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Marriott Standard Operating Procedures
The hospitality industry is one of the world's largest and oldest industries. A Profile of the
Hospitality Industry provides an inside look to the strategies of this industry. This book reviews
the developments, challenges, and opportunities for the hotel, restaurant, foodservice and
gaming industries. The hospitality industry is unique in many aspects which makes this book a
must read for hospitality students, business students and those interested in management
strategy.
Excellence in customer service is the hallmark of success in service industries and among
manufacturers of products that require reliable service. But what exactly is excellent service? It
is the ability to deliver what you promise, say the authors, but first you must determine what
you can promise. Building on seven years of research on service quality, they construct a
model that, by balancing a customer's perceptions of the value of a particular service with the
customer's need for that service, provides brilliant theoretical insight into customer
expectations and service delivery. For example, Florida Power & Light has developed a
sophisticated, computer-based lightening tracking system to anticipate where weather-related
service interruptions might occur and strategically position crews at these locations to quicken
recovery response time. Offering a service that customers expect to be available at all times
and that they will miss only when the lights go out, FPL focuses its energies on matching
customer perceptions with potential need. Deluxe Corporation, America's highly successful
check printer, regularly exceeds its customers' expectations by shipping nearly 95% of all
orders by the day after the orders were received. Deluxe even put U.S. Postal Service stations
inside its plants to speed up delivery time. Customer expectations change over time. To
anticipate these changes, Metropolitan Life Insurance Company regularly monitors the
expectations and perceptions of their customers, using focus group interviews and the authors'
22-item generic SERVQUAL questionnaire, which is customized by adding questions covering
specific aspects of service they wish to track. The authors' groundbreaking model, which tracks
the five attributes of quality service -- reliability, empathy, assurance, responsiveness, and
tangibles -- goes right to the heart of the tendency to overpromise. By comparing customer
perceptions with expectations, the model provides marketing managers with a two-part
measure of perceived quality that, for the first time, enables them to segment a market into
groups with different service expectations.
This book tells the history, organizational structure, and management strategies of the
hospitality industry. The hospitality industry is a unique and diverse industry. This book tells the
history, organizational structure, and management strategies of the hospitality industry.
Traditionally an entrepreneurial business, the hospitality industry today includes organizations
ranging from small independent cafes and inns to large multinational corporations. The author
highlights key hotel, restaurant, and casino companies, and explains the concepts of
franchising, consortia, and management contracts. The book divulges how the hospitality
product is different from other industries: part service and part product, produced and
consumed simultaneously, and the role of the customer as part of the service process. The
book explains how perishable inventory and labor intensity affect hotels, restaurants, and
casinos. The author also reviews policies that promote or restrict tourism and travel, guest and
employee safety, labor regulations, food safety laws, and requirements for accommodations for
customers with disabilities. This text explains key strategic management decisions of the
hospitality industry. The author projects how global expansion and sustainability efforts are
shaping the industry, but also warns of the ongoing threats of pandemics and terrorism to
travel.
The Lean concepts and principles described in this book have revolutionized manufacturing
practice and business conduct in a manner similar to what Henry Ford’s system did for mass
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manufacturing. Lean production however, involves much more than the adoption of methods
and procedures, it requires a change in management philosophy that emphasizes relationship
building, trust, and responsibility being conferred to frontline workers and suppliers. Based on
three decades of teaching experience, Lean Production for a Competitive Advantage: A
Comprehensive Guide to Lean Methodologies and Management Practices introduces the Lean
philosophy and illustrates the effective application of Lean tools with real-world case studies.
From fundamental concepts to integrated planning and control in pull production and the
supply chain, the text provides a complete introduction to Lean production. Coverage includes
small batch production, setup reduction, pull production, preventive maintenance, standard
operations, as well as synchronizing and scheduling lean operations. Detailing the key
principles and practices of Lean production, the text also: Illustrates effective implementation
techniques with case studies from a range of industries Includes questions and completed
problems in each chapter Explains how to effectively partner with suppliers and employees to
accomplish productivity goals Designed for students who have a basic foundation in production
and operations management, the text provides a thorough understanding of the fundamental
principles of Lean. It also offers practical know-how for implementing a culture of continuous
improvement on the shop floor or in the office, creating a heightened sense of responsibility
and pride in all stakeholders involved, and enhancing productivity and efficiency to improve the
bottom line. Instructor’s material available – please contact: orders@taylorandfrancis.com or
call 1-800-634-7064 to request these materials.
4LTR Press solutions give students the option to choose the format that best suits their
learning preferences. This option is perfect for those students who focus on the textbook as
their main course resource. Extensively revised and reorganized, OM6 content includes a new
integrative case that moves from chapter to chapter 35 related questions; a new treatment of
value chain networks; greater emphasis on supply chain design; an all-new chapter devoted to
supply chain management and logistics; and many new feature boxes and cases. Important
Notice: Media content referenced within the product description or the product text may not be
available in the ebook version.
What makes a person successful? What makes them motivated, prosperous, a great leader?
Inside 50 Success Classics, discover the all-time classic books that have helped millions of
people achieve success in their work, their mission, and their personal lives. This brand new
updated edition of Tom Butler-Bowdon's guide to the texts that will help you find success in
your professional and personal life. Contains eight brand new chapters summarising recent
classics such as Grit by Angela Duckworth and Outliers by Malcolm Gladwell. Millions of us are
drawn each year to find the one great book that will capture our imagination and inspire us to
chart a course to personal and professional fulfillment. 50 Success Classics is the first and only
"bite-sized" guide to the books that have helped legions of readers unleash their potential and
discover the secrets of success. Mapping the road to prosperity, motivation, leadership and life
success, 50 Success Classics summarizes each work's key ideas to make clear how these
timeless insights and techniques can inform, inspire and illuminate a path to authentic
achievement. Tom Butler-Bowden presents this wide-ranging selection of enduring works in
the literary and the legendary: pioneering thinkers, philosophers and powerful leaders who
have shown us how to Think and Grow Rich, acquire The 7 Habits of Highly Effective People,
become The One-Minute Manager, solve the challenging puzzle of Who Moved My Cheese?
and discover The Art of Wordly Wisdom. From the inspirational rags-to-riches stories of such
entrepreneurs as Andrew Carnegie, Warren Buffet and Sam Walton to the leadership lessons
of Sir Ernest Shackleton, Eleanor Roosevelt, Abraham Lincoln and Nelson Mandela, 50
Success Classics goes back to the basics to find the classic books on staying true to ourselves
and fulfilling our potential. Practical yet philosophical, sensible yet stimulating, the 50 all-time
classics span biography and business, psychology and ancient philosophy, exploring the rich
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and fertile ground of books that have helped millions of people achieve success in their work
and personal lives.
Updated to include the current models, theories, and hospitality practices, Hospitality Strategic
Management: Concept and Cases, Second Edition is a comprehensive guide to strategic
management in the international hospitality industry. Author Cathy A. Enz uses the case study
approach to cover current topics such as innovation, entrepreneurship, leadership, ethics, and
franchising. Eight full case studies with exhibits and documents address the areas of lodging,
food service, tourism e-commerce, gaming, cruise lines, and airlines, making this book ideal for
executive level training courses or hospitality industry executives interested in developing their
strategic management skills.

Fundamentals of Management, 4/e, an abridged version of Management, 8/e, provides
up-to-date coverage to key functional areas (planning, organizing, leading, and
controlling) plus new research and examples, all in a brief format. From respected
author Ricky Griffin, this skills-based text gives instructors the flexibility to integrate their
own cases, exercises, and projects while continuing to provide them with a strong
theoretical framework.New! Each chapter also contains either a Technology Toolkit,
Business of Ethics, or Today' s Management Issues boxed feature. These are intended
to briefly depart from the flow of the chapter to highlight or extend especially interesting
or emerging points and issues relating to new technology and its role in management or
ethical issues and questions facing managers today.New! Test Preppers, located at the
end of every chapter, prompt students with true/false and multiple-choice quizzes to
gauge their retention and comprehension of chapter material. The answers are found at
the end of the text.New! HM e-Study Student CD-ROM is carefully tailored to
supplement and enhance the content of the text, including ACE self-tests, selected
videos, chapter outlines, company web links, a glossary, flashcards, learning
objectives, ready notes, self-assessment exercises, and chapter summaries. The CDROM is free with the text.Knowledgebank Icon in the text refers students to the new
Knowledgebank feature on the HM e-Study CD. Here they can find additional
information about particular topics in the text. It can also be used to find further
management knowledge or for a research project, and it can be found only on HM eStudy CD ROM.BuildingManagement Skills exercises appear throughout the text and
are organized around the set of basic management skills introduced in Chapter 1. The
Skills Self-Assessment Instrument helps readers learn something about their own
approach to management. Finally, an Experiential Exercise provides additional actionoriented learning opportunities, usually for group settings.Pedagogical features that
support learning are features throughout the text. In addition to the end-of-the-chapter
exercises, every chapter includes important learning objectives, a chapter outline, an
opening incident, boldface key terms, a summary of key points, questions for review,
questions for analysis, and an end-of-the-chapter case with questions.Eduspace, a
flexible, powerful, and customizable e-learning platform, provides instructors with textspecific online courses and content for Management, 4/e, Eduspace permits the
instructor to create part or all of their course online using the widely recognized tools of
Blackboard and quality text-specific content of Houghton Mifflin (HMCo). Instructors can
quickly and easily assign homework exercises, quizzes and tests, tutorials and
supplementary study materials. Pre-loaded material can be modified, or instructors can
add their own.
In the bestselling tradition of The HP Way, The Spirit to Serve describes how one of the
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most successful hoteliers of the twentieth century built Marriott International from a
respectable $50-million-a-year enterprise into the mammoth $9-billion multinational
giant of today. Told in the words of J. W. Marriott, Jr., The Spirit to Serve distills years
of hard-earned wisdom and experience into twelve timeless lessons that managers at
any level can implement in their own business lives.
A digital collection of the wisdom of the greatest thinkers in history. Six books in one
package.
Examine essential marketing disciplines and weapons! This essential book will show
you how to design a strategic marketing plan for any brand, product, service, or
business! It explains all of the major marketing disciplines and familiarizes you with the
marketing “weapons arsenal.” It also teaches you to conduct a marketing audit,
provides helpful sample worksheets and forms and includes case examples, a glossary
of marketing terms, and appendixes discussing sources of “marketing intelligence” and
professional marketing associations. This single volume provides a step-by-step
process (with short, clear examples) of how to develop a custom plan to fit any
business. In addition, it defines all of the business terms you’ll find inside and lists
additional resources to draw upon. With Marketing Your Business: A Guide to
Developing a Strategic Marketing Plan, you will explore: the process of selecting the
right strategy by defining your business strategy, assessing the most relevant focal
points, and choosing the marketing strategy that will work best for you the arsenal of
current marketing weaponry--advertising, budgeting, promotions, pricing, sales,
database marketing, public relations, packaging, legal issues, and more! the nature of
strategic marketing plans-competitive and environmental assessments, mission
statements, slogans, budgeting, goals and objectives, etc. key checklists and 13
sample work forms that will help you formulate your plan and much more! Ideal for use
by educators and students as well as businesspeople, Marketing Your Business brings
together everything you need to know to develop an effective strategic marketing plan
and put it into action!
Annotation Ryan, a freelance writer and consultant, offers techniques and tips for
writing effectively in any business situation and interviews successful business writers,
journalists, and senior executives on their backgrounds, methods, and attitudes.
Annotation (c)2003 Book News, Inc., Portland, OR (booknews.com).
In this age of globalization challenges--from economic uncertainty to emerging
markets--there are no mapped out answers for the international manager. Global
Explorers guides the global manager from the periphery to the center stage of
international business leadership. In a 1997 survey of Fortune 500 firms conducted by
authors J. Stewart Black, Allen J. Morrison and Hal B. Gregersen, virtually all
companies indicated there was a severe shortage of global leaders. The demand for
competent global leaders far outstrips the supply. Global Explorers provides the skills
and outlines the competencies future global managers need to fill the leadership gap.
Using extensive research, real-life examples, and 130 in-depth interviews with senior
executives representing 50 global companies, including IBM, Disney, Exxon and Sony,
Global Explorers suggests the reasons for the global leadership shortage, and identifies
the necessary skills to compete in the international marketplace. For managers who
want to safeguard their corporate future in these changing times, Global Explorers will
help them develop a personal program for developing and balancing the skills they
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need to become successful global leaders.
QUALITY AND PERFORMANCE EXCELLENCE, 8e presents the basic principles and
tools associated with quality and performance excellence through cutting-edge
coverage that includes the latest thinking and practices from the field. This proven text
has three primary objectives: familiarize students with the basic principles and methods,
show how these principles and methods have been put into effect in a variety of
organizations, and illustrate the relationship between basic principles and the popular
theories and models studied in management courses. Extremely flexible and student
friendly, the text is organized according to traditional management topics, helping
students quickly see the connections between quality principles and management
theories. Excellent case studies give students practical experience working with realworld issues. Many cases focus on large and small companies in manufacturing and
service industries in North and South America, Europe, and Asia-Pacific. Important
Notice: Media content referenced within the product description or the product text may
not be available in the ebook version.

In this era of emphasis on food safety and security, high-volume food processing
and preparation operations have increased the need for improved sanitary
practices from processing to consumption. This trend presents a challenge for
the food processing and food preparation industry. Now in its 5th Edition, the
highly acclaimed Principles of Food Sanitation provides sanitation information
needed to ensure hygienic practices and safe food for food industry personnel as
well as students. The highly acclaimed textbook and reference addresses the
principles related to contamination, cleaning compounds, sanitizers, cleaning
equipment. It also presents specific directions for applying these concepts to
attain hygienic conditions in food processing or food preparation operations. New
features in this edition include: A new chapter on the concerns about biosecurity
and food sanitation Updated chapters on the fundamentals of food sanitation,
contamination sources and hygiene, Hazard Analysis Critical Control Points,
cleaning and sanitizing equipment, and waste handling disposal Comprehensive
and concise discussion about sanitation of low-, intermediate-, and high-moisture
foods
Hotel Management and Operations, Fifth Edition provides a practical, up-to-date,
and comprehensive approach to how professionals across the industry manage
different departments within their operation. From the front office to finance, from
marketing to housekeeping, this resource offers advanced theory played out in
practical problems. Multidimensional case studies are a notable feature, with
complex management problems portrayed from multiple viewpoints; “As I See It”
and “Day in the Life” commentaries from new managers provide further realworld perspective. Covering the latest issues affecting the industry, this text gives
students and professionals an up-to-date, dynamic learning resource.
This book of tactical and practical BUSINESS techniques and case studies will
teach you how to do some things better, smarter and faster and learn how to do
new things all together. Avoid business mistakes and apply successful best
practices from these entrepreneurs and experts on 31 business topics from
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accounting to advertising, sales to marketing, legal to leadership and everything
in between.
The C.E.O. of Marriot International explains how he built his corporation, offering
elementary yet effective principles for motivating employees and cultivating
customer loyalty
During the thirty years prior to the Civil War, Americans built hotels larger and
more ostentatious than any in the rest of the world. These hotels were
inextricably intertwined with American culture and customs but were accessible
to average citizens. As Jefferson Williamson wrote in "The American Hotel" (
Knopf 1930), hotels were perhaps "the most distinctively American of all our
institutions for they were nourished and brought to flower solely in American soil
and borrowed practically nothing from abroad." Development of hotels was
stimulated by the confluence of travel, tourism and transportation. In 1869, the
transcontinental railroad engendered hotels by Henry Flagler, Fred Harvey,
George Pullman and Henry Plant. The Lincoln Highway and the Interstate
Highway System triggered hotel development by Carl Fisher, Ellsworth Statler,
Kemmons Wilson and Howard Johnson. The airplane stimulated Juan Trippe,
John Bowman, Conrad Hilton, Ernest Henderson, A.M. Sonnabend and John
Hammons.. My research into the lives of these great hoteliers reveals that none
of them grew up in the hospitality business but became successful through their
intense on-the- job experiences. My investigation has uncovered remarkable and
startling true stories about these pioneers, some of whom are well-known and
others who are lost in the dustbin of history.
Gain a clear understanding of the fundamental concepts and applications behind
today's operations and supply chain management with the reader-friendly
approach in Collier/Evans' popular OPERATIONS AND SUPPLY CHAIN
MANAGEMENT, 2E. The authors present detailed, solved problems throughout
this edition to illustrate key formulas and computations as you learn to complete
both manual and digital calculations using Excel spreadsheet templates and
other Excel models for optimization and simulation. New content examines
process analysis and resource utilization, analytics in OM, capacity
measurement, applications of linear optimization and other critical operations
management (OM) and supply chain management (SCM) topics. In addition, new
and proven review questions, experiential activities, problems and exercises as
well as feature boxes teach you how to work with the latest OM and SCM
concepts and tools. Important Notice: Media content referenced within the
product description or the product text may not be available in the ebook version.
Knowledge management (KM) has become an important business strategy in an
era of accelerated globalization, digitalization, and servitization of products and
services. Maximizing the use of organizational resources becomes fundamental
for continuous growth and prosperity. Organizations of various kinds such as
resource-based organizations, product-based organizations, as well as
knowledge-intensive service-oriented organizations require specific policies and
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support services to improve the knowledge management in their respective
organizations. Knowledge Management Strategies and Applications focuses on
the way organizations can create knowledge, share existing or new knowledge,
and disseminate them among the stakeholders, most importantly among the
employees, managers, customers, and suppliers. The selected topics are drawn
from several fields of studies and give a multidisciplinary outlook. The book will
be interesting not only for the researchers and students but also for the
managers who want to improve knowledge sharing and innovation capabilities in
their organizations.
Planning and implementing successful tourism programmes requires in depth
predictions of tourist behaviour. This title provides coverage of sense making,
planning, implementing, evaluating and administering tourism marketing and
management programmes. It offers useful descriptions, tools, and examples of
tourism management decision-making.
This book presents the Cube One framework, which provides a basis for
understanding, diagnosing, and improving organizational performance. It is
based on the premise that successful organizations enact practices that satisfy
three key constituents: the enterprise itself, customers, and employees. This
book offers a uniquely empirical approach by examining enterprise-, customer-,
and employee-directed practices. Validity evidence is provided by survey
research, studies of financial metrics, and the analysis of cases involving wellknown organizations (such as Google, Four Seasons, and Mayo Clinic). The
Cube One framework is equally applicable to organizations in the for-profit,
nonprofit, and government sectors. After reading this book, students and
scholars, as well as organizational practitioners in the fields of organizational
behavior and management, will find a practical approach to improving
organizational performance.
Marriott, hotels, resorts, business, hospitality, leadership, service, family In
Without Reservations, global business leader and hotel industry icon J.W. “Bill”
Marriott, Jr., shares both the story of and the recipe for the success of Marriott,
one of the world’s leading hotel companies. The company began with one familyrun root beer stand and grew over eight decades, through his leadership, into a
global corporation that is widely respected for the business it does and the way it
does business. In 1964, on the eve of being named president of the company,
Marriott’s father, founder and then-CEO J. Willard Marriott, Sr., tucked a letter in
his 32-year-old son’s desk drawer. The letter contained insights that proved
invaluable as Bill Jr. blazed the trail not only for his company, but for the
hospitality industry as well. The letter, printed in this book, provides timeless
advice for any person who aims to achieve success. Without Reservations is a
compilation of engaging stories that takes the reader behind the scenes as
events and decisions unfold.
Created through a student-tested, faculty-approved review process with input
from more than 150 students and faculty, Collier/Evans' OM5 provides a
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streamlined introduction to the core concepts, techniques, and applications of
contemporary operations management. This concise, engaging, and accessible
text is perfect for today's diverse learners. OM5 provides the latest examples
featuring companies students will recognize from the news as well as videos for
every chapter, case studies and end-of-chapter problems. Five additional
chapters online enable readers to delve further into the quantitative aspects of
operations management. Important Notice: Media content referenced within the
product description or the product text may not be available in the ebook version.
Winner of a 2009 Shingo Research and Professional Publication Prize Drawing
on his years of working with hospitals, Mark Graban explains why and how Lean
can be used to improve safety, quality, and efficiency in a healthcare setting.
After highlighting the benefits of Lean methods for patients, employees,
physicians, and the hospital itself, he explains how Lean manufacturing staples
such as Value Stream Mapping and process observation can help hospital
personnel identify and eliminate waste in their own processes — effectively
preventing delays for patients, reducing wasted motion for caregivers, and
improving the quality of care. Additionally, Graban describes how Standardized
Work and error-proofing can prevent common hospital errors and details root
cause problem-solving and daily improvement processes that can engage all
personnel in systemic improvement. A unique guide for healthcare professionals,
Lean Hospitals clearly elaborates the steps they can take to begin the proactive
process of Lean implementation. The book has an accompanying website with
more information. Mark Graban was quoted in a July 2010 New York Times
article about lean hospitals. *Given the increase in candidates from the health
services sector, the Lean Certification and Oversight Appeals committee has
approved Lean Hospitals by Mark Graban as recommended reading in pursuit of
the Lean Bronze Certification exam. Mark Graban speaks about his book on the
CRC Press YouTube channel.
A top business consultant presents an eye-opening guide to fast, effective
corporate change, based on successful experiences of organizations such as
Marriott Hotel and Seattle Metro. ""This approach made a real difference when
we needed to move fast"".--Donald Petersen, retired CEO, Ford Motor Company.
Examines the career paths, business achievements, leadership styles, business
strategies and industry impact of Fortune 500 and Global 500 corporate leaders,
as well as entrepreneurs and other notable businesspeople through in-depth
biographical narratives. For business and trade audiences.
Front Office or Front Desk of a hotel is the most important place. It is treated as the nerve
center or brain or mirror of the hotel. The first hotel employees who come into contact with
most guests when they arrive are members of the front office. These people are mostly visible
and assumed mostly knowledgeable about the hotel. Hotel Front Office Training Manual with
231 SOP, 1st edition comes out as a comprehensive collection of some must read hotel,
restaurant and motel front office management Standard Operating Procedures (SOP) and
tutorials written by http: //www.hospitality-school.com writing team. All contents of this manual
are the product of Years of Experience, Suggestions and corrections. Efforts have been made
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to make this manual as complete as possible. This manual was made intended for you to serve
as guide. Your task is to familiarize with the contents of this manual and apply it on your daily
duties at all times.
Discover the bridge between theory and applied research in the hospitality industry The
success of marketing programs is dependent on the knowledge of the trends in the
marketplace. Handbook of Marketing Research Methodologies for Hospitality and Tourism is a
comprehensive guide that clearly explains analyzing markets, utilizing qualitative and
quantitative research methodologies, applying findings to market, development, and marketing
strategies for the hospitality industry. The text contains detailed outlines and case studies of
several types of research, including feasibility studies, market assessment studies, and site
selection studies. Numerous graphic examples and presentation techniques are provided to
bridge between theory and applied research with ease. Handbook of Marketing Research
Methodologies for Hospitality and Tourism clearly details, all in a single volume, the application
of research methodology to the real world, as well as showing how to effectively communicate
findings and recommendations. This resource provides dozens of case examples and close
attention to clearly explaining all facets of market analysis. Part one discusses research and
methodologies, including primary and secondary data and integrative research. Part two
explores market analysis and assessment, including marketing assessment for development
planning and assessing focal points and intuitive techniques. The third part helps the reader
apply their learned research into strategies. The final section explains market analysis planning
and communications, including preparing a research-based business review and the effective
presentation of research findings. The text provides appendixes of essential data, and a helpful
glossary of terms. Topics in Handbook of Marketing Research Methodologies for Hospitality
and Tourism include: qualitative market analysis techniques and applications quantitative
market research and analysis techniques and applications approaches to organized site
selection studies, market studies, and project feasibility studies identification of the processes
and sources for key market data for projects, markets, and sites presentation and
communication techniques and strategies for market analysis and research findings the
relationship of market analysis and research to marketing and development strategy selection
and more! Handbook of Marketing Research Methodologies for Hospitality and Tourism is a
perfect resource for upper-level undergraduate students and graduate students in hospitality
colleges and schools; hotel and restaurant development and market research personnel in
hospitality corporations; and market research firms serving the hospitality industry.
OMCengage Learning
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