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You Decide 
“It just doesn’t make any sense, Nancy. We’ve been under-
bid on four of our last five convention proposals. Worse 
yet, each time we’ve been underbid, it’s been by the City 
Center Hotel, and they’ve beat us out by almost 5% on the 
total value of the contract.

I want some answers before we submit another bid. 
It seems to me that we are either totally out of touch with 
the realities of our marketplace or there are some serious 
operational problems in your office.”

As a downtown hotel that targeted business travelers 
and convention business, the Forest Park Hotel had tradi-
tionally been very successful in following up and capturing 
its fair share of leads that were developed by the local con-
vention and visitors bureau. Because of these past successes, 
Rich Edwards, general manager of the hotel, was partic-
ularly disturbed by the failure of Nancy Peak, director of 
sales, in securing some key convention groups for the hotel.

A heated meeting with Rich was always an uncomfort-
able situation, but Nancy was particularly troubled by this 
encounter because she had no immediate answers. After an 
early-morning conference with her sales staff, she was confi-
dent they could find the cause of the bidding failures.

Less than two weeks had passed when Harvey Zoller 
sheepishly walked into Nancy’s office. He said that he felt 

he may have found the source of the bidding problem. He 
had been tossing draft copies of his estimates and propos-
als into the trash. Somehow, these papers must have been 
finding their way into the hands of the City Center Hotel 
employees, because there were suspicious parallels between 
the contract proposals he had developed and the final bid 
proposals submitted by the City Center Hotel.

After a thorough investigation, Nancy concluded that 
although disposal procedures were normal, they were inad-
equate in this situation. Further investigation confirmed 
that the night custodians working for a contract-cleaning 
firm had been taking discarded worksheets and proposals 
from the office wastebaskets. Nancy reported her finding 
to Rich and assured him that adequate control procedures 
had been implemented to prevent future problems.

However, Nancy failed to tell Rich that she had 
instructed Harvey to create fictitious worksheets and pro-
posals to be discarded on a current bid proposal. A few 
weeks later, Nancy was informed that Forest Park Hotel’s 
bid had been accepted and it would serve as the host hotel. 
She felt that it was poetic justice that the bid proposal sub-
mitted by the City Center Hotel had been 5% less than the 
fictitious work discarded by Harvey but 2% over the actual 
bid she had submitted. Did Nancy make the right decision?

Net Tour
To get you started on exploring Internet links for this 
chapter, please see

www.arda.org
www.Marriott.com
www.ahma.com
www.iacconline.org/
www.rci.com/rci/

www.boutiquelodgingassociation.org/
www.bandbassociation.org/
www.preferredhotels.com/
www.hsmai.org/
www.str.com/
www.experienceispa.com/

Discussion Questions
1. Identify and describe each of the major types of accom-

modations.

2. Explain how timeshares (vacation ownerships) operate.

3. Describe the differences among independent, franchise, 
management contract, and chain properties.

4. Explain the importance of this statement: “It all begins 
with marketing.”

5. Identify and describe key front-of-the-house and back-
of-the-house functions.

6. Describe how different rates can affect hotel revenues.

The necessary staffing requirements of properties 
change as they grow in size and complexity. Additional 
line functions such as food and beverage and support staff 
functions such as accounting, engineering, human resource 
management, security, and purchasing are added as 
needed. Because some of the terminology concerning lodg-
ing and other accommodation facilities is often loosely 
used, it is important to seek clarification when talking 
with guests or other individuals in these establishments.

Providing accommodations to the traveling public 
requires training, dedication to detail, and a strong desire to 

welcome and serve each guest. To meet and serve the diverse 
needs of travelers, a wide variety of accommodations has 
been developed. Although much of our attention has been 
devoted to lodging properties, other specialized forms of 
accommodations such as campgrounds and RV parks can 
significantly increase the number of guests who can be 
served in any one location.

The statement, “Come in; please be my guest,” is 
more than just words. It is both an invitation and a state-
ment of dedication to provide hospitality to the weary 
traveler.
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