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ABSTRACT

This report seeks to examine the organization in which this writer
performed an internship as partial fulfillment for the Master of Arts in Arts
Administration degree granted by the University of New Orleans. Although
performed in a for-profit making rather than nonprofit setting, this internship,
performed at the Hotel Inter-Continental, makes a valuable contribution to my

professional career.

The internship began January 23, 1998 and ended on November 13,
1998. The reason this writer chose to perform the internship at a hospitality
lodging facility was to gain experience in VIP relations, managerial planning
and controlling, and overview of hospitality industry. The internship was
largely successful, as the writer gained the anticipated experience while making
a significant contribution to the ongoing operations of the Hotel Inter-
Continental. The writer is currently employed as a full-time employee as the

Assistant Guest Relations Manager.



CHAPTER 1
PROFILE OF ORGANIZATION

(THE HOTEL INTER-CONTINENTAL)

INTER-CONTINENTAL HOTELS CORPORATION.

Inter-Continental Hotels Corporation is owned by Bass PL.C which is a
leading leisure group operating in hotels, leisure retailing and branded drinks.
Now, Inter-Continental is operated as part of Bass’s hotel division, Holiday
Hospitality Corporation. Bass PL.C is a UK listed company which has
developed leading business position in the following three major industries.

e Holiday Hospitality is a leading global hotel company whose brands include
Holiday Inn, Holiday Inn Express, Crowne Plaza and Staybridge Suites by
Holiday Inn. It operates or franchises more than 2,400 hotels and 390,000
guestrooms in over 60 countries.

e In leisure retailing, Bass has a network of pubs and bowling centers. Bass
Taverns operates 2,500 managed pubs, including brands such as Vintage
Inns, Harvester, Toby, All Bar One, It’s A Scream and O’Neill’s.

e Bass Brewers is one of the major UK brewers of branded drinks including
Carling, Tennent’s, Worthington, Caffrey’s, Bass and Hooper’s Hooch.

Britvic Soft Drink is one of the leading producers of branded soft drinks



with brands such as Tango, Robinsons and Pepsi.

Inter-Continental is one of the most geographically diverse of all global
hotel companies operating in more countries than any other major upscale hotel
chain. The business consists of 187 hotels with 65,000 rooms in 69 countries.
The main brand is Inter-Continental (117 hotels), with some 44,000 rooms,
which in Bass’s view, is the leading brand in the global upscale market. Inter-
Continental has also developed a mid-scale brand, Forum, which currently
consists of 20 hotels. The remaining 50 hotels are Global Partner hotels and
independent hotels which have a joint marketing agreement with Inter-
Continental. There are a further 24 hotels in the pipeline which are expected to
join the system, the majority of which will be branded Inter-Continental. Inter-

Continental owns or has lengthy leases on 22 of the 187 hotels.

Over the years, the company has achieved a reputation for personalized
service, luxury product and geographic scope, making it a recognized name

among international business and leisure travelers.



The Inter-Continental Hotels and Resorts is guided by the following
corporate mission:
VISION OF INTER-CONTINENTAL HOTELS AND RESORTS
To be the leading global hospitality and travel group serving the world
community.
e To exceed consistently the customers’ expectations through quality and
innovation.
e To create an environment for employees that provides challenging and
rewarding opportunities for promotion and personal growth.

e To enhance the value of partnership for our hotel owners.

HOTEL INTER-CONTINENTAL NEW ORLEANS

Description of the Property

Developed with Pan American Life Insurance, the Inter-Continental
New Orleans opened in 1983 as part of IHC’s plans to expand in the United
States. The property is owned by Pan American Life Insurance and managed

by Inter Continental Hotels Corporation.

The Hotel Inter-Continental New Orleans is situated on the St. Charles

streetcar line and is within walking distance of the French Quarter, Louisiana



Superdome, and Morial Convention Center as well as major shopping and

entertainment attractions.

The property has 482 guestrooms, which are categorized into standard
room, superior room, deluxe room, business room, club floor room, junior suite
and theme suite. Each guest room features a dressing alcove with mini-
television, a built-in hairdryer and telephone extension in the bathroom. All
rooms are equipped with voice mail, cable TV and movie channel, coffee maker
and mini bar. The business rooms are fitted with modems and specially
designed writing desks. The Club Lounge that serves continental breakfast in
the morning and hors d’oeuvres in the evening is located on the Club Inter-
Continental floor. Twenty—four hour room service and same-day laundry and
valet service are standard conveniences for all guests. The health club and

outdoor pool are on the top floor.

The Hotel has one full-service restaurant, a pub, a lounge and a deli.
The Veranda restaurant offers three meals daily and Sunday Champagne Jazz
Brunch. Pete’s Pub is a popular spot for lunch and after-work cocktails. The
SweetCar deli serves breakfast pastries, fresh homemade pies, cookies and
cakes. The Lobby Lounge overlooks historic St. Charles Avenue and guests

are entertained by jazz musicians every night.



The Hotel also offers 28 meeting rooms consisting of over 34,000
square feet of conference and banquet space. The Pan American Life Center,
located in the Pan-American Life Insurance building, has a 252-seat
amphitheater. There are another nine rooms on the same floor for smaller
meetings. The Inter-Continental Conference Center is located on the atrium
level of the Hotel and offers seven meeting rooms. The Hotel offers a
complete inventory of audio and visual equipment services. There are also

technicians on staff to assist meeting planners.

The mission statement and objectives for Hotel Inter-Continental New
Orleans are as follows:
OUR MISSION STATEMENT:
To satisfy the customers,
both internal and external,

at a profit.

OBJECTIVE OF THE HOTEL INTER-CONTINENTAL:
To execute the guiding principles of customers come first.
e Customer Focus: Always be courteous & attentive. Anticipate your guests
needs.

e Communication: Listen actively, ask questions, and use positive body



language.

e Empowerment and involvement of every member of the staff: Meet the
need and follow-up.

e Innovation: Be resourceful. There is always more than one way.

e Continuous quality improvement: Always strive to be simply the best!

e Cost Effectiveness/Profitability: Do it right the first time.

Marketing

The property’s target market is illustrated in the following chart:

Revenue Share of Different Market Segments

4% 3%

Meeting Groups
B Corporate
OF.LT.

O Packages

MW Leisure Groups

These five segments are categorized into two broad segments:

individuals and groups. The frequent individual traveler (F.I1.T), corporations



and packages come under the individual segment while the meeting and leisure

groups come under the group segment. The meeting groups sub-segment alone,

which includes corporations, associations, incentives and trade fairs/exhibitions,
made a total of $9 million in 1997. This figure indicates that meeting attendees
and visitors are the property’s main customers. This fact does not come as a

surprise because New Orleans as a city is marketing itself as a convention city.

Marriott, Sheraton, Westin and Hilton are direct competitors of the
Hotel. The Hotel Inter-Continental’s strength lies in its reputation as a global
chain and as the only hotel in New Orleans that has received a four-diamond
rating. The property is also strategically located within the Central Business

District and within walking distance of major commercial buildings.

Human Resource Management

The property employs 382 part-time and full time employees and
approximately 100 casuals. There are 37 supervisory and managerial
personnel. In compliance with the Equal Employment Act, the employees are
demographically diverse. The minimum wage rate for an entry position is
$5.50 per hour, and the higher end of the wage scale is $8.00 per hour.

Employees are compensated according to seniority.



The goal of the Human Resource Department is to offer a strong

benefit structure to retain employees. According to the Human Resource

Director, Ms. Alice Frasier, employees’ benefits account for approximately

38% to 42% of the property’s revenue. Employees are offered four

comprehensive benefit plans. These plans are:

Retirement
Capital Accumulation
Master Group Health

Group Life Insurance.

Other benefits that are available to all employees include the following.

Free employee meals at the Employees’ Dining Room.

100% complimentary room accommodations at all Inter-Continental Hotels.
25% savings on food and beverage purchases.

Uniforms are cleaned free of charge. 50% off personal cleaning services.
Louisiana USA Federal Credit Union membership is available at a $10
membership fees.

Employees may earn $100 for each applicant referred, hired, and remaining

employed for six months.

Benefits that are available to all full-time employees are as follows.

After one year of employment, employees are entitled to tuition



reimbursement for pre-paid, pre-approved, job related courses.

e After 90 days of employment employees are entitled to 8 days of paid
holidays.

e Employees are entitled to two weeks of vacation after one year of
employment, three weeks after five years, and four weeks after twelve
years.

e After one year of employment, employees may take up to sixty days of
unpaid leave subject to department head approval.

e Employees are compensated for jury duty.

e Employees are granted bereavement benefit of three days paid leave.

Frasier revealed that the Hotel Inter-Continental maintains a property-
wide turnover rate of hourly staff at approximately 50% per year. The
Housekeeping Department alone accounts for 100% turnover per year.
National annual turnover rate is 250 %. Management personnel movement is
stable and any turnover is due to promotions or company transfer. External
recruitment is done through newspaper and schools. Internal recruitment,
mainly word-of-mouth through present employees, is the most effective means
of recruitment. Although it is not a human resource problem now, “using
current employees as referral sources can create legal concerns” (Mathis and

Jackson, 1977, 225). An organization composed primarily of non-protected




class individuals presumably would refer more of the same for consideration as
employees. This under-representation of protected class individuals is

considered a violation of Title VII of the Civil Rights Act.

All new employees go through a one and a half-day training program
conducted by the Human Resource Manager. These orientation sessions help
create a positive impression of the Hotel and ease the new employees into the
new work environment. At the department level, new employees receive on-
the-job training by department trainers. Department trainers are responsible for
submitting monthly training report to the Human Resource Department.
Hourly employees are appraised yearly on six characteristics: attitude,
knowledge of job, quality of work, productivity, absenteeism and tardiness,
safety awareness, and major job duties. Areas of additional training and
employees comments are included in the review. Employees in supervisory
positions are evaluated according to four criteria: approach, managing people,
customers, and standards. Employees in managerial positions are evaluated
according to six criteria: duties and responsibilities, management skills, self
appraisal, career development, education and training plan, and general
comments on sensitive issues. Management appraisal emphasizes two-way

communication between the managers and their superiors.
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Financial Management

The Hotel’s total revenue for 1997 was $24.5 million. Income before
fixed charge (I.B.F.C.) was $6.9 million. The percentage of total revenue to
[.B.F.C. was 28%. The total number of occupied room night for last year was
126,213 out of 175,930 available rooms. The average occupancy for last year
was 68.3% and the average room rate was $137.95. The total room revenue
was $16.5 million. Room profit after payroll and other expenses was $12.2
million. The Food and Beverage Department made 430,810 covers and the
average check per cover was $11.24. The total Food and Beverage revenue for
last year was $6.6 million. Food and beverage profit after all costs, payroll and
other expenses was $1.1. million. The Rooms Division’s profit to revenue
ratio was 73%, while the Food and Beverage Department’s ratio was 16%.

The following chart illustrates the revenue and profit contributions from room,

food and beverage, and other sources:



Revenue Contribution from Various Departments in 1997

@I Room Revenue

B Food & Beverage
Revenue

(O Revenue from other
sources

The Rooms Division contributed 70% of the hotel’s revenue, while the
Food and Beverage Department contributed 26% of revenue. This breakdown
of revenue contribution is typical of upscale properties.
The total undistributed expenses for 1997 was $7.5 million. The
following chart illustrates the percentage breakdown of each undistributed

expense item.
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Breakdown of 1997 Undistributed Opering Expense Items

8% 2%

29%

A&G

B Marketing
OP.O.& M.

O Energy Costs

B Data Processing

In 1997, the Hotel spent 40% of the undistributed operating expense

on administrative and general expenses (A & G), 29% on marketing, 21% on

property, operation and maintenance expenses (P.O. & M.), 8% went to energy

costs and 2% to data Processing.
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CHAPTER 2

OVERVIEW OF THE TOURISM INDUSTRY IN NEW ORLEANS

Economic Impact

The travel and tourism industry is the second largest employer in this
country, surpassed only by health care services. The travel and tourism
industry sector also ranks as the first-, second-, or third-largest employer in 34
states and the District of Columbia. On the other hand, international travel and
tourism to the United States contributes to nearly one million of the six million
jobs in the country. In 1995, international travel contributed $24 billion to the

balance of trade, offsetting the merchandise trade deficit.

Secondary states and cities such as Louisiana and New Orleans have
recently taken advantage of that trend and have increased their marketing efforts
to attract travelers. New Orleans’s unusual history, its unique outlook on life,
its rich ethnic and cultural makeup, and the resulting cultural interaction set the
stage for development and evaluation of many distinctive traditions. The city is
world-famous for its food, music, and festivals such as Mardi Gras and the Jazz
and Heritage Festival. New Orleans has many opportunities to become one of

the most exciting city of the world.



TOURISM IMPACT ON NEW ORLEANS*

e Average yearly visitors to New Orleans
e Money spent by visitors annually
e Convention held in New Orleans in 1996

e Delegates attending the conventions

e Employment due to tourism in New Orleans

10 Million

$ 3.5 billion

* Source: New Orleans Metropolitan Convention and Visitors Bureau Research

Department and US Travel Data Center. January 1, 1997.

The growth of tourism can be measured by the hotel occupancy rate.

Today, the New Orleans area boasts approximately 25,000 hotel rooms.

Occupancy Rates*

1992

1993

1994

1995

1996

72%

70%

73%

74%

71%



Average Daily Rates*

1992 - $80.39
1993 - $81.20
1994 - §86.16
1995 - $91.88
1996 - §98.08

* Source: The Greater New Orleans Hotels & Motels Associations, January 1,

1997,

New Orleans’s New and Unique Development

AUDUBON ZOO

Audubon 2000, Audubon Institute’s planned expansion, includes a 16-
acre riverfront park which will stretch along the Mississippi River from the
Governor Nicholls and Mandeville Street Wharves, to include an open air river
museum, theme playgrounds and small performance pavilion. Zoo 2000
opened in 1997 and increased and enhanced the participatory conservation and
environmental education experience already offered at Audubon Zoological

Gardens.

THE NEW ORLEANS SPORTS ARENA




The New Orleans Sports Arena, projected to open in the spring of
1999, will have a capacity of 20,000 for concerts and 18,500 for basketball
games. The arena will be located directly across from the Louisiana Superdome

on Girod Street.

JAZZ LAND

A 100-acre theme park will be located in New Orleans, approximately
12 miles from downtown, by the year 2000. The park will offer live
entertainment, regional food, a variety of music, a lawn amphitheater, games,

and more than 25 rides.

TAX-FREE SHOPPING

As the only state offering tax-free shopping, L.ouisiana, and New
Orleans in particular, draw large numbers of international visitors every year.
Begun in 1989, the Louisiana Tax Free Shopping Program is regarded as a
model for other states considering this program. In 1996, retail spending

attributed to the Tax Free Shopping Program was $35.8 million.

ARTS TOURISM PARTNERSHIP

Putting a New Spin on Tourism
The Arts and Tourism Partnership (ATP) has created new inroads that

connect the tourism and cultural entities of the city. The ATP’s goals include



developing, selling, and marketing visual and performing arts products and
services to visitors, as well as enhancing the tourist experience through arts

performances, events, exhibits, and merchandise.

Human beings are innately curious about the world in which we live.
We yearn to know what other places look like, about the people and their
culture, the animals and plant life, and landforms elsewhere. Today, higher
levels of education and the influence of television and other communications
media have combined to create in us a much greater awareness of our entire
world. There is no doubt that tourism is the world’s largest industry and it will
grow dramatically.

Because of the growth in the meeting and convention area, it is area of’
interest to the intern. With the growth of more corporate and association
meetings, there is a need for more meeting planners. Professional meeting
planners are involved with such tasks as negotiating hotel contracts, negotiating
with airlines, writing contracts, planning educational meetings and seminars,
developing incentive meetings, negotiating with foreign countries and hotels for
incentive travel, budgeting, promotion, public relations, and planning special
events and festivals.

Among the fastest-growing segments of tourism are festivals and
events. Countries and cities compete vigorously for megaevents such as the

Olympics, World Cup, and World’s Fairs. Such events produce sizable
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economic and tourism benefits. Festivals and events appeal to a very broad
audience and have the ability to spread tourism geographically and seasonally.
Special events allow a region or community to celebrate its uniqueness,
promote itself, develop local pride, and enhance its economic well-being. The
International Festivals Association estimates that every year there are between
50,000 and 60,000 half-day to one-day events and 5,000 or more festivals of
two days or longer.

The intern, who wants to become a professional meeting planner for
festivals and events with the ethics of an arts administrator and an affection for
the arts, chose to do her internship at the hotel in order to gain practical

experience in hospitality industry.
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CHAPTER 3

DESCRIPTION OF INTERNSHIP

The internship took place at the Front Office and was conducted by
Mr. Aernout de Jong who is the Director of Rooms Division. Since the
internship took place at a for-profit organization and the intern was fully paid,
the internship was very much focused on operational training rather than

marketing and management planning.

Front Office Operation
Front office functions include reservations, registration, room and rate
assignment, guest services, room status, maintenance and settlement of guest

accounts, and creation of guest history record.

The Director of Rooms is in charge of the Front Office, Guest Service,
Communications, Reservations and Housekeeping (refer to Appendix 2: Front
Office Organizational Chart). The Assistant Front Office Manager oversees the
Bell Desk and the Front Desk with the help of three Assistant Managers, two
Night Managers, two Bell Desk Supervisors, and two Front Desk Supervisors.
There are averages of three Bellmen and three Front Desk Agents during an

eight-hour shift. The Director of Guest Services supervises one Guest Relations
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Officer and four Concierges.

The Communications Department is staffed by the Communications
Manager, one supervisor and six Operators. The Reservations Manager
supervises five reservationists with the assistance of an Assistant Reservations

Manager and a Group Coordinator.

The intern was cross-trained in Reservations, Front Desk, and Guest

Relations for three months in each department.

Reservations

Position title: Reservation Agent

Internship period: January 26, 1998 - April 29, 1998

Supervisor: Ms. Thea Wall, Reservations Manager

Duties and Responsibilities:

e Process reservations by mail, telephone, telex, cable, fax, or central
reservation systems referral.

e Process reservations from the sales office, other hotel departments, and
travel agents.

e Know the types of rooms available as well as their location and layout.

e Know the selling status, rates, and benefits of all package plans.

e Know the credit policy of the hotel and how to code each reservation.



e Create and maintain reservation records by date of arrival and alphabetical
listing.

e Determine room rates based on the selling tactics of the hotel.

e Prepare letters of confirmation.

e Communicate reservation information to the front desk.

e Process cancellations, modifications, and promptly relay this information to
the front desk.

e Understand the hotel’s policy on guaranteed reservations and no-shows.

e Process advance deposits on reservations.

e Track future room availability based on reservations.

e Help develop room revenue and occupancy forecasts.

e Prepare expected arrival lists for front office use.

e Assist in preregistration activities when appropriate.

e Monitor advance deposit requirements.

e Handle daily correspondence. Respond to inquiries and make reservations
as needed.

e Make sure that files are kept up to date.

Reservations was the perfect place to start an internship, and this
experience became a very helpful resource for the next internship at the Front

Desk and Guest Relations. The intern, as a reservations agent, responded to
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communications from guests, travel agents, and referral networks concerning
reservations arriving by mail, telephone, telex, cable, fax, or through a central
reservation system. In order to process reservations promptly with accurate
codes and rates, the intern had to have knowledge of the type of rooms and
layouts as well as micro-sales skills. In addition, the intern could have a chance
to practice the marketing strategies of the hotel by selling the promotional

packages.

Front Desk

Position title: Front Desk Agent

Internship period: May 10, 1998 - August 22, 1998

Supervisor: Mr. Albert Tempette, Assistant Front Office Manager

Duties and Responsibilities:

Register guests and assign rooms. Accommodate special requests whenever

possible.

e Assist in preregistration and blocking of rooms for reservations.

e Thoroughly understand and adhere to proper credit, check-cashing, cash-
handling policies, and procedures.

e Understand room status and room status tracking.

e Know room locations, types of rooms available, and room rate.

e Use suggestive selling techniques to sell rooms and to promote other



services of the hotel.

Coordinate room status updates with the Housekeeping Department by
notifying housekeeping of all check-outs, late check-outs, early check-ins,
special requests, and part-day rooms.

Process a working knowledge of the reservations department. Take same
day reservations and future reservations when necessary. Know
cancellation procedures.

Process guest check-outs and post and file all charges to guest, master, and
city ledger account.

Follow procedures for issuing and closing safe deposit boxes used by
guests.

Use proper telephone, mail, package, and message handling procedures.
Read and initial the pass-on log and bulletin board daily and be aware of
daily activities and meetings taking place in the hotel.

Report any unusual occurrences or requests to the manager.

Know all safety and emergency procedures and be aware of accident
prevention policies

Obtain the house bank and keep it balanced.

Post charges to guest accounts.

Transfer guest balances to other accounts as required.

Cash checks for guests following the approval policy.
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e Handle cash, traveler’s checks, personal checks, credit cards, and direct
billing requests properly.
e Transfer folios chérged to the nonguest ledger to each company’s master

file.

Front Desk represents the hotel to the guest throughout all stages of the
guest’s stay. The intern was asked to determine a guest’s reservation status and
verify the guest’s method of payment. The intern could have overview of the
other departmental functions by working closely with Housekeeping,
Engineering, and Accounting. The intern was more sales minded by presenting
options and alternatives to guests and offering assistance in making choices.
These multi-task job descriptions and experience of direct contact with
customers has provento be a very important asset to the intern in her later work

as a Guest Relations Officer.

Guest Relations

Position title: Guest Relations Officer

Internship period: August 28, 1998 - November 13, 1998
Supervisor: Ms. Andrea Raith, Director of Guest Services
Duties and Responsibilities:

e Answer letters of inquiry regarding rates and availability.
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e Maintain a through knowledge of the room rack locations, types of rooms,
room rack operations, package plans, and discount.

e Maintain a detailed knowledge about the hotel’s services and hours of
operations.

e Know cash handling procedures.

e Oversee all guest services operations, including Front Desk, Reservations,
Communications, Bellmen, and Transportation services to ensure quality of
service

e Anticipate and intervene in all incidents of guest dissatisfaction and attempt
to satisfy all such guests, within hotel policy.

e Rate VIPs’ level and ensure they are treated appropriately by blocking
rooms and sending amenities.

e Keep tracking record for Six Continents Club members (special hotel
frequent guests membership program) and provide special services for them.

e Inspect VIPs’ rooms prior to arrival and escort them to the rooms upon

arrival.

The intern’s main job as a Guest Relations Officer was print to out the
VIP arrival report on a daily basis and to block the rooms and send amenities
according to their VIP status. The intern also helped the Director of Guest

Services to oversees all guest services operations, including front desk,




27

reservations, PBX (Telecommunications), bell staff, and transportation service
to ensure quality and guest satisfaction. The most interesting part of the intern’s
work in Guest Relations was to anticipate and intervene in all incidents of guest
dissatisfaction and to attempt to satisfy all such guests, within hotel policy.
Dealing with VIPs and listening to their special and unique requests in order to
ensure their satisfaction with the hotel was contributed greatly to the intern’s
skill as an arts administrator who will plan fundraising parties and interact with

patrons in the future.
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CHAPTER 4

OPERATIONAL PROBLEMS AND PROBLEM SOLVING

State the Problem and the Desired Outcome

The Hotel was opened in 1983 and did not undergo any renovations
for 15 years. Maintenance work in the guestrooms is minimal, if not
nonexistent. Some of the rooms need maintenance work immediately. The
desired outcome of this exercise is to set a procedure that guestroom
maintenance 1s carried out regularly. Such maintenance work, when carried out

during low periods, will minimize the loss of room revenue.

Describe the Symptoms
When the intern inspected the guestrooms in preparation for VIP
arrivals, the intern found the following common maintenance problems in most
of the rooms.
e The wallpaper and wall paint had scratch marks.
e The bathtubs needed glazing.
e The faucets needed rechroming.
e Some furniture had missing fixtures.

e Stains were found on the carpet.
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Since the property is rated as a four star and four diamond hotel, it is a shame
that the rooms have missing fixtures and furniture, stains on the carpet and

couches, and scratched wallpaper and wall-paint.

Verify the Symptoms

Some faults in the guestrooms were obvious and were spotted by
guests. Some guests responded by complaining while they were still in the
hotel. The Front Desk would offer to move them to another room or give them a
discount rate for the room. Other guests voiced their dissatisfactions through
the Guest Satisfaction Survey at the end of their stay with the hotel. In such

instances, the General Manager would reply to the guests personally.

In September of this year, Bass Hotels and Resorts held its worldwide
conference in New Orleans, and the New Orleans property played host to the
parent company’s top VIPs. The hotel had no choice but to conduct the long-
over due renovation work. The renovation that began only three months prior
to the conference was both intensive and extensive. Approximately 50 rooms
were put out-of -order at any one time to facilitate renovation work. The
renovation expense for July and August was heavy. To make matters worse,
this heavy expense was incurred in the traditionally low seasons in New
Orleans. Reservations were turned down because of the limited number of

rooms available for sale. This caused a loss of revenue for the Hotel.
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Identify all Critical Areas of Concern

The Front Desk, Housekeeping Department, and Engineering
Department have to coordinate their operations to solve this maintenance
problem. The intern, as a Guest Relations Officer, checked the VIP rooms and
reported problems to the Housekeeping and Engineering; the intern, however,

did not get replies from these department as often as she expected.

Develop Critical Principles and Standards

The Front Desk should inform Housekeeping about low periods in the
hotel during the monthly Rooms Division meetings. This should be done one
month out so that Housekeeping can plan to put some rooms out-of -order for
thorough cleaning and maintenance purposes. The one-month lead-time will
allow Housekeeping to schedule Room Attendants to perform these thorough-
cleaning tasks. Housekeeping will also have to inform Engineering of the
rooms that are put out-of-order and the dates that this occurs. This in turn helps
Engineering in employee scheduling. All three departments have to keep a

record of rooms that have undergone maintenance work.

Compare Principles and Standards with the Actual Situation
The principles and standards discussed in the previous section are

proactive activities that ensure guestrooms undergo regular maintenance.
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Currently, the Hotel does not have a standard that requires regular maintenance
work to be carried out in guest rooms. The present principles and attitudes
towards guestroom maintenance is reactive because the maintenance work is

carried out only when guests file complaints.

Use Violated Principles and Standards as the Basis for Solutions

In the present situation, there is no violation of against established
principles or standards. This is because the hotel has not established standards
pertaining to guestroom maintenance. The management should request a
standard guestroom maintenance schedule from the corporate office or should
establish it itself to evaluate rooms’ maintenance status not only according to

guest’s complaints but also the Hotel itself.

Test Solution

Before testing the solution, the benefits of long-term cost saving and
increased customer satisfaction in practicing the suggested standards must be
communicated to the Front Desk, Housekeeping, and Engineering. These
departments have to support and understand the reasoning behind the standards
for the solution to work.

The suggested solution of putting rooms out-of-order during low
periods for maintenance work can be tested during the first low period in the

coming month, and this solution has to be tested for at least a year to see its
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effect. The time frame is set at a year because the hotel business cycle of high
and low periods is a year. After the first year, the three departments will be able
to tally the number of rooms that have undergone maintenance work. The
departments will also be able to adjust the number of rooms put out-of-order per
low period and the scheduling of employees during these low periods. If the
suggested solution results in completed maintenance work in 75% of the
guestrooms without loss of room revenue, then the solution should be adopted

as a standard.

To test the solution, the Hotel may need to increase its expenditure by
increasing the number of housekeepers and engineers and maintenance supplies.
The intern, however, remembers that the main goal of the property is to satisfy
customers. Maximizing profits are not a goal. They are only a symptom of a
healthy business. The hotel needs to take an active action for this maintenance

problem as described by the intern.



33

CHAPTER 5

SHORT- AND LONG-TERM EFFECTS

The Short Term Contribution to the Hotel:

The most valuable contribution of the internship was that the intern
was able to join and assist special events in the hotel. The worldwide
convention of Bass Hotels & Resorts was the best example. Since it was the
first convention after the acquisition of the Hotel Inter-Continental Corporation,
hosting Bass’s top VIPs at the property and a very big challenge representing
the Hotel Inter-Continental. The top VIPs were the Chairman of Bass PLC, the
Director of the board of Holiday Hospitality, the Chairman of Bass Hotels &
Resorts, the President of the Hotel Inter-Continental Corporation, and the
Regional Presidents in each Bass division.

The Hotel had to upgrade its service level from four stars to more than
five stars. The hotel, however, was not able to hire more hands due to cost
efficiency because of the duration of the convention, which was 10 days. The
Director of Guest Services was relied heavily on the intern’s assistance. The
intern delivered special amenities such as special welcome letters, VIP writing
pens, jogging maps, and special flowers. The intern took care of regular VIP

guests while the Director of Guest Services was escorting and overseeing the
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Bass VIPs.
The convention, which brought 2,000 delegates to the city for 10 days,

was very successful, and the Hotel received plenty of compliments from the top

executives of the company.

The Long Term Contribution to the Hotel:

As the writer mentioned earlier, the intern was trained in operational
positions rather than managerial positions. The intern did not have a chance to
be directly involved in any marketing or event planning. Because of the level
and field of training, the long-term contribution of this internship to the hotel
may not be shown.

The intern, however, received three beautiful letters of compliment from
the guests (refer to Appendix 3) during the internship at Guest Relations. Guests
were very satisfied with the intem’s services and all of them were willing to
revisit the property. The intern demonstrated to management her capacity to
satisfy guests to the management. This could prove a valuable long-term
contribution to the hotel.

As the final page turns on this millennium, the hospitality industry will
find itself in a competitive landscape that is greatly altered by new
technologies, business practices, and consumer demands. As the hospitality

industry changes, recruitment of skilled management will be critical. Eight out
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of ten industry executives agree that the ability to recruit experienced
management personnel will be an important human resource challenge.

The internship has been evaluated positively, and the Hotel could
recruit the intern as the Assistant Guest Relations Manager by investing nine
months of operational training. Surely, the intern will develop very effective
and unique marketing strategies for the hospitality industry by using artistic
resources as an arts administrator in the near future. In addition, the intern will
be very comfortable in dealing with VIPs in a fundraising event with the

experience at the Hotel as the Assistant Guest Relations Manager.
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DEPARTMENT DESCRIPTIONS

Accounting: Provides overall control of receipt and payments of all moneys;
maintains audits and reports all data pertaining to the financial aspect of the
hotel.

Banquets: Ensure proper “set up” of meeting room requirements such as
chairs, tables and stages; coordinates staff and supplies to serve meals for all
food and beverage functions.

Bell: Assists guest checking into and out of hotel; checks luggage; provides

general information; room changes and deliveries; also handles minor guest
problems.

Catering: Works with guests to plan and service conventions, corporate and
local functions such as meetings, receptions and dinners.

CBX: Handles all telephone traffic into and within the hotel; oversees
installation and maintenance of entire telephone system.

Concierge: Acts as liaison between guest, the hotel and the metropolitan
area.

Credit: Responsible for collection and accounting of all moneys due to hotel
from major convention accounts and guests.

Engineering: Maintains hotel air conditioning, heating and ventilation, stem

boilers, electricity, hot and cold water, and repairs to all this equipment; also



38

overall building maintenance, including interior and exterior of hotel,
kitchens, food and beverage areas, guest rooms and all public areas.
Front Office: Responsible for checking in and out all guests of hotel;
handles all guest mail, messages, and settlement of guest room charges.

General Manager: Overall coordination and management of entire hotel.

Guest Relations: Provides personalized service to VIP guests.

Housekeeping: Cleans and maintains all guest rooms and public area of the

hotel; 1ssues and maintains all uniforms of employees.

Main Kitchen: Responsible for entire food service operations throughout the
hotel.

Materials: Buys all merchandise and foodstuffs, making certain all products
purchased conform to hotel specifications and quality standard.

Personnel: Responsible for employee hiring, processing and screening,
training, benefits administration, counseling, coordination of employee

activities, wage and salary administration, and employees’ dining room.

Public Relations: Responsible for establishing and maintaining favorable
local and national reputation while coordinating events.

Reservations: Handles all hotel room requests, convention tours, and special
packages by phone, mail and in person.

Room Service: Act as a restaurant ““ on wheels” serving hotel guests food

and beverages in the privacy of their rooms.
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Sales: Books meetings and conventions; arranges sleeping rooms, meeting
and banquet facilities; establishes rates.

Security: Maintains order and security throughout the hotel; enforces hotel
rules; administers first aid.

Stewarding: Supplies necessary flatware, glassware and special items for all
banquet and restaurant facilities.

Storeroom: Receives, stores, accounts for and dispenses foodstuffs, office
supplies, meats and other items ordered by Materials.

Systems: Responsible for the coordination of all management information

system.
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ATLANTA
UROLOGICAL
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V. Alex Garcias, M.D., EA.C.S.
Diglomaie American Board Of Urology

Maure Folgosa, M.D., FA.C.S.
Diplomate American Board Of Urology

Odando F. Lopez, M.D., FA.C.S.
Diplomale Amaricon Board Of Urology

C. Cragin Anderson, M.D.

217 Upper Riverdale Road
Rivardale, GA 30274
Phone (770) 991-0034
Fax (770) 991-9450
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St w«
November 10, 1998

Al /13
Mr. Leland Lewis, Manager

Intercontinental Hotel
444 St . Charles Avenue
New Orleans, Loulsiana 70130-3171

Dear Mr. Lewils:

This is in reference to my recent stay at your
hotel on the weekend of Octcber 30, 1998.

I would like to congratulate you and your ctaff,
in particular, Mr. Jones Steffus, and Ms.
Christina Shin, for making this weekend stay one
that I will never forget.

I came to New Orleans to celebrate my 50th
birthday, and about 30 of my closest friends,
including family from California and Miami, came
to New Orleans to help me celebrate and spend the
birthday weekend with me. Along with this, the
festivities in New Orleans, which included
Halloween, made the whole weekend quite eventful.

Ms. Shin and Mr. Steffus in particular went out of
their way to make my stay at your hotel
incredible, and made all the special reguirements
I needed in order to accommodate my friends and to
celebrate my birthday very accommodating and went
well beyond the scope of what one would consider
expected.

I have stayed in many Intercontinental Hotels

throughout the world since I am a member of the
Six Continent Club, but I have never has had as
good service and as _enthusiastic a staff as the

one I observed at your hotel.

Again, congratulations to you and your staff for
having such a great hotel, and it is my intention
to stay with you again when I again visit New
Orleans.

Sincerely,

—

L
Garcias, M.D., M.B.A., F.A.C.S.
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1/ THE STORY BEHIND THE SCENERYe/

Wednesday, October 7th

Mr. Leland M. Lewis

"' NEGEIVE]
General Manager jL'JL: GEIVE l
INTER-CONTINENTAL Hotel New Orleans U“w OCT 1 9 1995 J
444 St. Charles Avenue U
New Orleans, Louisiana 70130-3171 By _

Mr. Lewis;

I would like to take a moment of your time to pass on an experience I recently
encountered at your hotel over the past weekend.

For our birthday’s, my better-half and myself, with another couple, planned a
4 day weekend celebration in New Orleans. Based on a suggestion from a
friend, we chose the Historic French Market Inn in the Quarter. What a rude
awakening- messy accommodations, no ambiance, smelly rooms, no service,
no management so-to-speak-of, and expensive! After one night that can be best
described as “police brutality”, we checked out and checked-into the INTER-
CONTINENTAL without a reservation.

My letter is to compliment you for the assistance, attitude, style, and plenty of
genuine smiles we received from Ms. Christina S. Shin.

Over the years we have come accustomed to this style of service when we
travel abroad, but very seldom does one find it here in the “States”.

What started out as a disaster, was instantly turned-around by the assistance
of your Guest Relati7bs staff. Thank you for the birthday present.

Sincerely;

Stuar_/f Martin
SCCS2309770

> Mail: Post Office Box 94558 - Las Vegas, NV 89193-4558
3245 E. Patrick Lane, Suite A - Las Vegas, NV 89120-3416
"~ (800) 626-9673 - (702) 433-3415 - Fax (702) 433-3420
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November 5, 1998.

Dear Ms. Raith,

Enclosed please find my cert. for one weekend night. I
found it as soon as I returned home. Please credit my Master
Charge (5410-6540-9639-1716) the sum of $278.40. Enclosed also

is a copy of my bill.

I would also like to tell you that Christina Shin took very
good care of me during my stay. She made me feel welcome and at
home. This was not my first time at your hotel,but i1t was my most

enjoyable.
. Thankyou again £for all your courtesies.

Sincerely,

Vefeae

a

Richard P. DeRose Esqg.
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P
ot 4
HOTEL

INTER CONTIN ENTAL EMPLOYEE CONSULTATION

NAME: Oéf&ﬂ /%Z&l/y TITLE: % %%ARTMENT: W

NATURE OF NOTICE

Non-Performance — Absenteeism/Tardiness

Careiessness 7,Breaking House or Departmental Rules (give details)
Not Following Orders ——  Misconduct (give details)

Unsafe or unsanitary behavior — Suspension (give details)

Failure to Report — Other (give details)

A 7 ot 11T DAL Sl zaey
2otz % Wp%fm%% L7t et y22
Y % W
32 W e coEy
PLOYEE;% MENWW 2272 F ZoAT 77 Cet
| % oy

/——\

ACTION TAKEN: Verbal Coaching 1st warning Final Warning {Suspension)

CORRECTIVE STEPS:

DETAILS OF INCIDENT: W%Zd/p/g/ Avin G rmole 2 ezt

Rty oy ﬁﬁ;&wu ﬂ/wu/; kg

o

MANAGER 4 DATE EMPLOYEE DATE
(Employee signature acknowledges receipt and understanding
of allegations. |f employee disagrees, state reasons in the
EMPLOYEE RESPONSE above.)

/0 78

77
WITNESS DATE HUMAN RESOURCES MANAGER DATE
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Inter-Continer. . New Orleans - Group-Rooms k ervation Sheet U e
Print #hte : 06/27/97

Group Booking Name and Booking-Number

Int'l Conf. on the Short Story 3910

~ Account Information " Contact Information Travel Agent Information Booking Status
University of New Orleans Ms. Anne O'Heren Jakob PEN
Conference Services
Metropolitan College : OPT

TEN 03/24/97 -
New Orleans, LA 70148

LOS :
DEF . .06/27/97
CAN . :
INQ
-~ ) LEA
Telephone 504 280-6680 Telephone 504 280-7118 Telephone UNC
Telefax 504 280-7317 Telerax 504 280-7317 Telefax Changed 06/27/97
Booking Information Part 1 Booking Information Part 2
Booking Status DEF Booking Type C - Convention
Arrival Date 06/27/98 - Saturday Lead Source I - Inquiry
Departure Date 07/01/98 - Wednesday Follow up Date 04/30/97
Number of Nights 4 Rooming List /1l
Decision Date 05/30/97 Breakfast incl. No, charge USD 0.00
Cutoff Date 05/28/98 Mealplan -
Market Segment A - Association Meeting Porterage incl. No, charge USD 0.00
Main Market Seg. ASSOC Commission / Rebate 0 % 0.00
Reservation Type C - Individual/Credit Card Room & Tax I - Individual
Reservation Method I - Individual Call-In Payment Method INDIV - All to Individual
Room Grnid from Block
Type ‘06/27 06728 -06/29 06/30-07/01 Total .
DBL 58 58 58 58 0 232 . e
SGL -88 88 88 88 .0 352 I o h
Block . 146 146 146 146 0 584 e T ¢
ENTERED ¢
}
Rates definition Booking Information Part i
DBL 06/27/98 - 07/01/98 USD  105.00 Main Sales Rep. HB - Harold M. Breaux, Jr.
SGL  06/27/98 - 07/01/98 USD  105.00 Second Sales Rep. HB - Harold M. Breaux, Jr.
Third Sales Rep. LE - Lisette Ecuyer
Confirm Grid-Rates  Yeg
Option Conflict
Reason LOS/CAN -
Lost to -
Booking Notes Agreements Notes 4
{ /40 C h
ACCT #3099.6 §—91‘?~o-%rggrggr;$y$uite Comp over & above Q}\
DEFINITE: Friday, 06/27/97 - 12:55 -- HAROLD 2-Junior Suites at Convention Rate of $105 ;
3-Staff Rooms at $70 inclusive Gov't Rate Q
o
o o
AU
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HOTEL

INTER-CONTINENTAL
NEW ORLEANS

june 10, 1997

PROPOSAL
\ Prepared for

Ms. Anne O’Heren Jakob
Program Director
University of New Orleans
Conference Service Department

International Conference on the Short Story in English
Saturday, June 27, 1998 - Wednesday, July 1, 1998

Prepared by
Harold M. Breaux, Jr.
Sales Manager

Hotel Inter-Continental New Orleans

BLLET ROOVIS LN STITES
‘he following is our understanding of vour requirements:

Room Block Suite Block
arday, June 27, 1998 143 3
unday, June 28, 1998 143 3
londav. June 26, 1998 143 3
uesday, June 30, 1998 143 3
Total Units

Units
146
146
146
146
584

he University of New Orleans has the right of first refusal over these dates until July 31, 1997.
iould we not receive this signed agreement by then, Hotel Inter-Continental reserves the right to
ease all space being held for the group and/or re-negotiate the terms and conditions outlined. In the
erim, should another organization want to book definite, you will be contacted and given 72 hours

make a decision or the dates will be released to the other organization.

RIVALS/DEPARTURES

: convention rate will be honored three (3) days before/after the official meeting dates, based on
illability of the hotel at the time the reservation is made. Our check-in time is 4:00 p.m.. check-out

eis 1:00 p.m.

444 St Charles Avenue, New Orleans, Louisiana 70130-3171  Telephone: 504-525-5566 Fax: 504-523-7310

Internet site: http://www.interconti.con e-mail: neworleans@interconti.com

50
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GULST ROOM RATES

We are pleased to confirm the following special convention rates:

Single Occupancy Per Day $105.00
Double Occupancy Per Day - $105.00 o
Additional Person $ 20.00
Suites:

Parlor and one bedroom $350.00

Parlor and two bedroom $500.00

All guest room rates are net, non-commissionable and subject to the applicable city and state sales
taxes, currently 11%, plus $2.00 per room, per night occupancy tax.

Any suites reserved within the group block that remain unsold by the negotiated cutoff date will
revert to the Hotel. Unused suites may not be converted to standard guest rooms and sold within
the housing block as such unless the inventory revision is confirmed by the Hotel.

STAFF ROOMS

The Hotel Inter-Countinental is pleased to reserve 3 rooms at the special net rate of $70.00 inclusive to
be used by your convention staff.

COMPLIMENTARY ACCOMMODATIONS

In consideration of the total guest room commitment, Hotel Inter-Continental New Orleans is pleased
to extend one (1) complimentary unit per every forty (40) room nights sold by The University of New
Orleans, inclusive of early arrivals and late departures. The University of New Orleans should
provide a list of names in order of preference for complimentary room assignments. This list wili be
reviewed each day of the actual meeting to re-qualify usage. Complimentary rooms earned but not
used cannot be credited to the Master Account.

The following unit values will be in effect when preparing the complimentary assignments:

Unit Value

Guest ROOMS......oooviieeieiieeeeceeeeee ]

Governors Floor Room.....cocoecvveiennn. 2
JUNIOr SUItE .o 2
Executive Balcony .......cccoooivviviieii 3
Comner SUIES......ovoeeeeeeeeeeeeeee e 3
Conti or Dauphine Suites........cccooveevinne. 4
Governors Floor Suites..........cocceveeeeeen..e. 5

Bienville & St. Charles Suites.................. 6
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Along with the above mentioned complimentary accommodations, we are pleased to offer one
additional suite complimentary above and beyond, and two Junior Suites at the convention rate. This is
contingent upon a room pick-up of 400 pavable room nights. Should this not be achieved we will
charge The University of New Orleans the convention rate for the suite(s) in question.

BILLING PROCEDURE
We understand all room. tax and incidental charges will be paid on an individual basis. Please advise

us directly of any exceptions to this procedure. All guests upon check-in are requested to present a
major credit card to guarantee their incidental account.

In recognition of your status as a valued client of Hotel Inter-Continental New Orleans, all billing has
been automatically approved. We do ask, however, that a letter be forwarded to us indicating who has
signing privileges during your meeting, what is to be billed and to whom the bill should be sent.

RESERVATION PROCEDURE BY TELEPHONE
We understand individual reservations will be made directly by vour attendees through our toll-free
number, (800)445-6563. The contracted guest room block will be held until 30 days prior to the actual

meeting dates, in this case, May 28, 1998. Any reservations made after 5:00 p.m. May 28, 1998, are
subject to availability.

Hotel [nter-Continental New Orleans requires a first night deposit or guarantee on all reservations.
When a reservation is received via telephone, fax or mail, the guest has 10 days to provide a guarantee.
If the guarantee 1s not received within 10 days, the reservation will be cancelled. Reservations can be
guaranteed by check, money order, major credit card or to your master account.

If guest rooms are to be guaranteed to the The University of New Orleans Master Account, we will
require that you state this in writing on your letterhead. Should individual reservations be cancelled
within 24 hours of arrival date, the first night's deposit will be forfeited as a no-show or the credit card
will be charged for a one night stay at the convention rate. Unless otherwise requested, the Hotel will
provide a written confirmation to each registrant.

As your conference guests arrive at the Hotel Inter-Continental, they will be asked to verify and
sign their registration card confirming their dates of stay. Any guest checking out of the Hotel

earlier than the date indicated on the card will be charged an early departure surcharge of $50.00,
plus current hotel sales tax.

PROGRAM AND PUBLIC SPACE REQUIREMENTS
We have tentatively blocked space for the program according to the outline attached.
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EXHIBITS :
1t is our understanding that exhibit or table top displays are not anticipated in conjunction with vour

meeting. [f reserved meeting/banquet space is used for this purpose, Hotel [nter-Continental New
Orleans reserves the right to assess a rental fee to The University of New Orleans.

OFF SITE CATERING
Hotel Inter-Continental New Orleans has an excellent off-site catering department. We welcome the
opportunity to bid on any events which you may be planning for your group outside of the hotel.

SPECIAL ITEMS

Additionally, because your business is so important to us, we are pleased to extend the
ADVANTAGE PLAN PROGRAM PACKAGE.

1.  YOUR OPERATIONS HEADQUARTERS
... THE BUSINESS ADVANTAGE
An office facility complete with appropriate equipment including a copier, typewriter,

telephone and a complimentary kit of office supplies. It’s a professional place that becomes your
headquarters, adjacent to your meeting facilities.

. YOUR PERSONAL CONVENTION SERVICES MANAGER
. THE SERVICE ADVANTAGE
Your Convention Services Manager is ready to respond instantly, day or night, via mobil
paging system. From your first advance planning meeting to the moment your last meeting
attendee leaves for the airport, you can be assured of a hassle-free experience.

III. YOUR EXECUTIVE LIMOUSINE
. THE MOBILITY ADVANTAGE
Complimentary hmousine airport transfers will be provided for your special VIP’s

AUDIO VISUAL
Total Audio Visual Services is our in-house Audio Visual representative. Total Audio Visual
maintains an office and inventory on site, and has experience serving groups with a wide variety of

needs. They also operate our second floor Business Center and offer a variety of services. Your
personal contact is:

Mr. Tom Moritz, AV Manager
Total Audio Visual Services
444 St. Charles Avenue

New Orleans, LA 70130
(504)592-8004
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Need an extra name badge? Forget those important transparencies? Not a problem! Total Audio
Visual Services Business Center can help you out of a jam instantly. Located in the Hotel for your
convenience, this is just a sampling of services offered:

Copy Service Typewriter Rentals Transparencies

Software Rentals Name Badges Page Rentals

Secretarial Service Computer Rentals Printer Rentals

Courier Service Facsimile Service Message Center
PARKING

Valet parking is available to all guests currently at a daily charge of $14 with in/aut privileges. Self
parking is also available in numerous indoor and outdoor facilities surrounding the hotel. Currently
these prices range from $5 to $9 per day, without in/out privileges.

Please note valet parking is contracted with Dixie Parking, Inc. and is not managed by or served by
Hotel Inter-Continental New Orleans.

ADA COMPLIANCE

Hotel Inter-Continental New Orleans agrees to use good faith and efforts to assure the Hotel complies
with Title III of the Americans With Disabilities Act (ADA) and its regulations and guidelines.

CANCELLATION POLICY
Should cancellation of this program become necessary, the Hotel Inter-Continental New Orleans will
accept this cancellation without a monetary penalty with the understanding that The University of

New Orleans will re-book a similar meeting mutually agreed upon, within 18 months of the original
meeting dates.

CONCLUSION

The performance of this Agreement by either party is subject to Acts of God, government regulations,
disaster, civil unrest, labor disputes, shortage of materials or any other emergency making it
inadvisable or impossible to provide the facilities or hold the conference.

As the authorized representative of The University of New Orleans please sign and return this
document so that Hotel Inter-Continental New Orleans can consider all arrangements definite and
confirmed.

ACCEPTED AND AGREED TO:

4 i
@// /27 ﬂ//u/v& L, Q’ZW'”
DATE / Gl Anne O’Heren Jakob, Program Director /Q/L#Z@‘WL gz,/
Office of Conference Services

University of New Orleans

’

. ) . A o e —
i SO T / / »
' ; - /7 -

T T o T { . e S BT 2 < Lo+

DATE Harold M. Breaux, Jr., Sales Manager

—

v ter—Conwwans
e 2o /c,:Z (Hogeh)

LINDA K. R%B)}@N’ .
Vice Chanc&llor for Financial Services;

Comptroller & Chief Financial Officer
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MEMORANDIUM

TO: All Department Heads

FROM: Leland M. Lewis, Resident Manager

DATE: April 23, 1992 v D

RE: 1992 GOALS

The 1992 GOALS PROGRAM provides each of you the opportunity to earn
20% of your annual base salary. Your goals are divided into:

A. HOTEL GOALS representing .2% ¢f your annual salary.
HOTLL GOALS are:
1. Achieve Budgeted IBFC - 8.

2. Exceed Budgeted IBFC - 4%

B. INDIVIDUAL GOALS representing 8% of your annual salary.
Your INDIVIDUAL GOALS should include:

1. FINANCIAL - 4% (2 goals)

- one goal for revenue enhancement
— one goal for cost and expense reduction

2. QUALITY AND JERVICE - 3% (2 goals)

- two goals for quality and service with emphasis placed on
guest satisfaction

3. ENVIRONMENTAL OR TRAINING AND DEVELOPMENT - 1% (1 goal)

- ENVIRONMENTAL GOAL - This goal should enhance our current
environmental program, making our hotel more environment
friendly.

OR
- TRAINING AND DEVELOPMENT GOAL - This goal would requirc
your assilstance in the career development or training of
one or more individuals.
BONUSES FOR GOALS ACHIEVED WILL BE PAID OUT AT YEAR-END
Please submit yo 1992 INDIVIDUAL GOALS (if not already submitted)

uY
and the goals of your managers participating 1n this program to uc
-y noon, Friday, May 1, 1992. Attached i1s a form for your use.
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NORTH AMERICAN
INDIVIDUAL OBJECTIVES 1996
INTER.CONTINENTAL HOTELS & RESORTS

NAME:
POSITION:
LOCATION:

ANDREA RAITH
FRONT OFFICE MANAGER
IHC MSY

57 4:14 PM

DESCRIPTION

BASE

GOAL

ACHIEVED

POINTS
Assigned

POINTS
Achieved

PLAN

Achieve Budgeted IBFC
5% over Budget

10% over Budget

15% over Budget

20% over Budget

$5,932,215

$6,228,826
$6,525,437
$6,822,047
$7,118,658

2.0
2.0
4.0
4.0

Al.

Budgeted Individual Room Revenue

36,102,976

$6.102,976

2:0

PERSONAL PERFORMANCE GOALS

B1.

Cross-train Concierge with Front Desk in
order to be able to do check-ins and check-
outs (2 hours each for check-in/check-out).

1.0

B2.

Improve D. Richey results on arrival and
departure from 1995.

88.4%

90.0%

1.0

B3.

Implement Yield Management tools for
Front Office per recommendation of Ken
Gifford:

Pick Up Analysis Report (monitor
displacement of market segments);
No-show/stay over statistics tracking;
Monthly transmission on daily market
segments/denials/lost room night
opportunities.

Conduct weekly Yield Meetings with
minutes.

1.0

B4.

Rooms Product Initiative:
Develop an inspection program to insure
the room product is in top condition;

Product a formal Action Plan.

TOTALS

3.0

20.0

Agreed by:

ANDREA RAITH
Front fﬁfﬁ ager

Approved by:

LELAND M. LEWIS

eral Manager a@;\
TS A
~—
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Page 1 of 1 NORTH AMERICA 58
INDIVIDUAL OBJECTIVES 1994
INTER-CONTINENTAL HOTELS

NAME: THEA WALL MAY 1994
POSITION: RESERVATIONS MANAGER
LOCATION: IHC MSY
POINTS POINTS
# DESCRIPTION BASE GOAL ACHIEVED ASSIGNED ACHIEVED
A. | PLAN
Achieve Budgeted IBFC $4,953,701 | $4,953,701 8.0
Al. | Exceed Budgeted IBFC
1% Over Budget $4,953,701 | $5,003,238 1.0
2% Over Budget $4,953,701 | $5,052,775 1.0
3% Over Budget $4,953,701 | $5,102,312 1.0
4% Over Budget $4,953,701 | $5,151,849 1.0
B. | PERSONAL PERFORMANCE GOALS
Bl. | Increase hotel average rate by $4 while FROM TO
reaching and maintaining the budgeted $117.28 $121.28 3.0
occupancy of 70.3%.
B2. | Increase rack rate occupancy on the FROM TO
Governor's Floor throughout 1994. 5% 30% 1.0
B3. | Reduce Global 2000 denials (lost room FROM TO
night opportunities). 5% 2.5% 2.0
B4. | Provide daily occupancies of the
following hotels: 2.0
1s Hilton
2 Fairmoat
3. Sheraton
4. Mendien
S Marriott
6. Wiadsor Court
T Westin
TOTALS /) ! / 20.0
Ap ved by:
NSt |
i Hus—
Antome Berberi/

Front Office Manager
Date: ‘5/3'. /94




NAME: ANTOINE BERBERI GOALS 1993
KENTEL % OF ANNUAL
FINANCIAL SPECIFIC GOAL ACTION PLAN MEASUREMENT ° % ACHIEVED
SALARY
GOALS
i Achieve 1993 IBFC goals $4,477,277 Financial staterment 8.0%
2 Exceed IBFC by 1% = $44,773 $4 /522,050 " 1.0%
3 Exceed IBFC by 2% = $89,546 $4 566,823 1.0%
4 Exceed IBFC by 3% = $134,319 $4 611,596 1.0%
5 Exceed IBFC by 4% = $179,092 $4,656,369 ! 1.0%
PERSONAL | TNCREASE AVE. RATE & REVENUE - IMPROVE UPSELLING TECHNIQUES FIT
GOALS OF "INDIVIDUAL" MARKET IN RESERVATIONS.
SEGMENTS FROM BUDGET:
BUDGET  GOAL 1993 |-IMPROVE GLOBAL II RESTRICTIONS
AVG. RATE - 121.00 123.00 | -DEVELOP TRAINING PROGRAMS FOR 1:-5%
REVENUE -4,719,000 4,800,000 | ALL FRONT OFFICE PERSONNEL.
QUALITY & SERVICE GOALS
~-IMPROVE D. RICHEY RESULTS!
FEB.1993 GOAL
6CC 33% 90% (2%) | -SET-UP CONTINUOUS TRAINING 6.0%
CHECK-IN 55% 90% (2%) PROGRAMS.
BELL STAFF =78 90% (2%) | -IMPLEMENT ACTION PLAN
OTHER
-IMPLEMENT QUICK CHECK-IN , | -WwiTn THE ASSISTANCE OF THE 1/2%
PROGRAM. “ | QUICK-CHECK-IN/CHECK-OUT 4
TOTALS COMMITTEE. 20.0%

6%

DATE:



HOTEL INTER-CONTINENTAL NEW ORILEANS

GOALS PROGRAM 1992

NAME : JEFFREY KEEFE
TITLE : FRONT OFFICE MANAGER
DEPARTMENT: FRONT OFFICE
- . %
COMPENSATION
ACTION PLAN ALLOCATION ACHIEVEMENT

FINANCIAL

1. Achieve an average rate of $117.05 for
1992 while maintaining budgeted occupancy.

$115.55 = 25% of goal
$116.05 = 50% of goal
$116.5% ~ 75% of goal
$117.05 = 100% of goal

2. Reduce Front Office Payroll and related
expenses from a budgeted 7.4% of rooms
revenue to 6.9% of rooms revenue.
($71,377 savings)

3. Reduce other Front Office CONTROLLABLE
expenses from 3.15% of rooms revenue to
2.93 % of rooms revenue. (savings $28,623)

QUALITATIVE
4. Achieve 2.7 rating on Customer Perception
Survey. (Based on a minimum return of

400 surveys).

(87]

Implement FIT Marketing Program.

B.

Upsell to Governors Floor.

Restrict discount rates
sold by Global.

Monitor business levels to
levels to maximize rates.

Control headcount & overtime.

Watch all line items and spend
only as needed.

Have monthly training programs
for all sections emphasizing
guest contact skills and
elficiency.

Work with Annette Kondo & Mr. Lewis
to implement in April, 1992.
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HOTEL REPORTS
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HOTEL BRIEFING PACK

AMERICAS AND EUROPE

0
INTER-CONTINENTAL.

HOTELS AND RESORTS

Research In Focus, tel: +44 (0) 1344 894894 Contacts:

The Old Creamery, Lovel Road, fax: +44 (0) 1344 894800 Edward Sharp

Winkfield, Windsor, Berkshire, email: focus@focus-group.co.uk Zoe Wright
Victoria Ball

SL4 2ES, ENGLAND.
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. . 75
INTER-CONTINENTAL,

HOTELS AND RESORTS

INTRODUCTION

e PURPOSE OF THIS STUDY

Inter-Continental Hotels and Resorts are keen to develop their representation in the short
leisure break market. As a means of achieving this goal, the company intends to undertake a
research project in a number of Hotels across the world, and your Hotel has been selected to
assist the Corporate Office in generating vital research information.

We are asking you to carry out a limited number of interviews with Guests in the Hotel using
the enclosed questionnaires and this briefing pack.

e HOTEL BRIEFING PACK

We would like you to carry out a total of 50 interviews using the questionnaires enclosed in
this pack; a total of 100 copies of the questionnaire are enclosed to cover spoilage, wastage
etc. Also included are three sets of Cards which are to be used during the interviews
themselves and their role will described more fully in the ‘interview Instructions’ section.

INSTRUCTIONS

The Hotel General Manager will appoint a member of the Hotel Staff to carry out, or be
responsible for carrying out the interviews; the person/persons who are asked to conduct the
interviews should read this manual carefully before the interviews are undertaken.

It is also very important that those responsible for carrying out the interviews should read the
questionnaire carefully before any interviews are undertaken in order to fully understand the
following:

e The meaning of each question
e How to ask each question
e How to record the answers
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Record of Guest Interviews

| Respondent | Member of staff to [‘Respondent ' Member of staff to |
Number tick when number ' Number ‘ tick when number
is allocated | | is allocated |
l . i |
[ 0l 1 26 | |
02 | 1 27 |
| 03 28 |
I 04 | i 29
05 | \ 30 |
06 | 3] |
07 | 32 | |
I 08 i 33 |
09 | 34 ]
10 ; 35 |
I 36 |
12 37 l
I3 B 38
14 * | ‘ 39
15 40
\ 17 | 42
i 18 \ - 43
| 19 [ 44
20 | \ 45
21 | \ 46
\ 22 | | 47
% 23 \ 48 |
24 | 49 H
25 1 50 J l
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QUOTAS
| TARGET ACHIEVED
| l
TOTAL NUMBER OF |
INTERVIEWS 50
=5 Male 35
‘ Female )
2 |
Under 30 years 5
31-40 years IS
4-50 years I5
51+ years I5
8 North America I3
Other Countries 37
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e SHOWCARDS

Enclosed in this pack are 3 sets of cards labelled ‘Card A’ to ‘Card |'. These cards are provided
to help simplify and speed up the interview process as they contain lists of answer options for
certain questions. You should hand the cards to the guest being interviewed and prompt them
where indicated in the questionnaire to read the relevant card and choose their answer(s)
from the given list.

For example
Question |2 reads as follows:

Q12 What was the main factor which prompted you to select your last short leisure break
destination?
e SHOW CARD D
e ONE ANSWER ONLY

Newspaper advertisement / article

A friend / colleague recommended it to me
Magazine advertisement / article

Internet

Holiday programme on television

Radio broadcast

None of these

(54)

NN R W N —

Card D lists these options and it is therefore unnecessary for the member of staff carrying out
the interview to read them out. You may, however, need to help some guests with any words
or phrases which they do not understand from a language perspective.

e TIMING

We would like you to commence the interviews as soon as possible and we suggest that a
total of 5 interviews per day is a reasonable target to achieve. This means that your target of
50 interviews in total would be completed within ten working days.

It is important that the interviews are carried out on each day of the week in order to achieve
a satisfactory sample.

We would like you to return the completed questionnaires direct to Research In Focus by
—FRIDAY—6XE=NOVEMBER+998: Full instructions for dispatch to Research In Focus are

included in the next section.
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LEISURE OPTIONS, OCTOBER 1998

NAME OF GUEST HOTEL LOCATION (WRITE IN NAME OF CITY)

DAY OF WEEK HOTEL NUMBER w]s 0
(12)

MONDAY / RESPONDENT NUMBER IS

TUESDAY 2

WEDNESDAY N CARD NUMBER (5-6)

THURSDAY 4 )

FRIDAY 5 SURVEY NO 9 [8 ]2 7 [9 |11

SATURDAY

SUNDAY

SECTIONA

RECRUITMENT

QA We like to talk to a cross section of peopie. Could you tell me whether you or any close
member of your family are working in the following areas:

Catering JCONTINUE

Advertising }YCLOSE INTERVIEW

Marketing / Market Research }CLOSE INTERVIEW

Hotel Industry }CLOSE INTERVIEW

Teaching JCONTINUE
[Other }CONTINUE

—_

QB How often do you take short leisure breaks, that'is, between one and three nights away in a
hotel for leisure purposes?
e ONE ANSWER ONLY
(13)
Never ! }CLOSE INTERVIEW
Less often than once a year }CLOSE INTERVIEW
About once a year }CLOSE INTERVIEW

]

w

2 times per year 4 | JCONTINUE
3 or 4 times per year L 5) }JCONTINUE
More often 6 }JCONTINUE
i
QC  Areyou staying in this hotel? @ }JCONTINUE

No | }JCLOSE INTERVIEW

QD  Are you a member of the Six Continents Club? Yes | }JCLOSE INTERVIEW
(Ng | }YCONTINUE

~

Leisure Options Quest Page |



MAIN INTERVIEW

80

Ql Which of the following reasons best describes why you are here!

o ONE ANSWER ONLY

On business / conference
On a long break / holiday (4+ nights)

On a short leisure break (1-3 nights)

Leisure Options Quest

(25)
!

e

N

}GO TO SECTION B (GREEN)
}GO TO SECTION B (GREEN)

}GO TO SECTION C (PINK)

Page 3
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SECTION B

BUSINESS OR LONG LEISURE BREAK/HOLIDAY

o (26)
Q2 Did you choose this hotel yourself? - (_ Yes /J }JGO TO Q3

. No 2 |}GO TO Q4

Q3 How important were the following when choosing your hotel for this trip?
e SHOW CARD A
o TICK ONE ANSWER PER STATEMENT

F Not at { Not Neither .Quite ‘ Yery T
all very impor- import | import
Import- import- tant nor -ant -ant
ant ant unimpor-
tant N
' Good price I 2 3 (4 )] 5 @
| Location - near city centre / leisure attractions ! 2 3 4 5> (29
Children’s facilities P 2 3 4 5 | @29
Special discount for children ylD) 2 3 =N 5 ] (30
| 24 hour room service o 2 3 ] 5 13
| Swimming pool / 2 3 ] 5 |32
' Sports facilities / 2 3 a0 5 |3y
Loyalty Points / Air Mileage Points for leisure stay I 2 [@ED) 4 [ 5 |39
Inclusive price (room, breakfast, tax and service) l 2 C3> ] 4 3 (33)
Room with a view ! 2 3 5 (36)
Recommended to me I 2 3 [ 4 5>
Excellent world-wide reputation ! 2 3 L] s (38)
A separate check-in desk for leisure travellers CJL/ | 2 3 4 1 5 |39
SHORT LEISURE BREAKS
Q4 When was the [ast time you took a short leisure break?
e ONE ANSWER ONLY
s
In the.last 6 months (jj (40)
In the last year 2
More than one year ago 3
Don’t know / can’t remember 4
e QUESTIONS 5-14 WILL BE ASKED ABOUT THAT SHORT LEISURE BREAK
Q5 Where did you take your last short leisure break?
e ONE ANSWER ONLY
in own country of residence ! (41)
i 42-43
Abroad (WRITE IN COUNTRY) ﬂvgjézl P2 ( )

Leisure Options Quest Page 4



Q%  Who were you with?

¢ MORE THAN ONE ANSWER POSSIBLE

Husband / Wife | (50)

Girlfriend / Boyfriend

Children (

Parent(s)

Friend(s)

Other relative(s)

P

Work colleague(s)
Alone :

Q10 How did you book your last short leisure break?

e SHOW CARD C
e ONE ANSWER ONLY

82

By letter / post to Hotel

Telephoned Hotel

By fax to Hotel

Through Hotel Central Reservations

At the Hotel itself

Through a Travel Agent / Tour Operator

Via the Internet

Through Airline Package

Don't know / can’t remember

Someone else booked it

Other (WRITE IN)

(52)

Qll How far in advance did you book?
e ONE ANSWER ONLY

Six months or more (53)

2-5 months

| month

-2 weeks

Less than a week

The day before

\lcktn-&xw@~

On the day

Q12 What was the main factor which prompted you to select your last short leisure break

destination?
e SHOW CARD D
e ONE ANSWER ONLY

Newspaper advertisement / article

) —

A friend / colleague recommended it to me

Magazine advertisement / article

Internet

Holiday programme on television

Radio broadcast

None of these

Nl o b AW

Leisure Options Quest

(54)

Page 6



SECTION C

SHORT LEISURE BREAKS

(7)

83

| 2 |}GOTO Q7

(8)

/

}GO TO Q3

Q2a  Are you aware of Inter-Continental L Yes J ] }GO TO Q2b
Hotels’ Leisure / Summer / Weekend | No
Options Breaks?

Q2b  Are you currently on an Inter- r Yes
Continental Leisure / Summer / . No

2

}GO TO Q7

Weekend Options Break!?

Q3  Which options did you choose!?

e ONE ANSWER ONLY IN ALL HOTELS EXCEPT IN ASIA PACIFIC

e TWO ANSWERS IN THE FOLLOWING HOTELS:

SEQUL, SINGAPORE, TOKYO BAY, SYDNEY AND MANILA

rUpgrade to Club Inter-Continental, Business
Room or Junior Suite

/

Additional Guest Room at Haif Price

Full American Breakfast

Double Frequent Flyer Miles - |,000 Miles per
Stay with Participating Airlines

]

(%)

Q4  How likely would you be to take another Inter-Continental Leisure / Summer / Weekend

Options Break in the future?

| Not at all likely (10)
TNot very likely

‘ Neither likely nor unlikely
\ Quite likely

 Very likely

L A Wl N —

Q5  ‘What da.you like about Inter-Continental Hotels’ Leisure / Summer / Weekend Options

Breaks?

(11-18)

Q6  And what do you dislike about them!?

(19-26)

Leisure Options Quest

Page 8



QI How far in advance did you book?
e ONE ANSWER ONLY

Six months or more (33)

2-5 months

| month

-2 weeks

Less than a week

The day before

N o L] ww | —

On the day

84

Q12 What was the main factor which prompted you to select your last short leisure break

destination?
e SHOW CARD D
e ONE ANSWER ONLY

Newspaper advertisement / article

A friend / colleague recommended it to me

Magazine advertisement / article

Internet

Holiday programme on television

Radio broadcast

None of these

| | v AW N —

QI3 Why are you taking this short leisure break?
e SHOW CARD E
e MORE THAN ONE ANSWER POSSIBLE

A break from the kids

Theatre trip / to see a show

To pamper myself

A special occasion (anniversary, birthday, wedding etc.)

To forget about work

A romantic break / to be with partner / spouse

Sight-seeing / cultural weekend /tour

Surprise / treat / prize

Family break

To go shopping

To relax / relieve stress

To see that city

As an extension of a business trip

For health reasons

A gourmet weekend with special food and wine

A special event (air show, exhibition, festival etc)

A sporting event (football, tennis, golf etc)

] AW N —| <| X[ O 0] @| N| O] ] K] Wl N~

Other reasons (WRITE IN)

Leisure Options Quest

(34)

(33)

(36)

(37)

Page 10



SECTION D

HOTEL USAGE

e RECORD ANSWERS TO QUESTIONS I5 TO 17 IN THE TABLE BELOW

QI5 Which hotels have you ever stayed in for any purpose - business or leisure?
e SHOW CARD B

e TICKALL THAT APPLY UNDER Q15 ‘EVER STAYED’

Q16 Which hotels have you stayed in on a short leisure break in the past?

e SHOW CARD B
e TICKALL THAT APPLY UNDER Q16 ‘LEISURE BREAKS’

e ASK THIS QUESTION ONLY ABOUT EACH OF THE SHADED HOTELS
Q17 How likely are you to take a short leisure break in each of these hotels in the future?
e SHOW CARD F

e TICK ONE ANSWER PER SHADED HOTEL

85

—

QlIs

| QIé

Ql7

|
|

Ever
stayed

“ Leisure

breaks

Short leisure breaks in future

Not at all
likely

Not very
likely

Might /
might not

Quite
likely

Very likely

Crowne Plaza

1(7)

1(10)

1(13)

| 2

2 [

4

5

Forte

Four Seasons

Hilton

A(14) .

Holiday Inn

II5) :

Hyatt .

1(16)

VN FV IV

wlw|wlw

P R v W

Inter-Continental.

1(17)

Leading Hotels of the
World

Mandarin Oriental

Maritim

Marriott

X|o|w @’\lo*‘}_’\‘-ﬁw'\)

1(18)

Meridien

Novotel -

-~
—
(o]

=| <

-_—
Py

—
~—

Radisson

1(19)

Ramada

Regent

Renaissance

Riz-Carlton

Shangri-La

Sheraton

1(20)

Sofitel

Southern Sun

Westin

121)

Other international
hotel

<| X| o] | @™ N] ] KW N

<| x| o o] | ||| K| w|N

Other independent /
local hotel

€

—~
-—
N

&

Leisure Options Quest

Page 12




GLOBAL LEISURE CLUB

Q19 How much do the following ‘leisure activities' appeal to you?
e« SHOW CARD G
e ONE ANSWER PER ACTIVITY
‘ Not at ail Not much Don’t know | Quite a lot ‘ Yery much ‘
' Golf i [ 3 « 5 |4
' Tennis ] | C2 3 4 [ 5 | (43)
| Badminton 1 2 3 4 R
Sauna / Steam Room / / 2 3 4 D) J (45)
Massage / Facial |
Theatre ! 2 3 > 5| (4¢)
Shopping ! 2 3 e 5 (47)
| Museums / 2 3 == 5 (48)
Art Galleries / 2 3 4 2 | (49
Gourmet Restaurants / 2 3 4 e (50)
Special Events (festivals, ! 2 3 @ 5 (31)
shows etc)
Water Sports / 2 3 @ o (52)
| Horse-Riding 2 [€)) 4 5 (53)
Skiing ! \ 2 3 4 5|54
Local Attractions / ! 2 3 4 Q_) (35)
Exhibitions | | | | }

e SHOW CARD H

e READ OUT THE FOLLOWING WHILE GUEST LOOKS AT SHOWCARD

86

Inter-Continental Hotels and Resorts are proposing to launch a GLOBAL LEISURE CLUB. This
would mean that you would gain access to top quality and convenient sports and leisure clubs when
staying at an Inter-Continental Hotel or Resort Property. The Club would give you entry to golf,
tennis, health and fitness clubs, museums, galleries and local attractions with substantial savings.

All your bookings would be made on your behalf by the Hotel's Leisure Desk and a Global Leisure
| Club Directory would provide full details of what was available in each area.

Q20 How likely would you be to join the Inter-Continental Global Leisure Club?

(56)
Not at all likely /
Not very likely
' Neither likely nor unlikely
' Quite likely 4 }GO TO Q2!
' Very likely 5 1 }GO TO Q21

Leisure Options Quest

} THANK GUEST AND CLOSE INTERVIEW
| } THANK GUEST AND CLOSE INTERVIEW
} THANK GUEST AND CLOSE INTERVIEW

Page 14




APPENDIX 9.

SIX CONTINENTS CLUB STATUS

AND PRODUCTIVITY REPORT

87
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SCC

: : : : :
T 1 .SIXCONTIINENTSCLI.UBSTATLIJSANDPRIODUCTIVITYR@Tﬁ _"'_l o | |
: , ‘ |
MONTH ROOM NIGHTS ROOM RA|TE HOTEL RE]VENUE SCCFOLIOS _ SCC MEMlBEBSH_IP
MONTH |Y-T-D MONTH |AVERAG [Y-T-D MONTH |Y-T-D MONTH |Y-T-D NEW RENEW
1998 | 1 ! 1 RATE - I 1s100 $35.00
JANUARYI\' _ 435 435| 77057.15[ $ 177.14 | $ 177.14 | 9§§84.§31 98684.53 185 185 1 | 4
#_é_’BRﬁUAR{Y ) 1 402] 837| 73384.88] $ 182.54 | $ 179.74 | 99344.08| 1980286 166 351 17 | 0 |
[ |
MARCH [*automate| 426 1263| 63399.6i$148.82 $169.31 | 81631.43] 279660] ;J 529 9 1
APRIL | 1 335 1598| 5&324; $151.14 | $ 165.50 | 74807.63| 354467.7) 167 69| 6 | 0
MAY | _’ 409? 200769507.3j$ 159.96 | $ 166.41 | 92450.53| 446918.2] 186 882 7 [ 3
JUNE | 324 2331 41533.0{ $ 123.80 | $ 161.10 | 60213.95| 507132.2 158| 1040 21 2
JULY i 351 2682_':4777753.}7{127.45 $ 156.69 | 61828.46| 568960.6 132 1172] 12 3
Ausuﬁrl ] 364 3046| 40590.1] $ 111.51 | $ 151.29 | 56271.35] 625232]  170|  1342] 3 1
SEPTEMBER | 424]  3470| 56321.47| § 132.83 | $ 149.04 795170.776]‘ 7047427 79| 1521 5 1
OCTOBER 0o 3470 0[$ - |$140.04] Aii7o4z4zi 01 o T o
MEMBEIR | o 3470 0|$ - |$149.04 ol 7047427} | | 0o | 0
| |
DECEMBéh oo o, 3470] 0§ - |siae04| o 7047427 ] 1 o [ o
TOTAL 3470 # $ 149.04 704742.7 81 15
felon LELAND M. LEWIS i M DL T D -
ANDREW BOYNE | \ | ]

Page 1
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STATUS AND PRODUCTIVITY REPORT

HOTEL INTER-CONTINENTAL
NEW ORLEANS

MONTH/YEAR: SEPTEMBER 1998

Description Current Month
Hotel Occupancy 69.90 %
Six Continents Club Occupancy 4.19 %
Hotel Average Rate $127.69

Six Continents Club Rate $132.83

Hotel Revenue $2156252.73
Six Continents Club Room Revenue $§ 79510.76

Hotel Room Nights 10109
Six Continents Club Room Nights 424

Six Continents Club Average

Spend per night $ 187.52
New Enrolments

Renewals 1

Six Continents Club Manger: Andrea Raith
Completed by: Andrea Raith

GLOBAL II CODE: HMSY

Year-to-Date

74.50 %

3.53 %

$ 139.26
§ 149.04

$21018483.83
§ 704742.70

98064
3470
$203.09

81
15

Please complete this form and send it by fax to London (44) 171 355 6592, or by
cc: mail to Sarah Scarr on the 7" day of each month. The form should reflect the results

for the preceding month and the year to date totals.

To assist with the completion of the form, please refer to page 11.27, section 5.2.2 for

guidance.

MIA (305) 377 2005



APPENDIX 10.

CLUB FLOOR ROOMS VIP SET UP
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HOTEL INTER*CONTINENTAL NEW ORLEANS

MEMORANDUM
FROM: ANDREA RAITH 32/ CC: LELAND M LEWIS
GUEST SERVICES AERNOUT DE JONG
TO: VICTORIA SHCHERVAKOV
DATE: 10/09/98
RE: CLUB FLOOR VIP SET-UP

91

All Club Floor Rooms and Suites (including 502, 510, 520, 527, 532, 539, 550, 555,
1117, 1142) should be set-up with:

Silver amenity tray

Comb

Emery board

Mouthwash

Potpourri bowls in closet

Garment bag (1)

Bathrobes

Slippers

Large bath towel

Club floor stationery on 14" floor
Jogging maps

[nspected with tissue embosser

2 roses/ or orchids in room (bedroom & bathroom)
Shoe polish bag and shoe horn in closet

LASEAERSNSEASARRSEANAN NN

Tum-down service with additional:

v Bed step-out map
v" Slippers
v" Bathrobe folded on bed
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