association,
165
International job opportunities, 27
Internet
job search on, 27
reservations on, 130-131, 135
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preparation of, 55
training program and, 342
Job responsibilities, of department

heads, 41-50



430 INDEX

Job satisfaction, 310, 368
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chy, 397
general manager, 41-44
organization charts, 34, 35-41
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ager, 54-55, 56
frequent-visitor programs, 198
group reservations and, 134-135
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Master credit-card account, 250, 268—
269
maxim automated revenue manage-
ment system, 167-168
Mayo, Elton, 365, 366, 368, 369
Megabyte, 101
Megahertz (MHz), 103
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computer applications, 102, 115,
264-269
accounts receivable, 268-269
charges and payments, 265
departmental totals, 265-268
posting charges, 264
controller and, 49

defined, 261
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importance of, 262-263, 264
preparation of report, 264, 269—
282
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standard operating procedures in,
232
steps in, 263
trial balance report, 264, 269, 270
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No-show factors, 140
No-show reservation, 137-139, 143
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categories of, 139-140, 144
double, 163
full house, 50
management formula, 140-141
marketing data on, 254-255
no-show rate and, 137-139

optimal, 170
percentage, 15, 35, 161-163
projected, 150, 152
yield percentage, 15, 16, 35
On-the-job training, 59, 347
OPERA Revenue Management Sys-
tem, 166
Operating statistics, in night audit re-
port, 281, 283
Operational effectiveness, 263
Operational reports, 42
Optimal occupancy, 170
Optimal room rate, 170
Organization charts, 34, 35-41
front office, 50-53, 54
full-service hotel, 35-40
limited-service hotel, 40-41
security department, 382
Orientation, new employee, 82-83,
336-340, 341
Orkin, E., 170, 171-172
Outsourcing, 143
Outstanding balance report, 115
Overbooking, 137-141, 154, 208—
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Package rates, 198-199
Paid in advance (PIA), 114
Paid-out slips, 75, 76, 223, 229
Pallett, William, 327-328
Parking garage
in night audit report, 272, 278
responsibilities of manager, 38, 50
security of, 381
Payback period, 108
Payments. See Charges and payments
Payze, Sally, 143
Peddler’s club, 198
Personal checks, payment with, 145,
245
Personality, hospitality qualities, 321—
322, 333-336
Personnel. See Employees
Personnel department. See Human
resources department
PictureTel, 23, 345
Plant, in guest test, 372
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Plant engineer, 38, 45, 55, 56
Pleasure travelers, reservation meth-
ods, 135
PMS. See Property management sys-
tems
Point-of-sale front office. See Sales,
front office role in
Point-of-sale terminals, 75-76, 93,
113, 117, 226
Policy and procedure manual, 338—
339
Portman, John, §
Postal code, 119, 252
Posting charges and payments, 112—
113, 226-230, 264
Power outages, computer system
and, 106-107
PPM (pages per minute), 103
Predicted house counts, 75
Printer, 103
Prior approved credit, 50-51
Private label cards, 187
Processor speed, 101
Professional trade organizations, 26
Profit-and-loss statement, 49, 108,
116, 187, 196, 254
Profit maximization, 165
Proof of identification, 188-189
Property management systems
(PMS), 54, 93-125
applications of
accounting, 115-116
call accounting, 113
charges, posting, 112-113, 226—
230
checkout, 241-242
checkout reports, 251
e-mail, 120
food and beverage, 117
guest histories, 251-256, 256
housekeeping, 116-117
human resources, 119-120
inquiries/reports, 115
maintenance, 118
marketing and sales, 119
night audit, 115, 265
registration, 111, 204-215
reservations. See Reservations,
computerized
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Property management systems (co-
tinued)
room status, 112
security, 118
time clock, 120
yield management, 110, 165-
168
cost recovery and, 107-108
ergonomics and, 104-105
layout of front desk, 94-97
main menu of, 108, 109
needs analysis and, 97-100, 121
selection of
considerations in, 105-107
hardware, 101, 103-104
software, 100-101
training procedure, 343-344
PROS Revenue Management, 166—
167
Psychographic data, 21

Quality Inns, 388
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Rack rate, 35, 110, 198
Randall, Randy, 176
Real estate investment trusts (REITs),
8-9
Referral member reservation system,
131-132
Referral property, 19-20
Registration, 181-219
additional bookings at, 135-136,
201-202
computerized, 111, 204-215
credit extension, 186-189
first impressions during, 182-183
group, 206, 207
guest information at, 183-184,
185-186, 205
key assignment, 202-204, 210
room selection, 189-194
steps in, 184
upselling during, 362-363, 366
See also Room rates

Registration cards, 185-186, 252,
253
Renaissance Hotels, 18
Repair orders, 78, 118
Reservation codes, 144-145
Reservation manager, 51
Reservations, 127-159
additional bookings
at checkout, 248-249
at registration, 135-136, 201-
202
blocking procedure, 56, 142, 146,
148, 189-190
cancellations, 145-146
computerized, 102, 128-130
central system, 109-110, 142~
143
cost effectiveness of, 155
individual hotel PMS, 147-154
integrated CRS/PMS, 154
overview, 128-130
for corporate client, 132-133
forecasting, 136-137, 138
franchisee system, 131
for group travelers, 133-135
guest histories, 73, 119
importance of, 128
inquiry about, 185
Internet bookings, 130-131, 135
no-shows, 137-139, 143
outsourcing, 143
overbooking, 137-141, 154, 208-
209
payment method and, 145
referral system, 35, 131-132, 133,
135
on toll-free number, 133, 135
through travel agents, 133, 135,
153
types of, 139, 144-145
See also Yield management
Reservation status, 147, 194
Residence Inn, 4
Residential hotels, 14
Restaurant sales. See Food and bev-
erage sales
Revenue per available room
(RevPAR), 15, 16-17, 164,
269

Revenue potential, 169
Revenue realized, 169
Revenue report, 264, 279
RevPAR (revenue per available
room), 16, 164
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348, 370
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blocking procedure, 56, 61, 142,
146, 148, 189190
design and layout, 190, 191
guest requests, 147-148, 149, 190-
193
inventory, 51, 190, 193-194, 206,
208
marketing data on, 254
rates. See Room rates
revenue, 15, 164, 281
sales. See Sales; Sales, front office
role in
selection, 189-194
Room attendants, 41, 116-117
Room rates, 194-201
average daily rate (ADR), 15-16,
35, 163-164
establishing, 195-197
marketing data on, 254
maximizing, 199-201
optimal, 170
price reduction, 193
rack rate, 35, 110
types of, 197-199
verifying, 209-210
See also Yield management
Room rental, night audit, 271, 277
Room sales figure, 275
Room service
night audit, 271, 276
promotion of, 366
Room status
housekeeping, 74-75, 81-82,
112, 116, 193194, 206, 208,
214
reservation, 111-112, 194
Room tax, 226, 271, 275
Rule-of-thumb method for determin-
ing room rates, 196
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forecasts, 136-137, 157-158, 171,
176
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marketing data in guest histories,
73,119, 250, 251-256
night audit, 271, 272, 276-277
projections, 75, 195-196
See also Marketing and sales de-
partment
Sales, front office role in, 359-378
additional reservations at check-
out, 248-249
additional reservations at registra-
tion, 135-136, 201-202
bottom up vs top down methods,
201
budget for, 371, 374-375
character traits for, 335, 336
goals of, 362-363
incentive program, 201, 202, 365-
366
motivation theory and, 365, 367-
369
performance evaluation, 371-372
planning process, 372-374
promotional areas, 363-365, 366
training for, 200-201, 369-371
Sales associate, 74
Sales reports
daily, 274
departmental, 265, 266, 274
Sales tax, 226, 271, 276
Schofield, Mike, 14
Schultz, Ray, 4
Security department, 379-408
computer applications, 118
vs contracted services, 385-387
importance of, 380-381
interdepartmental communications
of, 78
operational procedures of, 379—
380
emergency communications, 397-

401

employee safety, 401-404
fire safety, 390-397
key control, 387-390
organization of, 382
responsibilities of director, 41, 49,
382-385
Security plans, 8
Self-actualization, 368, 369
Self-check-in process, 111, 211, 213,
214
September 11 terrorist attacks, 7-8
Service
hospitality defined, 305
levels of, 17-18, 308
See also Service management pro-
gram
Service America! (Albrecht and
Zemke), 305, 307
Service management program, 305—
331
continuous commitment to, 325
customer survey in, 311-313
cycle-of-services analysis, 316—
319, 322-323
employees and
empowerment of, 322-324
motivation of, 309-310, 320-
321
planning role of, 315-317
screening for hospitality quali-
ties, 321-322, 333-335
training of, 324
evaluation of, 324-325
financial commitment to, 314-315
importance of, 306-308
management’s role in, 308-311
moments of truth in, 319-320,
324
planning committee, 315-317
service strategy statement, 313—
314
total quality management (TQM)
practices in, 315, 316, 326—
328
Service strategy statement, 313-314
Sheehan, Todd, 264
Sheraton Hotels, 4, 78, 388
Sheraton Reading Hotel, Wymossing,
78
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Shift leader, 309

Single-sheet printer, 103

Six Continents Hotel, reservations
system of, 129-130

Skill demonstration, 347

Sleeper, 194

Smart card, 388

Smoke alarms, 390

Smoke detectors, 390-391

Software, selection of, 100-101, 102

Spa sales, in night audit report, 272,
278

Staff. See Employees

Starwood Hotels & Resorts, 4

Statler, Ellsworth M., 2

Stayovers, 139, 193, 251

Step-by-step procedures, in training
program, 343

Sternberg, Lawrence E., 352

Stress management, training in, 344

Suburban Lodges of America, 16-17

Sullivan, William, 94

Super 8 Motels, 388

Supervisory style, 57-61

Surcharge rates, 277-278

Switchboard operator, 51-52, 73,
75

SynXis Agent, 143

I

Tailhook case, 387
Tax Act of 1981, 7
Tax cumulative total feature, 275
Taxes
room, 226,271,275
sales, 226,271, 275-276,278
Tax Relief Extension Act of 1999, 8
Team approach. See Total quality
management (TQM)
Technological development, 5, 6
Telephone charges
call accounting, 51-52, 113
late charges, 238
manual posting, 230
night audit, 272, 277-278
Telephone initiation and reception
agreements, 345
Telephone operator, 51-52, 73, 75
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Telephone reservations, toll-free
number, 133, 135
Terrorist attacks, 7-8
Theory X, 366, 367
Theory Y, 366, 367
Thomson, Gary, 129
Tickler files, 119, 349
Tidewater Inn, Easton, Maryland,
129
Time clock, 120
Time management, training in, 344
Tips, in night audit, 271, 276
Toh, Rex S., 139
Toll-free number, reservations on,
133, 135
Top down sales method, 201
Total quality management (TQM), 7,
44
application of, 85-86
background of, 84
communication and, 84-85
in service management program,
315, 316, 326-328
Total restaurant sales figure, 276
Touch screen, 108
Tractor-fed printer, 103
Traffic managers, 52
Training, 336-358
administration of, 349-350
in charge and payment processing,
232
computer, 25, 105-106
cross-training, 77, 350
disabled employees, 353-354
distance learning, 25, 348
in emergency communication, 401
for empowerment, 323-324, 351-
352
in fire safety, 392, 395
importance of, 340-341
in-service education, 24-25
international guests and, 46
methods of presentation, 346-348
new employee orientation, 82-83,
336-340
on-the-job, 59, 347

safety, 404
in sales, 200, 249, 369-371
selection of trainer, 350-351
in service management program,
324
steps-by-step procedures in, 344—
349
in stress/time management skills,
344
supervisory, 43
task performance skills, 340-343
Training tickler file, 349
Transfer slip, 223, 228-229
Travel
business, 132-133
group, 133-135
motivation for, 21-24
pleasure, 135
Travel agents, 133, 135, 150, 153
Travel directories, 134
Travelers Aid Society, 246-247
Traveler’s checks, 245
Trends in the Lodging Industry (Pan-
nell, Kerr, and Forster), 27
Trial balance report, 264, 269, 270
True integration, 154
Turgeon, Normand, 311
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Understays, 139, 251
Upsell, 362-363, 366
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Valet services, 277

Vending machine sales, night audit,
272,278

Video, job training, 348, 370-371,
373-374

VIP service, 148, 152,173

Virginia Hospitality and Leisure Ex-
ecutive Report, 8-9

Vista Hotel, New York, 397

Visual alarm systems, 395

Vouchers, 75, 76
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Waldorf=Astoria Hotel, New York,
3,51,173, 319
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Walk-in guests, 139-140, 190, 208,
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Wall Street Journal, 19, 247
Web site, 131
White, Alan, 130-131
Wilson, Kemmons, 3-4
Women guests
business travelers, 23
security of, 381, 387
Working supervisors, 40
Work orders, 118
World Trade Center
bombing (1993) of, 397
September 11 attack on, 7-8
Wyndham Garden Hotel, Dallas,
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Yield, defined, 168-169
Yield management, 141-142, 164—
180
in airlines vs hotels, 164-165
applications of, 175
components of, 168-173
computer applications, 110, 165-
168
food and beverage considerations
in, 174, 175
goal of, 165
turnaway business and, 171, 172,
174
Yield percentage, 15, 16, 35, 269
Young, John W., 309, 311, 321-322
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