Good for you Peter,,,,,,
The industry needs good teachers and instructors with real experience 
rather that just book knowledge on how to operate a Hotel or Motel 
property. No question the word is Hospitality. But respect and 
hospitality work both ways,, I always told my people to respect and 
provide hospitality to our guest, but when a "guest" becomes a "pest" 
and shows disrespect to my employees and abuses the hospitality 
privilege, they are no longer welcome in my house of hospitality. What 
we also need is classes to teach travelers in proper etiquette to 
receive good service, respect and hospitality from hotel employees. The 
campaign is "Hospitality is a two way street" Teach that class to 
travelers and maybe they will understand that renting a room for 99.95 
does not buy them the right to be rude, disrespectful, and abusive to 
workers. That is something the people who run the franchises don't 
understand. If I ran a Franchise Company, I would not even hire an 
employee to take out the trash that did not have a least 3 years actual 
experience in working in a Hotel or Motel. All they see is the 
Customers point of view, the company image, how to 100% please the 
customer, and being critical enough of the franchisees to impress their 
bosses and keep their job. So what we have are inexperienced people 
writing the procedure on How to run a Hotel, and what we should do as 
Franchisees. They know that the Franchisee is locked into a deal that says  
“he or she must do what the franchisor says”. What happened to that happy 
smiling franchise salesman, the day we sign the papers he is gone and out comes the 
"bad asses" and it stays that way.

Just one experience for you: We completed a refurbishment; in comes a new 
inspector from the franchise company, and she says, “Oh, we have a new 
policy, no more wall lamps…now we want table lamps…no big deal, 
right?”  No big deal to her, or that "hotel designer" they hired, or the 
Franchise Company President lounging in his Yacht off the coast of the 
Bahamas,,, No big deal ,,, just change those out. But with 300 rooms 
that you have just spent 30 grand putting in new wall lamps, and now 
must remove them, replace the hole in the wall, and buy new lamps for 
another 30 grand, it becomes a big deal for the owners of the property.

I agree, without question, that in order to be successful you must 
provide the best most up to date, clean and functional facility 
possible. I agree that you must work very hard at providing a well- 
trained, efficient, and accommodating staff. But there has to be room 
for understanding, "Common Sense", and a give and take relationship 
among all parties. "HOSPITALITY IS A TWO WAY STREET" Help me write the 
book!

The manual I referred to, was a 10 page deal run off on a copy 
machine.. We found out that it was being handed out to members of this 
big church group that had conventions throughout the country. Can you 
imagine? Here were members of a "religious group" learning how to scam rooms. 
It just does not sound right. But, that was a fact. I kept a copy for a 
long time, don't know where it is. I sent copies to Holiday Inn, 
Hampton, etc, No one at the major brands ever acknowledged they received them. 
The brands continue to subscribe to the term "The customer is always right, no matter what, 
who or where they are.” So,,, I am glad I don't have to deal with Franchise people anymore.

From me, I am 65 in great shape, travel, cruise, and have a great 
time,,,and I always receive the best service, because I know how to treat hospitality

industry employees. Life is good.

Hang in there, and the next time you need somebody to give a different 
prospective on Franchise Companies, let me know…Ha!
