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Your Next Growth

We are an industny leader in the global hotel
market-With a portfolio of award-winning brands,
combined with our best-in-class systems, 1HG
can helpyon maximize your growth potential

Contact our Development Team to learn
how you can be a part of our success.

Calll866.933.8356, :
visit IHG.com/development ox
email development@IHG.com.
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A message from President
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Wilson Wang
President of THMASC

Since the explosion of AIG and
Leman Brother crisis, all major
economic systems around the globe
faced disastrous inflationary pressure
and capital shortage. While world
nations issued countless new economic
policies in the attempt to revitalize
micro and macro economy, the
American Disability Act 2010 Update

g AIG ~ Leman Brothersf5| 3§89
SHEARIE - 2IRSAERBEERR
fERBERREIRIRE BB TEP
o FERTRXRBRGH - ZER
BRERTE/\PIEURMAO R
K EIBHFS ARE RS20 1 05T EFS
IERABOVERET#R  IETV/AH Y2010

FRREAIBIES - WETER : - was published after long discussion and
202 =B+HABIERHT - revision by the Department of Labor,

and set March 15, 2012 as the enforcement date.
HERN B BT ERE A TR ARG
WS  SERBROSSERS | e oo Dbl oo
FEFEREAAMARTOORE - KT EELRA enjoyment to public access and facilities. Hoteliers,
BRI AN LR E I SRR IR B 2 655) - IRTEFRED being the top tier of the pyramid in the service
YIB8ta AR T (S HEE LRIV IELIREEDR industry, are facing the extraordinary challenges with

BHTRERRERERM - SEINERIRTE the new ADA update. Npt only we are challenged by
TSR - years of down turn in the travel demand and

tightening of financing sources, we are now facing
new challenges in rehabilitate the properties in order
to meet new guidelines and requirements under the
ADA regulations.

MERRY XMAS

President's Letter to the Members
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President's Letter to the Members

aln order to assist our members to prevent as much
unnecessary ADA litigations after the new update's
enforcement, we utilized this issue of the magazine to
conduct special reports by collecting and presenting as
much guidelines and regulations in connection to the
new ADA 2010 Update. Of course, the ADA Law is
complex, technical and extremely detailed, and it
would be impossible to cover everything in the
magazine. To further assist our members, we are
preparing an emergency workshop to present ADA
2010 Update to our members. The workshop will be
held on Monday, January 9, 2012 between 12:30PM -
5:30PM at the Ramada Plaza Anaheim. We are
planning to invite ADA specialists and equipment
vendors to explain the 2010 updates, as well as
introducing special purchase options and discount
programs to our members.

Although facing all these challenges, there is still
silver-lining at the horizon. According to Smith
Travel Research, almost all sub-markets in California
experienced high single or double digit growth in both
ADR and occupancy. As we experienced increase in
revenue, loss prevention though ADA preparness
becomes the second half of a hotel success. We are
cordially inviting our fellow hoteliers to attend our
emergency meeting on January 9, 2012,

Thank you for your support in our Association. I
would also like to take this opportunity to wish
everyone happy holidays and prosperous business in
2012,

Regards,
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Chairman BHE

FiETA Mr. Stephen Hsu

515 West Katella Ave,

Anaheim, CA 92802

(0)714-991-6868

(F)714-817-8588
e-mail:Stephen@ramadaanaheim.com

President &R

{ERB Mr. Wilson Wang
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Vice President Fj&E
EiB 8 Mr. Michael Wang
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e-mail:terry@apccusa.com
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HEEHE Mr. William Sze
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(0)800-503-6222
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e-mail:William@alliancebankcard.com
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¥ E M Mr. Peter Cheng
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Director X

1% Mr. Harry Lu
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e-mail:harryleu@gmail.com

Director ¥

BikfR Mr. Derrick chen

611 S. Westlake Ave

Los Angeles Ca 90057
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e-mail:dchen78998@gmail.com

Director BiEf

R#%# Mr. Paul Chang
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Pasadena, Ca 91107
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(F) :626-793-4713

e-mail: chinchincster@gmail.com

Director =

W Ms. Tina Wu
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City of Industry, Ca 91748
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Director B

FEEE Ms, Kitty Lo
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e-mail:kitty@nexmart.com.tw

Director #igs

F## Mr. Wayne Jiang
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Anaheim, Ca 92802
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Director #i=t
BIFESr Mr. Peter Liu
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k{6 Ms. Anita Ko

1045 E. Valley Blvd #A212
San Gabriel, Ca 91776
Tel:626-280-2207
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e-mail:thmasc1688@gmail.com
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BFRY 11:30AM - 5:30PM

ik - ZEHPEEHESSEE )5 ( Ramada Plaza Hotel Anaheim)
515 West Katella Avenue ,Anaheim, CA 92802
www.Ramada.-Anaheim.com
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TATWAN HOTEL & MOTEL ASSOCIATION OF SOUTHERN CALIFORNIA
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HOTEL & MOTEL NEWSLETTER MONTHLY ADVERTISING RATE
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Taiwan Hotel-Motel Association of Southern California
1045 E. Valley Blvd. #A212, San Gabriel, CA 91776
Tel: 626-280-2207 «  FAX: 626-280-2243

ADVERTISING ORDER
COMPANY:
NAME:
ADDRESS: TEL:
FAX:

ADVERTISER HEREBY JOINTLY AND SERVERALLY AGREES TO PLAGE
ADVERTISEMENT IN HOTEL & MOTEL NEWSLETTER AS FOLLOWS:
QUANTITY ; DESCRIPTION AMOUNT

PAYMENT IS DUE UPON SIGNING OF THIS CONTRACT.
PLEASE MAKE CHECK PAYABLE TO: THM.A.S.C.
Mail to: 1045 E. Valley Blvd. A212, San Gabriel, CA 91776
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Taiwan Hotel & Motel Association of Southern California
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Membership Application Form
¥ R4 £ Applicant’ s Name

(fx) Name
Address Tel:
Fax:
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#1 % :1045 E.Valley Blvd #A212 Tel:626-280-2207
San Gabriel, CA 91776 Fax:626-280-2243
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ADAAG RECREATION FACILITIES
SWIMMING POOLS, WADING POOLS AND SPAS

ADA SCOPING REQUIREMENTS:

242 Swimming Pools, Wading Pools, and Spas
242.1 General. Swimming pools, wading pools, and spas shall comply with 242.

242.2 Swimming Pools. At least two accessible means of entry shall be provided for swimming pools.
Accessible means of entry shall be swimming pool lifts complying with 1009.2; sloped entries complying
with 1009.3; transfer walls complying with 1009.4; transfer systems complying with 1009.5; and pool
stairs complying with 1009.6. At least one accessible means of entry provided shall comply with 1009.2 or
1009.3.

EXCEPTIONS:

1. Where a swimming pool has less than 300 linear feet (91 m) of swimming pool wall, no more than one
accessible means of entry shall be required provided that the accessible means of entry is a swimming
pool lift complying with 1009.2 or sloped entry complying with 1009.3.

2. Wave action pools, leisure rivers, sand bottom pools, and other pools where user access is limited to
one area shall not be required to provide more than one accessible means of entry provided that the
accessible means of entry is a swimming pool lift complying with 1009.2, a sloped entry complying with
1009.3, or a transfer system complying with 1009.5.

3. Catch pools shall not be required to provide an accessible means of entry provided that the catch pool
edge is on an accessible route.

Advisory 242.2 Swimming Pools. Where more than one means of access is provided into
the water, it is recommended that the means be different. Providing different means of
access will better serve the varying needs of people with disabilities in getting into and out of
a swimming pool. Itis also recommended that where two or more means of access are
provided, they not be provided in the same location in the pool. Different locations will
provide increased options for entry and exit, especially in larger pools.

Advisory 242.2 Swimming Pools Exception 1. Pool walls at diving areas and areas along
pool walls where there is no pool entry because of landscaping or adjacent structures are to
be counted when determining the number of accessible means of entry required.

242.3 Wading Pools. At least one accessible means of entry shall be provided for wading pools.
Accessible means of entry shall comply with sloped entries complying with 1009.3.

242.4 Spas. At least one accessible means of entry shall be provided for spas. Accessible means of entry
shall comply with swimming pool lifts complying with1009.2; transfer walls complying with 1009.4: or
transfer systems complying with 1009.5.

EXCEPTION: Where spas are provided in a cluster, no more than 5 percent, but no fewer than one, spa
in each cluster shall be required to comply with 242.4.
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ABA SCOPING REQUIREMENTS:

F242 Swimming Pools, Wading Pools, and Spas

F242.1 General. Swimming pools, wading pools, and spas shall comply with F242,

F242.2 Swimming Pools. At least two accessible means of entry shall be provided for swimming pools.
Accessible means of entry shall be swimming pool lifts complying with 1009.2; sloped entries complying
with 1009.3; transfer walls complying with 1009.4; transfer systems complying with 1009.5; and pool
stairs complying with 1009.6. At least one accessible means of entry provided shall comply with 1009.2 or
1009.3.

EXCEPTIONS:

1. Where a swimming pool has less than 300 linear feet (91 m) of swimming pool wall, no more than one
accessible means of entry shall be required provided that the accessible means of entry is a swimming
pool lift complying with 1009.2 or sloped entry complying with 1009.3.

2. Wave action pools, leisure rivers, sand bottom pools, and other pools where user access is limited to
one area shall not be required to provide more than one accessible means of entry provided that the
accessible means of entry is a swimming pool lift complying with 1009.2, a sloped entry complying with
1009.3, or a transfer system complying with 1009.5.

3. Catch pools shall not be required to provide an accessible means of entry provided that the catch poo/
edge is on an accessible route.

Advisory F242.2 Swimming Pools. Where more than one means of access is provided
into the water, it is recommended that the means be different. Providing different means of
access will better serve the varying needs of people with disabilities in getting into and out of
a swimming pool. Itis also recommended that where two or more means of access are
provided, they not be provided in the same location in the pool. Different locations will
provide increased options for entry and exit, especially in larger pools.

Advisory F242.2 Swimming Pools Exception 1. Pool walls at diving areas and areas
along pool walls where there is no pool entry because of landscaping or adjacent structures

are to be counted when determining the number of accessible means of entry required.

F242.3 Wading Pools. At least one accessible means of entry shall be provided for wading pools.
Accessible means of entry shall comply with sloped entries complying with 1009.3.

F242.4 Spas. At least one accessible means of entry shall be provided for spas. Accessible means of
entry shall comply with swimming pool lifts complying with1009.2; transfer walls complying with 1009.4; or
transfer systems complying with 1009.5.

EXCEPTION: Where spas are provided in a cluster, no more than 5 percent, but no fewer than one, spa
in each cluster shall be required to comply with F242.4.
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ADAAG SECTION 1009

1009 Swimming Pools, Wading Pools, and Spas

1009.1 General. Where provided, pool lifts, sloped entries, transfer walls, transfer systems, and pool
stairs shall comply with 1009.

1009.2 Pool Lifts. Pool lifts shall comply with 1009.2.

Advisory 1009.2 Pool Lifts. There are a variety of seats available on pool lifts ranging from sling seats to
those that are preformed or molded. Pool lift seats with backs will enable a larger population of persons
with disabilities to use the lift. Pool lift seats that consist of materials that resist corrosion and provide a
firm base to transfer will be usable by a wider range of people with disabilities. Additional options such as
armrests, head rests, seat belts, and leg support will enhance accessibility and better accommodate
people with a wide range of disabilities.

1009.2.1 Pool Lift Location. Pool lifts shall be located where the water level does not exceed 48 inches
(1220 mm).

EXCEPTIONS:

1. Where the entire pool depth is greater than 48 inches (1220 mm), compliance with 1009.2.1 shall not
be required.

2. Where multiple pool lift locations are provided, no more than one pool lift shall be required to be
located in an area where the water level is 48 inches (1220 mm) maximum.

1009.2.2 Seat Location. In the raised position, the centerline of the seat shall be located over the deck
and 16 inches (405 mm) minimum from the edge of the pool. The deck surface between the centerline of
the seat and the pool edge shall have a slope not steeper than 1:48.

water

pool deck 3

Figure 1009.2.2 Pool Lift Seat Location
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1009.2.3 Clear Deck Space. On the side of the seat opposite the water, a clear deck space shall be
provided parallel with the seat. The space shall be 36 inches (915 mm) wide minimum and shall extend
forward 48 inches (1220 mm) minimum from a line located 12 inches (305 mm) behind the rear edge of
the seat. The clear deck space shall have a slope not steeper than 1:48.

water
pool deck ( }

II

T r—— B

| 12
| 305

36 min

d b o o
48 min
1220

Figure 1009.2.3 Clear Deck Space at Pool Lifts

1009.2.4 Seat Height. The height of the lift seat shall be designed to allow a stop at 16 inches (405 mm)
minimum to 19 inches (485 mm) maximum measured from the deck to the top of the seat surface when in

the raised (load) position.

__pool deck |

Figure 1009.2.4 Pool Lift Seat Height

1009.2.5 Seat Width. The seat shall be 16 inches (405 mm)} wide minimum.

1009.2.6 Footrests and Armrests. Footrests shall be provided and shall move with the seat. If provided,
the armrest positioned opposite the water shall be removable or shall fold clear of the seat when the seat

is in the raised (load) position.

EXCEPTION: Footrests shall not be required on pool lifts provided in spas.
1009.2.7 Operation. The lift shall be capable of unassisted operation from both the deck and water
levels. Controls and operating mechanisms shall be unobstructed when the lift is in use and shall comply

with 309.4.

24 Advisory 1009.2.7 Operation. Pool lifts must be capable of unassisted operation from both the deck and !
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water levels. This will permit a person to call the pool lift when the pool lift is in the opposite position. It is
extremely important for a person who is swimming alone to be able to call the pool lift when it is in the up
position so he or she will not be stranded in the water for extended periods of time awaiting assistance.
The requirement for a pool lift to be independently operable does not preclude assistance from being
provided.

1009.2.8 Submerged Depth. The lift shall be designed so that the seat will submerge to a water depth of
18 inches (455 mm) minimum below the stationary water level.

stationary water level

poal deck

18 min

Figure 1009.2.8 Pool Lift Submerged Depth

1009.2.9 Lifting Capacity. Single person pool lifts shall have a weight capacity of 300 pounds. (136 kg)
minimum and be capable of sustaining a static load of at least one and a half times the rated load.

' Advisory 1009.2.9 Lifting Capacity. Single person pool lifts must be capable of supporting a minimum

Pool lifts should be provided that meet the needs of the population they serve. Providing a pool lift with a

|
I weight of 300 pounds (136 kg) and sustaining a static load of at least one and a half times the rated load. '
|

weight capacity greater than 300 pounds (136 kg) may be advisable.

1009.3 Sloped Entries. Sloped entries shall comply with 1009.3.

Advisory 1009.3 Sloped Entries. Personal wheelchairs and mobility devices may not be appropriate for
submerging in water. Some may have batteries, motors, and electrical systems that when submerged in
water may cause damage to the personal mobility device or wheelchair or may contaminate the pool

' water. Providing an aquatic wheelchair made of non-corrosive materials and designed for access into the |

- water will protect the water from contamination and avoid damage to personal wheelchairs or other
mobility aids.

1009.3.1 Sloped Entries. Sloped entries shall comply with Chapter 4 except as modified in 1109.3.1
through 1109.3.3.

EXCEPTION: Where sloped entries are provided, the surfaces shall not be required to be slip resistant.
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1009.3.2 Submerged Depth. Sloped entries shall extend to a depth of 24 inches (610 mm) minimum and
30 inches (760 mm) maximum below the stationary water level. Where landings are required by 405.7, at

least one landing shall be located 24 inches (610 mm) minimum and 30 inches (760 mm) maximum below
the stationary water level.

EXCEPTION:
In wading pools, the sloped entry and landings, if provided, shall extend to the deepest part of the wading

pool.

[ stationary wator leve — 24-30
e B = % AP
| RESs . :

i s

J., landing 1

Figure 1009.3.2 Sloped Entry Submerged Depth

1009.3.3 Handrails. At least two handrails complying with 505 shall be provided on the sloped entry. The
clear width between required handrails shall be 33 inches (840 mm) minimum and 38 inches (965 mm)
maximum.

EXCEPTIONS:
1. Handrail extensions specified by 505.10.1 shall not be required at the bottom landing serving a sloped

entry.

2. Where a sloped entry is provided for wave action pools, Leisure Rivers, sand bottom pools, and other
pools where user access is limited to one area, the handrails shall not be required to comply with the
clear width requirements of 1009.3.3.

3. Sloped entries in wading pools shall not be required to provide handrails complying with 1009.3.3. If
provided, handrails on sloped entries in wading pools shall not be required to comply with 505.

width of sloped entry

33-38

dJ40-U65

Figure 1009.3.3 Handrails for Sloped Entry
1009.4 Transfer Walls. Transfer walls shall comply with 1009.4.

1009.4.1 Clear Deck Space. A clear deck space of 60 inches (1525 mm) minimum by 60 inches (1525
mm) minimum with a slope not steeper than 1:48 shall be provided at the base of the transfer wall. Where
one grab bar is provided, the clear deck space shall be centered on the grab bar. Where two grab bars
are provided, the clear deck space shall be centered on the clearance between the grab bars.
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Figure 1009.4.1 Clear Deck Space at Transfer Walls

1009.4.2 Height. The height of the transfer wall shall be 16 inches (405 mm) minimum and 19 inches
(485 mm) maximum measured from the deck.

16-19

406485

pool deck

~

Figure 1009.4.2 Transfer Wall Height

1009.4.3 Wall Depth and Length. The depth of the transfer wall shall be 12 inches (305 mm) minimum
and 16 inches (405 mm) maximum. The length of the transfer wall shall be 60 inches (1525 mm)
minimum and shall be centered on the clear deck space.

60 min
Vi /
1525

water | 12-16

%) 1 (3 » 195.405
-pool wall [ J[ y i FEEM

¢+ = \
pool deck

Figure 1009.4.3 Depth and Length of Transfer Walls

1009.4.4 Surface. Surfaces of transfer walls shall not be sharp and shall have rounded edges. 27
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1009.4.5 Grab Bars. At least one grab bar complying with 609 shall be provided on the transfer wall.
Grab bars shall be perpendicular to the pool wall and shall extend the full depth of the transfer wall. The
top of the gripping surface shall be 4 inches (100 mm) minimum and 6 inches (150 mm) maximum above
transfer walls. Where one grab bar is provided, clearance shall be 24 inches (610 mm) minimum on both
sides of the grab bar. Where two grab bars are provided, clearance between grab bars shall be 24 inches

{610 mm) minimum.

EXCEPTION: Grab bars on transfer walls shall not be required to comply with 609.4.

24 min 24 min 24 min
B0 B N\ S o

water £ waler T A - 4 T
-._‘[--pool wall | - pool wall

| . -

pool deck pool deck

{a) (b)
4-6

o r 100-180
ANTAC A A AN

pool deck

{c)
Figure 1009.4.5 Grab Bars for Transfer Walls

1009.5 Transfer Systems. Transfer systems shall comply with 1009.5.

1009.5.1 Transfer Platform. A transfer platform shall be provided at the head of each transfer system.
Transfer platforms shall provide 19 inches (485 mm) minimum clear depth and 24 inches (610 mm)
minimum clear width.
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Figure 1009.5.1 Size of Transfer Platform
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1009.5.2 Transfer Space. A transfer space of 60 inches (1525 mm) minimum by 60 inches (1525 mm)
minimum with a slope not steeper than 1:48 shall be provided at the base of the transfer platform surface
and shall be centered along a 24 inch (610 mm) minimum side of the transfer platform. The side of the
transter platform serving the transfer space shall be unobstructed.

——————————— B
|
|
- T’r o j |
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} platform : =
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‘ |
water | pool deck Lo ] d

60 min

1525
Figure 1009.5.2 Clear Deck Space at Transfer Platform

1009.5.3 Height. The height of the transfer platform shall comply with 1009.4.2.

1009.5.4 Transfer Steps. Transfer step height shall be 8 inches (205 mm) maximum. The surface of the
bottom tread shall extend to a water depth of 18 inches (455 mm) minimum below the stationary water
level.

' Advisory 1009.5.4 Transfer Steps. Where possible, the height of the transfer step should be minimized
to decrease the distance an individual is required to lift up or move down to reach the next step to gain
access.

8 max

stationary water level - 205 s Jr 1

18 min =
455 N iy /\,A,/\?zhm
\ l;{

e
Figure 1009.5.4 Transfer Steps

1009.5.5 Surface. The surface of the transfer system shall not be sharp and shall have rounded edges.

1009.5.6 Size. Each transfer step shall have a tread clear depth of 14 inches (355 mm) minimum and 17
inches (430 mm) maximum and shall have a tread clear width of 24 inches (610 mm) minimum.

29
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Figure 1009.5.6 Size of Transfer Steps

1009.5.7 Grab Bars. At least one grab bar on each transfer step and the transfer platform or a
continuous grab bar serving each transfer step and the transfer platform shall be provided. Where a grab
bar is provided on each step, the tops of gripping surfaces shall be 4 inches (100 mm) minimum and 6
inches (150 mm) maximum above each step and transfer platform. Where a continuous grab bar is
provided, the top of the gripping surface shall be 4 inches (100 mm) minimum and 6 inches (150 mm)
maximum above the step nosing and transfer platform. Grab bars shall comply with 609 and be located
on at least one side of the transfer system. The grab bar located at the transfer platform shall not obstruct

transfer.

EXCEPTION: Grab bars on transfer systems shall not be required to comply with 609.4.

(b}
ncividual grab bars continuous grab bars

(a)

Figure 1009.5.7 Grab Bars
1009.6 Pool Stairs. Pool stairs shall comply with 1009.6.
1009.6.1 Pool Stairs. Pool stairs shall comply with 504.

EXCEPTION: Pool step riser heights shall not be required to be 4 inches (100 mm) high minimum and 7
inches (180 mm) high maximum provided that riser heights are uniform.

1009.6.2 Handrails. The width between handrails shall be 20 inches (510 mm) minimum and 24 inches
(610 mm) maximum. Handrail extensions required by 505.10.3 shall not be required on pool stairs.
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Housing and Economic Recovery Act of 2008

As a result of the new tax regulation imposed by
the Housing and Economic Recovery Act of 2008,
the IRS is enforcing that proper reporting practices
are in place to account for electronic payments
transactions. As such:

e Merchant acquirers are subject to begin
reporting the transaction amounts via 1099 to the
IRS by January, 2012.

* You will receive a copy of the form just as you
receive other tax documentation for your business.

e This also means that the TAX ID information on
your processing account must match what the IRS
has on file.

Alliance Bankcard Services has found many
merchants currently being identified as having
invalid information. We have advised these clients
to complete the blank first page of the enclosed W9
form to reflect the correct Tax Filing Name, SSN or
Tax Identification Number, and Tax filing address on
file with the IRS. A complete W9 packet can be
found at the Internal Revenue Service (IRS)
website at www.irs.gov. Make sure you sign the
form and keep a copy for your reference, and
return the original back to your merchant service
company within 30 days.

It is extremely important that your merchant
service company receive your correct information in
a timely manner or else you may experience
delayed funding, and the IRS may hold at least
28% of your daily processing amount. We
recommend that you speak with a tax advisor to
discuss your business accounting procedures. If
you have any questions regarding this matter,
please call our support center at 1-800-503-6222.

The Payment Card Industry Data Security
Standard (PCI-DSS)

Is a worldwide information security standard
mandated by the Payment Card Industry Security

HRAE & T

Standards Council. The Standard was created
to help organizations that process card payments
prevent credit card fraud through increased
controls around data and its exposure to
compromises. You, as an owner, president, or
signer of the merchant agreement, will be
responsible for ensuring that your business
becomes PCI compliant. The Card Associations
require all merchants to be compliant at all times.
There are (2) main components to validate your
compliance, a compliance questionnaire, which is
performed annually and third-party vulnerability
scans performed on a quarterly basis. The
TrustKeeper program provides the merchant with
the ability to meet and maintain compliance with
all appropriate requirements. If you do not comply
with the security requirements of the Card
Associations, your business may be at risk of
compromise. At this point not only could your
business be adversely impacted by loss of critical
systems but you could be subject to fines up to
$500,000 per incident, should you be
compromised. At Alliance Bankcard Services, we
will help you every step of the way to validate
your compliance. In the case of a hotel merchant,
chances are you are taking a majority of
face-to-face customer transactions. We offer the
lowest prices on credit card terminals, software,
and other equipments. If you don't already have
one, you'll need a free merchant account to
establish a connection between your bank and
major credit card processors. If you have a
merchant account, we can offer you a turnkey
retail package that includes a credit card terminal,
pin pads, printers, and any other equipment that
fit your needs.
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Seven Mistakes Bosses Make That Drive Employees Crazy

7T R

If there's one thing even more mystifying than the
meaning of life itself, it's the success of the
TripAdvisor website. Just how bereft of common
sense do you have to be to take the advice of
anonymous strangers on something as important
as a hotel stay?

If there's one thing even more mystifying than
the meaning of life itself, it's the success of the
TripAdvisor website. Just how bereft of common
sense do you have to be to take the advice of
anonymous strangers on something as important
as a hotel stay? And that is even without
considering how many reviews, if positive, were
planted there by the hotel, its staff, and the sneaky
little companies that do so for a fee; or, if they are
negative, are put up by rivals. Small wonder that
the Advertising Standards Authority is to investigate
the provenance of the reviews upon which so
many, apparently, set such store.

Even if the site managed to expunge all the
fraudulent and fictitious reviews, there is still the
issue of subjectivityy One person's "firm,
comfortable bed" is, if you think about it for a
nanosecond, another's "hard, unforgiving mattress"
- and one's "fun-loving laid-back staff" is liable to
be another's "insolent waitresses lacking respect”.
All in all, when it comes to choosing a hotel,
TripAdvisor is about as useful as a 60-year-old AA
Guide.

So what to do? I must have booked hundreds
of hotels down the years, and can recall only one
truly duff one (of which more anon). The iron rule
is never to make a reservation without first calling.
However beguiling the website, however
impressive the low-light photographs of the
conservatory restaurant, never book without first
dialling the hotel's number. Countless times I have
rung an attractive-looking place only for the phone
to take ages to be answered, or, when it finally is,
for a cold voice to sound entirely uninterested in
who you are and what you want. If they can't
exhibit the will to win before they have sold you a
room, they are very unlikely to discover it once
they have. (Hence a reason to spurn any hotel
which makes you ring a central reservations
number - you will not be speaking to the people
who will actually be looking after you.)

A hotel website can unwittingly reveal a lot.
Ones which make much of the alleged
personalities and interests of the owners should
sound loud alarms. My advice: never book a hotel
run by "characters". Similarly, shun establishments
whose website is illustrated by line drawings,
especially of the main building or its gardens.
There is no surer sign that, although Wren-like in
appearance and "on the outskirts of a mainly
Georgian town", the hotel is actually located next
to World of Leather.
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Give incomplete, unclear instructions

You give broad instructions regarding projects
and assignments in order to encourage creativity
among employees. Some thrive under these
circumstances while others flounder.

Meanwhile, you wonder why certain employees
make no attempts to move forward, try a novel
approach, or ask clarifying questions. The truth is
that they perceive that ambiguity relieves them of
accountability. Those who struggle believe that
inaction is preferable to outright failure.

Solution: Communicate  goals. Clarify
expectations. Check in with employees during early
phases of new initiatives. Give thorough, thoughtful
responses to questions. Quickly address problems
in a non-threatening way. Publicly commend those
who show innovative thinking and bias toward
action.
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Forget to train employees on marketing
promotions

Employees are not given adequate information
on your marketing promotions yet they are
accountable for determining customer eligibility,
explaining details, helping customers sort through
various options and fulfilling agreements.
Customers, on the other hand, are knowledgeable
of your company's promotional offers as well as
those of your competitors.

Solution: Never assume that your employees
think and act just like your customers. Before
launching a promotion, train employees on its
purpose, goals and all details related to successful
execution.
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o 125 Pacific Coast Highway
HO”deh‘lﬂ Hermosa Beach, California 90254, United States

EXpreSS Hotel Reception: 1-310-798-9898

Hotel Fax: 1-310-372-0355

Whether you are coming to the South Bay Area for Total Rooms: 80 Free Parking

business or just for fun, your room at the Holiday Inn Total Suites: 16 Free Local Phone Calls
Express Hermosa Beach is your personal retreat. You Interior Corridor Free Wireless/Wired

will have room to work, relax, and make the most of your Executive Rooms Internet

day. Hotel is only 0.5 mile from beach and 7 miles from Total Number of Floors: 3 24-Hour Business Center
LAX. We are within walking distance to Hermosa Beach and Express Start Hot Breakfast 24-Hour Snack Shop
Redondo Beach piers, King Harbor, exciting bars and FEMA Property Number:

restaurants.

Customer Reviews

“For our first trip to the "It is a very nice hotel "We have stayed at the
L.A. area, we had no for the price in a great HIX HB before, and it
idea where to stay. I location. It's a fairly never disappoints. The
wound up calling the easy and pleasant walk  hotel is undergoing
hotel and the front down to Redondo some renovation, but we
desk clerk Ricardo Beach and the many barely noticed the

really sold the hotel restaurants and construction. The new

http://www.hiehb.com




Featured Properties

Sale, Leasing Management, Tenant Representation, Landlord Representation

FO R SALE Former Motel 6
T AR 78 Rooms
Budget Inn 21,984 SF Building
510 NW Georgia Ave. 1983 Construction
Steve Liu Sweetwater, TX 79556 Off Interstate 20
! \ Pool and Manager's Quarter
Senior Associate
949 468 2385 Direct —
714 349 3547 Cell
LA FOR LEASE m 200,324 SF Shopping Center
DRE License #01323150 *0—4 ® Grocery & Drug Anchored
NAI CAPITAL - ORANGE COUNTY Diamond Hills Plaza ®  High Income Demographics
4650 Von K hve. - S
Newport Beach, CA 92660 2709-2841 S. Diamond Bar Bivd. = Sorekeat | greestasy
W pital co . 2] onument Signage Available
Dlamorid Bar, CA 91765 B 1,322 SF to 4,500 SF, Retail Shops
N,’\! (Ig|)|lal I B 1,408 SF & 2,999 SF Restaurants
() s ectru Spectrum Commercial Lending FOR YOUR LEND‘NG
takes pride in managing the
RECEIUM Eek: a0 e | NEEDS CALL!
details. We ensure your timely loan
funding by having the most trained and experienced team. Contact us to learn Tony Kim
more about how Spectrum Commercial Lending is changing lending. Vice President
NAI @T=-1alki=1 SBA 504 & 7a m Owner User and Investments m Refinances and | 714 315 8008 Tel
ST RS R e R Cash Out m Construction/Tenant Improvements tkim@contactspectrum,com

Commercial Real Estate Services, Worldwide.
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YVONNE CHAN
INSURANCE AGENCY, INC,
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Yvonne Chan @ V' Gk

B &
Lic.# 0057735, 0058793 1L -BHE- N3
o |  BUHERBERS

* L] ——— |
YAetna: ) @ g ow
sl
Blue Shield (5, ~ 1DRT- SR |
sLatel i 21t Century  yuonoowse rono e oo * 1|

BaE B 71 4-575-0088 Fax: 714-575-0044

1200 N. Jefferson St. Suite P Anaheim, CA 92807 (3 57, 91, 55, 22 & 5 FWY)




ATLAS HOSPITALITY GROUP

The Market Leader in California Hotel Sales
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2500 Michelson Drive, Suite 110, Irvine, CA 92612

Telephone: (949) 622 - 3402 Fax: (949) 622 - 3410 Atlas

Web: www.atlashospitality.com  Email: wilson(@ atlashospitality.com HOSPITALITY GROU
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CAL LIGHTING

3625 E. Philadelphia St. Ontario, CA. 91761
Tel: (909) 947-5200 Fax: (909) 947-5673
E-mail: edward@calighting.com

Website: www.calighting.com
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F|rst General Bank

o K B 81T

Arcadia Branch: Carpazmt& Office: San Gabriel Branch:
1127 South Baldwin Avenue 1744 South Nogales Street 801 E. Valley Blvd., Unit 103
Arcadia, CA 91007 Rowland Heights, CA 91748 San Gabriel, CA 91776
Tel: (626) 461-0288 Tel: (626) 820-1234 Tel: (626) 288-9288
Fax: (626) 461-0299 Fax: (626) 820-1299 Fax: (626) 280-1300
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www.fgbusa.com




SUPER 8 - Anaheim
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Super 8 Motel - Anaheim/Near Disneyland
915 S. Disneyland Dr. Anaheim, CA, 92801
Tel: 714-778-0350, Fax: 714-778-3878
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1-714-883-8000

Royal Electronic Lock & Supply, Inc
1538 E. Lincoln Ave. Anaheim, CA 92805
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INN-TERNATIONAL
; Phone 323-268-8886 Fax 323-268-6188

- www.vicinn7.com gwang@yvicinn7.com
(72 1455 Monterey Pass Rd., Suite 201
ol Monterey Park, CA 91754
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Buddhist Tzu Chi Foundation fpa¢ & # k2 &
1100 S. Valley Center Ave. San Dimas, CA 91773
909.447.7799 | www.us.tzuchi.org

http://jingsi.us.tzuchi.org
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Named by TIME as one of the world’s 100 most
influential people in 2011, Master Cheng Yen
speaks profound truths clearly and concisely. The
simple sayings collected in Jing Si Aphorisms
provide wisdom for life in four languages:
Chinese, English, Japanese, and Spanish.

Jing 81 Aphorisms

Inspiration in the Hotel Nightstand




% C F KENTRA R REBEAHIEE
[ (HILTON), &% (MARRIOTT)
BT R RS B S B Ry,
182 T4 B e B A A 183005 5
, ;J&Ee;%zoog FiBIERRE
TiE.

T AP ST AL THOL IDAY INN,
RAMADALL K2 BEST WESTERNZZ130
ZREBMBELEHRETIE.

* BAFVRFINM &SRR 4
AR A LR

K HHES BN ETTE

* ERIDACITY OF COMMERCET [if
AYISHOW ROOMZ:ERA &K,




i
“Always try our best to let you see the difference

and continue our dedication for exemplary service for
you and your business.”

Cltris Clhang — Ce Bosidint

We know the Art of Hospitality

We strongly believe that the knowledge of specialists is the best
insurance. We will not only be your insurance brokers but also your
entrusted partners in understanding your specific and unique

insurance needs and risks.

Team with expertise, dependability, fast response, and
comprehensive resources for Hospitality.
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1333 Westwood Blvd.
Los Angeles, CA 90024

Phone: 310.866.6009
909.267.8810
Fax: 310.235.0443

Email: chris_chang@grosslight.com
sean_chang@grosslight.com




