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Dear learner,

It gives me immense pleasure to welcome you again to the department of management
to study MBA second year in the esteemed university. [ hope you have enjoy the First and
Second semester MBA.

[ am extremely happy in placing this study material in your hand. The Department Of
Studies and Research in Management, Karnataka State Open University is providing you Self
Learning Materials (SLM) for all the courses developed by team of experts drawn from
conventional universities, B—Schools management institution and professionals.

This study material explains even the most complicated topics in a very simple and
user-friendly manner, it starts with the objectives, explanation of concepts followed by Case
Study, Notes, Summary, Keywords, Self Assessment Questions and References. It is a sincere
attempt to provide more value added information on contemporary issues.

Department has focused on conceptual learning and on avoiding bulky and prolonged
description. Every concept have been simplified in the study material, so that the learner can
learn easily.

As you know, the Department of Management, Karnataka State Open University is
offering three elective or specialize i.e., Finance, Marketing and People Management. Hope
you will gain expertise in your field.

The specialization in MBA is due to business complexities and diversities. The MBA is
over 100 years old now. Leading management institute are trying to come up with new and
innovative ways to educate the next generation of business leaders. In MBA, an elective
facilitates learners to plank extra focus on one particular area of interest and tailor their MBA
in a different way depending on their backgrounds and future goals.

Tourism - Over the periods, tourism has experienced continuous progress and developing
sectors in the world. No doubt it has become the fourth largest industry in the global economy.
Tourism has become a booming global industry to shape developing countries like India
Similarly, in developing country like India tourism has become one of the key sectors of the
economy it contributing to a large proportion of the National Income and creating enormous
employment opportunities. It has become the fastest developing service industry in the country
with great potentials for its further growth, development and diversification. India is a country
known for its lavish treatment to all visitors, no matter where they come from. Its visitor-
friendly traditions, varied life styles and cultural legacy and colourful fairs and festivals held
abiding attractions for the tourists. Nevertheless, there are pros and cons involved with the
growth of tourism industry in the country. The Ministry of Tourism is the nodal agency for the
development and promotion of tourism in India and maintains the ”Incredible India” campaign.
Let us discuss the development of tourism industry.



In addition to the study material provided to you, I advise you to go through the books
which are suggested in the reference of every unit. Further I also suggest you to make yourself
acquainted by reading newspapers and journals.

Moreover, the curriculum designed by the board of studies helps you to prepare for
UGC NET, various state commission examinations and UPSC examinations. With these words
I welcome you for the wonderful learning experience of business education.

I with all the best and good luck in your education and successful management career.

Prof. C.Mahadevamurthy
Professor and Chairman
Department of Studies & Research Management

Karnataka State Open University

Mukthagangothri, Mysore-570006
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1.0 LEARNING OBJECTIVES

After studying this Unit the students should be in the position to:
(1) Define the term hospitality.
(2) Figure out the organisation structure of small, medium, large hotel.
(3) Understand the role of managers in the hospitality industry.
(4) Describe the origin and nature of hospitality industry.

(5) Understand the meaning of hotel.

11 INTRODUCTION

HOSPITALITY is defined as the friendly reception and treatment of strangers. For most
people hospitality means entertaining guests with courtesy and warmth. Hospitality is also an
industry made up of businesses that provide lodging, food and other services to travelers. The
main components are hotels, motels, inns, resorts and restaurants. In these businesses the friendly

reception and treatment of strangers is paramount to success.

Lodging establishments (hotels) represent the seventh largest industry in the world and

generate approximately $36 billion in annual sales.

The hospitality industry is both national and international in nature and in terms of
accommodation it ranges from luxury to budget hotel, from city centre business properties to
tourism resorts and from motels to health spas. In the wider sense, time-share, caravanning and

camping should be considered a part of the industry.

Hotels are changing and will continue to change. As a result, the techniques of
management of modern hotels have to adapt to changing circumstances. Technology in the form
of computers and labour-saving mechanical equipment will have a major effect on the way in

which hotels are managed and operated.



1.2 DEFINITION OF HOSPITALITY INDUSTRY

Hospitality is treating people like you would want to be treated when you are travelling. In other
words, it means making a tourist feel totally welcome not only as your guest, but also as the

guest of the complete family of the Hotel. Hospitality is genuine smiling face.

Hospitality can be termed as a deliberate, planned and sustained effort to establish and
maintain mutual understanding between an organization and the public i.e., the business of
making and keeping friends, and promoting an atmosphere of better understanding. As per the
Oxford Dictionary Hospitality is defined as “Reception and entertainment of guests, visitors, or
strangers with liberality and goodwill.” The word hospitality is derived from the latin word

“Hospitalitias”.

Very frequently we hear phrases like “He is always hospitable to his visitors”, “We are
grateful to friends for their hospitality in putting us up while we were on holiday”, “She is so
inhospitable that she grudges giving us anything to eat or drink when we visit her”, etc. All such
statements are suggesting a positive or negative attitude of welcome towards visitors, friends or
strangers. Hospitality activity covers everything - providing attentive and courteous services,
facilities and amenities to a traveller, meeting and greeting him at the door, providing efficient
and caring service of food and beverage to him in his room i.e., providing “A Home away from

Home”, and making his visit a memorable and pleasant experience.

Reception, welcome and, in general, the treatment of a guest or a stranger in the most friendly
manner is Hospitality. In most of the countries all over the world a guest is received with a great
amount of courtesy and warmth and is provided with entertainment. The basic concept of
Hospitality is to make the guest feel that he has come amongst friends and that GUESTS ARE
ALWAYS WELCOME. Although the basic concept of hospitality has remained the same, yet
with the passage of time and development of technology and science, the needs and wants of
travellers have changed greatly thus providing numerous services and facilities in terms of
accommodation and other basic needs such as food and beverages. In olden days kings, lords,

maharajas, landlords and sometime the panchayats used to provide food and shelter to travellers



and their animals free of charge and it used to be a benevolent activity. But with the passage of

time it has not only remained a benevolent activity but has also become a flourishing business.

A part of hospitality activity is being attentive, alert, and cordial with the guest without
forcing yourself and your ideas on him, and at the same time being very polite and cooperative.
All those working in hospitality industry have one common objective - “Creating an image of

friendly reception and treatment” for guests and visitors.

As front office personnel, the hotel staff, in order to provide hospitality, should make his
guests feel at home and use a pleasant tone of voice smilingly, and offer his assistance wherever
possible. Don’t ignore the guest, and don’t be abrupt no matter how busy you are: anticipate his

needs and wants and provide the same without his asking them - this should be the motto.

As a hotelier, keep on checking the hospitality attitude of your organization. Make a
check list and be sure that you and your staff are fulfilling each and every point of the check list.
The check list may include areas such as front desk and lobby, etc. Make sure that the front desk
is always kept clean, orderly and well lighted. Even the stationery used should be so designed
that it does not create confusion and clearly indicates how it is to be filled in, and should be
inviting. The lobby should be kept clean and furniture kept at proper place. Lighting system
should be soft and appealing. The welcome spirit that the guest is looking for should be there.
Floor covering, pictures, furnishing, etc. should be appealing, attractive and aesthetically

designed.

Further, the check list should include the intangibles such as training of the staff and
willingness and positive attitude of the staff. The arriving guest is always greeted with a smile
and proper salutation to show interest in his trip and his well being. Hospitality means

anticipating and satisfying a guest’s needs.

1.3  ORIGINS OF HOSPITALITY INDUSTRY

Early travellers were either warriors or traders or people in search of knowledge and there were

no hotels. Warriors and conquerors pitched their tents for accommodation while traders and



persons travelling for knowledge placed a high value on hospitality and sometimes traded their

merchandise for lodging.

Inn keeping can be said to be the first commercial enterprise and hospitality one of the
first service for which money was exchanged. Inns of the Biblical times offered only a cot or a
bench in the corner. Guests stayed in large communal rooms with no sanitation and privacy. The
rates were, of course, reasonable. The company was rough. Travellers shared the same quarters

with their horses and animals.

King James Version of Bible mentions that Mary and Joseph were turned away by a
Bethlehem innkeeper, because there was “no room at the inn”. According to Biblical scholars the
innkeeper may have meant that the room was unsuitable for a woman about to give birth to a
child. At that time, and probably for several centuries after that, men and women shared the same
accommodation accompanied by their horses and livestock. The stable where Mary and Joseph
spent the night was probably almost as comfortable as an inn and at the same time certainly more

private than the inn itself.

In the 3rd century AD, the Roman Empire developed an extensive network of brick
paved roads throughout Europe and Asia Minor, and a chain of roadside lodges was constructed

along the major thoroughfare from Spain to Turkey.

Till the Industrial Revolution of the 1700s, no significant improvement was made in the
inns and taverns and they were not very suitable for aristocrats. To accommodate wealthy
travellers, luxurious structures were constructed with private rooms, individual sanitation and
comforts of an European castle. These elegant new establishments adopted the French word for

mansion-‘Hotel’. Their rates were beyond the reach of an ordinary person.

In America, early inns were modelled after European taverns with sleeping quarters

shared by two or more guests.

Sharing beds was a very common practice in early American and European inns.
Throughout the 1800s American innkeepers improved their services and continued to build
larger and more amply equipped properties and most of these properties were located near

seaport towns.



The tendency of Americans to travel more provided an inspiration to lodging operators.
The nation’s democratic spirit also led to the development of comfortable and sanitary lodging

within the reach of an ordinary person.

Hospitality Industry can be broadly defined as the collection of businesses providing
accommodation and/or food and beverages to people who are away from home.

14 NATURE OF THE HOSPITALITY INDUSTRY

Basically for all those who are away from their home, hospitality industry provides services.
Hospitality industry consists of all those businesses and institutions that provide food and
lodging - such as hotels, motels, lodges, inns, cruise ships, restaurants, etc. To some extent it also
includes the airlines industry. In a broad sense, any group engaged in tourism, entertainment,
transportation and lodging are covered under hospitality industry. Hospitality industry provides
services for people who are away from home. The services vary with the needs of the user. For
example, the needs of a tourist are different as compared to the needs of a businessman, and

hence, the provider must understand the needs of user before providing the services.

Hospitality industry is a part of the travel and tourism industry. Early travellers were mostly
warriors, businessmen, scholars in search of knowledge or people in search of occupation.
Mostly warriors would pitch their tents for accommodation while businessmen would look for a
comfortable and safe place, and would often pay through their merchandise or cash to people
providing them accommodation and food. The poor people travelling to far off places in search
of job or occupation were provided with the facilities of food and accommodation free of
charges. As per some authentic sources, to facilitate travel throughout Western Europe a
highway was constructed in 312 BC. People could travel on this highway by chariots. Later in

117 AD this roadway was reconstructed and covered a distance of nearly 50,000 miles.

Hospitality business now is both profit making as well as non-profit making. For
example, commercial hotels are profit making while canteens, cafeterias and religious catering

outlets such as langars and bhandaras are non-profit making.



Hospitality industry provides services which are need oriented and the services vary with
the needs. For example, the needs of a business executive is a business hotel while the needs of a

student is generally a youth hostel.

Traditional ways of providing hospitality in our country varies from place to place. In
Jammu and Kashmir, Kashmiri Pandits, who are very God-fearing people, consider guests as
epitome of God Almighty himself and welcome the guests by a rangoli called VVyog patterned on
their doorsteps out of flowers and leaves. When the guests come, the host takes a glass of water
and touch it to their forehead, so as to drive all evil spirits away from them. A special herb called
Isbandh is also touched to the forehead and then burnt in the Kangri. The head of the Dogri
family, another community of Jammu, goes to the door of the house to welcome the guest. The
head female member of the family performs aarti of the guest and puts a tilak on the forehead of
the guest. Every day in the southern part of the country, ladies make rangoli of rice, flowers,
flour, etc. It is believed that by doing so they are inviting guests and giving a message that the
house is open to welcome guests. Greeting guests with folded hands, touching their feet in
respect, performing aarti and puja, garlanding, applying tilak and ringing of bells, are numerous
other ways of providing warm reception and welcome - and hence hospitality - in various parts
of our country. Beating of drums, dhols, blowing of trumpets, exotic dances and shows such as
puppetry etc., are all different ways of expressing warm hospitality in our country. In some states
such as Nagaland, tribal shawls are given to the guest. In Punjab guests are greeted by traditional
dances such as Bhangara and ‘Gidda’, and are given traditional food such as Sarson Ka Saag,
Makke de Roti, and Lassi and presented with Saropa. Traditional head wears are given in various

parts of country such as Rajasthan and Punjab.

In different parts of the world, traditional style hospitality is provided. For example,
ladies decorated with flowers greet the guests in Honolulu. In some countries, local people gather
to welcome visitors at airports. Providing shoeshine service for every guest in the morning in a
hotel in Bangkok is a part of welcome to the guests. In one of the hotels in Mauritius, after the
dinner service is over the staff collects in the dining area and sings local songs in honour of the

guests. Memorizing the names of the guests and addressing them by their names is another way



of providing hospitality in one of the hotels in France. Singing melodious songs at the time of

departure of a guest is done in one of the resorts in Fiji.

All the above mentioned examples along with many others reflect the concept of
hospitality provided by highly trained and experienced staff. Through their sincere efforts every
guest feels like a VIP and a welcome syndrome is generated.

1.5 MEANING OF HOTEL

As per the Hotel Proprietors Act, 1956, a hotel is an Establishment held out by the proprietor as
offering food, drink and if so required, sleeping accommodation, without special contract to any
traveller presenting himself who appears able and willing to pay a reasonable sum for the
services and facilities provided and who is in a fit state to be received.” As a result of this
definition establishments such as Hospitals, Hostels, Apartments and Prisons, although provide

accommaodation to people yet do not come under Hotels.

Common Law states that a “Hotel is a place where all who conduct themselves properly,
and who being able to pay and ready to pay for their entertainment, are received, if there be
accommodation for them, and who without any stipulated engagement as to the duration of their
stay or as to the rate of compensation, are while there, supplied at a reasonable cost with their
meals, lodging and other services and attention as are necessarily incident to the use as a

temporary home.”

A hotel may be called as an establishment where primary business is to provide to the
general public lodging facilities and which may also furnish one or more of the various services
such as food, beverage, laundry, uniformed services etc. Hence, hotel can also be called as home

multiplied by commercial activities.

As per the Reader’s Digest Dictionary the term ‘Hotel” refers to ‘a house of entertainment

of travellers’.

According to the Encyclopaedia Britannica the word ‘Hotel’ is of ancient origin, but its

use in English for a house offering lodging and food for travellers is recent. The Hostlers of



London took the name of Innkeeping in 1473. The word ‘Hostler’ or ‘Osiler’ having come to

mean an inn servant.

The term ‘Hotel” was used in England in about 1760. Hotel or inn is defined by British
law as a “place where a bonafide traveller can receive food and shelter, provided he is in a

position to pay for and is in a fit condition to be received”.

A hotel or an inn may also be defined as an establishment whose primary business is
providing lodging facilities for the general public and which furnishes one or more of the
following services a) Food and Beverage service b) Room service ¢) Uniformed service d)

Laundry service and d) use of furniture and fixture etc.

In legal terminology a hotel is an inn and is required under common law to offer to its
visitors lodging, food and protection to their baggage. Hotel service is generally based on these
three fundamental necessity of life. In addition to these a modern hotel provides its visitors many

luxuries of modern urban city living, all under one roof.

1.6 HOSPITALITY MANAGEMENT

When 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 “the reception and entertainment of guests,
visitors or strangers with liberality and good will.” The word hospitality is derived from hospice,
the term for a medieval house of rest for travelers and pilgrims. Hospice - a word that is clearly

related to hospital - also referred to an early form of what we now call a nursing home.

Hospitality, then, not only includes hotels and restaurants but also refers to other kinds 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 those, institutions that provide other types of
services to people away from home. This might include private clubs, casinos, resorts,

attractions, and so on.

These different kinds of operations also have more than a common historical heritage.
They share the management problems of providing food and shelter - problems that include

9



erecting a building; providing heat, light, and power; cleaning and maintaining the premises;
overseeing employees; and preparing and serving food in a way that pleases the guests. We
expect all of this to be done “with liberality and good will” when we stay in a hotel or dine in a
restaurant, but we can also rightfully expect the same treatment from the dietary department in a

health care facility or while enjoying ourselves at an amusement park.

Turning our attention now from the facilities and services associated with the hospitality
industry to the people who staff and manage them, let us consider the profession of the
hospitality provider. The hospitality professions are among the oldest of the humane professions,
and they involve making a guest, client, member, or resident (whichever is the appropriate term)
feel welcome and comfortable. There is a more important reason, however, that people interested
in a career in these fields should think of hospitality as an industry. Today, managers and
supervisors, as well as skilled employees, find that opportunities for advancement often mean
moving from one part of the hospitality industry to another. For example, a hospitality graduate
may begin as a management trainee with a restaurant company, complete the necessary training,
and shortly thereafter take a job as an assistant manager in a hotel. The next job offer could come
from a hospitality conglomerate, such as ARAMARK. ARAMARK provides food service
operations not only to businesses but also in such varied areas as recreation centers, sports
stadiums, college and university campuses, health care facilities, convention centers, and
gourmet restaurants. Similarly Holiday Inns is in the hotel business. But it is also one of the

largest food service companies in the United States.

The point is that the hospitality industry is tied together as a clearly recognizable unit by

more than just a common heritage and a commitment to “liberality and good will.”

Hospitality Management is one of the few remaining places in our increasingly
specialized world of work that calls for a broadly gauged generalist.

1.7 DEFINITION OF HOTEL

A commercial establishment providing lodging, meals and other guest services, in
general to be called a hotel, an establishment must have a minimum of six letting bedrooms, at
least three of which must have attached (en suite) private bathroom facilities. Although hotels are
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classified into “Star categories (1-star to 5-stars), there is no standard method of assigning these
rating and compliance, with customary requirement in voluntary. A US hotel with a certain
rating, for sample is may look very different from a European or Asian hotel with the same
rating, and would provide a different level of amenities, range of facilities, and quality of service.
Whereas hotel chains assure uniform standards throughout, non-chain hotels; hotels may not
agree on the same standards. In Germany, for example, only about 30 percent of the hotels
choose to comply with the provisions of the rules established by the German hotels and
Restaurant association. The entire membership of the Paris-based international hotel and
Restaurant (IH&RA) oppose any such move. According to IH&RA, to to harmonize hotel
classification based on a single grading (which is uniform across national boundaries) would be
an undesirable and impossible task. As a rough guide: Al-star hotel provide a limited range of
amenities and services but adheres to a high standard of facility-wide cleanliness, A2-star hotel
provides good accommodation and better equipped bedrooms, each with a telephone and
attached private bedrooms, A3-star hotel has more spacious rooms and adds high-class
decorations and furnishings and colour TV. It also offers one or more bars or lounges. A4-star
hotel is much comfortable and larger, and provides excellent cuisine, (table d’hote and alacarte),
room service, and other amenities. A5-star hotel offers most luxurious premises, widest range of
guest services, as well as swimming pool, and sport and exercise facilities. The official hotel
guide has its own classification scheme that rank hotels in nine categories as (1) moderate tourist
class (2) tourist class, (3) superior tourist class, (4) moderate first class (5) limited service first

class, (6) First-class (7) Moderate deluxe (8) Deluxe and (9) Super deluxe.

1.8 THE MANAGER’S ROLE IN THE HOSPITALITY INDUSTRY

As a successful Manager in the hospitality industry, you must exhibit many skills and
command much specialized knowledge, all directed at achieving a variety of management
objectives. The manager’s role is wide and varied. Let’s now discuss three general kinds of

hospitality objectives with which management must be concerned:

1. A manager wants to make the guest feel welcome. This requires both a friendly manner

on your part toward the guest and an atmosphere of “liberality and good will” among the
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people who work with you in serving the guest. That almost always translates to an

organization in which workers get along well with one another.

A manager wants to make things work for the guest. Food has to be savory, hot or cold
according to design, and on time. Beds must be made and rooms cleaned. A hospitality
system requires a lot of work, and the manager must see that it is done.

A manager wants to make sure that the operation will continue to provide service, while
also making a profit. When we speak of “liberality and good will”, we don’t mean giving
the whole place away! In a restaurant or hotel operated for profit, portion sizes are related
to cost, and so menu and room prices must consider building and operating costs. This
enables the establishment to recover the cost of its operation and to make enough
additional income to pay back any money borrowed as well as to provide a return to the
owner (or investor), who risked a good deal of money-and time-to make the
establishment a reality. The key lies in achieving a controlled profit, loss, or break-even
operation. A good term to describe this management concern is “conformance to budget.”
Simply stated, these objectives suggest that managers must be able to relate successfully
to employees and guests direct the work of their operation and achieve operating goals

within a budget.

1.9

HOTEL ORGANISATION CHART OF HOTEL (SMALL, MEDIUM, LARGE)

l Owner/Proprietor j

[ Rooms 1 l Housekeeping I Bcwl:rc:;: :::c:rvicel

I Kitchen l Maintenance

Figure 1.1 A typical Departmental Structure in a Small Hotel.
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Figure 1.2 A Typical Organizational structure for a Medium sized Hotel.
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Figure 1:3.

A Typical Organisation Chart fora Large Delﬁxg Hotel (5001500 Rooms)
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1.10 SUMMARY

As we have seen, the hospitality includes hotels and restaurants as well as many other
types of institutions that offer shelter and /or food to people away from home. A manager in the
hospitality industry, therefore must keep in mind the following three objectives, 1. making the
guest welcome personally, 2) making thinks work for the guest, and 3) making sure that the

operation will continue to provide service and meet its budget.

This chapter mentioned about the origins and the nature of the hospitality industry the

role of the managers also defines the term “hospitality”.

1.11 KEYWORDS

1. Hospitality:- The cordial and generous reception and entertainment of guests or strangers

either socially or commercially.
2. Catering:- Providing the service of food and beverage.

3. Hotel:- A hotel is defined as a place where a bonafide travellers can receive food and
shelter, provided he/she is in a position to pay for it, and is in a fit condition to be

received.

4. Cuisine:- A style or method of cooking it also means kitchen in French.

1.12 SELF ASSESSMENT QUESTIONS

Differentiate between Hospitality and hotel.

Draw the Staff organisational chart of large hotel and explain.
Write brief note on the nature of hospitality industry.

What is the role of a manager in hospitality industry.

What do you mean by hospitality management.

o o ~ w bpoE

Write note on

(1 Origin of hospitality
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(i) Definition of hotel.

1.13
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2.0 LEARNING OBJECTIVES

1. Explain the development of hotel industry.

2. Identify the four criteria for classifying hotels and name the types of hotels in each

classification.
3. Describe the history of Indian hotels.

4. Know the general features available in different Star category hotels.

2.1 INTRODUCTION

The hotel and tourism industry is one of the fastest growing industries. The hotel industry
IS a service oriented industry run by the people and for the people with the advent of modern
technology the industry is posited for further growth, an unprecedented growth in the economy
has changed the life-style of a large cross-section of society. Today, people all over the world
travel more frequently both for business and pleasure. There is also a growing awareness among
people that a vacation away from home can be a positive and welcome change. A few years ago,
most people did not take a planned vacation, and if they did, they travelled between their own
home and a relative’s home for a break. Nowadays many people visit places where they do not
have any relatives. Thus using hotel accommodation, and availing of the service provided by the
hotel and tourism industry.

The demand for hotel rooms to accommodate all these people on the move is on the
increase. A number of hotels/restaurants all over the country have sprung up to cater to their
needs. When people travel away from their homes, they need other services such as food,
entertainment, business and leisure-linked activities. To provide these services to discerning
travellers and guests, the industry provides not just a room and a restaurant, but a specialised
experience created by professional. The Government of India and the individual State
Governments have approved the addition of numerous hotels, resorts and restaurants to the

already existing numbers.
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2.2 DEVELOPMENT OF HOTELS

Today’s lodging industry is complex and diverse. From the inns of Biblical times to modern
resort complexes, the evolution of lodging establishment has been influenced by social, cultural,

economic and political changes in society.

When ancient humans first ventured beyond their tribal settlements, there were no hotels
to accommodate them. These early travellers were mostly traders. Inn keeping was one of the
first commercial enterprises and hospitality was one of the first services for which money was
exchanged.

The inns of Biblical lives offered little more than cot or bench in the corner of a room

where sanitation or privacy was non-existent.

It was not until the Industrial Revolution that European taverns began to combine food
and beverage service with lodging. In colonial America, inns were modelled after European

taverns.

The first American hotel, the City Hotel opened in 1794 in the seaport of New York city.
In 1829, Isaiah Rogers built a new hotel in Boston. His creation - Tremont House - was the
earliest first class Hotel in America. With the end of World War II, the hotel industry
unexpectedly entered a new era of prosperity. With automobile in every house, Americans began

to travel with their families.

The early hotels were .small and were called Mom and Pop properties, owned and

operated by couples. California was the site of the first motel revolution.

The historical development of hotel industry is linked up with the development of
transportation and in turn the tourism product. With the emergence of railway network there
came the need for accommodation and so the building of railway hotels. Increased travel by the
upper classes stimulated the building of luxury hotels, since the 60s the hospitality industry grew
due to a number of factors—increase in real income, living standards and leisure time. The
increase of car ownership was also a contributory factor. Another influence was the development
of air transport since the 60s which played a significant role in the accessibility of resorts and
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location of hotels. The location of industry and trade and the expansion of motorway network has

created a demand for accommodation.

By the year 2000 the largest industry- in the world is likely to be tourism. Total world
arrivals have, over the past two decades, expanded by an average growth rate of 5.1 per cent per
year. Receipts from tourism worldwide for the same period have risen by a similar rate.

2.3.1 THE STORY OF THE TAJ GROUP OF HOTELS

The Taj Group of Hotels is one of the largest chain in India with several hotels abroad
also. The parent hotel, the Taj Mahal Hotel, Bombay is rated among the 10 best in the world.

The founder of the House of Tatas, Mr. Jamshedji Ratanji Tata in 1897, formed the
Indian Hotel Company, and built the exquisitely beautiful Taj Mahal Hotel in Bombay. The door

opened in 1903 and has been an important landmark opposite the Gateway of India ever since.

In 1971, the 220-room Taj Mahal hotel in Bombay was converted into a 325 room hotel,

and a multi-storey structure was built adjoining the original property.

In 1972 the Lake Palace at Udaipur and Rambagh Palace in Jaipur were linked to the Taj

and a chain was born.

In 1974, a new company was floated, which created the Taj Coramandel in Madras. In
the same year the chain broadened with acquisition of the Fort Aguade Beach

Resort in Goa.

In 1976, the Fisherman’s Cave was built. It is a 30 minutes drive from Madras on the Bay

of Bengal with a private beach:

In the same year the Taj Group opened the Taj Flight Kitchen in Bombay catering to both

domestic and international flights.

In 1978 the glittering Taj Mahal Hotel was opened in Delhi and this was followed two

years later in Varanasi by the Taj Ganges.
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The 1980’s saw the rapid expansion of the group—the gigantic Taj Palace in New Delhi;
the Shiv Nivas Palace at Udaipur; another Flight Kkitchen in New Delhi airport;
the Taj Residency in Bangalore, at Ooty; the Raj Mahal Palace at Jaipur and the Taj View Hotel
in Agra, Sri Lanka. And the chain continues to expand.

2.3.2 OBEROI HOTELS (The Story of Rai Bahadur M.S. Oberoi)

Rai Bahadur Mohan Singh Oberoi, Chairman and founder of Oberoi Hotel was born in

August 1900 in Bhaun, a small village in what is now Pakistan.

Soon after his marriage in 1922 he arrived penniless in Simla, and found a job as a Front
Office Clerk in the Cecil Hotel at a salary of Rs. 40 per month. Some years later he moved to
Clerker hotel (also in Simla) and gained experience in all aspects of the hotel operations. In 1934
he bought Clerker hotel by mortgaging all his assets

and selling his wife’s jewellery.

In the early 1930’s a cholera epidemic struck Calcutta and the Grand Hotel, the largest in
the city was forced to close. In 1938 Mr. Oberoi acquired the Grand and converted it into a

profitable business venture. The Oberoi Grand remains to this day Calcutta’s leading hotel.

In 1943 Mr. Oberoi took over the Associate Hotel of India (AHI) with eight hotels
in Northern India including the Cecil in Simla, Maidens and Imperial in Delhi, and
4 hotels now in Pakistan. The Qberoi chain grew rapidly with hotels in Gopalpur,
Darjeeling, Chandigar and Srinagar.

The Oberoi International in New Delhi, which opened in 1965 was the first modern
luxury hotel in the Capital. The 35-storey Oberoi Towers opened in Bombay in 1978, the tallest
building in India.

Mr. Oberoi’s dedication to the industry is evident from the Oberoi Centre of

Learning and Development based in Delhi.

Oberoi is now part of the International .Chain of Hotels with has properties not
only in India but also in Australia, Indonesia, Egypt, Irag Sri Lanka, Singapore,

Zanzibar and Nepal.
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Mr. Oberoi was named as ‘Man Of the World” for 1983 at the annual convention
of the International Hotel Association in New York and selected as the outstanding

hotelier of the year by the Hotels and Restaurants International.
2.3.3 INDIA TOURISM DEVELOPMENT CORPORATION

ITDC (India Tourism Development Corporation) that runs the largest hotel chain of India has
largely contributed in the development of tourism industry in India. It
was founded in 1965.

ITDC after its formation put in exceptional effort to promote the hotel industry as well as

tourism by developing new hotels and tourism spots.

ITDC launched its own project for a five star hotel in Bangalore that is Bangalore Ashok
and soon launched another hotel in Delhi in the name of Akbar hotel and thus started the
unending story of grouping upcoming new hotels all over India and abroad which has now made
ITDC one of the largest international hotel chains.

The Ashok group of hotels is but one of the services provided by the state - owned by the
Indian Tourism Development Corporation. It has the largest network of hotels in the country.
ITDC has promoted the concept of joint venture hotels, both with the state government and

private entrepreneurs for setting up, running and marketing hotels under the Ashok brand name.

ITDC runs duty-free shops at all international airports, both in the arrival and departure
halls. It’s range of products on sale and the competitive prices make the ITDC duty-free shops a
real bargain in Asia.

The corporation also runs a few restaurants, with specialized cuisine, It has restaurants, in

Agra, en route Agra, in distant Moscow, the Soviet capital city and in Wellington, New Zealand.

ITDC has also entered into agreements for running hotels overseas; and the first of its
hotels is under way in Cuba. Other hotel and restaurants project have also been taken over at
other places all over the world.

2.3.4 THE ASHOK GROUP-THE LARGEST CHAIN OF INDIA
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The Ashok Group of Hotels has been India’s gracious and regal host to leading national
and international visitors. The group is known for its unique mix of traditional
Indian facilities that are beyond compare. The group has 39 hotels in 32 major destinations, The
range of hotels varies from five star deluxe to first class to budget, depending on tourist needs.

The hotels have now been classified into three categories—Elite, Classic and Comfort.
The six Elite hotels are Ashok group’s five star deluxe properties that cater to the upmarket
clientele. The Classic group comprises of sixteen units that meet the expectations of the business
travellers and mid-market guests. The Comfort category provides home comforts at three
locations across the country.

The hub of the Ashok group’s activities is in New Delhi, India’s ancient capital. It has
been apparently called the ‘Conventional capital of Asia’ largely due to the presence of the
Ashok group, which offers over two thousand rooms in it’s various hotels strategically, located

across the Capital.

The Ashok Hotel, the group’s flagship,” offers the largest conventional hall in. India with
a capacity of seating 2500 people and is named after the legendary philanthropist emperor
Ashok. The other hotels of the group are the Samrat, Qutab, Kanishka, Janpath, Lodhi, Ranjeet

and Ashok Yatri Niwas-their names reflecting India’s rich heritage.

Six Ashok Group Hotels are situated in west India-Jaipur, Udaipur, Aurangabad,
Kolhapur and Pune. Udaipur studded with palaces, lakes and temples has the.
Laxmivilas Palace Hotel. Jodhpur, another beautiful city of Rajasthan, has Ratanada
Ashok. Aurangabad, situated in the heart of Maharashtra, is the base for visiting
Ajanta and Ellora. Shaline Palace Ashok in the princely town of Kolhapur and

Executive Ashok in Pune complement the Ashok group in the west.

In central India, the Varanasi Ashok situated in the holy hindu city, provides a base for
tourists to explore the city. Located atop Shamlan Hills in Bhopal is Hotel Khajuraho Ashok
built in the shadows of the famous, thousand year old Khajuraho Temples. Hotel Jammu Ashok,
in the north of the country, provides a convenient base for excursions into the beautiful valley of
Kashmir. Manali, in Himachal hills has Manali Ashok. The Bharatpur Forest Lodge is
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strategically positioned in the haven of indigenous and migratory binds. Agra, the city of Taj
Mahal, has Hotel Agra Ashok.

Even within a nation as varied as India, the diversity of culture and landscape of eastern
India encapsulates the mystery and beauty of the Orient. There are Ashok Group Hotels at
Ranchi, Calcutta, Pun and Bhubaneswar. The latter is an excursion base for the Sun Temple at
Konark and Chilka bird sanctuary. Pun combines the pleasure of a seaside resort with the

privilege of being one of the most sacred pilgrim centers of India.

The Soundproof Ashok at Dum Dum airport in Calcutta is ideal for transit passengers.
From Brahmaputra Ashok at Guwahati one can explore Kaziranga-the home of the one-horned
rhinoceros. In Shillong, the capital city of Meghalaya, the-Ashok group is represented by Pine
Wood Ashok. Japfu Ashok named after one of the peaks of Nagaland is positioned at Kohima.
Imphal Ashok nestles in Manipur’s wooded hills.

The Ashok group offers a complete Indian experience with an ever-increasing network, taking

care of its guests with a combination of dependable comfort and traditional Indian hospitality.
2.3.5 WELCOMGROUP HISTORY

Welcomgroup is the Hotel Division of 1TC Ltd. ITC entered the field of hoteliering. in
1975 with the opening of Chola in Madras. Two more hotels, Mughal in Agra in 1976 and
Maurya in New Delhi in 1977 followed in rapid succession, firmly establishing Welcomgroup as
one of the fastest growing groups in India. After 1977. Welcomgroup went into the management

operation and marketing of hotels owned holly by other entrepreneurs, or jointly with ITC.

Welcomgroup is a completely new concept in hoteliering in India. The chain’s
philosophy of individuality was set up by it first three hotels, each of which took as its themes a

famous dynasty from India’s past namely, Chola, Mughal and the Mauryan.

ITC Sheraton Management signed an exclusive agreement with Welcomgroup in 1979, in
the field of Marketing and Reservations for the first three hotels of Welcomgroup. In 1987
Welcomgroup Windsor Manor and Sea Rock were Sheratonised. Welcomgroup Adyar Park has

been included in this agreement renaming the hotel as WG Park Sheraton. Recently opened
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Welcomgroup Rajputana Palace Sheraton Hotel in Jaipur has also been brought under the

Sheraton banner.

All Welcomgroup hotels are equipped to meet the most stringent international standards
of efficiency service and state of art technology. In every hotel, local Indian elements are
blended beautifully with the most sophisticated comfort and facilities.

24  CLASSIFICATION OF HOTELS

Since the hotel industry comprises of numerous hotels, and they provide numerous services,
facilities and goods, the hotel industry lacks a single identity. Although the basic concept of
hospitality, food and accommodation are same, yet hotels may have different characteristics and
assets and each hotel would like to attempt to cash on its assets and develop its share of the
particular market, and gain more and more recognition because of that asset. Placing a hotel into
a particular group is not easy because of the diversity of services, facilities and amenities
provided or not provided. Most of the hotels don’t fit in any specific well-defined category.
Nonetheless, several general classifications do exist.

BASIS OF CLASSIFICATION OF HOTELS

Hotels are classified into several distinct categories to help the prospective guest in identifying
the right type of hotel matching his standard and requirement. However, for the sake of

convenience, we shall put them under four broad categories as given below.
1. On the basis of size.
2. On the basis of star system.
3. On the basis of ownership.

4. Other categories.

241 SIZE

Classification on the basis of size refers to the number of rooms (bed capacity) and should not
be confused with the building height, or the area of the property, or the gross sales etc. The term
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number of rooms refers to the lettable rooms and does not include those rooms which are
converted for other use such as for manager, house keeper, accounts etc. and rooms on the
ground floor and basement which are generally used for offices, rentals, support services or other
operational facilities leased for businesses and associations.

Usually the distribution is,

Q) a hotel of 25 rooms or less is called a small hotel,

(i) one with 26 to 99 rooms is an average hotel,

(iii)  from 100 to 299 it is called as above average, and

(iv)  ahotel of more than 300 rooms is classified as a large hotel.
242 STARSYSTEM

This system is one of the most commonly understood, accepted and recognised systems in India.
This is also an official system of classification. In this system hotels are classified on the basis of
facilities  which  the hotels have and the services which the hotels
provide to the guests. Based on the number of services and facilities and their quality and.
standards, which may vary from a basic bedroom to-a luxury room with modern fittings and

equipment, the hotels are awarded stars ranging from one to five star deluxe.
Eligibility for Star Classification

To be eligible to apply for classification, a functioning hotel must fulfill the following minimum

basic requirements:
Q) The hotel must have at least 10 lettable bedrooms.

(i) Carpet areas in respect of rooms and areas of bathrooms should by and large adhere

to the following limits:

Category of Hotel Area Standard for Bedroom/Bathroom

5-Star/5-Star Deluxe Hotels
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Single 180 sq. ft.

Double 200 sq. ft.

Bathrooms 45 sq. ft.
4-Star and 3-Star Hotels

Single A/C and Single Non A/C 120 sq. ft.

Double A/C and Double Non A/C

140 sq. ft. (Extra area may be provided if
twin beds are to be provided 36 sq. ft.)

Bathrooms 36 sq. ft.
2-Star and 1-Star Hotels
Single A/C and Single Non A/C 100 sq. ft.

Double A/C and Double Non A/C

120 sqg. ft. (All rooms should have proper
ventilation and ceiling fans)

Bathrooms

30 sq. ft. or subject to local bylaws.

Failure to satisfy the above conditions will disqualify a hotel for consideration.

In some countries hotels classified on the basis of facilities are:

(@) Full service hotels: Which provide all possible services and amenities of the highest

standard to a guest.

(b) Budget Hotels: Provides economical and basic guest rooms with limited Food and

Beverage services.

(c) Self Catering Service: Such as efficiency hotels and cottages with Food and beverage

cooking and services facilities.

2.4.3 CLASSIFICATION ON THE BASIS OF OWNERSHIP

Another way to classify hotels is to examine the ownership through which a hotel can be classed.

The classification is as follows:

1. Independent Hotel
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These hotels are on ownership basis and do not have any affiliation or contract through any other
property. And also they do not have any tie up with any other hotels with regards to policy,
procedures and financial obligations. The advantage in this type of hotel is that they need not
maintain a particular image and they are not bound to maintain any set targets, but can

independently adopt quickly to the changing trends. They are usually autonomous.
2. Management Contractual Hotel

Another type of chain organization which operate properties owned by individuals or partners
are management contract hotels. The contract is entered on long term basis between the owner

and the operator and usually as per the contract

- owner retains the legal and financial responsibilities.

- operator pays for the operating expenses and recovers from the owner an
agreed upon fees.

- owner is responsible for paying taxes, insurance and debts.

3. Chains

There are many single owned hotels, yet more and more hotels and motels are now getting
affiliated to each other. This gives them the advantage of a large central organization providing
reservation system, management aids, financial strength, expertise, manpower specialties,

merchandises and promotional help.

Affiliation

(i) Two or more operations belonging to some organizations; for example, Holiday Inns,
Ramada, Sheraton Corp., Trust house Forte, Hilton Corp., Howard Johnson, Balkan tourist, Day
Inns-Travel Lodge, Intercontinental Hotels, Hyatt, Marriott Corp, etc. Within one chain the type

of affiliation may vary.

(if) A “Referral Chain” is made up of independently owned and operated hotel and motel and
provides shared advertisement, joint reservation system and standardized quality. Virtually no

shared managements or financial functions.
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(iii) Another chain operation is “Multi-unit company” usually with a head office and several

operations across the country and abroad.
2.44. OTHER CATEGORIES

1. On the basis of clientele: In U.S of A and some other countries the hotels are also
classified on the basis of the clientele or guest patronage (i.e.) the targeted market. This means
hotels cater to specific-group of guests only. For example some hotels cater to families only
while some other may cater to commercial man only. Similarly there may be hotels which may
cater to men only or women only. Probably the beginning of organization such as YMCA
(Young men Christians association) and YWCA (Young women Christians association) started
with this concept only. In some cases we find the patronage or clientele base classification may
include hotels for sports man only. The type of patronage to which one hotel caters gives it a
separate character. The type of classification of hotels an patronage/clientale basis was common
in olden days, nowadays such classification are not very common. Although we still have hotels
such as Ashok hotel and rail Yatri Niwas or Ashok Yatri Niwas which may be classified as
hotels for aristocrats and riches and hotel, for economy or budget tourist respectively but even
these establishments don’t make any water tight compartments while taking their guests. Another
factor why this type of classification is fast fading out is that it brings in a feeling of class
consciousness (i.e.) the sense of superiority or inferiority complex in the guests. Further it is also
important that if the hotel are operating on this type of classification it becomes very difficult for

the hotel to get business after sometime because the market gets saturated.

2. On the basis of location: Downtown hotels, suburban hotels, hotels situated on
highways, motels motor hotels and motor lodges, hotels on hill stations etc., hotels on boat -
boatels and flotels, and Airport hotels can be included in this group. These hotels are near to the
Airport for example “Centaur hotel” in Delhi. These hotels usually cater to transit passengers,
overnight stay and short stay guest such as lay over passengers or cancelled flight passengers.

Airlines crews also are accommodated in such hotel.

3. On the basis of length of stay: In some cases hotels are also classified on the basis of

length of stay of the guest in the hotel. This is also called on the basis of stopover of the guest in
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the hotel. Some hotels accommodate guests for a short period of time only for example as less as
one day only or sometime may be even less than that (i.e.) on half day rate basis only. In such
cases the guest does not have to enter into a specific bond or lease. Of course a Guest
Registration Card has to be filled in by the guest which is a mandatory requirement. Such hotels
are usually situated on high ways near airports or interstate or international bus terminals etc.
where transit guest come and hence such hotels are called transit or transient hotels. The guest of
the this type of hotel is required to pay an daily basis. Another group of hotels under this
classification is where the guest stay in hotel for a longer period of time say a month or even
more. This group of hotels is called residential hotels. The guest usually do not pay on daily
basis in this type of hotels. The guest of a purely residential hotel must sign a lease which is a
mandatory requirement that describe in details the terms (including the rent which may be on
weeks, fortnightly or monthly basis) or duties and responsibilities of both the guest and the hotel.
In other words the lessor and lessee, and both the parties have to honour the lease in its full
respect. Another group that is the third group under the classification is of those hotels which
incorporates the features of both the transient and residential hotels which means that in addition
to taking guests on transit basis they have some rooms for housing guests on permanent basis

(i.e.) on lease basis also. These types of hotels are called semi residential hotels.

4. In Europe star classification by AA (Automobile Association) is often regarded as an

accepted mark of quality like in India and stars five to one are awarded.

AA Rosette are also awarded in certain cases which depend upon specially recommended food.

For example:

Single Rosette: Food standard higher than expected of the hotels of their standard. Double
Rosette: Much higher food standard than expected of the hotels of that standard.
Three Rosette: Outstanding standard food than expected of the hotels of that standard.

5. According to Guide Michelin symbols as follows are used-

6. In some of the European countries hotels are classified according to the standard as

deluxe, first class, second class, third class and fourth class also. Another way of categorization

30



in U.K. is as deluxe for best, first class for second grade, middle class for third grade and

moderate class for fourth and fifth grade hotels.
7. Residential Hotels

Residential hotels are also called as apartment hotels or apartment house. Rooms in a residential
hotel are sold on a monthly or yearly basis. Rooms may be furnished or unfurnished, single or en
suite. Almost all residential hotels operate a restaurant, offer telephone service, laundry and valet
service. Advance rents are usually collected while other charges are billed weekly. These type of
hotels normally operate on European plan. Recent developments in this area include cooperative
hotels and condominiums in which the tenants own the apartment and pay the management a fee
for maintenance. When the rooms are not occupied by the owner the management often has the
right to rent them on temporary basis, so that the hotel will contain both residential and transient
guests. They are also called as ‘en pension’. Such establishments are very popular in U.S. and
Europe. Long staying guests generally stay from months to year and rent may be paid per week

or per month. Facilities are less than that of commercial hotels.
8. Semi Residential Hotels

These hotels provide accommodation to guests on weekly or monthly basis like residential hotels
as well as on per day basis like transient hotels. Reduced rates are provided to long staying
guests. Transient guests who want to take the advantage of reduced rates for longer stay also

come to such establishments.
9. Transient/Transit Hotels

Hotel guests who fall under the category of transient guests are those who are en route guests i.e.
who are in the process of moving from one destination to another and stop at the hotel for a short
period of time as against a terminal guest who has reached his final destination. Hence hotels,
which cater to a transient/transit guest are called transient hotels. They find their origin in olden
days inns. Examples of transient hotels are motels, motor hotels, airport hotels etc. In large cities
they operate on European plan generally while in small towns they may operate on American
plan. The olden days establishments such as theatrical hotels popular in rural areas are also

included under this heading. Transient hotels such as airport hotels attract its clientele from
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layover passengers and crew members of the airlines. Such hotels are situated generally near port
of entry i.e. airport or seaport, or international bus terminal etc. Generally the length of stay is

short i.e. few hours to few days.
10. Resort Hotels

Resort hotels are located at resort places such as islands, exotic locations, hill stations, beaches
and health resorts and spas i.e. summer resorts, winter sports resorts and all season resorts etc.
with breathtaking beauty and typical scenery. People go to these places for relaxation, to enjoy
themselves, and to get away from the hectic city or for health reasons away from hectic city life
or to pursue a specific interest/activity. Depending upon the location specially designed activity
programmes are made. A resort manager should along with other office job should focus upon
meeting and greeting guests getting close to the guest can be achieved by arranging formal get
together parties may be once a week with all managers in attendance. The focus should be on
practical communication methods to enhance the guest stay in the hope that they will become a
much appreciated ‘Repeat Guest’. Creativity is critical to the success of the hotel. An
entertainment menu that is sensitive to the needs of various market segments coupled with ideas
to reinforce the status of a repeater e.g. the planting of small trees with the guest name and

address printed on a plaque beside it can provide final touch.

Generally a guest stay is long such as a week or more and normally holidaymakers, sportsmen
and patients who have been advised by doctors etc. go to the resort hotels. In resort hotels, such
as hill resort hotels, business is dependent on season and they have off season and full season
tariff. Resort hotels have homely and informal atmosphere. No dress code is required; more
social contact with guests, lot of entertainment items such as housie, beauty contest, floor shows,
cabarets, fancy dress parties and stage shows etc. are popular. In addition recreational facilities
like table tennis, badminton, golf, water games etc. can be there. Growth of resort hotels in U.S.
took place due to vast highway construction programmes, as more people started travelling by
cars. Many resort properties are at Florida, California, Arizona, Michigan, Wisconsin and
Carolina etc Resort hotels are not very popular in India because of various causes, the main

reason being highways are not very well developed in India. Fuel for car is very costly,
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automobile industry is not as developed as in Europe and America and, most important, people

are not so rich and don’t have as much spare and leisure time to enjoy.
Resort hotels have facilities like

Q) Extensive entertainment program

(i) Tennis court, golf course with trainer

(ili)  Saddled horses with trainer

(iv)  Car parking and garaging and service facilities

(V) Mini golf course, squash, billiards, etc.

11.  Commercial Hotels

Commercial hotels are situated in the heart of the city i.e. downtown busy commercial areas and
urban areas. Mainly businessmen and commercial executives patronize these hotels. Generally
duration of stay is a few days only and weekend business is slack. Best possible facilities of high
standard are provided in commercial hotels. These days, business centre in a commercial hotel is
a must. They must have services like facilities to meet the basic business demands, swimming
pool, speciality restaurant, bar, disco, 24 hours room service, health club etc. Commercial hotels
are sometimes also called downtown hotels. In addition to businessmen these hotels also

accommodate tour groups small conference groups, and individual guest.
12.  Suburban Hotels

Suburban hotels are situated in suburbs, with quiet surroundings. They have moderate to low

tariff and are generally patronized by budget guests.
13. Retirement Hotels

Hotels of this category are not popular these days. Such hotels cater to the needs of retired
persons. They take care of their meals and lodging. They also offer some mild recreational

activities to the senior citizens. Normally all the services are offered as inclusive package rate to
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the retired persons. Nowadays such establishments are called “Old Homes” and ‘“Sandhya

Houses” in India.
14.  Green Hotels (Eco-friendly Hotels)

If we kill the environment we Kill ourselves. Environment has always been a touchy subject vis-
a-vis the hospitality industry. The spread of unplanned tourism and its allied evils hardly show
any regard for the pristine beauty of the places identified for development and on grand plans. As
a result, many rare flora and fauna that live on the thin red line of extinction are lost forever as
the sacrificial pigs of progress. Tourist activities are claimed to uproot the locals from their
habitats, robbing them of their livelihood, eroding the quality of their life, disrupting their
lifestyle, corrupting their value system, impinging on their socio-cultural ethos, polluting their
soil, water and air and depleting natural resources and wreaking havoc on the region’s flora and

fauna.
15. Floating Hotels

This type of hotels are located on the surface of water such as sea, lake etc. Such hotels provide
exclusive and exotic atmosphere. All the facilities of a first class hotel are there in this category
of hotels. In many countries old luxury ships have been converted into floating hotels. In India in
Kashmir valley, houseboats are used as first class luxury hotels. They provide wonderful
experience to a tourist. The First Floating Hotel of India, a Rs. 31 crore hotel with four storeys
will be operational in Kolkata very soon. The hotel with a coffee shop and 73 rooms and three

suites can be called the First Floating Hotel of India.
16. International Hotels

These hotels are situated in metropolitan cities and provide modern western style luxury to their
guests. They can also be called as full service hotels. Many such hotels are owned by big

international chains. Such hotels find good market in commercial towns.
17. Motels

Motels, motor hotels and motor courts are designed to serve the needs of motorists. They

must provide car parking, garage, accommodation, rest facilities and recreational facilities and
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hence motels are generally equipped with filling stations, motor garage, service stations,
accessories, elevator service to automobile entrants, restaurants etc. The tariff is very low as
compared to city hotels. They have easy access from highways, being located on highways or at

road junctions. Motel accommodation is ranked with hotels in general in many countries.

Motel accommodation may provide bedroom and bathroom facilities or include a large living
area and a kitchenette. The latter is applicable to tourist area where longer staying guests require

self catering provisions and also for families relocated or temporary employees in that area, etc.
18. Casino Hotels

The focus in this type of hotels is on gambling and provision of casino. Casino hotels are not
seen in India but are very popular in America, particularly in Las Vegas—Nevada. Top artistes
come to the hotel and give their live performances and entertain the guests. These are high class

hotels with luxurious rooms and other top class services and amenities.
19. Condominiums

Condominium development involves a joint ownership of a complex. Each owner purchases and
has full benefit of an unit such as a guestroom, suite, apartment or a villa and shares the cost
common to the whole complex such as taxes, maintenance and upkeep of buildings and grounds,
parks, tennis court, swimming pools, provision of services such as security, letting and

management, etc.

Each owner can occupy or sell his unit independently but is obliged under the terms of contract
to contribute towards the pool of common facilities and services. Condominiums have many
advantages over simply leased property. In a condominium the capital appreciates with rising
value particularly on coast or lake sides. It relieves the owner of maintenance and upkeep
worries. The owner can enjoy extensive recreational facilities exclusive to the complex.
Condominium management look after the unit in the absence of the owner and if required, let it
to provide income. In some instances letting or lease-back conditions may be written into the
contract, particularly where the condominium unit in a complex may be used as a back up to a

hotel operation. In some cases the developer may act as an estate agent and manager.
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20. Apartotel

It is an apartment building also used as a residential hotel. Purchase of the apartment entitles full
services of the hotel and during the period it is not occupied it can be added to the hotel pool for

getting income. The concept was initially developed by Melia Coy of Spain in 1970.
21. Auberge, Gasthof, Herberge

These are the counterpart of inn in various countries. They represent a smaller unit which may
have complimentary bar, restaurant and bedrooms for travellers. Here emphasis is given to eating
and drinking facilities.

22. Boarding Houses

Boarding houses are establishments providing accommodation usually with meals and for a
definite period of time - commonly for a week or longer. The facilities are generally restricted to
use by resident guests. It can also be called a guesthouse, a private hotel, and is known in Europe
as ‘pension’ or ‘pension de famille’. Distinctions in these depend variously on length of stay,

location, facilities and levels of sophistication of premises.
23. Holiday Villages

Providing extensive recreation and sporting facilities on an inclusive basis. In multiple units and

provide self-catering (individual kitchen).
24. Supplementary Accommodation

This group includes all forms of rented accommodation other than the above mentioned
categories such as youth hostels, dak bungalows, forest lodges, travellers’ lodges, recreational
centre for children, dharamshalas, sanitaria and convalescent centres, camping grounds - these
are sites demarcated with amenities for living in the open air in a tent, trailer or any other mobile
provisional type of accommodation unit. Usually camping sites fall into four main groups. those

for transit, weekend, holiday and tourist use.

25. Bed and Breakfast Inns
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Also called as B & B Inns. These are lodging establishments that provide room with breakfast
ranging from continental to a full breakfast. Usually they are converted residences or country
estates. Main meals are not served. They are located along commercial and holiday routes and in

rural and resort areas.
26. Time Share

This concept is also becoming popular these days. This is also known as ‘vacation
ownership’, or ‘holiday ownership’ concept. The concept is that for a set period which may be
one week or more each year and for a number of years the person gets the right to enjoy stay and
other facilities and services in an apartment or any other type of lodging in a tourist complex. It
is like advance purchase of time in holiday accommodation. Purchaser has to pay a onetime
capital sum and then an annual contribution towards the maintenance of the property. The fee
usually covers services such as cleaning and maintenance of apartment and public areas,
electricity, gas and water, insurance, operation of resort facilities e.g. swimming pool, local taxes

and sinking funds for redecoration and replacement of equipment etc.
27. Boutique Hotels

A new concept in India. They are different from the hotels in that each room has a distinct
personality. It is a small but very expensive hotel. Professional but at the same time very
personal and intimate services by staff are prominent feature to give guest a richer experience;
each restaurant of a boutique hotel has a different entertainment concept which include lighting
that changes with the mood of the guest. For more personalized services and attention restaurant
are kept small. They are each theme based and everything from decoration to food to service

must be in tune with the theme. ‘Guest needs understanding’ is the highlight of this type of hotel.

28. Level of Service.

Sometime in America hotels are also classified on the basis of range of services provided by the
hotels to their guest. The size of the hotel does not matter in this case. Hotels under this group

are usually classified into 3 groups a) Full range or world class service hotels which provide all
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possible services and can be compared to a five star or a five star deluxe hotel, b) Mid range
service hotels which can be compared to a 3-4 star hotel and c) Limited service or an economy

hotel which may be compared to a one or two star hotel of India.
29. Conference Hotels

These are hotels which are specially designed to accommodate group meetings. Most full service
hotels of this category offer overnight stay facilities to the conference delegates to make the
meeting a success. They also provide extensive leisure facilities such as golf course. Swimming
pool, fitness centre, jogging and hiking facility and may be spas also. They may usually operate
on special tariff for group such as an all inclusive tariff which includes room, meals, meeting
room, audio visual and other related services. Taj palace New Delhi is an example of

conference/convention centre.
30. All suite hotels

It is a relatively new concept in which the guestrooms of the hotel are with living room
or parlor. These rooms sometime have a small Kitchnette, a refrigerator and a sink for
washing of dish. The clientelee of such hotels are business people, vacationers and
professionals such as accountant and lawyers etc. People are more attracted to such
hotels as they get two rooms instead of one and can work and entertain in an area which

is separate from bed room. Usually such hotels provide complimentary continental breakfast.

25 SUMMARY

This chapter offered an introduction to a variety of aspects of industry. It began with an
overview of development of hotel industry. Downtown hotels once served railroad passengers
and still serve the needs of travelers who have business or entertainment interests in the centre

City. Motel and Motor hotels serve people traveling by car, as airport hotels do air-passengers.

Hotels can be classified according to various criteria such as size, star system, ownership,
other categories. Types of hotel properties according to price range include limited-service hotels
are designated by function. The location category includes downtown hotels as well as those in
the suburbs, those along the highways and interstates, and those near airports.
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The functional category includes executives conference centres, resorts, and health spas.
Health spas are increasingly found in resort hotels and time sharing is one of the fastest growing
travel and tourism segments. Additional types of hotels include those offering a particular,

distinctive style, such as all suite hotels, extended stay hotels, boutique hotels.

Hotel guests can be grouped according to the purpose of their travel. The highest
percentage of travellers are business travellers (54 percent), with 46 percent being on vacation or

travelling for personal reasons.

Business travellers have a growing and distinct need for certain hotel services and guest
room amenities increasingly, these are tied to technological needs, such as access to the internet
and data ports in guest rooms, as well as newer technological advances such as wireless access
for laptop computers. Hotels are also adapting services and amenities for the growing percentage

of international travelers, senior travelers, female travelers and families traveling with children.

2.6 KEYWORDS

1. Resorts:- Resort hotels are located at resort places such as islands, Exotic locations, hill

stations, beaches and health resorts and spas.
2. Motels:- Motels, motor hotels and motor courts are designed to serve the needs of motorists.
3. Commercial Hotels:- Hotels situated in the heart of the city.

4. Boutique hotels:- A new concept in India. It is small but very expensive hotel. They are

different from the hotels in that each room ha