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Hotel Management definitely has the intrinsic potential to grasp the student’s
interest because of its relevance to hospitality. A dire need of trained hotel
professionals has always been felt in the context of Nepal. Lately, hotel
management has become an admirable profession which young boys and girls
are proud to join and get trained for various levels and positions. This book is,
therefore, a humble attempt to give a general idea to the students, teachers and
professionals involved in the sphere of hotel trade and business.

‘A Text Book of Hotel Management, Part - I’, secondary education curriculum
2076, is a new text book for basic course in hotel management enriched with
practical dimensions. Our effort to come up with separate books for XI and XII
is primarily based on the demand of the innumerable students, teachers and
professionals; and partially, also to integrate new approaches in the subject.

The purpose of this book is to provide a sound foundation on all major
departments in a hotel, especially to the students of Class XI (NEB). A rigorous
attempt has been made to incorporate all the required materials in a very lucid,
systematic and brief account for the benefit of those students, who are desirous
to begin or have already begun their studies in hotel management. This book
will also be handy to vocational training institutions and trainers engaged in
acquiring and imparting knowledge in this area. It will be a good reference book
to the students of BHM and DHM as well. In the meantime, it will definitely
prove to be a very useful book to those who are opting to take-up hotel training
as a vocational course for domestic as well as foreign employment.

As in the previous editions, we continue our commitment to provide readers
with a new balanced coverage of the subject in a style to make it both highly
readable and relevant. The immense feedback from users of the previous
editions has greatly encouraged us to review the matters and enhance its grace
in totality.
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SALIENT FEATURES

Teaching and learning is an artful process of imparting the knowledge, attitude and skills to the
learners in order to enhance the future professions and competencies. For the empowerment of
learners, the book is edited and revised in a new form by the NEB in order to enable learners/students
to understand the course content for writing assignments and making presentations. So, it is advised
to the students see and read overall units and topics of your text book precisely. Teachers will also
find it easy and interesting in the preparation of each module for classroom teaching, exercise, and
evaluation. Hence, it is specified some guidelines for the students to attain the complete knowledge
of the pedagogical advantage of each chapter and topic of hotel management subject.

Learning Objectives: Each chapter begins with learning objectives, identifying specifically what
the students are expected to learn after completing each given chapters. The learning objectives
are listed with emphasis and appropriate formatting to underscore their importance. This
section highlights the headings of each topic, which creates the interest and need of learners to
accelerate their study.

Things to Remember (TTR): I firmly hope and believe that the addition of TTR refers to
diminutive justification of the same topic in this book will certainly make reading more
worthwhile. The reader will be able to grasp the essential information and knowledge in a very
brief but expressive style at the end of each topic and sub-topic.

Home and Class Assignment: It is a daily or periodical assessment of the students and their
appraisal methods for quality performance in their respective classes. In this lists, the questions
are designed for retention proper concept and meaning of the question topics in order to attempt
the questions in the final examination. So, it is advised to teachers assign the home work and
class work after each class session for the students’ perfection and feedback.

List of Key Terms, Concept and Acronyms: An elaborate list of key terms is given at the end
of each unit for a quick review as a part of knowledge unit. It will also help the students to
answer objective and ‘definition’ type questions and terminology asked in the final examination.
As well as learners will be able to use these terms and acronyms in answers that makes their
enlightenment very expressive and specific.

Review Questions: It is an evaluation method of students after completing the study of each
chapter. According to teaching manual developed by HSEB, the list of exercise questions is
provided at the end of each chapter. The exercise questions are compiling in such a way that
the students will get to revise the unit and question patterns have been asked to the learners for
objective and subjective questions.

Numerous Illustrations, Figures, and Diagrams: Each unit is well illustrated with numerous
illustrations, figures, and diagrams to reinforce learning. These illustrations will help students
conceive a broad idea about the contents. This will also enable the students to make their
assignment and project work more valuable and comprehensive.

Project Works: It is designed to increase students’ involvement in the learning process. At
the meantime, the list of project works of tour/visit programs of the various tourist sites and
hospitality organizations will enlighten the students and enhance their creativity by taking
individual initiative. The preparation of project report will orient the students with outside
world and presentation will develop their effective communication skill.



CHAPTER 1
HOTEL INDUSTRY

1.1 Introduction

1.1.1  Operational Division of a Hotel

Industry

The Main Features of Hotel
Industry

1.1.2

1.2 Historical Development of Hotel &
Catering Industry in Nepal

1.2.1 The Primitive Era

122
(1950 A.D.)

123
Regime (2006 A.D)

1.3 Classification of Hotel
1.3.1 Location
1.3.2 Size

CHAPTER 2

After the Period of Rana Regime

After The Period of Monarchical

11
11
13

1.3.3 Star Rating/Criteria 14
1.3.4 Ownership and Affiliation 18
14  Catering Industry and Its Classification 21
1.41 Commercial Catering (Primary
Establishment) 22
1.42 Economical Catering (Secondary
Establishment) 23
1.43 Welfare Catering (Secondary
Establishment) 25
1.44 Voluntary Catering (Secondary
Establishment) 26
Key Terms 29
Review Questions 30
Project work & practical activities 31

HOTEL MANAGEMENT AND ORGANIZATION

2.1 Introduction

211 Organizational Concept of Hotel

Management
212
213

Hotel Organization Chart

Importance of Organization
Chart

2.2 Coordinating Departments of Hotel
221 Front Office Department
222
223
224

Housekeeping Department
Food & Beverage Department
Purchase and Store

33

34
35

36
40
40
40
40
41

2.2.5 Human Resource Department
and Personnel 41
2.2.6  Sales and Marketing 42
2.2.7 Account Department 42
2.2.8 Engineering Department 43
2.2.9 Security Department 43
Key Terms 44
Review Questions 45
Project work & practical activities 46




CHAPTER 3

HOSPITALITY AND TOURISM

3.1

32

3.3

34

Hospitality 48
3.1.1 Hospitality Industry 49
3.1.2 Hospitality and Service 51
Tourism 52
3.21 Tour 52
3.2.2 Meaning and Concept of Tourist 53
3.2.3 Characteristic of Tourism 54
Types of Tourism/ Tourist 55
3.3.1 Recreational Tourism 55
3.3.2 Adventure Tourism 55
3.3.3 Business Tourism 56
3.34 Religious Tourism 56
3.3.5 Sports Tourism 56
3.3.6 Historical Tourism 56
3.3.7 Environment/Eco-tourism 56
3.3.8 Cultural Tourism 57
3.3.9 Ethnic Tourism 57
3.3.10 Educational Tourism 57
History of Modern Tourism 59
3.41 The History of First Phase 59

3.4.2 The History of Second Phase 60

CHAPTER 4

FRONT OFFICE

4.1

42

4.3
44

Front Office 76
411 Primary Function of Front Office
Department 77
Job Description of Front Office
Personnel 78
421 Front Office Manager 78
422 Asst. Front Office Manager 79
4.2.3 Front Office Supervisor 79
424 Information Assistant 80
425 Reservation Assistant 81
42,6 Registration (Receptionist) 81
4.2.7 Front Office Cashier 82

Attributes of Front Office Personnel 83
Sections within Front Office Operation 85
441 Lobby 85

3.4.3 The History of Third Phase 61
3.5  Growth and Development of Tourism in
Nepal 62
3.5.1 Tourism Development of
Contemporary Nepal 62
3.5.2 Development of Tourism in
Nepal after 1950 A.D. 63
3.5  Basic Components of Tourism 65
3.5.1 Attraction 66
3.5.2  Accessibility 66
3.5.3 Accommodation and Catering 67
354 Amenities/ Facilities 67
3.6 Impact of Tourism 68
3.6.1 Impacts on Social/Cultural
Aspect 68
3.6.2 Impacts on Economical Aspect 68
3.6.3 Impacts on Environmental/
Ecological Aspect 69
Key Terms 72
Review Questions 73
Project work & practical activities 74

442
443
444
445
44.6
447

Uniform Service and Bell Desk
Reservation

Registration / Reception
Information

Front Office Cashier

Telephone Operator/ Exchange

4.4.8 Business Centre
45  Job Description of Uniformed Service
Personnel
451 Lobby Manager
452 Bell Captain
453 Bell Boy/ Bell Attendant
454 Door Attendant

46  Types of Room

87
88
89
89
89

90

91
91
92

93
94




47

4.8

51

52

4.6.1 On The Basis of Size and

Number of Beds 95
4.6.2 On The Basis of Design, Shape/

Size of Room 95
4.6.3 On The Basis of Location/

Venue 95
4.6.4 On The Basis of Facilities and

Supplies 96
4.6.5 On The Bases Of Service

Offered 96
4.6.6 On The Basis of Decor/Furnishing

(Theme) 96
4.6.7 Types of Room Plan Offered by

Hotel 97
4.6.8 Room Plan Meal Coupon 97
4.6.9 Room Symbols 98
Tariff 99
471 Types of Hotel Tariff 100
472 Room Rate 102
4.7.3 Types of Room Rate in Hotel

Tariff 103
4.74 Basis of Charging and Fixing the

Room Rate 104
4.7.5 Etiquettes on Telephone 105
Reservation 106
48.1 Purpose of Reservation

(Objectives) 107
482 Type of Reservation 108

Introduction 138
5.1.1 Function of Housekeeping
Department 139
Layout of Housekeeping Sections and
Their Function 139
52.1 Housekeeper’s Office 140
5.2.2 Housekeeping Control Desk 142
5.2.3 Linen room/ store 143
5.2.4 Uniform Room/Store 143
525 Floor Pantries 144
5.2.6 Tailor/ Seamstress 144
5.2.7 Flower Room 144
5.2.8 Upholstery and Furniture Yard 145

529 Housekeeping supplies store 145

483
484
485

Sources of Reservation
Mode of Reservation

Reservation Process and
Procedure

4.8.6
49  Factors Affecting Reservation

Advance Reservation Chart

49.1 Confirmation of Reservation
49.2
493
494
49.5
49.6
49.7
49.8
410 Sundry Service
4.10.1 Mail
410.2 Message
4.10.3 Left Luggage
4104 Errand card
410.5 Paging
411 Handling Guest Complaints

Cancellation of Reservation
Walk-in

Overbooking

No-show

Out Of Order (OOO)
Length of Stay

Force Majeure

412  Coordinating Departments of
Front Office

Key Terms
Review Questions

Project work & practical activities

5.2.10 Horticulture

53  Housekeeping Organization and
Staffing Patterns

5.3.1 Executive Housekeeper

5.3.2 Asst. Executive Housekeeper/

Deputy Housekeeper

5.3.3 Housekeeping Control Desk

Supervisor
53.4
53.5
5.3.6
53.7
53.8

Linen Room Supervisor
Uniform Room Supervisor
Floor Supervisor

Public Area Supervisor

Room Attendants
(Room Maid/Boy)

109
110

111
113
119
120
121
121
122
122
123
123
123
124
124
127
127
128
129
130

132
133
134
136

145

146
146

148

149
150
151
151
152

153




54  Personal Qualities of Housekeeping 5.8.1 Manual/Mechanical Key

Staff 155 System 172
55  Room 156 5.8.2 Electronic / Magnetic key
5.5.1 Contents and Supplies of Guest System 172
Bedroom 158 5.8.3 Control of Room Key 174
5.5.2 Content and Supplies of Guest 59  Forms/Formats used in H/K
Bathroom 160 Department 175
5.5.3 Room Symbols/Codes and 59.1 Master Occupancy Report
Meaning 161 (Housekeeping Room Report) 176
5.6  Maid’s Cart and Preparation 162 5.9.2 Room Check List 177
5.6.1 Preparation of Cart 162 5.9.3 Maintenance Order Slip 178
5.6.2 Stacking of Maid’s Cart 162 594 Lost and Found Slip 179
5.7  Housekeeping Linen 164 59.5 Gate Pass 180
571 Bedroom Linen 165 59.6 Log Book 180
5.7.2  Bathroom linen 165 510 Handling Situations 181
5.7.3 Food & Beverage Service Linen 166 5.10.1 Lost and found process 181
5.74 Upholstery & Special Furnishing 5.10.2 Sick Guest 183
Fabrics 166 5.10.3 Death Guest 183
5.7.5 Inventory Control of Linen 167 511 Coordinating Department of
5.7.6  Storage of Linen and Uniform 167 Housekeeping 184
5.7.7 Issue and Exchange of Linen Key Terms 185
and Uniform 168 Review Questions 186
578 ParStock 169 Project work & practical activities 188

58  Key System 171

CHAPTER 6

FOOD PRODUCTION

6.1  Introduction 190 6.3.4 Cooking Area 201
6.1.1 Kitchen 190 6.3.5 Service Area 201
6.1.2 Types of Kitchen 191 6.3.6 Cleaning and Washing Area 202
6.2  Kitchen Organization 195 64  Kitchen Equipment 204
6.21 Chef De Cuisine / Executive 6.4.1 Large Equipment 205
Head Chef 195 6.4.2 Small Equipment /Utensils 207
6.2.2  Executive Sous Chef 197 6.43 Cutting Tools/ Kitchen Knives 209
623  Sous Chef 197 6.5  Kitchen Safety and Hygiene 211
6.24  Chef De Part.ie (CDP) and Demi- 6.5.1 Safety Rules in Kitchen 211
Chef de Partie 198 6.5.2 Personal Hygiene 213
6.2.5 Commis De Cuisine 198 653 Kitchen Hygiene 215
6.2.6 Apprentice/ Aides De Cuisine 199 66  Food Commodities 216
6.3  Kitchen Layout and Sections 199 661 Vegetable (e legume) 217
6:3.1  Receiving Area 199 6.62 Fruits (le frits) 219
632 Storage Area 199 6.63 Nuts (le noix) 220
6.3.3 Food Preparation Area 200

6.6.4 Cereals (Cereale) 221



6.6.5 Flour (Fecule) 222

6.6.6 Milk (le lait) 223
6.6.7 Poultry (le Volaille) 226
6.6.8 Egg (le Oeuf) 228
6.6.9 Meat (le Viande) 229
6.6.10 Fish (le Poisson) 233
6.6.11 Shell Fish 235

CHAPTER 7

FOOD & BEVERAGE SERVICE

71
72

7.3

Introduction 249
Job Description of F & B Service
Personnel 251

721 Food and Beverage Manager 251
7.2.2  Restaurant Manager/Outlet

Manager 252
7.2.3  Senior Captain / Maitre d” hotel/

Supervisor 253
7.2.4 Head Waiter / Captain / Chef de

Rang 254
7.2.5 Waiter/Steward/Commis de

Rang 254

7.2.6  Assistant Waiter/Bus Boy 255
Job Responsibilities of other Outlet

Personnel 256
731 Beverage Manager/Bar

Manager 257
7.3.2  Bar Supervisor/Senior

Captain-Bar 257
7.3.3 Barman/Barmaid/Bar Tender/

Sommelier 257
7.3.4 Room Service Manager 258
7.3.5 Banquet Manager 258
7.3.6 Banquet Supervisor/Senior

Captain and Captain 258

7.3.7 Restaurant Cashier or Outlet
Cashier 259

6.6.11 Raising Agents 236
6.6.12 Oil and Fat 237
6.6.13 Herbs (le herb) 239
6.6.14 Spices (Le epice) 241
6.7  Coordinating Department of Kitchen 243
Key Terms 244
Review Questions 245
Project work & practical activities 247

74  Outlets of Food and Beverage
Department 260
741 Restaurant 260
742 Bar 263
743 Room Service 265
744 Banquet 266
7.5  Food and Beverage Service Equipment 268
751 Tableware 269
7.5.2 Restaurant Linen 275
7.5.3 Restaurant Furniture 277
7.6  Hospitality Knowledge, Skill and
Attitude 282
7.6.1 Knowledge 282
7.6.2  Skill 283
7.6.3 Attributes of F & B Service
Personnel 284
7.7 Coordinating Department of F &
B Service 286
Key Terms 287
Review Questions 288
Project work & practical activities 290

Sample Question of Hotel Management XI ~ 291
References 292




