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~  EMPLOYEE AWARENESS

Distribute this checklist to all hotel
employees--
Enlist their help in making your hotel the
safest place to work and stay!
Report Suspicious Activities

A person roaming the hotel

A person in an unauthorized area

A person checking doors

A person calling more than one room from a

house phone

A person dressed as a hotel employee who is

not

A person asking to buy keys
A person sitting in a parked vehicle
A person roaming the parking lot
A person screaming or crying for help
Anything out of the ordinary

Alert your supervisor when you find:
Broken or inoperative electronic and / or

secondary locks
Lights burned out
Blocked or inoperative door one-way viewers
Missing window stops or locks

Broken or missing sliding glass door locking

devices

Guest room or other keys

AT i 155

Tell them that they must go to the front desk if
they don't have their key

Tell them that this policy is for their protection
Special recommendations for Housekeeping
Never open more than one guest room at a
time
Keep the guest room door closed when
cleaning the room

Always keep your pass key attached to your
body/clothing

Do not allow someone into the room you are

cleaning unless they are the registered guest

They should have a key to that room and

should use it for access

If they do not have their key, ask the guest

to return to the front desk.
When you find a guest room card key

Put it into the lock box on your cart

immediately

If you do not have a lock box, keep it in

your pocket
When leaving a guest room

Verify that the adjoining room door is
locked

Verify that all windows and sliding doors

are locked
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INNKEEPING LAW...
WHAT YOU NEED TO KNOW

AT 4 32

Emplover Reporting & recordkeeping

Requirements
A commonly overlooked mandate of

Employment Practices Liability:

All Employers Are Potential Targets

Employees or potential employees can bring
legal action against their employers or potential employment discrimination is the requirement that
employers for any of the following causes: all employers retain certain personnel records and
Sexual harassment; discrimination; wrongful that certain employers compile data regarding the
termination; failu9re to employ/promote; breach racial, ethnic and gender diversity of their work
of employment contract. forces. The following is a list of the requirements
Now is the time to take action, before you are with which all employers should be familiar.
sued. As an employer, there are two major steps
that you should consider/take action on. Applicant Identification Records

For recordkeeping purposes, all employers
Develop An Employment Practices Plan must maintain data on the race, sex and national
The elements that should be included in an origin of each job applicant and the job for which
employee handbook are: Hiring practices; he or she applied. If the data is to be provided on
handling employee problems; responding to an identification form, the form must be separate
complaints; termination of employment. or detachable from the application itself.

Employers must retain either the original
Consider Liability Insurance documents used to identify applicants or must
Unfortunately, most standard insurance keep statistical summaries of the collected
policies exclude employment practices liability. information for a period of two years from the date
You must purchase a specialized policy. You it was received.
should contact your insurance professional to Records regarding the sex, race or national
discuss and ask for a quotation or proposal. origin of any individual accepted for employment
Some important considerations to include are:

Who is insured? What is excluded? Are limits

must be kept separately from the employee! S
main personnel file or other records available for
adequate? What about deductibles and co- those responsible for personnel decisions.

payments?



Personnel Records

All personnel or other employment
records made or kept by an employer dealing
with any employment practice and affecting any
employment benefit of job applicants or
employees must be retained for a minimum of
two years after the records are created, or the
date of the personnel action taken, whichever is
later.

Records that must be preserved once
made or kept include: Applications, Personnel
records or files, membership records or files, and
employment referral records or files.

The willful violation of the above
recordkeeping requirements is a misdemeanor,

punishable by fine and/or imprisonment.

Holiday Pay Not Required In California:

Terms Set By Emplovers

Many employers believe that holiday pay
is a legal requirement, It is not. There is no state
or federal requirement that a private employer
provide days off on holidays or pay a premium
for work performed on holidays.

A business is required to pay extra only if
it (has) a policy or agreement with employees to
pay holiday pay.

Holiday pay primarily is a matter of
contract between the employer and employee.
The Labor Commissioner does not set the terms
of the holiday pay if the employer does not
comply with those terms.

California employers are not required to
pay overtime (time-and-a-half) based upon

holiday pay worked. Accordingly, you do not
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add vacation hours or sick leave to hours worked
to determine if overtime is due.

For example, Memorial Day is a paid
holiday according to an agreement between the
employer and its employees.

The employees work a total of 40 hours
Tuesday through Saturday. It is not necessary to
add Memorial Day (8 hours) to the 40 hours
worked to pay overtime. The employer simply
would pay straight time for 48 hours.

The Labor Commissioner considers
floating holidays to have the same characteristics
as vacations days. If an employee terminates
before taking one or more of these ' floaters’ |
they must be paid at termination, just as accrued
vacation must be paid.

A terminated employee can file a claim for
unpaid holiday pay and vacation pay with the
Labor Commissioner.

In addition, the terminated employee can
file a claim for waiting-time penalties Under
Labor Code Section 203. Therefore, it is important
to pay terminated employees immediately.

Those employees who quit and give at
least 72 hours notice must be paid on the last day
of employment.

Employees who quit without notice must wait 72
hours and then return and request their wages.

An exception to returning is when an
employee requests that the pay be mailed to
him/her. The employer then has 72 hours to mail
the check. The postmark is the controlling date.

Employers are not allowed to wait until the

next regular payday to pay terminated employees.
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SECURITY IS EVERYONE'S JOB

otels in the Holiday Hospitality family
come in all sizes and shapes with various
staffing and service levels, but regardless of the
size, shape or service level, all hotels need a
security program. Although each security program
should be customized for the hotel in which it will
be used, there are many common items. For
instance, part of every hotel employee's job should
be the security of the guests and the guest" S
belongings, other employees and the hotel assets.
Security across this broad spectrum can only be
provided effectively through a team effort of the
hotel staff. Every staff member should be aware
that they have security responsibilities. These
responsibilities should include:
Reporting suspicious activities such as:
== A person in an unauthorized area.
-= A person checking for unlocked guest
room or storage room doors.
== A person dressed as a hotel employee who
is not one.
== A person sitting in a parked vehicle
for an extended period of time.
Alerting their supervisor when security
equipment such as locks, lights and doors are
found to be inoperable. If all employees are

familiar with and follow the above tips, your
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By Wendell Couch, Director-Technical Services

security program.

The next step in building the program should be
including specific security responsibilities in the job
training for each employee position. Since the
housekeeping and engineering staff are moving
about the property continuously, they should be the
backbone of the hotel security effort. Consider
including items such as the following in the
housekeeping and engineering training programs:

Never open more than one guest room door at a

time.

Clean or service guest rooms with the entrance

door closed.

Place recovered room cards in a locked box on

your cart.

Before leaving a guest room, verify all security

devices are operational.

Leave the guest room in a secure condition.

Never open a guest room without verifying the

individual is the registered occupant of the room.
Keep your master key attached to your uniform

at all times.

The front desk will play a key role in protecting
guest privacy. Front desk personnel job training
should include specific guest privacy items such as:

Requiring a photo identification or verifying

the information on the folio prior to issuing

a second guest room key or opening a roomn.



Not announcing the guest name or room
number during the check in process.
Telephone calls for guests should be directed
to a person and not a room number.
During the check in process, obtain the name
of every person staying in the guest room.
When requested, escort late arriving guests
to their guest rooms.
Not including guest information such as
credit card number and address on express
check-out folios.
Some hotels will have a designated security person
to supplement the security efforts of the employees.
The security officer is an extension of hotel
management. Hotel management should use the
following tools when appropriate to improve the
efficiency and effectiveness of the security officer.
Tours of the entire property should be
conducted approximately every hour. A
watchclock and key stations should be used
to document the rounds and supplement the
security officer’ s written activity log.
Supplementary duties such as escorting
cashiers and locking areas of the hotel
should be part of the security officer's written
responsibilities.

The hotel should provide the officer with a
written patrol route to ensure all areas of the
hotel are visited. The route should be varied
to prevent the establishment of tour patterns.

All areas of the hotel should be visited during
the patrol.

Hotel management should monitor the effectiveness
of the security program and alter it when conditions
at the hotel change, special events occur or a security
incident occurs. The hotel should document all
changes in the security program so that the level of
security being provided is appropriate.

The One-Way Viewer

The one-way viewer is placed in the guest room
door to allow the guest to identify persons at his door
without opening it.

The viewer should be installed five feet from
the floor. By using the viewer, the guest should be
able to have a clear view of the area in front of the
door. The viewer used in rooms for disabled guests
should be placed 42 inches from the floor so it can
be used by a person seated in a wheelchair.

All hotels should check to see that there is
sufficient lighting in the hallways to allow guests to
identify anyone their doorway.

CH&MA GETS BUILDING CODE
- CHANGED TO ALLOW INNKEEPERS
. TO PROVIDE ADDITIONAL GUEST SECURITY

Unfortunately, far too many criminal actions
against hotel/motel guests take place when the
perpetrators gain access to the guest room through

windows. Up until now, there has been little that

Yhdk g Ao M ARAE N g

innkeepers could do to keep the windows
permanently locked, or "fixed," or to restrict the
open space due to the wording of California's
Butlding Code and Fire Code. We are pleased to
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announce that on July 21 the California Building

Standards Commission voted to approve
CH&MA's petition to remedy this problem.
Specifically, the California Building Code
(CBC) and the California Fire Code (CFC) provide
that every sleeping room below the fourth floor in a
lodging property have "at least one operable
window or door approved for emergency escape or
rescue which shall open directly into a public
street, public alley, yard or exit court." The codes
also require that the emergency door or window
shall be operable from the inside to provide a full,
clear opening without the use of "separate tools."
The requirement for operable windows was
repealed from the codes in 1989 with respect to
high-rise hotels and motels with automatic
sprinkler systems (i.e., those with habitable space
75 feet or more high), but it still xists for low-rise
buildings (those under 75 feet in height). This
means that a high-rise hotel with a sprinkler system
1s not required to have operable
windowson the lowest three floors, but a six-story
(i.e., low-rise) hotel with the same type of fully
automatic sprinkler system is still required to have

such windows.

CH&MA has been informed that operable
windows at lower floor levels in hotels and motels
present significant guest security risks, as well as
serious risks related to child safety. Because guest
rooms on the lower floors of hotels and motels are
readily accessible from the ground, there is a
serious threat of criminal activity because of the
access which operable (i.e., fully operable)
windows provide. Similarly, the requirement for
fully operable windows presents an unnecessary
risk of harm to children who can, and do, fall out of

hotel/motel windows.

Because of these problems, CH&MA filed a
petition with the State Fire Marshal to amend the
CBC and the CFC to provide that hotels and motels
under 75 feet in height no longer have to provide
operable windows below the fourth floor. They can
now use ' fixed"" windows or restrict the window
opening to four inches as long as they have a
monitored fully automatic sprinkler system. These
new CBC and CFC provisions will be published
sometime in August and will become effective 180

days thereafter.

CH&MA recommends that all members survey
their properties to see if replacing or modifying
lower-floor windows would be advisable. If you
would like a copy of the exact language adopted by
the Commission, please contact Sue Norton at
CH&MA.

Reminder: Many innkeepers have installed
grates, bars, or grilles over the windows on the lower
floors in order to address these risks. If you are
considering doing this, don " forget that health and
Safety Code Section 13113.9 requires the State Fire
Marshal to adopt regulations which, among other
things, *“*Shall direct the consumer or installer to
contact the local fire department or local building
official to determine whether the city or county
requires that the burglar bars have release
mechanism on the outside for use by the fire
department in the event of a fire emergency.’’
Also, make sure any burglar bars you are considering
comply fully with the CBC and the CFC.
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THE CUSTOMER
SATISFACTION REPORT

Each month, this report features news and
information to help you focus on your customer
satisfaction goals. In this edition, we feature an
excerpt from a forthcoming book, Finding the
Profit in Customer Satisfaction (NTC, 1998).

Using Power Vocabulary

Absolutely! My pleasure! I'd be happy to, Mr.
Jones! Using the right words can make a sale or
reassure a loyal customer. In fact, the overall
customer experience is affected and often

determined by conversations with employees.

What is Power Vocabulary?

Power vocabulary are key words or phrases
that effectively deliver a message or feeling. Words
portray who we are, the image of our company and
immediately affect the customer experience.

Words not only affect thought but can also
affect behavior. For example, descriptions of hotel
restaurants should make the guest feel like trying
the restaurant. At the Parc Fifty Five Hotel, "Our
sports bar is a great place to enjoy yourself. We
have micro-brews and beer on tap and food that
makes you feel good like our homemade meatloaf

and our tri-color chili nachos!"

AT i 45 20

What's in a name?

A good customer relationship begins with
recognition. Everyone likes to be addressed by name
and appreciates personal attention. Some hotels
have introduced name recognition programs
that emphasize repeating the guest's name frequently
and maintaining eye contact. These programs
consider ways to obtain a customer's name without
having to ask (e.g., credit cards, luggage tags).
Finding out a customer name and using it is not hard

to do and makes a big impact.

Power words that create good feeling
* Welcome to...
* May I assist you?
* Of course!
* Please
* Certainly!
¢ I'd be happy to!
* My pleasure!
* Absolutely!
s Let me show you where it is!
» Have a wonderful day!

* Thank you!



Power words that sell rooms
« Beautiful/elegant/sophisticated
» Remarkable/exceptional
* Distinctly American
* Superior quality
» Generous comfort

» Affordable luxury

Power words to inspire confidence

in service

* Personal attention

* Careful attention to detail

* Pride in our work

* Reliable

* Exceptional

» Prompt service

« At your convenience

e Thank-you Mr. Jones, have a good evening. |
look forward to seeing you on your next trip to San

Francisco.

Power Behavior
* Speak slowly and clearly
» Smile when you greet a customer in person or
when answering the telephone
o Establish eye contact
* Avoid pointing out the direction. Escort the

customer to his destination.

Power thoughts
e Treat every customer as you would like
to be treated
» Ask yourself "what does this person need and

how can I provide it to the best of my ability?"

* If helpful, imagine that you are serving the
President of the United States, the Queen of

England or a movie star.

By re-evaluating personal vocabulary and
assessing the impact it has on customers, your
property can quickly and dramatically improve

customer satisfaction.

(This column is a joint production of WCCS and
CH&MA. WCCS produces THE PULSE, a
subscription-based

customer  satisfaction

measurement and tracking tool designed specifically

for the lodging industry. We welcome your feedback

to: Dr. Jonathan Barsky and Lenny Nash, WCCS,
415-296-7600.)



Effective Customer Service...
Your Ticket to Increased Occupancy

ne in three people is experiencing some
sort of mental health disorder because of

the stress of providing good customer service.

It costs five times as much to get a new customer
as it does for an old or repeat customer. Learn how

to keep those customers.

Sloan Management Review provided this outline
of what customer service means when perceived
by the customer: (1) Consistency in service (2)
Eager to please attitude among the employees.
Customers said nothing about making things
perfect, nothing about having no mistakes, they said
it is consistency and dependability and the "eager to

please" attitude.

Now when you're faced with a difficult customer,
you have three choices: Your can change, accept,
or leave. Change the difficult customer, work on

delivery of customer service or you can leave.

Do You Conduct Regular "Service Audits?"
Have you called to make a reservation? Have

you called to see how the phone is answered? To

see if your machine is working, and there is a

professional outgoing message on the machine, or

by Connie Merritt-CLIA

the secretarial service. Have you done that recently?

Do You Conduct Regular
"Environmental Audits?"

How does your environment strike people?
Have you had someone come in to do just a mystery
shop of your "Curb-side appeal?" All this plays into
the customers perception of what kind of service
they're going to get before they even meet your or
before they even use your facility. How do you
appear away from your property? Are you involved
in the community? Do people know you have that
property? Make sure you' ve got that audit process

going. You should conduct audits three times a year.

How many of you have money that you
spend on marketing to let people know you're good?
The amount that you might be willing to be
spending, if you're conservative, is 6% of gross;
moderate 0% of gross; really aggressive spend 12%
of gross. Marketing plays into customer service

because people have to know that you're good.

Write a Plan and Stick With it.
What does that mean? That means that you
ow have an excuse when someone comes to you and

says, "We have a really good deal on this ad!"
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Your response could be, "I make my decisions on
my advertising and the percentage of gross I'll spend
in February of each year - contact me in January."
They now have the perception that you are not an
easy mark and your money doesn't just dribble away.

Customer service means the "bottom line."

Do You Know What Your PI or PO Costs?
PI=Per Inquiry and PO-Per Occupied stay. Do

you know how much it costs you to advertise and

run your facility per night, per person? You need to

understand that.

Jay Levenson, the champion of marketers, says
that fewer than 10% of new small businesses
explore new ways to get the word out about
themselves. Here are Jay Levenson"s 10 reasons to

continue to market:

(1) The market is constantly changing.

(2) People forget fast,

(3) Competition is not going to quit.

(4) Continue to deliver the best customer service
to those who are providing you with word of
mouth advertising, this will strengthen your
own identity.

(5) It is essential to your survival and growth to
continue to market.

(6) It is a way to hold on to old customers. If you
hold on to the old customers you're not spending
5 times more to get that new one.

(7) When you are marketing smartly, you're
maintaining your own morale.

(8) You have an advantage over your competitors
who stop marketing.

(9) Marketing allows your business to continue
to operate.

(10) When you spend money on marketing, it's

money you can stand to lose.

"When you spend money on marketing, it's money
you can stand to lose" and I know that sounds weird,
but you have to understand that marketing is like
those slot machines out there - you have to be able

and willing to lose what you invest.

T. Scott Gross the guru is customer service, says
that it takes four major points to deliver "positively
outrageous service".

1. Be random and unexpected.

What can you do on your property that is

random and unexpected? Can you just knock on

the door and say, "Thought you might like some

fresh baked cookies," not to everyone, just
randomly.

2.  Be out of proportion to the circumstance to

deliver "positively outrageous service."

Tuesday nights at a restaurant are really slow, so

randomly on Tuesday nights the owner rings the

bell and announces that evervone's meal is free.

3. Invite the customer to play.

How can you be more playful, what would

make your property more fun - the aroma of

cookies baking? Clever T-shirts?

4. Create positive, compelling word of mouth.
How many times have you been done bad? How
many people did you tell? How fast did you tell
them? Turn it around so that your word of

mouth is always positive.



Mutuality

You need to be seen away from your property;
you need to have a charity; you need to be perceived
as doing good while you're doing well.

Hook up with someone who is not like you, but
maybe reaches the same customer base as you. Your
natural ally would be a restaurant, may be the corner
7-11. Think outside of the lines, who else could be a
natural ally for you?

Geographical allies would be your corner gas
station, laundry mat, corner market, real estate
offices, etc. Place your brochures, maps and info. In
their establishment.

The way to approach an ally is to emphasize
that you can do something for them. You bring a
customer base that they might not get on their own.

This is what I can do for you, this is how it

works together and this is how I'll benefit.

Personal Contact

The best way to keep in touch is the in-person
call. You have certain people that come back
frequently, every once in a while surprise them, call
and say, "Hi. How did our service strike you last

time you were here?"

A Most Powerful Tool: "Thank You"

Eight possible ways and times to say "thank you':

I Every time you do business.2 ~ When they

compliment you or your property.

3 When they give you feedback.

4 When they try something new i.e. try a more
expensive room,

5 When you get a referral from a customer send
them a thank you note and a 10% off coupon.

6 When they have been patient or impatient.
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7 When they've been prepared or they've make
your job easier.
& When they complain.

Connie Merritt, nicknamed "the Lion Tamer," speaks
and writes on building your business through
superior customer service. Connie was a keynote
speaker at CLIA's convention '95 in Reno. For
further information about the programs she offers,
please call 800-909-0091 or write to her at P.O. Box
9075, Laguna Beach, CA 92677.
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EXEFIRAT

Royal Electronic Lock & Supply, Inc.
1538 E. Lincoln Ave., Anaheim, CA 92805

o R A LTSS AFLOK LOCK

I #8  Micro Card Lock
=gt &% o SAFLOK & i £ WA i v
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| (Hilton, Hoilday Inn, Hampton Inn, Sherton,
|| Howard Johnson, Best Western,

. Choice Hotel System, Travelodge,

|| Comfort Inn, Day's Inn......)
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CALIFORNIA NEW HOTEL
DEVELOPMENT MARKET

In California, Orange County tops
total hotel rooms planned (totaling 8,555
rooms), but stands second behind Los
Angeles in number of hotel projects
underway, with 39 projects.

Other Orange County projects
planned but not yet submitted for approval
will push that total near the 10,000-room
mark. Los Angeles has 47 hotel projects
under development, totaling 8,165 rooms.
Alameda County is the third busiest in
hotel development with 30 projects, while
San Diego ranks fourth with 28 projects.

Marriott Hotels and its affiliated
brands (Residence Inn and Courtyard by
Marriott) leads the number of new
developments in California, with 28
projects either under construction or in the
planning stages. Ft. Lauderdale, Florida-
based Extended Stay of America has 26

new projects underway
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By Wilson Wang, Atlas Hospitality Group

Orange County will be home to three
of the largest 10 projects in the state. These
include the 750-room Grand California
Hotel at Disney's California Adventure in
Anaheim, a 600-room timeshare
development by Marriott Vacation Club at
Newport Coast.

Los Angeles and San Diego each have
two projects on the drawing board among
the ten in the state; others are located in
Riverside, San Francisco and El Dorado
Counties.

Southern California leads Northern
California in the number of new hotel
rooms planned or under construction as of
the end of August by a count of 25,598
versus 19,291. The total number of projects
encompassing those rooms, however, is
greater in Northern California, 178 versus

154 in Southern California.
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Nothing could be further from the truth. Every
business needs a marketing and promotion plan, on
paper, and it is more important than an operating
budget! Begin with a large calendar. Write in all of
the local festivals and special promotions for the
community sponsored by the Chamber of
Commerce or local non-profit groups. Consider the
potential of each activity for attracting out-of-town
visitors. Add the holidays that are likely to attract
out-of-town visitors. Focus your attention on those
activities and holidays most likely to provide you
with lodging or restaurant guests. Plan special
public relations, advertising and merchandising
activities for each of these events. Schedule when
the preparation for each of your marketing activities
must begin and when you will kick off each
campaign for customers. If you miss your own
deadline, forget it and move on. Don't waste time
catching up. You've already missed the opportunity.
Keep looking forward and planning new strategies
that will communicate you are an unusually good
place to stay or eat and worth trying because of that
distinctive difference.

Change your promotions often.

Change meets seasonal and theme needs, and
sameness Kills staff enthusiasm about the marketing
efforts. Involve your staff in thinking up creative
promotional strategies. Keep your costs low by
maximizing your free public relations activities.
Connect to the themes of local festivals, sites,
attractions, concerts, and other activitics that attract
out-of-town guests. Avoid investing in theme
merchandise that, if not sold, will be of little or no
value after the event passes. If you sell books, have
some attractive glossy labels printed for special
events. In most case,a quantity of 500 will be

sufficient. When you sell a book or other impulse
item that is not directly connected with the theme
activity that's going on at the time, place the sticker
on the book cover or other product at the point of sale.
Keep it simple, such as the theme logo for the event
and the words, "Napa Valley Wine Festival,1998."
Suddenly, your year-around generic item became a

memento of the festival.

Focus attention on the children.

Tourists bring their kids want souvenirs and
special treatment, or the adults left the children home
and need to take or send them something from the
trip. Think about what you can do to emphasize the
importance of the children. In the guest services
packet in your room, include post cards designed for
children. Offer to stamp and mail them from the desk
at no charge (20 ¢ will not hurt your bottom line).
Have children's game books at the front desk. Give
them to parents when they check in with their kids.
Always provide children's menu items in your
restaurant. Two mainstays are spaghetti and peanut
butter sandwiches. Provide milk with colorful straws.
Kids bring parents back. Provide safe toys for the
pool. If your pool is unattended, check out pool
baskets with toys from the front desk. It's extra
trouble, but it's worth the trouble if you want to build

strong repeat business.

Talk with your guest.

Most hotels treat guests as if they were non-
people. The check-in and check-out scenarios are so
memorized that the staff treats guests impersonally,
just like the last thousand who have filled out a
registration card, allowed their credit card to be
imprinted, designated smoking or nonsmoking,

requested a wake-up call, and been sent off to some



room down a long corridor. This may work with
tired business guests, but to be successful with
tourists, you must talk with them. Ask them where
they are from, what they have done on their
vacation that was fun, where they're headed next, if
they've ever been in the bare before, and if they'd
like some ideas of places to eat or sites to see.
Listen actively, and
respond in ways that show
interest in the guests as
unique people with their
own unique agenda for a
vacation. Share some of
your own experiences and
tell them what you really
enjoy doing right in your
won area. Make sure you
know their names and they
know your name. Speak to
them by name each time
you see them during their
stay. By the time they
leave, you will have won
them as repeat guests and
they will recommend your
hotel or restaurant to

everyone they tell about their vacation.

Train your staff to never act indifferently.

There is nothing that kills a hospitality
experience as quickly as perceived indifference.
Anything a guest asks for should be "no problem"
to a true hospitality operator. Marketing and
promotion of a business does not hinge around the
advertising campaigns-it hinges on the customer
service provided by the staff. That is the single most

important ingredient of a successful hospitality
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business. Always remember the lesson of the
pineapple. The ordinary pineapple gained
international recognition as the symbol of hospitality,
because in the old days of sailing ships, captains
would return home with fresh pineapples from the
West Indies, South Pacific, or South Africa, and after
going to their wife and family to renew the home
fires, they would place a
pineapple on their fence post
as an invitation to neighbors
to come over and learn about
the voyage and enjoy the
fruits and specialties brought
back from the trip. This form
of hospitality is the heart and
soul of our business and our
industry. Teach your staff to
enjoy extending hospitality to
every guest, especially
tourists, many of whom have
scrimped and saved all year
for a vacation, an experience
that they will cherish and
remember for years to come.
Make sure your staff does
their part to make these
memories positive and special. This is the essence of
hospitality, without which all of the marketing,

advertising, and public relations will be a total waste.
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CONT fCTED HOSPITALS

Alhambra Hospital 4= % %

Arcadia Methodist Hospital %A % 8 £
Bellwood General Hospital

Beverly Hospital B # 4] & %

Garfield Medical Center # & @ % %

Glendale Memorial Hospital

Good Samaritan Hospital

Greater El Monte Community Hospital % & % I%
Huntington Memorial Hospital 4% 3% 48 % &
Little Company of Mary Hospital

Monterey Park Hospital #4541 % it

Pacific Alliance Medical Center 4o % %

San Gabriel Valley Medical Center Z £ %k
St. Luke's Hospital

Whitter Hospital Medical Center

Physicians may vary depending on health plans or products
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L fo B £ 0 48 R AR TR 0 8)

CONTRACTED HEALTH PLANS
Aetna US Healthcare

BPS Health Plan

Blue Cross/CaliforniaCare #+5

é 2
Blue Shield/CareAmerica & &

Care 18T Health Plan L ;Z%
Chinese Community Health Plan # A4

Health Net

HealthMAX America Ii,{jw’s
Maxicare i
PacifiCare e

Private Healthcare System
Prudential Healthcare #
SCAN/Smartcare
UHP Healthcare
UNITEDhealthcare

Allied Physicians
/R

(888)282-2116 (626)282-2116
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Atlas Hospitality Group

"Market Leader im California Hotel Sales"

3152 Redhill Avenue, Suite 280
Costa Mesa, California 92626

Telephone: (714) 662-4400

Atlas

HOSPITALITY GROUP

Facsimile: (714) 662-5500
http://www.atlashospitality.com

E-mail: waw02@atlashospitaliry.com
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La Jolla Shores Inn, La Jolla, CA 39 Rms

Travelodge Ontario Central, Ontario, CA 33 Rms

Studio Lodge, San Bernardino, CA 144 Rms

Holiday Inn Riverside, Riverside, CA 296 Rims
Travelodge San Bernardino, San Bernardino, CA 91 Rims
Newport Bay Inn, Costa Mesa, CA 60 Rms

Tradewinds Motel, Laguna Beach, CA 23 Rms

Ramada Inn, Buena Park, CA 198 Rms

Newport Beach Inn, Newport Beach, CA 44 Rms
Portofino Suites, Newport Beach, CA 5 Rms

Lynwood Motel, Ridgecrest, CA 36 Rms

El Dorado Motel, Ridgecrest, CA 84 Rms

Holiday Inn Express Newport, Newport Beach, CA 50 Rms
American Inn, Ontario, CA 33 Rms

San Marcos Inn, San Marcos, CA 88 Rms

Pacific View Motel, Huntington Beach, CA 19 Rms
Vacation inn Old Town, San Diego, CA 124 Rms
Roadrunner Motel, Bakersfield, CA 50 Rms

Best Western Laguna Brisas Spa, Laguna Beach, CA 65 Rms
Days Inn Santa Clara, Santa Clara, CA 168 Rms
Midway Motel, San Diego, CA 52 Rms

Colony Inn & Goodies Cafe, Buena Park, CA 40 Rms
Homestead Motel, San Luis Obispo, CA 15 Rms
Bayview Laguna Inn, Laguna Beach, CA 23 Rms
Holiday Inn Express Poway, Poway, CA 47 Rms

Colony Inn National City, National City, CA 65 Rms
Quality Suites San Clemente, San Clemente, CA 66 Rms
Quality Inn Del Norte, Camarillo, CA 110 Rms

Pacific Shore Hotel, Santa Monica, CA 168 Rms
Vacation Inn El Centro, El Centro, CA 198 Rms
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Wilson Wang (V1) Ext.402
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LOTUS CAFE VEGETARIAN CUISINE % Tel:(714)385-1233

Fax:(714)385-1040
/ l N 1515 W. Champan Ave.,
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Fax:(714)750-9631
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E I UNIQUE PROFESSION
miﬁ GLASS & MIRROR INC.
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WALNUT GROVE
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SAN GABRIEL

1100 S. SAN GABRIEL BLVD. SAN GABRIEL CA 91776
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oomR CATHAY BANK

Cathay Bank, Your Partner to Achieve Excellence

Corporate Office: Los Angeles (213) 625-4700
Branch Offices:

Financing artner

Estat

ca

f you are looking for financing to expand your
Icurrent facility, acquire investment property or
build a new warehouse, Cathay Bank provides a
-broad range of commercial real estate financing
programs tailored to meet your varying banking
needs.

With over 36 years of banking excellence, our
experienced real estate specialists are committed to
quiding you through every phase of a project from
customizing your loan package to helping you
evaluate future growth opportunities when the project
is completed.

Property refinancing
Property purchase

. Construction only

. Construction with mini-permanent financing
Build to suits construction

For more 1nf0rmat|0n please call our
CommerCIal Real Estate and Construction Dept.

-at (:2 _1-3) 625-4740 or 4715, or one of our

branches nearest you.

Overseas Offices:

Los Angeles Hacienda Heights Torrance
(213) 625-4700 (626) 333-8533 (310) 791-8700
Monterey Park Westminster Cerritos
(626) 281-8808 {714) 890-7118 (562) 860-7300
Alhambra San Gabriel City of Industry
(626) 284-6556 {626) 573-1000 (626) 810-1088

Irvine San Jose Fremont Hong Kong

(714) 559-7500 (408) 238-8880 (510) 770-5151 (852) 2522-0071
Hill-Alpine Oakland Millbrae C.1.C.Taipei

(213) 346-3700 (510) 208-3700 (650) 652-0188 (886)(2) 2537-5057
Valley-Stoneman Cupertino Berkeley-Richmond

(626) 576-7600 (408) 255-8300 (510) 526-8898
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PKF Investments
1s the Key to your Success in
Hotel Investments

Helping Clients Buy, Sell, and Finance

Hotel & Motel Properties since 1935.
Our investment advisory services include

ik

N
’

- Hotel brokerage services, including land sales
- Localing private equity capital
- Development services
- Asset management
- Debl financing

W=

Select List of Investment Opportunities

Upper-End Limited Service Hotel

Oregon Interstate 5 location near airport and commercial

center. 120 rooms, interior corridors, in excellent physical
condition. Strong historical cash Tow. Management and

franchise available. Asking 3.3 x gross

Boutique Hotel
23 rooms near major Pacilic Northwest city.
Excellent condition.

Pacific Northwest Portfolio

Three independent properties, 475 units, upper-cnd,
interior corridor, limited-service. Excellent cash [Tow.
Asking $45,000/key. Individual or portfolio purchasc.

For further information, contact
Kiyoshi Sekine or Jim Garity at (415) 398-3862

Offices in
Atlanta, Boston, Houston,
Los Angeles, New York, Philadelphia,
Washington DC, Sun Francisco, and Singapore

INVESTMENTS

PRI Investments is a subsidiary of Hospitality Asset Advisors International
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HOTEL & MOTEL NEWSLETTER MONTHLY ADVERTISING RATE

€3 ) 8 ] VR A AR A
Frong Cover (Color) $2,000.00 Special for 2 or More Publishing $1,500.00
# &R ST 0 R LA AR

Back Cover (Color) $1,500.00 Special for 2 or More Publishing $1,000.00
# €34 W2 ) B A A AR

Inside Frong Cover(Color) $1,500.00 Special for 2 or More Publishing $1,000.00
&3 R 3BT A LA AR A

Inside Back Cover(Color) $1,500.00 Special for 2 or More Publishing $1,000.00
ZaHA A=A (B/W) 12T v A48 AR 5

Inside Other of Full Page $300.00 Special for 4 publishing $250.00
Zana+a (B/W) i ) vq 48 £ AR )

Inside Other of Half Page $250.00 Special for 4 Publishing $200.00
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Taiwan Hotel-Motel Association of Southern California
3001 Walnut Grove Avenue, #6, Rosemead, CA 91770

Tel: (626) 280-2207 (626) 280-1952 = Fax: (626) 280-2243

ADVERTISING ORDER
ADVERTISER
ADDRESS
PHONE: ( ) FAX: ( )

ADVERTISER HEREBY JOINTLY AND SERVERALLY AGREES TO PLACE ADVERTISEMENT IN
HOTEL & MOTEL NEWSLETTER AS FOLLOWS:

QUANTITY DESCRIPTION AMOUNT

PAYMENT IS DUE UPON SIGNING OF
THIS CONTRACT. ENCLOSED IS CHECK NO.

REPRESENTING ADVERTISER REPRESENTING T.I.LA.S.C.

DATE DATE
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MEMBERSHIP APPLICATION FORM
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B i 5k 23 W] 4 fiiCompany / Hotel name
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& HATH : TLAS.C.

A H4E < 3001 Walnut Grove Avenue, #6 Rosemead, CA 91770
NGRS ¢ (626)280-2207
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27620 Concord Ave. #128 Alhambra, CA 91803



ﬁ 72 Za ™ o g
ORIENTAL MARBLE HOUSE

STATE LIC #722896

EEHEE*EH!E ‘HEAeH BEHe

REFRRFBITRSECH » hE
BENEEE BTN - TRREREGE -

ALK S BTERG - KE -
FU e B ol -

TEL:(626) 308-0097'¢ FAX:(626) 308-0476
2300 W. Commemwealth Ave., Alhambra, CA 91803
email address: omhtony@aol.com.




