Page numbers followed by f or ¢ refer to figures and tables, respectively.

A

AAA, see American Automobile

Association
About.com (Web site), 63
Acceptance,authority and,
565-566
Accor, 277,559
Accounting:
and control, 622
decision, 634
financial, 628-629, 634
hotels, 336-337,343
managerial, 628-634
responsibility, 628
Accounting statements,
124-127. See also specific
statements
Action, management, 625-627
Activities:
and demand,51
of leadership, 651-657
ADA, see American Dietetic
Association; Americans
with Disabilities Act
Adams,Thomas, 230
Adam’s Mark Hotel, 324
Ad hocracy, 581-585
Administration on Aging
(AOA),222
Administrative assistance, 115
Administrative management,
518-519
ADR (average daily rate), 322
Advancement,employee, 610

Advantage, as motivation, 642
Adventure Island, 468
Advertising, 134-136
and consumer behavior,
245-246
franchised restaurants, 157
Internet, 417
in lodging business,416-417
in marketing mix, 182, 184f
mass media, 416417
at McDonald’s, 525
by QSRs, 551
and recruiting, 598-599
Advisors,574
African Americans,
46,59,182
Afternoon clerk (hotel), 317
AGA (American Gaming
Association),507
Age composition:
and food service, 70-71
of North American
population, 39-44
and QSRs, 88
of world population, 45
AH&LA, see American Hotel &
Lodging Association
Airlines:
central reservation
systems, 413
commissions from, 446
deregulation and
partnerships,419,443-444
fares, 439,443-444
growth,440-441

and September 11 terrorist

attacks, 432,433

Airline food service, 214,229

Airport congestion, 444

Airport hotels, 281,282

Air travel,434,441-443,482

Albrecht, Karl, 684

Alcohol,dining and, 250-252

Alcohol awareness training, 251

Alignment, change and,
655,656

All Food Business, 130

Alliance for Nonprofit
Management, 560

Allied Domecq Quick Service
Restaurants, 569

All-suite hotels, 287,395-396

Altantis, the Bahamas, 302

Ambition, 642,652

Amenities, 323,399-402

American Affluence Research
Center, 183

American Automobile
Association (AAA),273,
297,301

American Correctional
Association, 227

American Dietetic Association
(ADA),211,240

American Gaming Association
(AGA),507

American Hotel Corporation, 377

American Hotel & Lodging
Association (AH&LA), 306,
609,629
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American Property
Management Corp.
(APMC), 382

Americans with Disabilities Act
(ADA), 593,596

Amusement parks,461,463,
466-467.See also
Theme parks

Analysis of requirements, food
service director, 602/~603f

Andaz, 19

Andrews, Mortimer, 666

Animal Kingdom, 469

Animal sanctuaries, 497

Animal themes, for theme
parks, 468

Anxiety, travel and, 432-433

AOA (Administration on
Aging),222

APMC (American Property
Management Corp.), 382

Applebee’s, 70

Applicant evaluation form,
603604

Applications, 598,601

Aquariums,496-497

ARAMARK:

brands, 204,208

communication at, 684

conference center
management,493

Culinary Center, 542

customer departmentalization,
573

in hospitality industry,4

as industry leader, 197,199

planning, 542

recreational food service, 226

Web site, 234

Arrivals and departures,
438-439

Arthur Treacher’s Fish and
Chips, 159-160
Asia:
hotel development, 362,363
hotel ratings, 302
international travelers in, 292
RevPAR of hotels, 361
Asian Americans, 46,58
Assets, financial accounting
for,634
Asset management, 378-379
Asset managers, 378
Assistants to senior
executives, 575
Assisted living communities, 223
Association market
segment, 291
Association of
Correctional Food
Service Associates, 235
Astor,William Waldorf, 274
Atlantic City (Web site), 505
Atlantic City,New Jersey, 464,
483-486,488,489
Atlantis Paradise Island
resort, 293
Attica Prison riot of 1971,227
Attitude:
as selection criteria, 593,596
in service transactions,
675-676
Auditing process, 317,318f
Australia, 100
Authenticity, of spa services, 286
Authority:
basis of, 564-567
delegation of, 568-570
formal, 649
in franchise systems, 526
functional,577-578
and leadership, 646-647

line,573,574f 575
and organizing, 563-568
and responsibility, 567
Automation, in hotel front
office, 317-321
Available seat miles, 441
Average daily rate (ADR), 322
Average rate, 322,339
A&W, 102
Awards, employee, 686

Baby boomers,40-43,70-71
food service preferences,
76,88
and hospitality industry, 667
and McDonald’s,524
travel interests, 471,474
in workforce, 203
Back of the house:
defined, 108
qualifications for
employees, 590
restaurant operations, 112-115
technology in food service
industry, 261-264
work experience in, 14-15
Bahama Breeze, 192
Bahrain, 608
Bakken (amusement park),466
Balance sheets, 628, 630¢
Baldrige National Quality
Program, 690
Banquets, 265,331-333
Bar cost, 124
Barshop, Philip, 527
Barshop,Sam, 371-372,520,
527,528
Baseball stadiums, 491
Baskin-Robbins, 178, 182
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Baum, Joe, 73
Baymont Inn and Suites, 370,405
Beau Rivage, 487
Bed-and-breakfast inns
(B&Bs), 288
Beer festivals, 498
Bellagio, 480
Bell staff, 326
Benefits, see Fringe benefits
BEP (break-even point),556-557
Best Western, 277
Beverage cost, 124
B&I (business and industry)
food service, 202-206
Biloxi, Mississippi, 357,487
Biometric scanning, 329
Blackstone Group, 365
Blast chill cooling, 263
BLS, see Bureau of Labor
Statistics
Blue Man Group, 479
Board plans, 206-207
Bocuse, Paul, 100
Boirde, Ettore “Chef
Boyardee, 117
Bonuses, 128,611
Bookkeeping, 115,116
Borgata, 486
Boston, Massachusetts, 417
Boston Market, 94
Bottled water, 252
Boutique hotels, 288
Boyles, John, 666,667
Brands:
brand recognition for
restaurants, 134-137,
143-144
in lodging, 404
in on-site food service, 204,
208,216
for restaurants in hotels, 397

Branding, competition in food
service and, 177-178
Breakage, controls for, 631
Break-even point (BEP),
556-557
Brewpubs, 96
Brinker,Norman, 139
Brinker International, 95,
176,636
Buca di Beppo, 191
Budgets:
conformance to,6
and cost control,631-632,634
for marketing,416-417
and planning, 544,545
Budget hotels, 278
Buffet restaurants, 92,93
Buffets,Inc.,93,611
“Bundling,’in restaurant
operations, 122
Bureaucracy, 580-581,685
Bureau of Labor Statistics
(BLS),55-57,63,131
Burger King,41, 182,243,611
Burj Al Arab, 303
Busch Entertainment, 468,469
Busch Gardens, 468
Business(es):
capital intensive, 353
defined, 513
Peter Drucker’s analysis of,
531-534
leisure-oriented, 427
and management, 514
purpose, 528
restaurant, see Restaurant
business
SMERE 291
for travelers,440-448
Business and industry (B&I)
food service, 202-206

Business centers, 401
Business cycles, hotel,
352-360, 390
Business format franchising,
151-152
Business hotels, 403¢, 552
Business purpose, 529-530
Business travelers:
demographics,430
as market segment, 290-291
women as, 294,295
Bus trade, 488,489

C

Cadillac Ranch, 504
Caeser Ritz Group, 377
Café Express, 89
Cafeterias, 92-93
California Pizza Kitchen, 94
Camp Snoopy; 495
Canada, 439..See also North
America
Candlewood Suites, 370
Canyon Ranch Resorts, 286
Capital,access to, 138-139,
144-147
Capital costs, 125-127,339
Capital intensive businesses,
353
Capital structure, of hotels,
341-342
Career goals, setting, 554
Career opportunities:
in hotels, 342-345
at management
companies, 378
and management
philosophy; 534-535
overseas, 21-22
in QSRs, 88
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Career opportunities (Continued)
in restaurant operations, 108,
128-129
in stewarding
departments, 334
and supply of labor,
55-57
in theme parks,473-474
Career planning, 10-12
Caribbean, 450,608
Carilion Health System, 215
Carl's Jr., 176,243
Carnaval de Québec,498
Carrying capacity, 450
Cash control, 109
Cashiers, 110
Cashier’s report,
623-625
Casinos and gaming
destinations, 474-490
Atlantic City,483-486
consumer spending on
casino gaming,479f
Las Vegas, 478482
Macau, 487
markets for,488-489
Mississippi Gulf Coast,
485,487
staffing, 489-490
Casino Checker, 507
Casino hosts, 489
Casino hotels and resorts,
284-285,582-585
Casino Reinvestment
Development Authority, 485
Casual dining, 70,95-99, 181
Casual upscale dining, 76-77
Catering, 10,216
CBS Interactive Business
Network, 235
C corps, 368

CCRC (continuing care
retirement community),
223,224

CCS (Certified Culinary
Scientist), 117

CDC (Centers for Disease
Control and Prevention),
268

CDMs (certified dietary
managers),212

CDR (Commission on Dietetic
Registration), 211

Cemetery tours, 503

Cendant Hotel Group, 370

Center for Consumer
Freedom, 268

Center for Public Leadership, 661

Center for Science in the
Public Interest (CSPI), 246,
248,267-268

Centers for Disease Control
and Prevention (CDC),268

Central processing kitchens
(CPKs),215

Certified Culinary Scientist
(CCS), 117

Certified dietary managers
(CDMs),212

Certified Registered Chef
(CRO), 117

CFA (Consumer Federation of
America), 243

Chain hotels:

in Europe, 277

first,520-521

fragmented markets for, 389

functional staff authority,
S576-577

as management companies,
377

organization chart,577f

Chain restaurant systems,
134-142
access to capital, 138-139
casual, 95,96
casual upscale, 76
competition in, see
Competition in food
service industry
control and information
systems, 139
development of, 523-524
human resource programs,
140-141
marketing and brand
recognition, 134-137
market share, 141-142
midscale,91,91¢
new product
development, 140
purchasing economies, 139
QSRs, 85,86
in shopping malls, 102
site selection, 138
staffing requirements, 58, 58t
Change:
for businesses, 532-533
and leadership, 654-657
managing, 38
Channels of distribution, see
Distribution channels
Character, leadership style
and, 659
Characteristics of service
(term),669,672f
Charles Hotel, 328
CheapTickets.com,455
Check averages, 127
Check control, 109
Check-in and check-out,
automated, 319, 320
Cheesecake Factory, 140
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Chefs, 114,115,333
Chicago, lllinois, 220,493
Chi Chi’s, 175
Children. See also School
lunch programs
childhood obesity, 220-221
kids’ programs, 92
spa services, 286
sugar consumption, 245
travel with, 295-296
Chili’s, 175-176,192
China, 292,362,496, 608
Choice Hotels, 225,411,
412£,422
Cincinnati Marriott
Northeast, 680
CIO (periodical), 661
Circus Circus, 480
Cirque du Soleil, 479
Cities,471-473.See also Urban
entertainment centers
CityCenter,479
City ledger, 337
CKE, 158
Claims, policies and, 684
Classic Residence by Hyatt, 226
Cleanup work, 114
Clients, guests vs., 198
Cliff House Resort and Spa, 286
Clinical dietitians, 211
Cliques, 650
Closing kitchen managers, 115
Closing procedures, 112,
115,121
Clubs, private, 228-229
ClubCorp, 228-229
Club Managers Association of
America (CMAA),5
CMBSs (commercial
mortgage-backed
securities), 365-366

CNL Hospitality Corp., 364
Cobanoglu, Cihan, 184-185
Co-branding, 157-158
Cocooning, 189
Code of Hammurabi, 274
Code sharing,443-444
Cognitively impaired,
communities for, 224
Colicchio, Tom, 481
Colleges, recruiting at, 599
College and university food
service, 206-210,231-232
Combination meals, 122
Command, unity of,571-572
Command societies,513
Commercial cafeterias, 92-93
Commercial hotels, 281
Commercial mortgage-backed
securities (CMBSs),
365-366
Commissions, from airlines, 446
Commission on Dietetic
Registration (CDR), 211
Committees, 579-580
Common carrier, 434
Communication:
and leadership, 649,
651-653
marketing,416-419
and retaining employees, 610
and schedules, 615
in service culture, 684
telecommunications,
324-326
Community Baboon
Sanctuary, 497
Community food service, see
School and community
food service
Community hotels,
532,551

Community nutrition programs,
531,532
Community relations, 551-552
Community values,514
Comps, 488-490
Company policy, as
motivation, 644
Compass Group, 197,199,
206,234
Compensation strategies, 551
Competition in food service
industry, 169-190
current conditions, 169-172
and labor scarcity; 59
and marketing mix, 172-185
with other industries, 186-189
Competition in hospitality
industry, 26-27
Competition in lodging
business, 387-420
current conditions, 388-391
and labor scarcity; 59
location and distribution
channels,410-415
and marketing mix, 391-393
pricing tactics,406-409
and products in segmented
markets, 393-405
promotion,416-419
and securitization, 369-370
Competition with all other
industries (term), 186
Competitive advantage, service
as, 687,688
Composting, 254
Compromise, 580
Comptroller, 574,575
Concept extension, 176-177
Concierges, 327,400, 679-680
Conde NastTraveler, 301
Condo-hotels, 363
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Conduit lenders, 366
Conference centers,
executive, 282
Conformance to budget, 6
Congregate meals, 222,532,
557-558,565
Consortium hotels, 277
Construction, hotel, 352-353
Consultation, 571,580, 650
Consumers:
concerns of, with food
service, 239-258
gaming and tastes of,475-476
wealth of, 183
Consumer Federation of
America (CFA), 243
Consumerism, 243
Contemporary popular-priced
restaurants, 80—100
casual, 95-99
fast-casual, 88-89
high-check-average, 99-100
midscale, 90-94
quick-service, 82—-88
Continuing basis, for control
systems, 627
Continuing care retirement
community (CCRC),
223,224
Contracts, 198,375,377-378
Contractors, 197,219-220
Control, 621-635
and cybernetic loop, 623-627
importance, 622-623
increasing span of, 578-579
and other management
functions, 641
and product view of
service, 677
in restaurants, 109, 139,
147-148,154

span of, 519,570-572
tools for,628-634
worker participation in,517
Controllable expenses, 124-125
Controlled shops, 516,517,
521-522,525
Control systems, 622—-623, 627
Convenience, of gaming, 476
Convenience Store
Decisions, 192
Convenience Store News, 192
Convenience stores (C-stores),
186-187
Conventions, 414-415,473,
482,582
Conventional hotel
restaurants, 398
Convention centers,491-493
Convention hotels, 280
Cooks, 114,115,553-554
Corporate culture, 657,683-685
Corporate market segment, 291
Corporate staff, for hotels, 520
Correctional food service,
227-228
Costs:
bar,beverage,and food, 124
capital, 125-127,339
fixed, 406
in lodging business, 390
operating, 359
payroll, 124,590-591
reducing, 123
standard, 629
of training, 607
variable, 124-125,406
Cost-benefit analysis, 557-558
Cost control, 123, 123¢
back of the house
operations, 112-114
food and beverage, 629-631

in health care food
service, 215
labor, 629,631
Cost-effectiveness analysis,
557-558
Cost of sales, 124
Council on International
Exchange (Web site), 35
Country music,471-472
Coupons, 185
Couponing, 179
Courtyard Inns, 682
Covers, 127
CPKs (central processing
kitchens),215
Craftsteak, 481
CRC (Certified Registered
Chef),117
Creativity,in management, 534
Credibility,authority and, 566
Credit cards, 109,261
Crowding,448-450
CSPI, see Center for Science in
the Public Interest
C-stores (convenience stores),
186-187
Culinary education, 99, 100
Culinary Science training,
116,117
Culinology, 116,117
Culture:
corporate, 657,683-685
national,44-53,461,608
Currency, travel and, 439,440
Current employees, recruiting,
597-598
Customers:
college students as, 208-209
defining, for businesses,
531-532
departmentalization by, 573
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dissatisfied, 666667

downstairs, 394,683

expectations of, 669,682,683

internal, 297,303, 684-685

McDonald’s, 524

profiles of frequent-stay, 419

upstairs, 394, 682

value of businesses to, 532
Customer comments, 627
Cybernetic loop, 623-627

Daily routine, in restaurants,
119-121

Daily schedules, 613

Dallas Alley;, 493

Darden Restaurants,Inc., 95,130

Databases, of frequent-stay
members,419

Dave and Buster’s, 98

Dave’s BarB-Que, 184

Davis, Quint, 499

Day-care programs, 611

Days Inn, 375

Dealers, casino, 490

Debit card programs, 207

Debt investments, 365-367

Decision accounting, 634

Decision making, participation
in,650-651

Decor, of QSRs, 82-83,87

Delegation, of authority,
568-570

Delivery, 70,79

Delmonico Steakhouse, 481

Demand:

and age composition of
population, 39-44
and diversity/cultural

change,44-53

in hospitality industry, 38-53
for hotel rooms, 353-354,
406-407
for nutritious food, 243
and yield management, 408
Demographics:
and demand, 38-39,41
and lodging, 295
and travel,430-431
Denny’s, 44
Departmentalization, 518
bases for,572-573
and delegation of authority,
568-570
and organization, 568-573
in restaurants, 521-522
and span of control, 570-572
Departures, arrivals and,
438-439
Depreciation, 341
Deregulation, of airline
industry; 443
Designated driver programs, 251
Destinations, 455-504
casinos and gaming,474-490
fairs and festivals,497-499
and lodging, 273
mass-market tourism, 464—465
and motives for travel,
460-464
natural environments,
500-503
out-of-the-ordinary tourist
attractions, 503-504
planned play environments,
465-490
primary and secondary,
463-464
theme parks,466-474
urban entertainment centers,
490-497

Destination resorts, 282,284
Development:
hotel, 362,363,375
of management, 569
and voluntourism,452—-453
Dickson,W.J.,519
Dietary Guidelines for
Americans, 217
Dietary managers, 212
Dietary Managers
Association, 212
Dietary schizophrenia, 242-243
Dietetic technicians, 210,212
Dietitians, 210-211,595f
Differentiation, 149,399, 687,688
Dining market, 7377
Direction, 640,653-657
Disabilities, employees with,
114,596
Discount rate, 556
Dishwashing, 113-114
Disney, 467,470,473
Disneyland, 466,467
Dissatisfied customers, 666—-667
Distribution channels:
food service, 87-88, 180-181
lodging, 390,391,410-415
tourism, 445-448
District managers, 578,579
Diversification, at Taco Bell, 545
Diversity:
and demand, 44-47
in hospitality industry, 29
of markets, 182-183
workforce, 58-59
Dollywood,470-471
Domino’s,579
Double drive-through, 79
Double-duty management, 573
Double T Equipment
Manufacturing Ltd., 260
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Downsizing, 203

Downstairs customers, 394, 683

Downtown Disney
Marketplace, 469

Downtown hotels, 281,410

Drasher, Glenn, 93

Drive-through, 70, 78-79,176

Drucker, Peter, 15,528-531,533,
563,639-640

Drug use, by employees, 601,604

E

Earnings, retained, 12-13
East Jefferson Hospital, 216
Eatertainment, 96-99
Eating market, 73, 77-80
Echo boomers, 42-43
Economics. See also Market
forces entries
of fairs and festivals, 498
of hotel business, 352-371
of recycling, 256-257
of societies,513-514
of tourism, 435-437,485
Economy hotels, 278
Ecotourism, 284,502
Education, 11-16,99, 100
Elderly, food service programs
for,221-222. See also
School and community
food service
Electronic-mechanical
transactions, 671
E-mail blast advertising, 416
Embassy Suites, 396, 686
Emergencies, 564
Emeril’s, 77
Emotional characteristics, for
jobs, 593,596
Empathy, 653

Employees. See also specific
lypes
and B&l food service,
204,205
with disabilities, 114,596
drug use by, 601,604
fitting, to jobs, 591-596
former, 597
as internal customers, 297,
303,684-685
orientation for,605-606
planning by individual,
553-554
as products, 685-687,688f
promotions for,597-598, 642
psychology of,in leadership
theories, 647-648
recruiting, 597-598
referrals from, 597
retaining, 591,610-611
selection of, 600-605, 644,686
Employee comment slips, 610
Employee councils, 684
Employee markets, 600
Employee turnover:
in food service, 56, 56¢
and human resources
management, 591,597,
600,607
Employers, evaluations of, 23
Employers of choice, 297
Employment:
career planning, 10-12
and education, 12-16
fitting people to jobs,591-596
in food service industry,
56-57
getting a job, 16-20
at graduation, 20-22
in hospitality industry,9-10
orientation, 605606

overseas, 21-22
starting positions, 11£
at theme parks,473-474
and tourism, 437
in tourism, 435,435f
training, 606610
Employment agencies, 598-600
Empowerment:
in hospitality industry, 28
of managers, 578-579
and process view of service,
678-680
in restaurant operations, 109
Empty nesters, 50
Encouragement, 643
Encroachment, 375-376
Engineering department,
338,575
English,Todd, 481
Entertainment, in-room,
325-326
Entertainment centers, urban,
490-497
Entrepreneurship, 84,379
Environmental movement, 54,
252,286,644
Epcot Center,469
Equity investments, 367-369
ESP Systems, 262,263
Essex Partners, 627
Ethnic restaurants, 96
eTurboNews, 455
Europe,lodging in,277,301, 361
Exchange rates, 439
Executive conference
centers, 282
Exercise,in American
consciousness, 240,241
Expectations, customer, 669,
682,683
Expedia,455-456
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Expenses:
controllable, 124-125
and hotel business
cycles, 359
hotels, 339-342, 340¢
for nonprofit organizations,
632,634
statement of income and
expenses, 126£ 127,
628-629,632,633¢
undistributed operating, 339
Express Hospitality, 690
Extended-stay hotels, 288
External sources, recruiting
from, 598-600
Eyester,James, 376-377

F

Face-to-face transactions, 672

Facilities planning services, 200

Fairs,465-466,497-499

Fairfield Inns, 682

Fairmont hotels, 303,575

Families:

as travelers, 295-296
two-income, 47-50,429, 434

Family composition, 48,50

Family restaurants, 73,90-92

Famous Dave’s, 130

Fares, airline, 439, 443-444

Fast-casual restaurants, 41,80,
81,88-89

Fast food, see Quick-service
restaurants (QSRs)

Fat replacement technology,
240-241

Fayol,Henri, 515,518-519

FDA, see Food and Drug
Administration

Feasibility studies,411f

Federal Road Act of 1916,275

Fees, for franchisees, 159-160,
404,405

FelCor Lodging Trust,
368,382

Feldman, Hervey, 683

Festivals, 465—-466,497-499

Field support, for
franchisees, 154

Fight Bac (Web site), 269

Financial accounting,
628-629,634

Financial performance, hotels,
356-360

Financing, 153,367,368, 374

Fine dining restaurants, 70,
74-75,179,481

FIRM Service, 552

First National Plaza,493

Fitness facilities, 400

Five Ws and an H checklist, 547

Fixed costs, 406

Flags, 389

Flattening of organizations, 572,
578-579

Flexibility, of independent
restaurants, 148

“Flipper” robot, 259

Fogo de Chao, 550

Folies Bergere (show),479

Follow up (training step), 609

Fontaine, Stephanie, 209

Food, as product, 55,498

Food and beverage cost
control, 629-631

Food and beverage
operations:

in hotels, 330-335, 344
limited, 395-396

Food and Drug Administration

(FDA), 246,248-250, 268

Food away from home, 68
Food cost, 124
Food dollar, 68
Food Management, 235
Food Marketing
Institute, 188
Food miles, 55
Food production:
in hotel operations, 333-334
in restaurant operations, 109,
112-113,115
technology for, 261,262
Food safety, 29, 112,249-250
Food service. See also related
topics, e.g.: Restaurant
business
acceptance and authority
in, 566
competition in, see
Competition in food
service
control and management
action in, 625-626
defined, 68
departmentalization, 572,573
goal congruence in, 548
labor, 57
major areas, 69t
market segmentation, 681
for Olympic Games, 542
on-site, see On-site food
service
outlook for, 71-72
planning in, 553
and segmentation of lodging
market, 394-399
service segmentation, 682
strategic plans,550-551
types, 68-72
Food service directors,
602~603f
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Food service issues, 239-266
alcohol and dining, 250-252
consumer concerns, 239-258
food safety and sanitation,

249-250
health and wellness, 241-248
technology, 259-265
waste, 250-258

Food supply, 55

Forbes Travel Guide, 273,

297-301,306-307

Formal authority, 649

Formal leaders, 646647

Former employees, 597

Four Ps, of marketing mix,

172,391
Four Seasons Hotels and
Resorts, 422
concierges, 400
customer expectations and
defects, 669
empowerment, 678-680
selection, 686
service and price, 682
Fourstep procedure for
training, 609
Fragmented market,lodging as,
389-390

France, 100,301

Franchise 50 Index (RICF), 161

Franchise agreements, 152

Franchised lodging,402-405,

411,525-528

Franchised restaurants, 151-162
continuing services, 153158
franchisee’s view, 158-160
franchisorfranchisee

relations, 162
franchisor’s view, 160-162
in hospitality systems,

523-525

independent restaurants
vs., 162
legal basis of authority,
564-565
loans to, 138
new franchisees, 152-153
on-site, at hotels, 397
Franchisees:
continuing services for,
153-158
fees for, 159-160,404,405
franchisorfranchisee
relations, 162
new, 152-153
questions for prospective,
155-156
value to customer of, 532
view of franchised
restaurants, 158-160
Franchisors, 160-162,403-404
Francis, Connie, 328
Free Management Library; 537,
560,587,636
Freezing, 262-264
Fremont Experience, 480
French Quarter Festival, 498
Frequent-flyer programs, 444
Frequent-stay (frequent-guest)
programs, 185,418-419
Freud, Sigmund, 465
Fringe benetfits, 124,611,615,644
Fritschi, Rex, 447
Front-desk computers,
interfacing, 320-321
Front-desk employees, 315-317,
409,679
Front office (hotel),315-321,
342-343
Front of the house, 15-16,
108-112
Fuddruckers, 41,104

Full-service hotels, 279
first chain of,520-521
food service for,330,396-397
revenue and expenses, 340t
Full-service restaurants, 68,
80,81
Function, departmentalization
by, 572
Function, hotel classification
by, 280-281
Functional authority, 577-578
Functional departments, hotel,
312-314
Fusion spa services, 286
Future Shock (Alvin
Toffler),581

Gambling, interest in,474-478
Games (sales promotions), 185
Gaming destinations, see
Casinos and gaming
destinations
Gaming jurisdictions,477/~478f
Gaming markets, 474
Gantt,H.L.,518
Gantt charts,518
Gap financing, 367
Garage staff, hotel, 326,327
GDS (Global Distribution
System),414
General Jackson
(showboat),472
General management:
hotel operations, 342, 343
restaurant operations,
118-121
staff supervision by, 578
Generation X (GenXers),40
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GenerationY,42-43
Geography,
departmentalization
by, 572
Germany; 45, 301
Gifts, from gaming
establishments, 476
Gift shops, hotel, 327-328
Gilbreth, Frank,518
Gilbreth, Lillian, 518
Gladwell, Malcolm, 659
Glendon College, 209
Global Distribution System
(GDS),414
Globalization, in hospitality
industry, 32
GoAbroad.com, 452
Goal congruence, 548
Goal setting, 545-549, 554
Golden Resources Mall, 496
Gonzaga University, 207
Goods,in lodging
business, 393
Google, 611
GOXIMER waste disposal
system, 260
GPOs (group purchasing
organizations),215
Graduation,employment at,
20-22
Graicunas,V.A.,519,570
Grand Canyon, 464
Grand Ole Opry,471-473
Great Depression, 40,217
Green, Devin, 262,263
Greeters, 110
Group purchasing
organizations (GPOs),215
Group room rates,414-415
Guckenheimer
Enterprises,Inc.,206

Guests:
of casino resort hotels,
582-583
clients vs., 198
Guest check control, 109
Guest contact work, 121
Guest count, 127
Guest needs,292-296,546
Guest ordering technology, 261
Guest participation rate, on-site
food service, 197,205
Guest payment technology, 261
Guest room amenities, 323
Guest satisfaction, restaurant,
108-109
Guest self-service, 549-551
Gulfport, Mississippi, 357
Gulick,L.H.,518

HIN1 (swine flu) pandemic, 38,
240,432-433

HACCP (hazard analysis and
critical control points), 250

Halls of Fame, 461

Happiness, productivity and, 645

Hardee’s, 243,611

Hard Rock Cafe, 98,99

Harrah’s,533

Harvard University; 209

Harvey’s, 244

Hassle factor, of traveling, 433

Hazard analysis and
critical control points
(HACCP), 250

Health, as travel motive, 460

Health and wellness issues, in
food service, 241-248

Health care, 546,551,580,
627,632

Health care food service,
210-216
department organization,
212-214
employees, 210-212
managed-services
companies, 201,202
trends, 214-216
Health claims, 246248
Health spas, 285, 286
Healthy eating, 242
Heilbroner,Robert,513
Helpers, managers as,
684-685
Helping skills, 675
Henderson, Ernest, 275
Heritage Pointe, 225
High-check-average restaurants,
99-100
High-priced man,516-517
High rollers, 488
Highway/interstate hotels,
281,282
Hillstone Restaurant Group, 76
Hilton, Conrad, 275
Hilton Hotels, 398,400,419
Hilton Worldwide, 636
Hispanics,46,57-59
Historical control, 631
Historic conversions, of
hotels, 288
HMR, see Home meal
replacement
Holiday Corporation, 533
Holiday Inns:
and baby boomers,41-42
development of,525-526
in hospitality industry,4
as industry standard, 527
ownership of, 32
value to customer of, 532
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Hollywood Studios, 469
Home, food service industry
and, 189
Home meal replacement
(HMR),73,78,94
Homewood Suites, 395
Hoover Dam, 482
Hospitality, 4
Hospitality industry; 3-33.
See also Market forces in
hospitality industry
careers, 10-12
defined, 4-5
education, 12-16
employment, 12-22
employment at graduation,
20-22
getting jobs, 16—20
hospitality management
programs, 7-10
managers in,5-7,520-528
strategy of job placement,
22-25
trends, 25-32

Hospitality Internships Abroad

(Web site), 35
Hospitality management

programs, 7-10
Hospitality Sales Marketing

Association International

(HSMAI), 336,578
Hospitality Technology, 184
Hosts, in distribution, 87,181
Host Hotels and Resorts, 382

Host Marriott Corporation, 368
Hotels. See also related topics,

e.g.: Lodging; specific
types of hotels
in Atlantic City, 484
business cycles of,
352-360, 390

classifications, 278-289

construction of,352-353

defined, 274

development of, 361-363,
365-366

evaluating, for investment,
371-379

investments in, 363-371

labor scarcity at, 59

in Las Vegas, 480

market forces in, see Market
forces in hotel business

occupancy and room
rate, 281f

organization, 583/ 584f

property and room
breakdown, 290f

as real estate, 361-362,364

selection factors for,393f

top ten companies, 388f

and travel agencies,447-448

Hotel and lodging operations,

311-346

entry ports and careers,
342-345

food and beverage
operations, 330-335

functional departments,
312-314

income and expenses,
339-342

rooms side of the house,
314-330

senior living communities,
222,224-225

staff and support
departments, 335-338

“Hotel of Tomorrow

Project; 295

Hotel Online (Web site), 381
Hotel ratings, 296-303

Hotel Restaurant,and
Tourism Management
Career Opportunities
(Web site), 34

HOTELS (magazine), 347

Hotel Statler, 275

Hot springs, 460

Housekeeping,316,321-324,
341,626

House ledger, 337

Houston’s Restaurants, 76, 122

Howard Johnson’s, 159,171,
175,523-524

HSMAI (Hospitality Sales
Marketing Association
International), 336,578

Huang,S.C.,30

Hub-and-spoke system,
441-442

Human relations, 519

Human Relations in the
Restaurant Industry
(William Foote Whyte), 522

Human resources:

chain restaurant systems,
140-141

hotels, 337-338

independent restaurants, 148

and operational strategic
plans,551

Human resources
management, 589-617

and fitting people to jobs,
591-596

issues in,590-591

recruiting, 596-600

retaining employees, 610611

selection and employment,
600-606

staff planning,611-616

training, 606610
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Human resources managers,
574,575

Hurdle rate, 556

Hurricane Katrina, 357,358,485

HVS, 382

Hyatt Hotels, 18-19,224-225,
324,369

IBM, 259
Ice Hotel, 504
Idealist.org, 35
Immediate environment,
communication and, 653
Immigrants,in workforce, 57,58
Impact (encroachment), 376
Incentive programs,611
Incineration, 254,258
Income:
and dining out occasions,52f
of hotels, 339-342
statement of income and
expenses, 126£ 127,
628-629,632,633¢
in strategy of job
placement, 23
and travel trends, 429
Income before fixed
charges, 339
Income distribution,demand
and,51-53
Independence, as
motivation, 643
Independent group operators,
149-151
Independent living
communities, 223
Independent restaurants,
142-151
access to capital, 144-147

and competition in food
service, 171
control and information
systems, 147-148
differentiation, 149
flexibility, 148
franchised restaurants vs., 162
human resources, 148
independent group
operators, 149-151
marketing and brand
recognition, 143-144
operating advantages, 143
public relations, 551
purchasing economies, 147
site selection, 144
staffing procedures, 592
supervision, 578
India, 363
Indian Gaming Regulatory Act
of 1988,475
Indirect personal transactions,
671-672
Indonesia, 608
Industrial engineering,516
Industrial Equity; 372
Industrial Revolution, 516
Inflation, 374
In-flight food service, 229
Influence, 570
Informal leaders, 647,649
Informal organization, 14,
566-567,646
Information management, 154
Information systems:
chain restaurant systems, 139
and control, 625,626
and decision making, 650
independent restaurants,
147-148
Infrastructure crisis, 444

Initial public offerings (IPOs),
146,147,367

In-N-Out, 82

Innovations, by
management, 529

In-room entertainment, 325-326

In-room technology; 293-294

Inspectors, 626

Inspiration, change and, 655,656

Institute for Women and Work
(IWW),49

Institutional Investor, 403

Institut Paul Bocuse, 100

Instruction, 654

Intellectual abilities, for
jobs, 593

Intercept marketing, 87

InterContinental Hotels Group
PLC,277,307,370,533

Interests,demand and, 51

Interest rates, 374,556

Interfaces, for hotel front-desk
computers, 320-321

Internal customers, 297,303,
684-685

Internal sources, recruiting
from,597-598

International Beer Festival,
498,499

International Franchise
Association, 161, 165

International hotel operations,
361-363

International travelers, 292,
438-440

International UFO Museum, 503

Internet:

as distribution channel,
413-415
and food service marketing,

264-265
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Internet (Continued)
in food service promotion,
183-185
hotel advertising on,417
lodging channels of
distribution, 390, 391
recruiting with, 599
Interpersonal skills, 674676
Interviews, 17,598,601
Introductions, of new
employees, 605
Inventory, 357-358, 669
Investments, in hotels, 363-379
Involvement, decision making
and, 651
IPOs, see Initial public offerings
IStayGreen.org, 293
ITT Sheraton, 369
IWW (Institute for Women and
Work), 49

J

Jack in the Box, 176,250

Jail House Inn Bed and
Breakfast, 293

Japan,45

Jax Brewery, 493

Jobs, see Employment

Job-benefit mix, 12-13

Job boards, 599

Job descriptions, 593-596

Job fairs, 598-599

Job placement, 18-19, 22-25

Job preferences, 24, 25t

Job previews, 597

Job satisfaction, 23-24

Job selection process, 592f

Job specifications, 593

Johnson, Howard, 520,523-524

Johnson,Wallace, 525

Joint ventures, 368-369

Jules’ Undersea Lodge, 293

Junkets,489-490, 582-583

Junk food, 244-246

JW Marriott Desert Ridge
Resort & Spa, 364

K

Karcher, Carl, 82

Key systems, hotels, 329

KFC (Kentucky Fried Chicken),
162,174,243,524

Kids’ programs, 92

King Arthur’s Tournament
(show),479

Klaasen, Paul, 225

Klaasen, Terry, 225

KLM, 444

Kmart, 181

Knowledge workers, 7

Kroc,Ray, 520, 523-525, 565

L

Labor:
cost of, 590-591
and demand in hospitality
industry, 55-58
and spa services, 286
Labor cost control, 629,631
Labor scarcity (labor
shortages), 59-60, 590,596
Lagasse, Emeril, 77,481
Lake Compounce, 466
Lake Mead, 482
Land, 54
Landfills, 253,258
La Quinta Inns, 365,372-373,
397,527-528

Las Vegas, Nevada:
ad hocracy at casino resort
hotels, 582-585
Atlantic City vs.,486
casino hotels and resorts, 284
casino markets, 488,489
casinos,478-482
high-check average
restaurants, 99
mass-market tourism in,
464-465
LasVegas.com, 505
Latin America, 302
Laundries, hotel, 324
Leaders, formal and informal,
646-647,649
Leadership, 639-660
activities of, 651-657
and communication,
651-653
developing your leadership
style, 658-659
and motivation, 641-645
and social science, 639-641
theories of, 645-651
Leadership in Energy &
Environmental Design
(LEED) certification,31-32
Leadership styles, 645,658-659
Leadership theories, 645-651
Leader to Leader Institute, 661
Learning, from work
experience, 17,20
Leased restaurants, 334-335,
396-398
Leavitt, Theodore, 676,677
Le Cordon Bleu, 100
Ledgers, house and city, 337
LEED (Leadership in Energy &
Environmental Design)
certification, 31-32
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Legal system, authority and,
564-565, 646
Legislation, 565
LEGOLAND, 468,472,474
Leisure-oriented
businesses, 427
Leisure travelers, 289
Lenders, conduit, 366
Les Clefs d’Or, 327
Le Spa at the Radisson Plaza
Resort, 286
Let me do it (training step), 609
Lettuce Entertain You
Enterprises (LEYE), 600
Leverage, 341-342,374
Levin,Michael, 376
LEYE (Lettuce Entertain You
Enterprises), 600
Library Hotel, 293
Licensed nursing
communities, 224
Life cycles:
product, 174-175
restaurant concept, 175-176
Limited food and beverage
service, 395-396
Limited-service hotels, 278,401,
527-528
Line authority,573,574f 575
Line management, 574
Line workers,518,573-576
Listening, 653
Little Caesars, 181
Load factor,444
Loans, See Capital,access to
Local pride, 450
Local traditions, 450451
Location(s).See also Site
selection
and food service
competition, 170-171

and hotel classification,
281-282
and lodging competition,
410-415
in marketing mix, 180,392
scarcity of, 54
The Lodge, 286
Lodging,273-304
classifications of properties,
278-289
competition in, see
Competition in lodging
business
control and management
action in, 626
and demographics, 42
departmentalization, 572,573
evolution of, 274-278
franchises in,525-526
goal setting in, 546-548
and guest needs, 292-296
leadership and change in,
655-656
operations in,see Hotel and
lodging operations
and service, 296-303
service segmentation, 682
types of travelers, 289-292
Lodging (magazine), 347
Lodging Econometrics (Web
site), 381
Loews Vanderbilt Plaza
Hotel, 295
Logis de France, 277
Long John Silver’s, 154
Long-range planning, 543,
554-558
Look Smart-Find Articles
(Web site), 62
Loop (term), 623
LOVE (show),479

Loveless, Rita, 225
Luther,Jon, 569
Luxor,479

Luxury hotels, 279-280

M&As (mergers and
acquisitions), 369-370
Macau, China, 487
McCarron International
Airport,482
McDonald’s, 32,41
advertising, 182
and Boston Market, 94
brand recognition, 134
controlled shop,517
customer expectations and
defects, 669
development, 524-525
drive-through, 176
executives, 107
expansion, 533-534
and fast-casual restaurants,89
franchisee support, 153, 154
games, 185
management structure, 85
menus, 174,525,551,565
nutrition of food, 241,245
off-premise sales, 70
packaging materials, 254,
254f 255
product improvements, 178
product view of service,
676-677
purchasing economies, 139
QSR concept at, 82-84
training, 525,686
Web site, 105
MacGregor, Douglas, 645
Magic Kingdom, 467,469
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Magstrip key systems, 329
Mall of America, 495
Managed-services
companies, 68
contracts, 198
in correctional facilities,
227-228
largest, 201¢
locations, 181-182
on-site food service, 200-202
Management, 511-535..See also
specific topics, e.g.:
Planning
in casinos, 489-490
of change, 38
in culinary education, 100
defined,512
of food service in hotels,
396-397
foundations of modern
management,514-519
general, 118-121
and hotel security, 329-330
of large hotels, 313
managers in hospitality
industry; 520-528
and nature of work/
organization, 528-535
of QSRs, 85
in restaurant operations,
111-112
and service culture, 683-684
of service transactions,
676-681
and society;,513-514
and supervision,512-513
and technology, 265
Management action, 625-627
Management by exception, 627
Management companies, for
hotel investments, 376—-379

Management contracts, 375,
377-378
Management functions,
interrelations of, 640-641
Management planning,516
Management training, 607,608
Managers. See also specific
lypes
empowering,578-579
for fine dining, 74
as helpers, 684-685
in hospitality industry; 5-7,
520-528
job description, 594f
Managerial accounting,
628-634
Managerial organization, 13-14
Manor Care, 225
Mansion at Turtle Creek, 400
Manuals, operations, 153, 544
Mardi Gras, 497
Markets:
for casinos, 488-489
for fine dining, 74
hotel classification by,
282-287
for QSRs, 85
segmentation of,393-405,
681-682
of travelers, 291
Market forces in hospitality
industry, 37-61
age composition of
population, 39-44
demand, 38-53
diversity and cultural change
of consumers, 44-53
and labor scarcity, 59-60
and managing change, 38
supply, 54-58
workforce diversity, 58-59

Market forces in hotel business,
351-380
and economics of hotel
business, 352-371
evaluating hotels for
investment, 371-379
hotel business cycles,
352-360,390
hotel development, 361-363
investments in hotels,
363-371
and RevPAR, 360-361
Marketing, 172
for business hotels, 552
for chain restaurants,
134-137,137¢
and consumer behavior,
245-246
for franchised restaurants,
156-157
hotel budget for,416-417
and hotel operations,
335-336,343-344
for independent restaurants,
143-144
with managed-services
companies, 201
and management, 528-529
in school food service, 218
and technology, 264-265
Marketing communication,
416-419
Marketing mix:
defined, 172
food service industry,
172-185
in lodging business, 391-393
place, 180-182
price, 178-180
product, 172-178
promotion, 182-185
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Market share, 92, 140-142
Market systems,513-514
Marriott,J. Willard, Jr.“Bill
297,683
Marriott, J.Willard, Sr., 275, 685
Marriott International Inc.,
306,368
Cincinnati Marriott
Northeast, 680
female leadership at,57
food service, 171
JW Marriott Desert Ridge
Resort & Spa, 364
as management company, 378
Marriott Courtyard hotels, 397
Marriott World Center,401
organizational culture, 297
real estate development,
361,364
senior living
communities, 225
service segmentation,
682—683
and Starbucks Coffee, 398
Web site, 417
Martin,John, 179
Mass-market tourism, 464465
Mass media, hotel advertising
in,416-417
Mature travel market,430-431
Mayo, Elton, 519
Mayo Clinic,460
Meal experience, price
and,81f
Meal periods,in restaurant
operations, 121
Meal solutions, 78..See also
Home meal replacement
(HMR)
Meals on Wheels Association
of America, 222,236

Medical Center at Ohio State
University, 216
Medical nutrition therapy
(MNT), 211
Medical tourism, spa services
and, 286
MeetingBroker,413
Megamalls, 494
Megatrends (John Naisbitt), 672
Melville Castle Hotel, 293
Memory support,communities
for,224
Men, spa services for, 286
Mendelsohn Media
Research, 183
Mental abilities, for jobs, 593
Menus:
of family restaurants,91
of franchised restaurants, 565
and increasing sales, 122
at McDonald’s, 174,525,
551,565
nutrient and health claims
on,248
of pizza restaurants, 93-94
of QSRs, 83,84
“restaurant style; 214
for school food service, 218
in strategic plans,550-551
Merchandise, 98, 185
Mergers and acquisitions
(M&As), 369-370
MeriStar Hospitality, 365
Methodist Hospital, 216
Methods, 544
Mexico, 439
Mezzanine financing, 367
MGM Grand, 335,480
Miami Subs, 178
Middle class,51-53
Middle East, 45,361

Middle managers, 578,579
Midscale restaurants, 78,81,
90-94
Mimi’s Cafe, 104
Minivacations, 434
Mirage, 480
Mise en place, 120
Mississippi Gulf Coast, 485,
487,506
Mixed-use hotel developments,
362,363
MNT (medical nutrition
therapy),211
Mode of transportation,
trends, 434
Mohegan Sun, 475
Moments of truth, 667
Money, as motivation, 643
Monster.com, 618
MonsterTRAK.com, 599
Morale, 645
Morning clerk (hotel),316-317
Motels, 275-278
Motel 6, 32,682
Motivation:
in chain restaurant
systems, 141
and change, 655,656
and leadership,641-645,654
and management,514-515
and pride, 647
Motives, for travel, 460-464
Motor hotels, 276-278
Motorola, 205,670
Mount Everest, 450
Museums, 461
Music festivals,461
Muslim countries, training
in, 608
Mystere (show),479
Mystic Seaport,468-469
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NACS (National Association of
Convenience Stores), 192

NACUFS (National Association
of College and University
Food Service), 208,234

Nader, Ralph, 243

NAFEM (National Association
of Equipment
Manufacturers), 264

Naisbitt,John, 672

NAMA (National Automatic
Merchandising
Association), 234-235

Nashville, Tennessee, 471-473

National Association of College
and University Food
Service (NACUFS), 208,234

National Association of
Convenience Stores
(NACS), 192

National Association of
Equipment Manufacturers
(NAFEM), 264

National Automatic
Merchandising
Association (NAMA),
234-235

National hospitality system,
520-521

National Institute of Standards
and Technology (NIST),690

National parks,449,500-503

National Parks and
Conservation Association
(NPCA), 502

National Park Service (NPS),
500,506

National Park Service Organic
Act of 1916,502

National Restaurant
Association, 166,249,492,
609,629

National School Lunch
Program,217.See also
School lunch programs

Nation’s Restaurant News, 139

Natural environments, 482,
500-503

Necessity, as motivation, 642

Networking, 16-17

New Mexico State
University, 207

New Orleans, Louisiana, 357,
498,499,503

New products, 87,140, 157,
173-176

New York City,New York, 241

Night auditor (hotel),317

NIST (National Institute
of Standards and
Technology),690

NLEA (Nutritional Labeling and
Education Act), 246,248

NOLA, 77

Nondestination resorts, 284

Noneconomic effects, of
tourism, 448-453

Nonprofit organizations,
632,634

Nordstrom, 101

North America:

age composition, 39-44

culinary schools and
programs, 100

food service, 68

international travelers,
292,439

leisure in society; 465

lodging, 274-275

middle class,52-53

on-site food service, 199

North American Free Trade
Agreement, 32

Northeast Phoenix Partners, 364

North River region
(Mississippi), 487

Northwest, 444

Notre Dame, 207

NPCA (National Parks and
Conservation
Association), 502

NPS (National Park Service),
500,506

Number of guests per broken
piece, 631

Nutrient claims, 246-248

Nutritional labeling, 246-248

Nutritional Labeling and
Education Act (NLEA),
246,248

Nutritional trends, in food
service, 240,243

OAA (Older Americans Act),
222

Obesity; 220-221,240-242

Occupancy, hotel, 281f 322,339,
360

Office, of restaurant operations,
115-118

Off-peak periods,in restaurant
operations, 120

Off-premise sales, 70,78

Oil companies, as C-store
operators, 187

Older Americans Act
(0AA),222

Olives, 481



Index 711

Olympic Games, food service
for,542
Online recruiting, 599
Online shopping patterns, 415
Online travel agencies,445-446
Onssite food service, 68,
195-232
business and industry,
202-206
college and university,
206-210
commercial vs., 196-199
franchised restaurants, 397
health care,210-216
managed-services
companies, 200-202
for other segments, 226-229
school and community,
217-226
self-operated facilities,
199-200
vending, 229-232
On-the-job training, 608-610
Open houses, recruiting
with, 599
Opening procedures, 112,
119-120
Operating costs, 359
Operating ratios, 127,127t, 339
Operations:
for franchisees, 154
and hotel investments,
374-375
and organization, 564
orientation to, 605
and schedules,612-613,615
Operational planning, 540,
549-552
Operations manuals, 153,544
Opinions,demand and, 51
Opryland Hotel, 472,473

Opry Mills complex,472-473
Orbitz,455
Orchard Hotels, 30-32
Orders, 654
Ordinaries, 274
Organization, 563-585
and authority, 563-568
and control, 622
departmentalization, 568-573
health care food service
departments, 212-214
informal, 14,566-567, 646
issues in,576-585
line and staff,573-576
and management, 528-535
managerial, 13-14
and other management
functions, 641
of restaurant industry, see
Restaurant industry
organization
for service, 681-688
Organizations:
flattening of, 572,578-579
group purchasing,215
nonprofit, 632,634
planning in,541-545
service, 645,669,674
Organizational planning,
541-545
Organization chart, 577f
Orientation, 605-606
Orlando, Florida, 284,463
Outback Steakhouse, 77,175,192
Out-of-the-ordinary tourist
attractions, 503-504
Outsourcing:
of B&l food service, 205-206
of hotel food and beverage
operations, 334-335,
396-397

Overbuilding, of hotels, 356,
362,388,540

Overhead, hotel, 359-360

Overtime hours, 631

Overweight, 242. See also
Obesity

Ownership, 344-345, 379,
534-535,564

P

Package tours, 447
Papa Murphy’s, 94
Paramount Parks, 98
Park Hyatt, 19
Participation:
in decision making, 650-651
and service, 686,687
Participation rate,in food
service, 197,205,218
Partnerships,416,418-419,
443-444
Part-time workers, 58,597
Passenger transportation,
440-444
Passkey, 413
Pasta restaurants, 96
Paul, Reid, 184
Payback period, 555,556
Payments, receipts and, 438
Payroll costs, 124,590-591
PayScale.com, 131
Pegasus Solutions, 412
Pennsylvania,gaming in,476
People helpers, 675
PepsiCo, 162
Performance standards, 669
Personal career goals, 554
Personal interaction, 673
Personal satisfaction, 642—643



712 Index

Personal selling, 416
Personal service, 590,673-676
Personnel management, 522
Person-trip (unit),428
PEChang’s China Bistro, 104
Physical plants, 14, 15/
82-83,87
Physical requirements, for
jobs,593
Piccadilly Cafeterias, 93,181
Pilgrimages, 460
Pinnacle Entertainment, 484
Pit bosses, 489
Pizza Hut,80,178,182,264,578
Pizza restaurants, 93-94
Place,in marketing mix,
180-182,392
Planned play environments,
465-490
casinos and gaming, 474-490
theme parks,466-474
Planning, 539-558
and Atlantic City, 483
career, 10-12
concepts in, 543-545
employees in, 686—687
goal setting, 545-549
importance of, 540-541
by individual workers,
553-554
and leadership, 641
long-range tools for, 554-558
for new franchisees, 153
in operations, 549-552
in organizations, 541-545
and other management
functions, 641
staff,611-616
Planning for Life (Web site),559
Plastics, recycling, 256,256/
Plazas, 493

Pleasure travelers, 430,431
PMSs (property management
systems), 317-322
POD (points of distribution),
87-88,181
Point-of-service advertising, 598
Points of distribution (POD),
87-88,181
Point-to-point service,
442-443
Polarization, 26
Policies, 544,549, 684
Popcorn, Faith, 189
Portion control, 112-113,
625-626
Postcost control, 629,631
Pot washing, 113-114
Power, 570,581
Praise, 643,647
Precost control, 629-630
Preopening training, 153
Preparation, for leadership
positions, 658-659
Preregistration, at hotels, 320
Pressly, Scott, 146
Price:
and deregulation of airline
industry, 443
hotel classifications,
278-280
at limited-service hotels, 527
in marketing mix,
178-180, 392
and meal experience,81f
Priceline.com, 456
Price resistance, 122
Pricing:
and hotels as real estate, 361
Internet travel purchases,
414-415
in lodging business,406—-409

and participation in school
food service, 218
Pride, 450,647
Primary destinations, 463
Private clubs, food service,
228-229
Private employment
agencies, 600
Private equity investments,
hotels as, 363-365
Prix fixe menu, 122
Procedures, 544
Process, departmentalization
by, 573
Process view of service,
678-681
Product:
departmentalization by, 572
employee as, 685-687
goods and services in,
668—669
in marketing mix, 172-178,
391-392
in operational strategic
plans,550-551
in segmented markets,
393-405
in vending, 231
Product acceptability, 172
Production managers, 333
Productivity, 82¢, 515-517,
519,645
Product life cycle, 174-175
Product segments, hotel
investments and, 375-376
Product view of service,
676-677,680-681
Professional status, 23
Profit:
and alcohol
consumption, 252
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from food and beverage
departments, 330-331
of franchised restaurants,
161,162
of hotel restaurants, 399
and manager’s role, 6
in market systems, 513
and restaurant operations,
121-123
and retained earnings, 12
and RevPAR, 360-361
Promotions:
employee, 597-598, 642
sales, 182-185,393,
416-419
Promotional merchandise, 185
Promus Hotel Corporation,
533,579
Property management systems
(PMSs), 317-322
Prudhomme, Paul, 176
Psychographics, 51
Psychology of employees,in
leadership theories,
647-648
Public Citizen, 243,246
Public-contact employees,
590,672
Public funding, of hotels, 369
Publicity, tourism and, 437
Publicly traded companies,
138-139, 368,370-373
Public relations, 551,552
Public-sector food service, 632
Puck,Wolfgang,481
Puerto Ricans, 46
Purchasing:
in chain restaurant
systems, 139
and food service waste, 255
in franchised restaurants, 156

in housekeeping
departments, 323

in independent
restaurants, 147

at managed-services
companies, 200

in QSRs, 85

Purchasing manager, 575

Q

Qingdao, China, 498
QSRs, see Quick-service
restaurants
Quality assurance, 403-404
Quality control, 154
Quark’s Restaurant, 98
QuickMBA (Web site), 560
Quick-service restaurants
(QSRs), 68,82-88
advertising, 551
and baby boomers, 41
characteristics, 85-86
competition between, 170
concept, 82-84
development of chain,
524-525
distribution, 87-88
drive-through, 78,79
and eating market, 78
fast-casual restaurants vs.,89
full-service vs., 80, 81
Internet promotions, 183, 184
junk-food issue with, 244-246
labor shortages, 590
menu strategies of, 551
new products at, 174
product view of service,
676-677
sales growth, 71
takeout, 78

R

Radisson Hotel, 401

Rainforest Cafe, 98,99

Ramada Inns, 527,686

Rate of return, 556

Rawlins, Rey, 260

RCA, see Research Chefs
Association

RDs (registered dietitians),211

Real estate, hotels as,
361-362, 364

Real estate investment trusts
(REITSs), 365,367-370

Reasonable care,security
and, 328

Receipts and payments, 438

Receivers, 114-115

Recipes, control with, 625-626

Recipe kitchens, 521-522

Recognition, as motivation, 643

Recreation, travel for,460..See
also Leisure travelers

Recreational food service,
226-227

Recruiting, 596-600

Recycling, 255-257

Red Lobster, 130,265

Red Robin, 41

Reduce strategy (food service
waste), 254,255

References,on applications, 601

Referrals, 597

Refrigeration, technology for,
262-264

Regan,Kevin T., 382

Regional theme parks,
470-472,474

Registered dietitians (RDs), 211

REITs (real estate investment
trusts), 365,367-370
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Relief jobs, 17,20
Religion, as travel motive, 460
Reorganization, 569
Reports,in control systems, 627
Reprimands, 653
Research Chefs Association
(RCA), 116,117,140
Reservations, 322
Reservation networks, 448
Residence Inns, 375,395
Resorts, 282-284. See also
Casino hotels and resorts
Responsibility;, 568,571, 646
Responsibility accounting, 628
Restaurants. See also specific
types
as competition for B&I food
service, 203
consumer concerns about,
243-244
controlled shops in,521-522
defined, 68
leased, 334-335,396-398
at limited-service hotels,527
on-site food service vs.,
196-199
in retail operations, 100-102
Restaurant business, 67-103
casual restaurants, 95-99
contemporary popular
priced restaurants, 80-100
defined, 72-73
dining and eating markets,
73-80
fast-casual restaurants, 88-89
high-check-average
restaurants, 99—-100
in larger business, 100-102
midscale restaurants, 90-94
quick-service restaurants,
82-88

and types of food service,
68-72
Restaurant concept life cycle,
175-176
Restaurant Industry
Operations Report
(National Restaurant
Association), 629
Restaurant industry
organization, 133-163
chain restaurant systems,
134-142
franchised restaurants,
151-162
independent restaurants,
142-151
Restaurant operations, 107-129
accounting statements and
operating ratios, 124-127
advantages of independent
restaurant, 143
back of the house, 112-115
careers, 128-129
front of the house, 108-112
general management, 118-121
office, 115-118
and profits, 121-123
“Restaurant style” menus, 214
Résumés and Cover Letters
(Web site), 34
Retail operations, 100-102,
327-328
Retained earnings, 12-13
Retaining employees, 591,
610-611
Return on investment (ROI),
555-557
Reuse strategy, (food service
waste), 254,255
Revenue, 216,325, 340,
358-359.See also Income

Revenue management, 122
Revenue passenger miles, 441
RevPAR (revenue per available
room),341,360-361
Reward programs,418-419
Rex Travel Organization, 447
RICF (Rosenberg
International Center of
Franchising), 161, 164
Rich Register, 183
Riehle ,Hudson, 88
Ritz, Caezer, 377
Ritz-Carlton Hotel
Company, 422
food and beverage
operations, 330
internal customers, 297,303
meeting guest needs,
294,295
orientation, 605
Riverboat gambling,475
RL (restaurant), 101
Rochester,Minnesota, 460,463
Rockefeller Center, 493
Rodeway Inns, 527
Roethlisberger, Fritz, 519
ROI (return on investment),
555-557
Rooms department, of
hotels, 313
Room rate, hotel, 281f 322,360,
406-409
Rooms side of the house
(hotels), 314-330
automation of front office,
317-321
front office,315-321
housekeeping, 322-324
reservations and yield
management, 322
security, 328-330
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telecommunications,
324-326
uniformed services staff,
326-328
Rosenberg, William, 151, 161
Rosenberg International
Center of Franchising
(RICF), 161,164
Rosewood Hotels & Resorts, 422
Rules, 544

S

Safety, 119.See also Food safety
Sage-Robin, Carol, 608
St.Louis Centre, 494
St.Paul, Minnesota, 497-498
Salary levels, 128-129. See also
Wages
Sales, 122-123,597
Sales and marketing
department, 335-336,
343-344
Sales promotions, 182-185, 393,
416-419
Sanctions, 654
Sanders, Harland, 520,523,524
Sandestin Golf and Beach
Resort, 416
San Diego State University, 208
San Diego Z00,496
Sanitary landfills, 253
Sanitation, 29, 112,249-250, 334
SARS (severe acute respiratory
syndrome), 240,433
SAS (company), 205
Satisfaction:
guest, 108-109
personal, 642-643
Satisfaction guarantees, 401
Saudi Arabia, 45

SBA (Small Business
Administration), 145,
146,165

Scalar principle, 568

Scale, of theme parks,469-470

Scatter buffet concept, 93

Scenic beauty, as travel
motive, 460

Schedules, 612-616

Schlentrich, Udo, 149n

School and community food
service,217-226

community-based
services, 222

contract companies in
schools, 219-220

for elderly, 221-222

school food service model,
218-219

senior living centers and
communities, 222-226

trends in schools, 220-221

value to customers of, 533

and vending, 245

School food service model,
218-219

School lunch programs,
217-219

budgets for, 632

community relations
strategies, 551-552

customers of,531-532

goal setting and guest needs
in, 546

legal authority for, 565

value to customers,533

Schor, Juliet, 243

Schultz, Howard, 370-371

Scientific management
movement,515-518,589

Screening, of franchisees, 153

Seafood restaurants, 95,96
Seaters, 110
Sea themes, for theme parks,
468-469
Seating, turn system of, 649
Sea World, 469
Secondary destinations,
463,464
Secondary offerings, 368
Securitization, 365-370, 390
Security; 29, 328-330,432,
433,490
Segmentation:
of employee markets, 600
and Holiday Corporation, 533
and hotel investments,
375-376
market, 393405, 681-682
service, 682-683
Selection, of employees,
600-605, 644,686
Select-service hotels, 277,279
Self-direction,as motivation, 643
Self-operated facilities
(self-ops), 68,196, 199-200,
208-210
Self-service, guest,549,550-551
Semantics,communication
and, 651
Senior executives, assistants
to,575
Senior living communities,
222-226
Senior travelers, 294
September 11 terrorist attacks,
25,38,356,357,432
Serengeti Plain, 468
Servan-Schreiber, Jean
Jacques, 578
Servers, 110-111,553, 649,
668,669
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Service, 665-689
aspects of, 674f
defined, 667
departmentalization by, 572
and dining market, 73
in food service,91, 108-109
in hospitality industry, 27
in lodging, 296-303,401-405
managing service
transactions, 676—-681
in operational strategic
plans, 550-551
organizing for, 681-688
personal service acts,
673-676
service transactions,
666-672,673¢
and technology, 261
Service America (Karl
Albrecht), 684
Service culture, 683—-685
Service organizations, 26, 645,
669,674
Service recovery, 109
Service segmentation, 682—683
Service strategy, 681-683
Service transactions,
666-672,673¢
7-Eleven, 78
Severe acute respiratory
syndrome (SARS), 240,433
Shadowing, 608-609
Shakey’s Pizza, 173
Sheraton, 398
Shoney’s, 572
Shopping centers,494-496
Shopping malls, 101-102
Short-range planning, 543
Show me (training step), 609
Sidework, 120,651
Simmons, Courtney,472

Singer Sewing Machines, 523

Single parents, 50

Single-person households, 50

Site selection, 138,144,153

Six Flags Over Georgia, 470,471

Six Sigma, 670

Sizzler, 249,250

Skilled jobs, in strategy of job
placement, 24

Skilled nursing
communities, 224

Skilled workers, for fine
dining, 74

Sleep therapy,spa services
and, 286

Slot machines, 488489

Small Business Act, 145

Small Business Administration
(SBA), 145,146,165

Smart card technology, 329

Smart Kitchens, 264

“Smart”vending machines, 231

SMERF business, 291

Social background,
communication and, 652

Social class, travel and, 464—-465

Social science,leadership and,
639-641

Social units,work groups as,
648-650

Societe de Louvre, 277

Society,management and,
513-514

Sodexo,Inc.,197,199,234,579,
661-662

Solid-waste disposal,252-258

Sonic, 216

South China Mall, 496

Southgate-Fox, Suzie, 600

Southwest Airlines, 443

Spas, 285,286,401

Space tourism, 504
Span of control,519,570-572,
578-579
Span of managerial
responsibility; 571
Special fares, airline, 443
Specialized controls, 631-634
Specialty restaurants,
95-96,398
Sporting events,460-461,491
Spy Trail, 503
Staff,574-576
as boss, 575
functional authority of,
576-578
line workers vs.,518
organizing line workers and,
573-576
Staffing. See also Human
resources management
for casinos, 489—490
chain restaurants, 58, 58¢
defined, 591
Staffing for Optimum
Performance, 618
Staff planning,611-616,631
Staff service, 575
Staging areas, 449
Standards, 544,570,622,625
Standard costs, 629
Standard of living, travel
and, 439
Star Alliance, 444
Starbucks Coffee Company,
78,398
StarChefs.com, 131
Star Trek-themed restaurant, 98
Starwood Hotels & Resorts
Worldwide, Inc., 328, 368,
381,559,670
Starwood Loading, 369-370
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State employment offices,
599-600
Statement of income and
expenses, 126£ 127,
628-629,632,633¢
Stations, restaurant, 110,111
Statler, Ellsworth M.,520-521
Statler Hotels, 520
Status systems, 567
Steak restaurants, 95
Stewarding departments, 334
Stew Leonard’s, 188—189
Stopover destinations, 463,464
Stouffer, Barry M., 146
Stouffer, Gordon,517,520-522
Stouffer,Vernon,517,520-522
Strategy;in planning, 543-545,
549-552
Strategy of job placement, 22-25
Style, 658
Subcults, 465
Subsidies, for school food
service,217-219
Suburban hotels, 281,282
Subway, 83,84, 182
Suggestive selling, 122-123
Sumatra, 608
Sunrise Senior Living, 225
Superfloors, 400
Supermarkets, 187-189
Supersizing, 243
Supervision:
and authority, 566
and delegation of
authority, 570
and functional staff authority,
577-578
and management,512-513
minimizing, 647
in restaurant operations,
111-112,118

Supply:
in hospitality industry, 54-58
in lodging, 352,353
Support areas, of hotels,
335-338
Sustainability, 29-32
Swanger, Larry, 84
Swine flu pandemic, see HIN1
(swine flu) pandemic

T

Table d’hote, 122
Taco Bell, 174,176,178-179,
545,578
Tactics:
for operations, 552
in planning, 543,545
Taglines, 134
Takeout, 70, 78,188
Target marketing, 26
Tarter, Beth, 220
Tasks, training of, 609-610
Task analyses, 609
Task aspect, of personal
service, 673-674
Task idea,517
Taxes, 374,476
Taylor, Frederick,515-517,519,
589,591
Taylor,Kevin, 77
Team-cleaning, 324
Technology:
back of the house, 261-264
and customer service, 261
and face-to-face
interactions, 672
and food service, 259-265
in hospitality industry, 28
in-room, 293-294

in lodging business, 390, 391
and management, 265
and marketing in food
service, 264-265
Telecommunications, 324-326
Telephone calls, 671-672
Television City, 480
Tell me (training step), 609
Termination, 565, 645
Thailand, 363
“The Art and Science
of Leadership”
(Web site), 537
Theater,461,463
Themes, 76,467-469,471-473
Theme Park City (Web site),
506-507
Theme Park Insider
(Web site), 507
Theme parks,466-474
crowding, 449
employment and training at,
473-474
and motives for travel,
461,463
regional,470-471
scale,469-470
in shopping malls, 495
themes of, 467-469
and themes of cities,471-473
Theme restaurants, 96..See also
Eatertainment
Theory X (leadership
theory), 645
TheoryY (leadership theory),
645-647
Therblig, 518
3n1,89
Through fares, 444
Timeshares, 285,287
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Tim Horton’s, 157-158
The Tipping Point (Malcolm
Gladwell), 659
Toffler,Alvin, 465,581
Togo’s, 569
Tokyo Disneyland, 467
Top 100 Restaurant Chains
(Web site), 166
“The Top 400 Restaurant
Concepts” (R&I 400)
(Restaurants &
Institutions), 93
Top-of-mind awareness, 160
Tornado chases, 504
Touch-screen ordering, 259
Tours, of operations, 605
Touring destinations, 463
Tourism, 427-454
businesses serving travelers,
440-448
economic significance,
435-437
and high-check-average
restaurants, 99
importance,427-431
international travelers in
United States, 438-440
noneconomic effects,
448-453
travel trends,431-435
volunteer, 452-453
Tourist courts, 275
Tourist dollar multiplier
effect,436f
Towne of Smithville
(theme park),468
Trade name franchising, 151-152
Trader Vic’s, 398
Traditions, local,450-451
Traditional hotel
organization, 583f

Traditionalists, goal setting by,
545-546
Traditional societies,513
Traffic jams, 450
Training:
alcohol awareness, 251
of assistants to senior
executives,575
Culinary Science, 116,117
for franchisees, 153, 154
and human resources
management, 606—-610
and leadership, 654
for personal interactions, 673
and service, 686
at theme parks, 473474
Training programs, 140
Transaction charges, 415
Trans fats, 241
Transfers, 200
Transportation, 273,434,
440-444. See also Airlines
Transportation food
service, 229
Travel:
domestic expenditures,431f
factors affecting,428-431
and Internet,414-415
labor, 57
motives for,460-464
trends in,431-435
U.S.travel volume, 429f
Travel agencies, 445-448
Travel agents,411-413
Travel consultants, 447
Travelers, 289-292. See also
Business travelers
businesses for,440-448
international, 292,438-440
leisure, 289
pleasure, 430,431

senior, 294

Travel gap,439

Travel multiplier,436-437

Travelocity, 455

Travel trade balance, 439

Travel wholesalers, 447

Treadway Hotel Company, 377

Treasure Island, 479

Treatment of employees,
retention and, 610

Trip duration, 434

Tumble chill, 263

Turn system of seating, 649

Tutta Bella Neapolitan
Pizzerias, 150

Twitter, 587

Two-income families,47-50,
429,434

UFOC (Uniform Franchise
Offering Circular), 158
Undistributed operating
expenses, 339
Uniformed services staff,
326-328
Uniform Franchise Offering
Circular (UFOC), 158
Uniform system of accounts,
340-341,628,629
Unionization, preventing, 551
United Kingdom, 301
United States:
international travelers in,
438-440
organizational structure in,578
population, 43¢, 44,46-47
U.S.Census Bureau, 63
U.S.Department of Agriculture
(USDA),217
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U.S.Department of State, 456

U.S.Food and Nutrition
Service, 546

U.S.Trade Commission, 158

Unity of command, 571-572

Universities, recruiting at,599

University food service, see
College and university
food service

University of Massachusetts, 116

Unterneymer, 529

Unused seat miles, 441

Upstairs customers, 394, 682

Urban entertainment centers,
490-497

Urban renewal, 532

USDA (U.S.Department of
Agriculture), 217

Utell,Henry, 412

Utell Hotels & Resorts, 412

V

Vacation ownership, 285, 287

Vagabond Franchise
System, 405

Valets, 326,327

Value, of businesses to
customers,532

Values, community; 514

Value consciousness, of
consumers, 28

Value pricing, 179

Variable costs, 124-125,390, 406

Vauxhall Gardens, 466

Vegas.com, 505

Vending, 229-232, 245

Venetian, 479

Venture capital, 146-147

Venues, in distribution, 87,181

Vice presidents, 576-577

Visit New Jersey (Web site), 506
Vocation, work as, 10-12

Voice mail, 325

Voluntary chain hotels, 277
Voluntourism, 452-453

w

Wages, 516,551,611.See also
Salary levels
Waitstaff, empowerment
of,678
Waldorf-Astoria Hotel, 274
Walt Disney World (WDW), 465,
467,469-470,585
Waste, 250-258, 626
Water, bottled, 252
Waterfront redevelopment
projects,493
Water rides, theme
park,468
Water Tower Place, 494
Wayle, Bill, 655-656
Wealth, of consumers, 183
Web-based ordering, 80
Weber, Max, 580,581
Web sites, see Internet
Weekly schedules, 614f
Wellness spa services, 286
Wendy's:
and baby boomers,41
as fast-casual restaurant, 89
fast-casual restaurants, 89
marketing, 134
new product development,87
new products, 173-174
nutritional content of food,
243,244
and Tim Horton’s, 157-158
Web site, 105

WestCoast Hospitality
Corporation, 405
West Edmonton Mall, 494-495
Western Electric Company, 519
Westin Hotels and Resorts, 295,
369,417
WEFF (Women’s Foodservice
Forum), 49
White Castle, 231
WHO (World Health
Organization),241-242,433
Whole Foods, 189
W Hotel, 328
Whyte, William Foote, 522
Wide World of Sports
Complex, 469
Wilson,Kemmons, 41,276,520,
523,525-526
Wilson Street Grill, 596
Wireless bubbles, 262,263
Women:
as business travelers,
294,295
in workforce, 47-48,59
Women’s Foodservice Forum
(WFF),49
Wonderland, 473
Wootan, Margo, 248
Work, as vocation, 10-12
Work experience, 12-17,20
Workforce:
segmenting, 600
size, 202-203
women in,47-50,59
Workforce diversity, 58-59
Work groups, as social units,
648-650
Working conditions, motivation
and, 644
Work process focus, 516
World Casino Directory, 507
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World expositions, 497

World Health Organization
(WHO),241-242,433

WorldRes, 414

World Tourism Organization
(WTO), 457

World War 11,40,47,217,440, 609

W Suites, 294

WTO (World Tourism
Organization),457

Wyndham Worldwide, 365,
370,422

Y

YCI (Youth Challenge
International),452-453

Yield management, 322,
407-409

Yosemite National
Park, 500

Youth Challenge
International (YCI),
452-453

Yum! Brands, 158,162,578

z

Zagat,301
Zema, Mike, 100
Zenith American
Grill, 77
Zero defects performance
standards, 669,670
Zoe’s Kitchen, 130
7.00s,496-497



