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Readers looking for a management career in hospitality will enter a dynamic industry full of opportunities. The rewards are many, but so are the challenges. Hospitality managers currently have to deal with complex factors such as globalization, the threat of terrorism, ecotourism, internet commerce, new business and financial models, and
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showcases historical perspectives and discussions of new trends across different sectors. The book has the most comprehensive coverage of the hospitality industry, covering food, lodging and travel and tourism services, hospitality careers, and hospitality management. Readers will have a strong understanding of many aspects of the
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Introduction to Management in the Hospitality Industry showcases historical perspectives and discussions of new trends across different sectors. The book has the most comprehensive coverage of the hospitality industry, covering food, lodging and travel and tourism services, hospitality careers, and hospitality management. Readers will
have a strong understanding of many aspects of the hospitality industry after they use this textbook. © 1996-2014, Amazon.com, Inc. or its affiliate Show 1-5 Start your review of The Introduction to Management in the Hospitality Industry 10th edition Sidney Aquino rated it outstanding Sep 05, 2015 Caprece Gomez rated very fondly 05
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New Jersey. Published simultaneously in Canada. No part of this publication may be reproduced, stored in the retrieval system, or transmitted in any form or in any way, electronic, mechanical, photocopying, recording, scanning, or otherwise, except as permitted under Section 107 or 108 of the United States Copyright Act 1976, without
the prior written permission of the Issuer, or authorization through payment of the appropriate cost per copy to the Copyright Permission Center, Inc., 222 Rosewood Drive, Danvers, MA 01923, 978-750-8400, fax 978-646-8600, or on the web at www.copyright.com. Requests to issuers for permission must be directed to the Department of
Permits, John Wiley &amp; Sons, Inc., 111 River Street, Hoboken, NJ 07030, 201-748-6011, fax 201-748-6008, or online at .wiley.com/go/permissions. Limitation of Warranty Disclaimer: Although publishers and authors have used their best efforts in preparing this book, they make no statement or warranty with respect to the accuracy or
completeness of the contents of this book and specifically discide any implied warranties of merchant eligibility or fitness for a particular purpose. No warranty can be made or extended by a sales representative or written sales material. The suggestions and strategies contained herein may not be suitable for your situation. You should
consult a professional if appropriate. Neither the publisher nor the author shall be liable for any loss of profit or other significant damages, including but not limited to special, incidental, consequential, or other damages. Copies of evaluations are given to qualified academics and professionals for review purposes only, for use in their
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local representative. For general information about our other products and services, or technical support, please contact our Customer Service Department in the United States at 800-762-2974, outside the United States at 317-572-3993 or fax 317-572-4002. Wiley also published his books in electronic format. Some content that appears
in print may not be available in e-books. For more information on Wiley Wiley visit our website at . Library of Data Catalog-in Isbn Congressional Publications: 978-0-470-39974-3 Printed in the United States 10 9 8 7 5 4 3 2 1FFIRS.indd iv 23/12/10 7:28 PM 6. ISIPreface xixP A R T O N E : P E R S P E C T I V E S O N C A R E R S I N H
O S I I T Y 1CHAPTER 1 HOSPITALITY INDUSTRY AND YOU 2 What Is Hospitality Management? 4 Case History 1.1: Unexpected Changes in Former Student 5 Manager Roles in hospitality industry 5 Why Study in Hospitality Management Program? 7 Job Opportunities Planning a Career 10 Meanings of Work as An Important Part of
Your Education 12 Benefiting from Work Experience ■ Learning Strategies for Work Experience Getting 16 Jobs Getting at the Door ■ Learning on The Job ■ Other Ways to Benefit from Record Work Industry Practices 1.11: Employer's View on Job Placement—Hyatt 18 Employment at Graduation 20 Global Hospitality Note 1.1: Career
Opportunities Abroad 21 Goals and Objectives: Job Placement Strategy 22 Outlook for Hospitality 25 Effects September 11, 2001 ■ Polarization in Hospitality Service Organizations ■ Accelerating Competition ■ Services Are Differences ■ Value Awareness ■ Technology ■ Empowerment ■ Diversity ■ Concerns with Safety ■ Concerns
with Safety and Sanitation ■ Sustainability Industry Practices Note 1.2 : Leading the Charge in Going Green —Orchard Hotels 30 Globalization 32 7. vi Contents Summary 33 Keywords and Concepts 33 Review Questions 33 Internet Exercises 34 Note 35CHAPTER 2 STRENGTHS AFFECTING GROWTH A N D C H A N G N N N T H E
HOSPITALITY INDUSTRY 36 Managing Changes 38 Requests 38 Changes in Age Composition Of Our Industry Practice Record Population 2.1: Demographics in Practice 41 Global Diversity and Cultural Change Hospitality Record 2.1: As North America Ages, Some Parts of the World Are Getting Younger 45 Industry Practice Notes
2.2: Advocacy for Women's Progress in Food Service 49 Industry Practice Notes 2.3: Is the Middle Class Shrinking? 52 Supply 54 Land and Its Produce ■ Diversity of Labor Force 58 Impact of Labor Scarcity 59 Summary 60 Keywords and Concepts 61 Review Questions 62 Internet Exercise 62 Note 64PA RT T W O: F O O O O S S E R
V I E 65CHAPTER 3 RESTAURANT BUSINESS 66 Varied Food Service Areas 68 The Outlook for Food Service 8. Browse vii The Restaurant Business 72 The Dining Market and the Eating Market 73 Dining Well ■ The Eating Market and Its Dynamics Contemporary Popular-Priced Restaurants 80 Quick-Service Restaurant Industry
Practice Note 3.1: Subway and Enterpreneurship 84 Fast-Casual ■ Midscale Restaurant Restaurant ■ Casual Restaurants Case History 3.1: Quark's Restaurant Serves Earthlings Too 98 High-Check-Average Restaurant Global Hospitality Note 3.3.3.3 100 Restaurants as Part of a Larger Business of 100 Restaurants in Retail Stores ■
Restaurants in Shopping Malls Summary 102 Keywords and Concepts 103 Review Questions 103 Internet Exercises 104 Note 105CHAPTER 4 RESTAURANT OPERATIONS 106 Restaurant Operations 108 Home Fronts ■ Back Of Home Industry Practice Note 4.1: Chefs Research Association 116 The Office ■ General Management
Generates Profits in Food Service Operations 121 Increase Sales ■ Reduces The Cost of Keeping Score in Operation : Accounting Statement and Operating Ratio 124 Cost of Sales ■ Controlled Costs ■ Cost of Living Capital in Restaurant Business 128 Salary Level Summary 129 Keywords and Concepts 129 Review Questions 130
Internet Exercises 130 Note 131 9. viii Contentschapter 5 RESTAURANT INDUSTRY ORGANIZATIONS: CHAIN, INDEPENDENT, OR FRANCHISE? 132 Chain Restaurant Systems 134 Marketing and Brand Recognition ■ Site Selection Expertise ■ Access to Capital ■ Purchasing Economy ■ Control and Information Systems ■ New
Product Development ■ Human Resources Program Development ■ Independent Restaurant Chain Market Share 142 Operating Advantages ■ Marketing and Brand Recognition ■ Site Selection ■ Access to Capital Industry Practice Notes 5.1: Working with SBA 145 Industry Practice Note 5.2 : Why Go Public? 146 Purchasing Economy
■ Control and Information Systems ■ Human Resources ■ Extra Independent: Flexibility ■ Independent Imperatives: Differentiation ■ Between Independent Restaurants and Franchise chains 151 New Franchises ■ Continuing Service Franchise Industry Note 5.3: Interested In Becoming a Franchise? 155 The Franchisee's View ■ The
Franchisor's View Industry Practice Note 5.4: Rosenberg International Center of Franchising 161 Franchisor-Franchisee Relations ■ Franchise: Middle Road Summary 163 Keywords and Concepts 163 Review Questions 164 Internet Exercises 164 Notes 166CHAPTER 6 COMPETITIVE STRENGTHS IN FOOD SERVICE 168
Competitive Conditions in Food Service 169 The Marketing Mix 172 Product Case History 6.1 : Finding the Right Marketing Mix — Shakey's Pizza 173 Price ■ Places – and Venues ■ Industry Promotion Practice Notes 6.1 : Richest Consumer 183 10. Content ix Competition with Other Industries 186 Convenience Stores ■ Supermarket ■
Home as Competition Summary 190 Keywords and Concepts 191 Review Questions 191 Internet Exercise 191 Note 193CHAPTER 7 FOOD SERVICE IN PLACE 194 Compare On-Site and Commercial Food Service 196 Global Hospitality Notes 7.1: International Perspective 199 Self-Operated Facilities 199 Managed Services
Companies 200 Pros and Cons of Managed Business Services and Industrial Food Services 202 Industry Practice Notes 7.1 : Measuring Guest Participation in 205 Universities and University Food Services 206 Students as Health Care Food Service Customers 210 The Dietetic Professional ■ The Dietetic Technician ■ The Dietary
Manager ■ Health-Care Food Service Department Organization ■ Trends in Health Care Food Service School and Community Food Service 217 The School Food Service Model ■ Contract Companies in School Food Service ■ Trends in School Food Service ■ Programs for Aging ■ Community-Based Services ■ Senior Living Center and
Other Community Segment Clubs ■ Transportation Vending 229 Summary 232 Words Key and Concept 233 Review Questions 233 Internet Exercises 234 Note 236 11. x ContentsCHAPTER 8 PROBLEMS FACING FOOD SERVICE 238 Consumer Concerns 239 Health and Health ■ Fast Food and Busy Speed ■ Nutritional Labeling
Industry Practices Note 8.1: Defining Health Claims 247 Food Safety and Sanitation ■ Alcohol and Food Service and Environment 252 Thinking about Waste from Waste to Waste Flow ■ Greening Restaurant Industry Technology 259 Improves Customer Service ■ Technology Behind Home Industry Practice Record 8.2 : ESP Technology
Systems 262, Internet, and Food Service Marketing ■ Technology and Management Summary 265 Keywords and Concepts 266 Review Question 267 Internet Exercise 267 Note 270PA RT TH R E E: LO D G I N G 2 PENGINAPAN71CHAPTER 9: MEETING GUESTS REQUIRES 272 Inn Evolution 274 Inn History ■ Motel Evolution ■
Motor Hotel Industry Practice Record 9.1 : Europe: Continental Accommodation Peculiarities 277 Hotel Property Classification 278 Hotels Classified by Price ■ Hotels Classified by Function ■ Hotels Classified by Location ■ Hotels Classified by Market Segment Industry Practice Note 9.2: Spa Operating Trends 286 Other Hotel
Classifications Traveller Type 289 Business Travelers ■ Other Segments International Travelers 12. Fill XI Anticipates Guest Needs in The Provision of Hospitality Services 292 Industry Practice Note 9.3: Creativity Evident in Hotel Properties 293 Industry Practice Note 9.4: Hotel service Not So Distant Future 295, Services, Services 296
Employees as Internal Customer Industry Practice Notes 9.5: Hotel Rating Service 298 Summary 303 Keywords and Concepts 305 Review Questions 305 Internet Exercises 306 Note 307CHAPTER 10 HOTELS AND INN OPERATIONS 310 Main Functional Departments 312 Home Room Sides 314 Home Office ■ Office Automation
Home ■ Reservation and Results Management ■ Household Industry Practice Notes 10.1: Cleaning service 324 Telecommunications ■ Industrial Practice Uniformed Service Staff Note 10.2: Concierge Service 327 Hotel Security Food and Beverage Operations 330 Banquet ■ Food Production ■ Sanitation and Utilities ■ Restaurant Rental
Practice Note 10.3: Pros and Cons of Outsourcing Food and Beverage Operations 335 Staff and Support Departments 335 Sales and Marketing ■ Accounting ■ Human Resources ■ Revenue Engineering and Spending Patterns and Control 339 Uniform Systems of Port Entry And Career Accounts 342 Home Office ■ Accounting ■ Sales
and Marketing ■ Food and Beverage ■ Owning Your Own Hotel 13. XII Contents Summary 345 Keywords and Concepts 346 Review Questions 346 Internet Exercises 347 Note 348CHAPTER 11 TROOPS FORMING HOTEL BUSINESS 350 Economy Hotel Business 352 A Cyclical Business ■ Hotel Cycle and Financial Performance
Industry Practice Note 11.1: Hotel Operations after Katrina 357 RevPAR ■ Hotels as Real Estate ■ International Hotel Development Industry Practice Note 11.2 : Condominium-Hotel as Mixed-Use Development 363 Industry Practice Note 11.3 : Hotel Real Estate Deal Element 364 Private Equity Investments ■ Security of the Hotel
Industry ■ Dangers of Public Ownership Dimensions of Hotel Investment Decisions 371 Case History 11.1: Becoming Public: Some Good News and Some Bad 372 Finance ■ A Business Operation ■ Segmentation: For Guests ■ Management Company ■ Asset Management ■ Summary of Entrepreneurial Opportunities 379 Keywords and
Concepts 380 Review Questions 380 Internet Exercises 381 Note 383CHAPTER 12 COMPETITIONS IN LODGING BUSINESS 386 Competition Terms 388 A Fragmented Market ■ A Cyclical Market ■ Cost Structure ■ Security ■ Mixed Technology Revolution Marketing in Lodging 391 Competitive Tactics Products in segmented Markets
393 Food Services ■ Other Services and Facilities 14. Contents Xiii Systemwide Services Industry Practice Note 12.1: Hotels Honored among World Business Hotels 403 Industry Practice Note 12.2: Franchisors-Franchisees: A Growing Team Approach 405 Price and Price Tactics 406 Results Management Places — and 410 Places
Location ■ Distribution of Industry Practice Channels Note 12.3: Travel Intermediaries: Utell Hotels and Resorts 412 Promotions: Marketing Communications 416 Ads in Mass Media ■ Ads on the Internet ■ Summary of Sales Promotions 420 Keywords and Concepts 421 Review Questions 421 Internet Exercises 422 Note 423PA RT F O
U R: TR AV E L A N D TO U R I S M 42 5CHAPTER 13 TOURISM: FRONT AND CENTER 426 Importance of Tourism 427 Factors Affecting Travel and Tourism ■ Revenue Trends ■ Demographics and Travel Trends 431 Global Hospitality Notes 13.1: Public Anxiety and Travel Industry 432 Travel Modes ■ Travel Duration Tourism
Economic Significance 435 Tourism and Jobs ■ Publicity as an Economic Benefit of the United States as an International Tourist Attraction 438 Measure Volume ■ Reasons for United States Growth as a Destination Serving Travelers 440 Passenger Transport ■ Distribution Channels ■ Reservation Network 15. xiv Contents Noneconomic
Effects of Tourism 448 Crowding ■ Beneficial Effects of Noneconomic Global Hospitality Note 13.2: Voluntary Tourism — or Voluntourism 452 Summary 453 Keywords and Concepts 454 Review Questions 454 Internet Exercises 454 455 NOTE 457CHAPTER 14 DESTINATIONS: TOURISM GENERATOR 458 Motives and Destinations
460 Mass Market Tourism 464 Planned Play Environments 465 Theme Parks ■ Themes ■ Scale ■ Regional Amusement Parks ■ City Industrial Practices Themes and Notes 14.1 : Different Types of Theme Parks 472 Job Opportunities and Training ■ Casinos and Games ■ Las Vegas ■ Atlantic City ■ Mississippi Gulf Coast Case History
14.1: Changes Coming to Atlantic City 486 Other Markets ■ Casino Market and Casino Business ■ Urban Entertainment Center Staff Casino 490 Case History 14.2: The National Restaurant Association Restaurant Show 492 Shopping, Sanctuary , and Aquarium Temporary Attractions: Exhibition and Festival 497 History Case 14.3: The
New Orleans Jazz Fest 499 Natural Environment 500 On Lighter Notes 503 Summary 504 Keywords and Concepts 504 Review Questions 505 Exercise Internet 505 Note 508 16. Contents xvP A R T F I V E : M A N A G E M N T I N T H E H O S P I TA L I T Y I D U S T R Y 509CHAPTER 15 MANAGEMENT: NEW WAYS OF THINKING
510 Management and Supervision 512 Economic Society 513 The Managerial Revolution 514 Taylor : Work Process Focus ■ Fayol : Administrative Management ■ Human Relations: Working as a Social Process ■ Implications for Modern Hospitality Manager Management: Dynamic Strength in a Changing Industry 520 Statler: First
National Hospitality System ■ Stouffer Modern Management Techniques ■ Building Complex Hospitality System Case History 15.1: Where Did the Concept Come From? 527 What is Management? 528 What is our business? ■ In Business for Yourself? Summary 535 Keywords and Concepts 535 Review Questions 536 Internet Exercises
536 Note 537CHAPTER 16 PLANNING IN HOSPITALITY MANAGEMENT 538 Why Study Planning? 540 Planning in the Organization 541 Case History 16.1: Planning on an Olympic Scale at ARAMARK 542 Multiple Goal Planning Concepts Sets 545 Characteristics of Carefully Thought Out Goals ■ Congru Goals ■ Goals and Policy
Planning in Operation 549 Strategic Issues ■ From Strategy to Individual Worker Tactics as Planner 553 Planning as a Personal Process Long-Term Planning Tool 554 Return on Investment ■ Cost-Benefit Analysis 17. xvi Contents Summary 558 Key Words and Concepts 558 Review Questions 559 Internet Exercises 559 Note
561CHAPTER 17 ORGANIZING IN HOSPITALITY MANAGEMENT 562 Authority: Cement Organization 563 Basic Authority ■ Authority and Responsibility ■ Departmentalization Summary 568 Case History 17.1: Reorganization at Multibrand Company 569 Delegate Authority ■ Control Range ■ Base for Line Departmentalization and
Management Line 573 ■ Staff Support Issues in Regulating 576 Functional StaffIng Authorities ■ Improving Control Range: Empowering Managers ■ Committee ■ Bureaucracy ■ Ad Hocracy Summary 585 Keywords and Concepts 586 Review Questions 586 Internet Exercises 586 Note 587CHAPTER 18 STAFFING : HR MANAGEMENT
IN HOSPITALITY MANAGEMENT 588 Issues in Human Resource Management 590 People Fit for The Job 591 Job Description Recruiting 596 Internal Resources ■ External Resources ■ Segmenting Employee Market Selection and Employment Selection 600 ■ Orientation Training 606 Global Hospitality Record 18.1: Training in the
Global Hospitality Industry 608 18. Contents of Management Training XVII ■ On-the-Job Training ■ Everyone Trained to Retain Employees 610 Staff Planning 611 Jobs and Work Needs ■ Part-Time Employees ■ Whitest Scheduling Summary 616 Keywords and Concepts 617 Review Questions 617 Internet Exercises 617 Notes
619CHAPTER 19 CONTROLS IN HOSPITALITY MANAGEMENT 620 Importance of Control Control 622 and Cybernetic Loop Control 623 Through Management Actions ■ Characteristics of Control System Tools for Control 628 Financial Accounting ■ Managerial Accounting ■ Accounting Decision Summary 635 Words Key and Concept
635 Review Questions 635 Internet Exercises 636 Note 637CHAPTER 20 LEADERSHIP AND DIRECTING IN HOSPITALITY MANAGEMENT 638 Leadership as seen by Social Scientists 639 Relationships with Other Management Functions Why People Follow 641 Needs as Work Motivation ■ Benefits as Work Motivation ■ Personal
Satisfaction as Work Motivation ■ , Praise, and Recognition as Work Motivation ■ Money as Work Motivation ■ Corporate Policy as Work Motivation ■ Does Happiness Lead to Productivity? Leadership Theory 645 Three Important Elements of Modern Leadership ■ Communication Participation 651 Communication Barriers ■ Gateways to
Communication 19. xviii Content Elements Lead and Direct 653 Leadership and Change Notes Industry Practices 20.1: Leadership in the Hospitality Industry 657 Developing Your Own Leadership Style 658 Summary of 659 Keywords and Concepts 660 Review Questions 660 Internet Exercises 661 Note 662P A R T S I X : H O S P I TA
L I T Y A S A S E R V I C I N D U S T R Y 6 63CHAPTER 21 SERVICE ROLES IN THE INDUSTRY HOSPITALITY 664 Service Study 666 What Is Service? Industry Practice Note 21.1: Six Sigma Present in the Hospitality Industry 670 Types of Personal Service Rendering Services 673 Tasks ■ Interpersonal Skills managing Service
Transactions 676 Service Product Views ■ The Product View of Service ■ The See: Empowerment ■ Production or Process View? How companies Organize for Services 681 Service Strategies ■ Service Culture ■ Employees as Products: Importance of People ■ Services as a Summary of Continuous Competitive Advantage 688
Keywords and Concepts 689 Review Questions 689 Internet Exercises 690 Note 691Index 693 20. THE PREFACE If there are phrases that characterize the hospitality and tourism industries today it may continue to change. Recessions around the world, globalization, industry-wide focus on sustainability and corporate responsibility are
just some of the forces that convergence and result in widespread change. The result is an industry that requires future leaders in hospitality and tourism to experience past, rent-cur, and emerging management practices. To that said, the Tenth Edition of Introduc- tion to Management in the Hospitality Industry features historical perspec-
tives and discussions of new trends in various sectors. Our goal, as has been the case all along, is to provide educators and students with the latest content in the hope that the next generation of hospitality leaders will be fully prepared for the great challenges of this dynamic industry. CONTE NT—BE N E FITS FOR STU DE NTS I n our
efforts to bring the industry organized and responsible, we have divided The Introduction of Management in the Hospitality Industry, Tenth Edition, into six main sections covering everything from students' concerns about their role in the industry and operational issues to management functions. The chapters should also help students
understand the relationship between different topics. A brief description of each of the main sections is as follows. Part One: Perspectives on Careers in Hospitality begin by developing an indus-trying perspective with a general discussion about hospitality careers. Industry trends, demographic changes, and supply and demand are all
important topics covered in these chapters. Part Two: Food Service looks in depth at the food service and its various subsegments. Restaurant operations, organizations, the environment, competitions, on-site food services, and food service related topics are discussed. The final chapter of the section looks at the problems facing the
industry. Part Three: Lodging focuses on the lodging industry and its various segments, products and brands. These chapters record the latest developments, including a new mode of hotel expansion financing and new financial trends affecting the sector. Factors relating to the competitive environment of the lodging industry are the
subject of the last chapter in Part Three. 21. xx Preface Part Four: Travel and Tourism consists of two chapters focusing on tourism. Tour-ism growth, economic and social impacts, travel trends, career opportunities, and in society everything is discussed in Chapter 13. Chapter 14 looks at tourism destinations, including game areas,
theme parks and the evolving natural environment. Part Five: Management in the Hospitality Industry provides a concise introduction to the tools managers use to help them achieve their goals. Using theories, examples, and case histories, these six chapters describe management functions as an active force for solving problems facing
hospitality organizations. Part Six: Hospitality as a Service Industry examines services as a process and considers rendering service work as a personal experience. Ultimately, students will get a strong picture of the industry, where it fits into the wider world, key career paths, and important issues and challenges facing managers. CONTE
NT—BE N E FITS FOR I NSTRUCTORS Instructors will benefit from the rich Management Introduction content in the Hospitality Industry, Tenth Edition. In this edition, we have given a numer-ous example and have updated the photos that will reflect well with students. Additionally, topic titles can be used to generate class discussions.
We are also pleased with additional numer-ous material including the newly revised Instructor Manual (ISBN 978- 0-470-40261-0, discussed later in this foreword). In addition, some sections of the book have been revised and/or expanded based on instructor input. These include the following: • Expanded and improved discussion of
corporate sustainability and responsibilities • Discussion of demographics and changes in a particular generation with particular attention to the effects associated with Aging Baby Boomers • Inclusion of new and growing industry segments • Other culinary examples include international culinary programs and the latest profiles of the
Research Chefs Association • Trends new in on-site food services including those associated with vending • Expanded sections on franchising along with global market considerations • More examples of technology use in both food and lodging services • Greater emphasis on international travel and related effects on tourism along with
the introduction of voluntourism 22. Preface xxi • Revised and extended discussions of prominent gaming destinations such as Atlantic City, Mississippi Gulf Coast, and Macau • New focus on electronic resources in the management section, including on-line recruiting • Updated Internet exercises that can facilitate individual learning or
group discussion • Addition of emerging perspectives on management and organization F E AT U R E O F T E E O O K F O R S T U D E N T S A N D I N S T R U C O R S everal pedagogical features have been newly developed and/or carried over from previous editions of Introduction to Management Industry in order to help students
understand materials more easily and help bring the hospitality world to life. • Additional International examples of hospitality and tourism operations have been incorporated throughout the text. • The purpose of this chapter section introduces chapters to students and addresses the importance of the hospitality industry from the topics
discussed. • This Chapter Should Help you list specific learning objectives at the beginning of each chapter to help students focus their efforts and remind them of important concepts discussed. This is directly related to the chapter title, which facilitates the assessment of learning. • Industry Practice notes appear in almost every chapter.
These boxes take a closer look at specific trends or practices in the hospitality industry, from new interviews with hotel executives about the 'green' movement (Chapter 1) or success in the restaurant industry with subway franchises (Chapter 3) to the relationship between working in the service industry and stress (Chapter 21). • Case
History supports chapter discussions by highlighting examples from current hospitality organizations and associations. • Global Hospitality records continue to emerge to give students more of an international perspective on their studies. The boxes cover topics as diverse as overseas career opportunities (Chapter 1) and voluntary tourism
discussions (Chapter 14). • The Careers in Hospitality icon appears throughout the book in the margin of the text to remind students of specific discussions about career opportunities in the hospitality industry INH O S P I TA L I T Y. 23. xxii Preface • The Summary provides a brief synopsis of the topics presented in the chapter. • Keyword
and Concept lists appear at the end of each chapter. Furthermore, key words and concepts are identified in bold type when they first appear in the chapter. • Review Questions test students' withdrawals and understanding of important points in each chapter. Answers are given in the Instructor's Manual. • Internet exercises, which are mini
exercises and research projects, were developed to familiarize students in the various ways in which the hospitality industry uses the Internet. They have been updated and revised. Answers are included in the Instructor's Instructions. S U P P L E M E N TA R Y M AT E R I A L S A n Instructor's Manual (ISBN 978-0-470-40261-0) with test
questions accompanying this textbook. This manual includes examples of silage, chapter overviews and outlines, teach-ing suggestions, answers to review questions, and Internet exercises, and test questions and answers. The companion Web site, www.wiley.com/college/barrows, is also available with this text, which includes the
Instructor's Manual Slides and Power-Point from the selected table and from the text. The Test Bank for this text has been specially formatted for Respondus, an easy-to-use software for creating and managing exams that can be printed to paper or published directly to Blackboard, WebCT, Desire2Learn, eCollege, ANGEL, and other
eLearning systems. Instructors who adopt the Introduction to Management in the Hos-pitality Industry, Tenth Edition can download Test Bank for free. Additional Wiley resources can also be uploaded to your LMS course free of charge. To view and access these resources and the Test Bank, visit www.wiley.com/college/barrows. The
Study Guide, which has been created for this edition (ISBN 978-1-118-00460-9), includes chapter objectives (again according to the chapter title to aid assessment), detailed chapter outlines, review questions, and activities to help students strengthen and test their understanding of key concepts and features in the text. ACKNOWLE DG
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organization 24. The foreword xxiiiskills is impressive. Raymond Goodman, Professor of Hospitality Management at the University of New Hampshire, is helpful in updating information related to senior life centers and communities. For your help in this and final edition, we would also like to thank Dr. Debra Cannon, director of the Cecil B.
Day School of Hos-pitality Management at Georgia State University, for your great help with lodging. Dr. Richard Patterson, of Western Kentucky University, draws on his vast web reach to develop the foundation for Internet Exercise at the end of each chapter. He also provides Internet addresses for organizations and associa-tions
discussed in case history. Finally, special thanks to Novie Johan of the University of Surrey who helped the previous edition with research, writing, and editing. We would also like to acknowledge the many people who have helped shape this book, even at the risk of inadvertently ignoring some of the friends and colleagues who have
helped us. Tom's wife, Jo Marie Powers, has been the source of many of the ideas found in this text—not all, we fear, are properly recognized. Its critical suggestions and reactions are essential for developing text during previous editions. Shealso has made a major contribution to the test bank developed for the previous edition and has
served as editor and co-author on the previous edition of the Instructor Manual. Many faculty members of hospitality management programs around the world provide useful information and feedback in preparation for the preparation of the script. Many of our colleagues quickly answered questions for us or guided us to the right place in
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Barrows Tom Powers Dennis Reynolds Durham, New Hampshire Moon River, Ontario Pullman, Washington 27. This page was accidentally left blank 28. ONCAREERS PERSPECTIVE SECTION IN HOSPITALITY 129. THEHOSPITALITYINDUSTRY AND YOUCourtesy of the Four Seasons Hotel, Mexico, D.F. 30. Chapter 1 PURPOSE
THIS CHAPTER our own career choices are probably the most important management decisions you've ever made—at least from your point of view. This chapter has been designed, therefore, to help you analyze a career in the hospitality industry and correlate that analysis with your personal experience, professation, and education. It
will also help prepare you for the first career decision you make before or after you graduate. This chapter discusses career decisions that are ahead of youover the next three to five years years.TH I S C H A P TE R S H O U LD H E LP YO U 1. Lists examples of the types of businesses that make up the hospitality industry. 2. Understand
the various roles that serve hospitality managers. 3. Identify why people study hospitality management — and list the benefits this academic program offers. 4. Describe your career plan in terms of life's work and not just as an economic means of survival. 5. Identify two main components of the job benefit mix that allow a person to benefit
from work experience. 6. Appreciate the value of networking and other strategies for landing jobs. 7. Consider the necessary steps in launching your career after graduation. 8. Mention three common career goals often cited by graduates looking for work. 9. Identify key trends driving job opportunities in the hospitality industry. 31. 4
Chapter 1 Hospitality Industry and You W H AT I S H O S P ITA LIT Y M A N A G E M E NT? Chicken W most people think of the hospitality industry, they usually think of hotels and restaurants. However, the true meaning of hospitality is much broader in scope. According to the Oxford English Dictionary, hospitality means acceptance



and entry- tainment of guests, visitors or strangers with liberality and goodwill. The word hospitality comes from hospice, the term for home for travelers and pilgrims. Hospice—a clear word to the hospital—also refers to the early form of what we now call a nursing home. Hospitality, then, not only covers hotels and restaurants but also
refers to other types of institutions that offer shelter, food, or both to people away from their homes. We can also expand this definition, as many people have, to include institutions that provide other types of services to people away from home. This may include private clubs, casinos, re-sorting, attractions, and so on. These services will
be discussed in the next chapters. These different types of operations also have more than a general historical heri-tage. They share management issues of food and shelter provision—issues that include building buildings; provide heat, light, and strength; cleaning and maintaining the place; supervise employees; and prepare and serve
meals in a way that pleases guests. We expect all this to be done with liberality and goodwill when we stay in hotels or eat in restaurants, but we can also expect equal treatment from the food service department at health care facilities or while enjoying ourselves in the theme park. Turning our attention now from the facilities and services
associated with the hospitality industry to the people who staff and manage them, let's consider pro-fesi hospitality providers. The hospitality profession is one of the oldest of the human professions, and they involve making guests, clients, members, or residents (whichever term is appropriate) feel welcome and comfortable. However,
there is a more important reason that people interested in a career in this field should think of hospitality as an industry. Today, managers and supervisors, as well as skilled employees, find that opportunities for progress often mean moving from one part of the hospitality industry to another. For example, a hospitality graduate can start as
a management trainee with a restaurant company, complete the necessary training, and soon take a job as an assistant manager at a hotel. The next job offer could come from hospitality conglomerates, such as ARAMARK. ARAMARK provides food service operations not only for businesses but also in areas as varied as leisure centers,
sports stadiums, college and university campuses, health care facilities, convention centers and gourmet restaurants. Similarly Holiday Inns is in the hotel business, but is also one of the largest food service companies in the United States. 32. CA S E H I S TO RY 1. 1 A Former Student's Unexpected ChangeWhen one of the authors was
an undergraduate student studying hospitality management at a he heard repeatedly from his professors how important it was to be active with thoughtful organizations on campus. There are several chapters of students hospitality professionals to choose from, including the Hospitality Sales and Marketing Association International, the
Travel and Tourism Research Association, and various food service organizations, among others. Partly to satisfy his professors, and partly out of curiosity, he joined the student chapter of the Club Manag-ers Association of America (CMAA), which has a strong presence on campus. When he joined, he was convinced that he would
never have the opportunity to work at a private club, but he had to admit that itsounded was such an interesting segment of the industry. He spent two years with the association and eventook a course of choice on club management to learn a bit more about the pitch. He then soon began his management career with a food service
management company. Much to his surprise, he got a job at a private club a few years after graduating. His membership in the student chapter, and the connections he made while a member, went a long way in helping him secure the club's position. Since then he has enjoyed a long relationship with the American Club Managers
Association as well as the private club industry. In fact, he was also a faculty adviser to the CMAA student chapter for ten years. Our own students now share the same story with us. It just goes to better illustrate how careers can take strange twists and turns and how hospitality graduates can find themselves moving from onesector to
another in short order. The bottom line is that the hospitality industry is tied together as a unit that is clearly recognizable by more than just a common legacy and a commitment to liberality and goodwill. A career in the industry is such that your big break may come in a very different part of the industry than you'd expect. (See Case History
1.1 for personal examples.) Hospitality management is one of the few remaining places in our increasingly specialized workforce that calls for a broadly measured generalist. Students who understand this principle increase their chances of a rewarding career in one or more segments that make up the hospitality industry. TH E M A N A G
E R'S R O LE I N TH E H O S P ITA LIT Y I N D U STRY A successful manager in the hospitality industry, you have to show a lot of skill and command a lot of specialized knowledge, all geared towards achieving various- ety management goals. The role of manager is extensive and varied. Let's now 5 33. Entertainment and attractions,
such as the Freemont Street Experience in Las Vegas, play an important role in the hospitality industry. (Courtesy of the Las Vegas News Bureau.) discuss three common types of hospitality destinations that management should worry about: 1. A manager wants to make guests feel welcome. Doing this requires a friendly way in which
guests and the atmosphere of the atmosphere and goodwill among the people you work with in serving guests. That almost always translates to organizations where workers get along well with each other. 2. A manager wants to make everything work for guests. Food should be savory, hot or cold according to design, and on time. Beds
must be made and rooms cleaned. Game facilities should be service oriented. The hospitality system takes a lot of work, and managers should see that it's done. 3. A manager wants to ensure that operations will continue to provide services while also generating profits. When we talk about liberality and goodwill, we don't mean to give
the whole place away! In restaurants or hotels operated for profit, portion sizes are associated with costs, so menu and room prices should take into account building and operating costs. Managing these aspects allows the establishment to recover its operating costs and to generate enough additional income to pay back borrowed money
as well as to provide returns to owners (or investors), who risk a lot of money — and time – to make the establishment a reality. (Unique challenges related to the operation of subsidized or noncommercial facilities will be discussed later.) The key lies in achieving profit, loss, or controlled break-even operations. A good term to describe
these management concerns is the suitability of the budget. 6 34. Why Study in hospitality management programs? 7 Simply stated, this goal indicates that managers should be able to relate successfully to employees and guests, direct their operations, and achieve operating goals within budget—that is, to perform productive operations
within certain limits. W HY STU DY I N A H O S P ITA ON Y M A N A G E M E NT P R O G R A M? O way to learn the hospitality business is to take a direct route: Go to work in it and get the skills necessary to operate the business (as it has become a traditional route). The problem with this approach, however, is that the skills that
accompany various line-level work stations (cooking, servers, etc.) are not the same as those required by hospitality managers. In previous times of small operations in a slowly changing society, hospitality education was essentially skill-centered. Most hospitality managers learn their jobs through internships. Old crafts built on
apprenticeships assume that knowledge — and jobs — don't change. However, this assumption no longer applies. As Peter Drucker, a management consultant who records almost timeless ment observations, points out, today's center our society] is a knowledge worker, man or woman who applies to productive work ideas, concepts, and
information. 1 In other words, knowledge is essential to suc-cess, and learning is a necessary part of your overall preparation for a career as a or manager. Many people argue that liberal arts education provides excellent preparation not only for work but also for life. They're right. What we found, however, is that many students simply
aren't interested in liberal arts subject matter. Because they're not interested, they're not eager to learn. However, these same people become hard-working students in applied career-oriented programs that appeal to them, whether it's in the hospitality industry or some other profession. There is no real reason for educational preparation
to work to be separate from preparation for life. We spent at least half our waking hours at work. As we will learn soon, work lies at the heart of one's life and can lead directly to self-discovery. Business administration offers one logical route to management preparation. In-act, many hospitality managers have prepared for their careers in
this field. Business administration, however, is essentially related to manufacturing and marketing physical products in national (and increasingly international) markets. By contrast, the hospitality industry is a service industry, and the management of service institutions is very different. Food may be the restaurant's main product, but most
manufacturing is done right in the same place that the service offers. 35. High volume food service depends on a highly skilled team consisting of front-of-the-house and back-of-the-house partners. (Courtesy of Bon Appétit Management Company.) The market is often local, and the emphasis is on face-to-face contact with guests.
Hospitality operations also tend to be smaller (with a few obvious exceptions), so a big bureaucratic problem isn't as big a matter of face-to-face relationships with employees and guests. Moreover, the hospitality industry has a number of unique characteristics. People work weekends and odd hours. We are expected by guests and fellow
workers to be friendly and cheerful. In addition, we are expected to care what happens to guests. Our products, we will discuss in the next chapter, are truly a guest experience. In addition, the industry has its own unique culture. The important task of school and work experience, then, is that people culture for the work and professional life
of the hospitality industry. The point is not that there is something wrong with liberal arts or education ministration businesses. Instead, the bottom line is that programs that specifically focus on hospitality management typically consist of students interested in the industries they study. There is a clear difference between ser-vice hospitality
systems and typical manufacturing companies—between hospitality products and manufacturer products. For this reason, hospitality benefits for the student. Why do people want to study in hospitality management programs? Perhaps the best answer can be found in the reasons why students before you choose this particular course.
Their reasons fall into three categories: their experiences, their interests, and their ambitions. Figure 1.1 lists the various reasons cited by students, in order of frequency. Many students become interested in the industry because the work they once proved is very charming. Others learn about the industry through family or friends who
work in the field. Others learn about it through their experiences as customers.8 36. Why Study in hospitality management programs? 9 EXPERIENCE Personal work experience Family background in the industry Contact with other students and faculty in hospitality management programs INTEREST Enjoy working with people Enjoy
working with food Enjoy eating out, travel, various AMBITION OPPORTUNITIES for work and progress around the world Desire to operate your own business Desire to travel Desire to be independent Figure 1.1 Reasons students choose hospitality management programs. One of the final considerations for many students is that they like
and really smartest each other on people. Working well with people is an important part of a manager's job in our industry. Many students, too, have a natural interest in food, and some are attracted by the luxury of the hospitality industry. E M P LOYM E NT O P P O RTU N ITI E S Another important consideration when choosing a
profession is what the future holds for the industry. In the case of hospitality, job prospects are solid in most segments, especially for managers. For example, in the period 2010 to 2020, hiring of ment inn managers is expected to grow by 9 to 17 percent. This should encourage interested students into areas where they can reasonably be
confident they will secure a job. Others feel that in a job market with more opportunities than applicants, they will enjoy a good measure of self-reliance, either on their own or as company employees. Many students are interested in the hospitality industry because they want to get into their own business. Others, with good reason, suspect
that there are opportunities for innovation beyond traditional organizational or franchise lines. There are many successful examples of the latter throughout CA R E R S I NH O S P ITA L IT Y history of the hospitality industry. 37. 10 Chapter 1 Segment of the Hospitality Industry and your One in particular that seems to offer tremendous
opportunities is the catering industry. Many young entrepreneurs have chosen catering as a low investment field that offers opportunities to people with a knack for and the ability to provide customized services. Catering is a fast-growing segment of and is also a spark-ness that students sometimes try while at school, either through
student organizations or as a group of students who set up small catering operations. The related career path is event planning, with many students looking for a career with an event planning company or hotel chain that coordinates major events. There are plenty of opportunities in the lodging area as well. One of the areas that provide
opportunities for entrepreneurs is the bed-and-breakfast/inn segment. Opera-tors can usually enter these segments with lower capital requirements than required in other lodging segments. Whatever the segment, the hospitality industry always attracts a share of en-trepreneurs for the simple reason that it offers everything that appeals to
small business owners. One of the very interesting characteristics for independent-minded individuals is being able to be your own boss. There are many other opportunities as well. For example, people with chef training can open their own businesses, especially if they feel they have a sufficient ment background. In the field of health
care, home care organizations are growing in response to the growing needs of our growing population of senior citizens and offering entrepreneurs a wide range of opportunities. Whether you're studying hospitality management because you want to start your own business or because you find your past work experience in this business
very interesting—or perhaps just because the needs of managers in the area make job prospects attractive—management studies are an important preparation for beginner en-trepreneurs. Hospitality management students tend to be highly motivated, living people who are proud of their future in service careers. The starting position is
commonly accepted by hospitality, tour-ism, and culinary students at graduation in Figure 1.2. CAREER PLANNING E M E A N I N G O F W O R K We all have some motives for going to work. We work for a living—to provide food, clothing, and shelter. Psychologists and sociologists tell us, however, that our work also gives a sense of
who we are and binds us to the communities we live in. The ancient Greeks, who had slaves to perform menial tasks, saw the work as a curse. Hebrews they are 38. Planning a Career 11 Lodging Culinary Sales Manager Chef Supervisor Front Office Manager Banquet Cook Guest Services Managers Station Cook Revenue Managers
TRAVEL AND TOURISM FOOD SERVICE Meeting and Convention Planner Restaurant Managers Festival Manager Banquet Managers Market Managers Food Service Managers Bar ManagersFigure 1.2Potential starting position for hospitality and tourism management graduates.contemporary sees it as a punishment. Early Christians
too, for-profit as-phensif. However, during the Middle Ages, people began to accept jobs Advocacy, that is, as a call from God. Gradually, as working conditions improve and work becomes something all social classes do, it becomes a necessary part of it and self-fulfillment in our society. Today, workers at all levels demand more than just
jobs. Indeed, work has been defined as an activity that produces something of value to others. 2 This defini-tion puts the work into a social context. That is, it implies that there is a social purpose to work as well as a rough goal to survive. It is an important achievement in humanhistory that the majority of North Americans can define their
own approach to work life as something more than just survival. Work contributes to our self-esteem in two ways. First, by doing our job well, we project our own competence for ourselves. Psychologists tell us that this is important for ahealthy life, because this information gives us a sense of control over our environment and ourselves.
Second, by working, we contribute to others—others come to rely on them. Humans, as social animals, need this sense of engagement. For this reason, what happens in the workplace becomes a big part of our sense of self-esteem. Education, too, is obviously important. Indeed, education has become important in most life journeys.
There is, moreover, a clear connection between education, employment, and income. Studies have shown that workers with postgraduate education earn far more than workers with only secondary school education. This difference is expected to grow as demand for knowledge workers continues to increase. The proof, then, is that your
commitment to education will pay off. 12 Chapter 1 hospitality industry and your next section explores career planning with respect to the work decisions you had to make while you were at school. We'll also discuss your first employer selection when you leave school. If you've chosen the hospitality industry as your career, this section will
help you map out your work plan. If you're still hesitant, that section will help you think about this field in a more concrete way and give you some ideas about exploring your career through part-time work. A large number of those reading this text already have significant work experience, many in the field of hospitality. Since not everyone
has such an experience in the background, however, this is a subject that does need to be discussed. Perhaps those with more experience will find this a useful opportunity plan they have made. A fresh look at your commitment is always worth it. It's hard to overstate the importance of career planning. E M P LOYM E NT A S A N I M P O
RTA NT PA RT O F YO U R E D U C ATI O N P rofit in business treated in two ways. Some are paid to owners or shareholders as dividends (a return on their investment). Some of them are profit, however, is maintained by the business to provide funds for future growth. This portion of uns paid profit is called retained profit. We can apply
the concept of retained earnings to consider the real place of work experience in career development. P R O F ITI N G F R O M W O R K E XP E R I E N C E The most obvious advantage you get from a job is the income paid to you by your employer. However, in the early years of your career, there are other types of benefits that are at
least as important as income. The key to understanding this statement is the idea of a lifetime income. You'll obviously need an income for your entire life span, but giving up some income now might give you an income (and, we should note, enjoy, a sense of satisfaction, and self-reliance) just a few years later. Then, there is a mix of job
benefits consisting of money and knowledge to be gained from any work. The knowledge gained today can be traded with employers for tomorrow's income: better salaries for more qualified people. The decision to take a job that will add to your knowledge and experi- ence base is a decision for retained income and to acquire knowledge
that you can use later. Many graduates choose their first job based on salary without fear of the potential long-term benefits that one job might offer over another. Each job, therefore, must be weighed according to its mix of benefits, not just in terms of the dollar income it gives. A part-time job in a retail store might seem attractive to 40.
Hospitality takes many forms, including fast-growing areas such as takeaway and delivery. (Courtesy of Domino's Pizza, Inc.) because it pays more than just the work done by busing dishes. However, if you think about the learning part of your mix of benefits and total income, including what you learn, your decision may — and probably
should — be for a job that will add to your profession – educational sional. There are other important points to consider about retained profits and ben-efit mix. Often the only part-time jobs in the industry available to students are unskilled jobs. Many people find this job boring, and they often pay poorly. However, if you think about this
work in terms of their total income, you can change your perspective. Although busperson or dishwasher work may not be very challenging, you can increase your total profit from such work by completing to learn all You can be about surgery. This way, you can build a retained income—a bank of skills and knowledge that no one of you
can take. LE A R N I N G STR ATE G I E S F O R W O R K E XP E R I E N C E When you go to work, regardless of the position you take, you can learn a lot through careful observation. See first how the operation is set up. More specifically- cally, look at his managerial organization and his physical physique M A N A G E R I A L O R G
A N IZ ATI O N. Who's the boss? Who reports to (or works directly with) him? Is the work divided into departments or definite parts? Is one person responsible for each department? To whom do department staff members report? If you can answer these questions, you will know the organization rial formal management operations. Indeed,
most large companies will have 13 41 organizations. 14 Chapter 1 hospitality industry and you map. If your employer doesn't have such a graph, ask him or her to explain it to you. You will be surprised by how helpful the hospitality management students, most entrepreneurs and supervisors are. While you're thinking about organizations,
it's also important to pay attention to informal organizations, also known as social organizations, from the groups you work for. Which of the workers is influential? Who seems to be an informal leader? Why? Most working groups consist of groups with informal leaders. Once you've identified this informal structure, ask yourself how
management is dealing with it. Remember that one day the management of this informal organization will be your challenge; in time, you'll help manage the organization, and you'll need their coopera-tion. In the meantime, this firsthand experience will help you both in your studies and in improving the real world of work. TH E P HYS I C A
L P L A NT. You can learn a lot about physical plants by creating simple images from your workplace, as shown in Figure 1.3. In this image, identify the main work area and main equipment. Then start noting on it where you see problems caused by traffic or obstacles. For example, if you work at the back of the house, you can map the
product flow from the back door (receiver) to storage and from there to the preparation. You should also track the flow of the plate. Dirty dishes come to the window of the plate room and go to the clean supply area after washing. How are they transported to the track or to the pantry of people for use in service? If you work at the back of
the house, you'll see most of the flow of kitchen workers and dishes from the point of view of the kitchen, plate room, or kitchen. Similar flow analysis from guests and servers (and plates) can also be made from the front of the house (i.e., the dining room). The study of the flow of guests in the hotel lobby can also be educational. Browse
the flow of room guests, restaurant guests, banquet department guests, and service employees arriving through the lobby. Where do you observe congestion? This simple charting activity will give you some practical experience that will be useful for courses in day in layout and design and in the operation and analysis of food services
and, more importantly, for the decisions you will make when jobs later in your career. Sometimes simple observations can lead to improved workflow patterns. LE A R N I N G F R O M TH E BA C K O F TH E H O U S E. Things that should be scratched at the back of the house include how quality is ensured in food preparation, menu
planning, recipes, cooking methods, supervision, and food delivery. (How is lunch prepared in advance? How does it stay hot or cold? How long can food be held?) How is the cost of food controlled? (Are portions of food standardized? Are they measured? How? How is access to storage space controlled?) These are all points that you
will consider a lot on the course later. Out of 42. Work as an Important Part of Your Education 15 Bar Entrance Lobby Dining Room Cocktail lounge Kitchen Folding Divider Stacking Storage area Storage AreaFigure 1.3A layout example. however, initially, you can collect very valuable information for your studies and career. LE A R N I N
G F R O M TH E F R O NT O F TH E H O U S E. If you're looking for a meal or working as a waiter, waiter, or server on the cafeteria line, you can learn a lot about the operation from observing guests or clients in front of the house. Who are the customers, and what do they price? Peter Drucker calls these two ques- tion central in
determining what business is and what to do.3 Are guests or clients satisfied? What, in particular, seems to please them? 43. 16 Chapter 1 hospitality industry and you In whatever job you take, your future job lies in managing others and serving others. Wherever you work and whatever you do, you can critically observe the relationships
of management and other people's guests or clients. Ask yourself, How am I going to deal with that problem? Is this an effective management style? In what other ways have I seen this issue addressed? Your development as a manager also means the development of a management style that suits you, and it is a job that will depend, in
large part, on your personal experience. G E TI N G A J O B H ospitality work can be obtained from multiple sources. For example, your college can maintain a placement office. Many hospitality management programs receive rect requests for part-time assistance. Some programs retain job or file bulletin boards, and some even work
with the industry to provide internships. There are many Websites devoted to matching employers and job seekers, such as www.hcareers.com and www.monster.com. The pages of your newspaper you're looking for help can also offer leads, as can your local employment services office. Sometimes personal contacts are through your
fellow students, instructors, or your family or ward will pay off. The network is just as effective as ever, and some would suggest it is still the most important tool. New York Casino, New York in Las Vegas captures the original feel. (Courtesy of Las Vegas News News
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