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Introduction and Acknowledgements 
 
The Virginia Adult Learning Resource Center was contracted by the Virginia              
Department of Education, Office of Adult Education & Literacy, to produce a career-
focused GED instruction guide based on WIN’s GED Learning in the Workplace  
Curricula Guide for Hospitality in a teacher-friendly format.  This document became  
GED Career Bridge to Hospitality. 
 
The guide includes: 
 
• GED as Project Inquiry Activities, adapted to hospitality contexts and designed for 

teachers to pull and use “as is”     
• Current hospitality industry vocabulary lists, lessons and resources 
• A variety of career briefs in the hospitality field, from Career Prospects in Virginia 
• Hospitality-related reading material and lesson plans 
 
This curriculum was piloted during fiscal year 2006/7.  The pilot programs were: 
 

• Henrico County Adult Education 
• Virginia Beach City Public Schools — Adult Learning Center 
• Roanoke City Public Schools 

 
Many thanks to our Hospitality partners in each pilot region, and especially to the  
“subject matter experts” who volunteered their time and expertise to develop the  
material in this book so that it is on-target and valuable to hospitality industry employers: 
 
• Cecilia Thomas, Owner/Manager of Tropical Smoothie Café, Richmond, Virginia 
• Patrick Foley, CHA, Member Board of Directors, Virginia Hospitality and  

Travel Association 
• Dennis Flannery, Rhonda Allison, and Jen Streit of the Virginia Hospitality and  

Travel Association 
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TO the student – 
 
This handbook has been designed for you, and others like you, who have indicated 
that one of the reasons they are studying to pass their GED is that they hope to pursue 
a career in the hospitality industry. 
 
We have gathered information about careers and today’s workplace, and provided 
some GED preparation study materials that focus on the field of hospitality. In  
addition to this handbook, we suggest that your instructor provide a Workplace  
Essential Skills book for helpful information and lessons on workplace skills you’ll 
need in your new job.      
 
The lessons in this handbook have been designed for self-study, either in your class 
time or at home.  You will want to check your answers with or show your work to your 
instructor. 
 
Practice is important!  Use the Reference Guides at the end of this book to locate  
additional lessons that are located in workbooks typically found in the GED classroom.  
(See pages H56-H67.) 
 
If you are successful at earning your GED and also completing these hospitality  
materials, you may be eligible for a job interview by local restaurants or hotels.  Talk to 
your instructor to see if that is an option in your program.  Programs may also offer a 
Certificate of Completion for your work, which affirms that you are familiar with  
hospitality terms and situations.   
 
In order to take advantage of these opportunities, be certain your instructor knows that 
you have completed the necessary lessons that are required by your program: 
 

• Career and Workplace Skills activities 
• Reading Passages  
• Applying What You Have Learned questions 
• Essay practice prompts 
• Vocabulary lessons  

 
 
We hope you find these materials helpful in your two purposes:  getting your GED and 
then, finding a job in the hospitality field. 
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The Workplace and 
Work Skills 
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What is Hospitality? 
 

“Thanks for your hospitality!”  What does that word mean, anyway?  Literally, it 
means “the receiving of a guest; the treatment given to or received by a guest.”  But 
did you know that there is an entire industry of careers related to this concept?  People 
who work in the hospitality field could have jobs that range from being a part-time cook 
in a restaurant to serving as president of an international company!  The hospitality  
industry includes opportunities to work with hotels, restaurants, travel agencies, 
convention centers – even theme parks – to name a few.  And although the training for 
this kind of work is as multi-faceted as a beautiful quilt, there is one common thread 
that runs through all of the pieces and holds everything together: customer service. 
 
 If you are considering employment in the food service industry, the best way to 
understand customer service is to think about your own experiences as a customer in 
the places where you choose to dine away from home.  What makes you return over 
and over; and what makes you decide never to go back?  Think about what you notice 
when you walk into a restaurant.  Most people will make a decision about the quality of 
an eating establishment within the first few minutes.  Are the trash cans overflowing, or 
is the area tidy and wiped clean?  Are the supplies fully stocked, and are the 
employees helpful when you tell them that you need something?  In what condition do 
you find the rest rooms?  Do you feel  welcome and appreciated?  Or do you feel like 
you have bothered the people who work there?  Customer service is not simply the 
“Thank you” that you should hear from a staff member when you pay for your meal; it 
is, rather, the way you are treated from the time you enter the building until the time 
you leave. 
 
 When you are an employee in a restaurant, you contribute to the ambience of 
that environment if you have any contact at all with the public.  Whether you are     
clearing tables, sweeping the floor, seating  people, taking orders and serving the 
meals, or working the cash register, your attitude has an effect on the customers.  It is 
a privilege to be selected as someone’s dining choice, and people need to know that 
you appreciate their patronage.  There are many ways to demonstrate that 
appreciation, most of which require very little effort on your part.  Here are some very 
basic ingredients for good customer service.  
 
 
 
 
 
 
 
 
 
  
 
Continued on next page 
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S – SMILE!  Smiling is a universal language that conveys a feeling of acceptance, 
welcome, and good will. 

E – EYE CONTACT:  When you look someone in the eye, you create a feeling of 
connection that lets the customer know he or she has your full attention at 
that moment.  Even during very busy times, this small gesture will show 
that you care and you are listening. 

R – RESPECT:  Respecting your customers includes demonstrating respect for 
your managers, your co-workers, and your work environment.  Unresolved 
issues need to be addressed privately – no one wants to hear you       
grumbling or complaining. 

V – VOICE:  Speak to your customers the way you would like to be spoken to.  
Does your voice have a sarcastic tone?  Do you mumble and then become 
frustrated when people don’t understand you?  Speak in a voice that is 
clear, friendly and delivered with appropriate volume for the setting. 

I – INITIATIVE:  Anticipate what needs to be done and then do it without being 
asked.  Whether it’s prepping food in the kitchen before it runs out or re-
stocking paper products before the customers report empty containers or 
offering a carrying tray for take-out orders, customers appreciate having 
their needs met in an efficient and timely manner. 

C – CONVERSATION:  Learn to engage in small talk if a customer wants to chat 
a little.  Don’t carry on personal conversations with your co-workers as if 
the customers are invisible; engage them, include them, and do your best 
to remember their names! 

E – ENTHUSIASM:  When you are enthusiastic, you lift the spirits of the people 
around you! 

 
 Working successfully in a restaurant often requires a little bit of theatrical skill.  
No one feels up all of the time; and there are certainly days when being pleasant to 
others is the last thing on our minds.  However, working with the public is much like  
being part of the cast of a Broadway play: every day, the audience is different; and 
even the ones who return are expecting the same quality “show” each time.  When you 
walk through those doors and clock in for your shift, you must learn to leave your per-
sonal troubles outside.  Your customers are not responsible for your problems, and 
they should not have to suffer as a result of them.  If, however, the thought of serving 
people day-after-day truly is at the root of your discontent, then the hospitality industry 
– especially working in a restaurant – is probably not the best fit for you. 
 Hospitality has to do with treating people the way you would like to be treated.  
Good customer service is essential to success within the hospitality industry.  Think of 
someone in your life whom you are always happy to see.  Now, practice putting that 
person’s face on everyone you encounter.  If you can do that, you will be successful 
not only in your career, but in your life! 
 

Cecilia B. Thomas, Owner  
Tropical Smoothie Café and Deli 
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APPLYING WHAT YOU HAVE LEARNED: 
What is Hospitality? 

 
 

1. Write a paragraph in which you give several reasons for calling the food service 
and lodging businesses the “Hospitality Industry”. 

 
 
 
 
 
 
 
 
 
 
 

2.  Write a paragraph that tells of a very memorable experience that made you de-
cide to return to a place or never to go back to that place again.  Tell why you 
made your decision in your paragraph. 

 
 
 
 
 
 
 
 
 
 
 

3.  Why is cleanliness so important to the businesses in this industry?  Do you care 
about places being kept clean?  Why? 

 
 
 
 
 
 

4.  What annoys you about going into a place of business where the  employees 
seem to be more interested in other things than helping you?  Why? 
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The Workplace of Today 
 
The summary from Virginia’s Changing Workplace* gives some interesting and per-
haps surprising information about what employers are looking for in the folks they hire. 
 
Read the 3-page article and look over the list of jobs that follows. 
 
Then: answer these questions. 
 

1. If you are working now, what has your supervisor told or shown you he or she 
thinks is the most important thing a worker should do?  If you are not currently 
working, either think back to the job you did hold and that supervisor to answer 
the question, or ask a friend or family member. 

 
 
 
 

2. How can you show someone that you have a strong work ethic?   
 
 
 
 

3. What is one way that you have shown initiative?  Think both of your work history 
and your life so far to answer this. 

 
 
 
 

4. What are three things that you can and will do to persuade someone to hire 
you? 

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 

*The executive summary is used with permission of Career Prospects in Virginia, 
www.careerprospects.org 
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 Martin, J. H., Carrier, A. H., & Hill, E. A. Virginia’s Changing Workplace:  Employers Speak.  University 
of Virginia:  Weldon Cooper Center for Public Service, 1997. 
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Career Prospects: General Workplace Skills Internet Lesson 
 
Teacher Notes: See this site for good basic work skills-related articles and exercises for 
your students.  Students can do the activities online so that they are able to practice their 
computer skills while job searching.  Most activities include a printer-friendly page which 
will be helpful to students.  “Looking for and Finding a Job” is an online activity that can 
be used with the Career Prospects pages in this Guide. 
 
 
 
Here are some of the lessons on this site: 
 
1.    Looking for and finding a job 
2.    How to figure out what kind of a career you might like 
3.    Hunting for a job is a job in itself. 
4.    Learn to read the want ads. 
5.    How do you fill out a job application? 
6.    How to plan and write a cover letter. 
7.    Learn what goes into a resume and how to format one. 
8.    Networking is the best way to find work.  Here’s how to get started. 
9.    How to have more contact with potential employers through internships, informa-

tional interviewing, etc. 
10.  How to prepare for a job interview 
11.  Use entrepreneurial skills to create opportunities. 
 
Career Prospects in Virginia: 
http://www3.ccps.virginia.edu/career_prospects/Teachers/teach-jobsearch.html 
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Employment in Hospitality 
 
This section contains a listing of careers with the most job openings in Virginia and a 
brief summary of many of the careers in hospitality open to people today.  You may be 
interested in one or many of these careers.  This is an opportunity to take a look at the 
kinds of skills, tasks, requirements, workplaces and job outlooks for a wide range of 
jobs in hospitality. 
 
Take a look at the career summaries provided.  Choose one of the careers described.  
Read the page and then fill out the student handout “Career Paths in Hospitality” (page 
H14) showing what you learned and what you still want to know about the career you 
have selected. 
 
Job Briefs in this Section Provided by Career Prospects at: 
http://www3.ccps.virginia.edu/career_prospects/default-search.shtml 
 

• Amusement and Theme Park Workers 

• Bakers 

• Bartenders 

• Chefs 

• Cooks 

• Heating and AC Technicians 

• Hotel Guest Services Representatives 

• Hotel Housekeepers 

• Hotel Managers 

• Meeting and Event Planners 

• Restaurant Managers 

• Travel Agents 

• Waitstaff 
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Prepared by the Guide to Career Prospects in Virginia, www.careerprospects.org, from data distributed by 
the Virginia Employment Commission.  Used with permission. 
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Career Paths in Hospitality 
 

Pick a career summary from the Career Prospects information provided and answer 
the following questions: 
 
Career Path  __________________________________________________ 
 
Please summarize: 
 
1.  What do they do? (Choose 3 of the most interesting to you) 
 
 
 
 
 
2.  What skills will you need?  (Again, choose three.) 
 
 
 
 
 
3.  Earnings: 
 
 
 
 
 
4.  Education and/or Certification needed: 
 
 
 
 
 
5.  My question about this career: 
 
 
 
 
 
6.  Something new I learned about this career: 
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Filling Out Your Job Application 
 
A great deal of your possible success in getting a job depends upon the way you fill out 
the application.  While it is only one of the strategies you use for getting to the inter-
view, it is important to know how to fill out an application correctly. 
 
You need to know that an application for employment is a legal document.  This is why 
you should always use pen, a typewriter, or in a new trend, a computer, online. This is 
also the reason you do not want to make statements that are not true.  False 
information on an application is considered a valid reason to fire, even if you are well 
qualified or currently doing a good job. 
 
Online applications require special considerations.  It is a good idea to read through 
the entire application and work out your answers before keying them in.  If possible, 
print out the document to read it over and complete your responses in draft form.  Be 
sure to proofread the application very carefully before sending it off.  Activate the  
spelling function and the grammar function to avoid typographical errors.  Often, online 
applications go into the candidate tracking system for that company.  That is just      
another reason to be complete and accurate. 
 
Don’t send an online application to a company you know nothing about.  Be sure it is a 
legitimate place of business.  Once your application is in cyberspace, there’s no telling 
where it will end up.  Check the business website to see where it is located and what 
they say about themselves, if nothing else.  Remember too, that if something sounds 
too good to be true, it probably is. 
 
Employers use the application to: 

Screen out obviously unqualified job seekers 
Gather consistent information on all applicants 
See if applicants can follow instructions 
See how applicants present themselves on paper 
 

Applicants are less likely to be screened out if their applications: 
Are neat and clean 
Are printed in black ink or typed or keyed correctly 
List related experiences in detail 
Follow directions: read the entire application carefully and fill it out completely 
Provide only positive information 
List unpaid work experience in the work experience section 
Use the phrase “will discuss in the interview” to explain difficult situations 
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Problem Areas 
 

Gaps in Employment:  Employers like a complete history.  And they don’t like 
mysteries.  Give your reasons for long unemployed periods:  “raising children,” 
“returned to school,” or “cared for aging parents.”  If you did anything for money, 
you may write “self-employed.” 
 
Reasons for Leaving:  Think positively.  Instead of saying “fired,” use the term 
“laid off.”  Say “decided on a career change.”  Or, state “will discuss.” 
 
Not Much Experience:  Emphasize your strengths.  List volunteer experiences.  
Do not forget your transferable skills from other areas of your life. 
 
Pay Desires:  This is always difficult.  You won’t get more than you ask for, and 
you may price yourself out of a job.  It is best to say “negotiable” on the application.  
It is always wisest to let the employer to mention the dollar amount first. 
 
Position Desired:  While you want to be considered for all the positions a business 
might have in your field, you also do not want to be too unfocused.  List a broad 
category: “customer service” or “accounting.”   Remember also, if you apply for a 
job for which you are clearly not qualified, you will probably not be considered for 
any other position the business might have. 
 
Disabilities:  You are not required to talk about any disability unless it would affect 
the performance of your job or raise safety issues.  In most cases, it is considered 
correct to list “none.” 
 
Felony Convictions:  If arrested but not convicted, say “no.”  If convicted say, “will 
discuss in the interview.” 
 
When employers are looking for more workers, they use the application as their first 
step in finding a good future employee.  It is their weeding out step.  A messy, 
misspelled, wrinkled, or dirty application may not even be read.  Its appearance 
tells the business person all he or she needs to know.  Your job in filling out the 
application is to get from the big pile of all applicants into the smaller pile of 
interesting potential employees. 
 
The next page is a sample application from a northern Virginia hotel.  Make a copy 
of the application and practice filling it out.  Save your final copy to use as a 
reference for other applications you will be filling out as you go through your job 
search. 
 
Be sure to fill out the complete application.  In some businesses, if you write 
“see attached” or “see resume,” the company could consider your application as 
incomplete, and it will go in the large pile of rejected applications.  Even when that 
is not the case, applications and their attachments can get separated, and your 
application, missing its important information, might not receive the attention it 
deserves. 
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Va's Electronic Labor Market

Career Prospects in Virginia

Amusement and Theme Park Workers
 

  
What do they do?: Operate rides, sell tickets & souvenirs, clean up & do other jobs in theme
parks

Specializations: Ride operators, performers, ticket people,
admissions attendants & more

Preferred education: Some high school

Certification & licensing: None

Getting ahead: These jobs offer little chance for advancement

Skills & knowledge: Working well with guests, attention to detail,
following directions

Where they work: On rides; on the grounds; in restaurants, stores
& booths

Job outlook: Good; there's usually lots of work in this high-turnover
field

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $12-22,000 range

Links: Find more information about this career

 

 
Working for Disney

Getting a theme park job

WHAT DO THEY DO?

People visit amusement and theme parks to have fun, but as most
amusement and theme park workers know, creating fun is a lot of
work.

Although amusement and theme parks hire administrative and
professional people, like engineers, designers, human resource
specialists, marketers, and managers, this brief describes only the
people who do the tasks directly involved with the park's daily
operations. They operate rides, sell tickets and souvenirs, act in
shows and parades, usher guests in and out of attractions,
supervise games, and act as lifeguards for water rides. They even
walk the park dressed as cartoon or other theme characters.

Amusement workers do jobs also found at more mundane work sites, like hotels and restaurants. They
clean, garden, cook and serve food, drive guests around, and patrol the park and parking lots for safety.

The people who do all this are usually hourly employees who come to the job will little or no training. In
Virginia and other states where amusement parks shut down for the winter, these hourly positions are
usually seasonal. Employees work on the weekends in the spring and full-time in the summer and early
fall. Some amusement and theme parks provide dorm-style housing for workers during the summer.
Employers usually house college or international student workers in these dorms.

While amusement park workers often receive perks like free tickets to
the park or free food, the jobs themselves are low-paid, rarely
provide benefits, and most are also tedious and stressful. Amusement
and theme parks are like high production factories, pushing people
through rides, restaurants, and attractions as quickly as possible. The
fast pace not only causes stress; it can also lead to dangerous
mistakes. For example, ride operators may only have two tasks--



checking safety bars and turning the ride on and off. However, if they do the tasks too quickly and miss
a safety threat, someone could get seriously injured.

Amusement parks pride themselves on fostering a friendly and cheerful environment. However, this
positive work environment can also add to workers' stress. Most workers interact constantly with guests
and can never let their smiles fade or their voices become even slightly angry. On the other hand, this
work can be perfect for people who want only a seasonal job--students looking to earn extra money over
the summer, for example.

Specific tasks:

Since there are so many different kinds of first-line jobs in amusement and theme parks, specific tasks
vary widely. Some of these are summarized below, in the section on specialization.

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION
Since most amusement or theme park work requires only minimal training, there are no areas of
specialization for hourly workers, only specific jobs. Although workers can request the kind of job they
want, they don't always get it. Instead, managers put workers in whichever jobs are open and often
move workers from one job to another.

Ride operators help guests in and out of rides, explain rules for rides, fasten safety restraints, and
start and stop rides.

Performers include the musicians, actors, and street artists who entertain guests. Some parks
employ professional performers for special shows, but many of the people who dress up as
characters or perform for other attractions need little or no training.

Ticket people/ admissions attendants sell and accept tickets to enter the park. They check tickets
for authenticity, hand out maps, explain discounts, and give directions.

Parking attendant/ traffic control associates sell parking tickets and direct traffic in the lot.

Ushers deal with crowd control on rides and attractions. They also set up attractions, open and
close rides, and lead guests to and from their seats.

Sales clerks sell products at booths, from vending carts, or in stores inside the park. They help
customers, ring up purchases, accept payment, and wrap and bag purchases.

Games attendants manage the games that guests play to win prizes. Attendants may run dart-
throwing games, ring tosses, skeet-ball games, or shooting games. They explain the rules,
demonstrate the game, take payment, hand out prizes, stock prizes, and clean up.

Food and beverage servers work as waiters and waitresses in full-service restaurants or as counter
people in fast food restaurants. They also sell food and beverages from carts and booths.

Kitchen workers work in the parks' restaurants. They include cooks, bussers, and dishwashers.

Cleaners/ custodians/ park attendants sweep, clean inside and outside buildings, empty trash cans,
bus outside tables, and re-stock bathrooms.

Laundry workers clean costumes, uniforms, and other fabric items on-site at the park.

Maintenance workers cut grass, trim plants and trees, clean pools, make minor repairs, paint, and
move furniture, large objects, or large garbage cans.



 

Delivery persons drive vehicles to deliver food and other products to places around the park. They
stock supplies, work a forklift, count inventory, and load and reload vehicles.

EDUCATION, CERTIFICATION, & LICENSING

In general, amusement and theme park worker jobs are entry-level and require little or no experience or
training. Workers train on the job, and to land their first job, they often need nothing more than a
positive attitude, a willingness to work hard, and proof that they're 16 or older. However, some jobs have
additional requirements. For example, because operating rides requires serious attention to detail, most
ride operators must be 18 and have a high school diploma or GED. Servers in restaurants that sell
alcohol also need to be 18. Workers who drive vehicles need a driver's license.

Some Virginia high schools have co-op programs with amusement parks. Students who enroll in these
programs earn credit towards graduation by working at parks.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Amusement park jobs are perfect for students who want to earn extra money in the summer, but these
jobs rarely turn into careers, and they offer few opportunities for advancement.

After a few years of successful work experience, amusement park workers may sometimes advance to
supervisory positions. However, even these jobs are relatively low-paid and often seasonal. To earn
moderate salaries, employees need to work as middle or upper-level managers, jobs that usually require
an associate's or bachelor's degree.

Workers who enjoy the amusement park atmosphere may want to earn degrees in art, engineering,
marketing, or business. Professionals from all these careers, and many others, find full-time work in
amusement or theme parks.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Communicating clearly
Dealing with complaints tactfully, calmly, and politely
Working well with guests
Attention to detail
Following directions
Physical strength
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative

 



Speaking & listening Working with people
Self-presentation

WHERE THEY WORK   (Employer locator)

Amusement-park and theme-park workers find jobs in every type of ride, attraction, restaurant, store,
and booth in parks of all sizes. They work for local amusement parks with only a few rides and for Disney
World. They may sit all day in a lifeguard tower and watch rafts speed down a watery hill, or they may
spend the day serving hot dogs and barbecue from a booth or cart. They also work in the streets of a
park, driving service vehicles, cleaning up trash, assisting guests, entertaining, or patrolling.

OUTLOOK

The amusement part industry seems to be growing and the number of new jobs for amusement park
workers in Virginia is projected to grow faster than average through 2014. However this field depends on
a strong economy and on people having extra income for leisure activities. When the economy slows, or
people are reluctant to travel, amusement park attendance decreases and parks hire fewer people.

In general, however, workers shouldn't have trouble finding part-time, seasonal work. Since the pay is so
low and the schedule requires weekend and evening work, employers often have trouble filling all the
positions. In fact, they often recruit international college students to work during summer breaks.

 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK

Look for job ads at ThemedAttraction.com.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Most amusement and recreation attendants earn somewhere in the $12,000-$23,000 range. In Virginia in
2004, the median was about $16,000. Other amusement park workers, like cleaners and ticket sales
people, also earn pretty low wages, often about minimum wage. Workers with some experience and
those who get moved up into supervisory roles can make slightly more, and some workers get tips. Low
wages are sometimes compensated for by benefits, like reduced cost housing, access to low-cost medical
clinics, or free admission passes.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

National Amusement Park Historical Association
PO Box 83



Mt. Prospect, IL 60056 
www.napha.org/
International Association of Amusement Parks and Attractions
1448 Duke St
Alexandria, VA 22314
www.iaapa.org/
Paramount's Kings Dominion
PO Box 2000 
Doswell, VA 23047
www.kingsdominion.com/jobs.jsp
Anheuser Busch Adventure Parks 
Career Opportunities
www.becjobs.com/student.asp
Amusement Park Jobs
www.coolworks.com/amusement-park-jobs.asp
Amusement Park Jobs: Job Monkey
www.jobmonkey.com/resorts/html/amusement_theme_parks.html

This page was last edited on: April 4, 2006

  



Va Chefs Association
Virginia apprenticeships
Johnson & Wales University
See baking students at Chesterfield
technical center

Career Prospects in Virginia

Bakers
 

 <  
What do they do? Bakers produce baked goods for restaurants, institutions, caterers, & retail
bakeries

Specializations: Bread-making, pastry work, decorating

Preferred education: Formal training in high school CTE programs through professional cooking
school is very valuable but you can get started as a helper with out this.

Certification & licensing: Food safety & other certification is valuable

Getting ahead: With experience, can become supervisors or self-
employed

Skills & knowledge: Baking, attention to detail, measuring & calculating,
stamina, business sense

Where they work: Retail bakeries, restaurants, catering companies

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: In the $20-35,000 range but managers and pastry chefs
working in hotels and casinos earn more

Links: Find more information about this career

  

Chef Jacquy Pfeiffer
Chef Jarek Wysock

Young baker turns cookies into
cash

Pastry chefs need precision

WHAT DO THEY DO?
 

Thick crusty bread. Cookies. Cakes. Pies. Muffins. It’s all wonderfully
delicious, thanks to the legions of bakers across the country who
tempt us daily with their sinful treats.

Bakers--or pastry chefs as they are known in some kitchens--are the
people we usually imagine with tall white hats and a paunch. They
lovingly produce baked goods for retail and wholesale bakeries,
supermarkets, restaurants, cafeterias, caterers and neighborhood
cafes.

 

Unlike bakers who work in large, automated industrial bakeries, these bakers produce relatively small
quantities of breads, rolls and pastries, doing most of the work by hand. Think Carmen Gonzales, who
now owns her own well-known restaurant, or Thaddeus DuBois, who despite his French name, trained in
the United States and is now White House executive pastry chef. Pastry chefs measure and mix
ingredients, shape and bake the dough, and apply fillings and decorations. Those who work in small
establishments must also run the business side of things, including purchasing baking supplies and
overseeing sales and merchandising.

Though bakers make plenty of sugary confections, the life of a
baker is not always so sweet. Bakers must usually rise early,
and some start work as early as 4 a.m. They work in rooms
with large ovens that can be very hot. They lift heavy trays of
ingredients and pastries and stand on their feet for long periods
of time. Some must work the "red-eye" shift, laboring through
the night until early morning.

 

The job can be stressful as bakers work feverishly to meet strict deadlines. And because bakers work
with flour and sugar, some suffer respiratory and skin problems. This is one job that is definitely not "a
piece of cake." However, it is an occupation that has its rewards--pastry chefs love their jobs as well as



Modern Baking

Baking
Business.com

their products and are proud of a profession that goes back as long as man--and woman--has cooked
anything more than a leg of mammoth over a fire in a cave. And--pastry chefs sometimes get to sneak a
cookie, or even a piece of pie.

Specific tasks include:

Preparing and baking all kinds of sweets
Making icings and frosting
Decorating cakes, tarts, and other baked goods
Maintaining and cleaning kitchen work areas, equipment, and utensils
Purchasing supplies and overseeing sales and merchandising of baked
goods
Hiring and training assistants

 

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Most bakers are generalists, though some specialize in creating different types of baked goods. Some
examples of specialties are bread-making, pastry work, decorating, wedding cakes, sugar centerpieces
and chocolate confections. Other bakers can specialize in baked goods from a particular region or
country, such as Italian, French or Viennese pastries

EDUCATION, CERTIFICATION, & LICENSING

Many bakeries hire helpers with a high school diploma or GED and train them in house, but formal
training is an advantage for anyone who wants to advance as a baker. There are several good ways to
study for this career:

Many high schools offer career and technical education programs in culinary arts that provide a
good basic preparation.
Programs are also available in some community colleges and in specialist cooking schools. These
colleges teach more advanced and specialized skills and offer associate’s degrees as well as
certificates in the culinary arts, professional cookery and baking and pastry-making. Johnson and
Wales University is one of the best known specialist cooking schools in Virginia.
Apprenticeships are also available, and some employers support apprenticeship training for their
employees, particularly for those who need more advanced and specialist skills.

Voluntary certification is available for bakers. The Retailer’s Bakery Association, for example, offers
several levels of certification, including certification as a journey baker, baker, decorator, bread baker and
master baker. RBA certification is aimed at students graduating from baking and culinary programs with
limited working experience, bakery staff with little or no formal education but with on-the-job training,
and bakers interested in specializing in decorating and bread baking. Applicants must pass a written exam
and practical test in addition to proving work experience and/or education.

In addition to culinary education, employers now often look for staff with safe food handling certificates.
The two major certifying institutions are the National Restaurant Association and the American Food
Safety Institute.

Studying to be a baker in Virginia:



 

Apply for the The Otto Bernet Memorial Pastry Scholarship from the Va Chefs Association
(go to the home page and click on Scholarships).

Are you in high school? Learn more about Career and Technical Education. Find out about
the CTE courses in your community. Look for courses in Culinary Arts.

Some high schools have Tech Prep programs that let you get started on a community
college degree while you're still in school. Ask your guidance counselor if there's one at
your school.

Planning to go to college? Find community college programs. Find programs at 4 year
colleges and universities in Virginia

Learn more about apprenticeships. Contact your local apprenticeship representative.

Find links to cooking schools in the Shaw Guides Guide to Career Cooking Schools.

Get more information on professional certification from the Retailer’s Bakery Association.

Learn more about safe food handling certification from the American Food Safety Institute.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

After learning the ropes and getting some experience, it is possible to become a supervisor in a store or
a stand-alone bakery. The workload in small bakeries is demanding, however, and unless the bakery is
extremely successful, supervisors have to pitch in with some of the actual baking. Some stores offer far
better working conditions and opportunities for advancement than others, so it is best to shop around,
particularly for a first job. Bakers working in manufacturing companies can move up by taking on
supervisory and managerial roles. As bakers gain more responsibility, they can find themselves in charge
of developing new tasty treats for the masses. Some bakers may decide to cater to a more elite clientele
by becoming pastry chefs in fancy, high-end restaurants and on cruise ships. Others may opt to move up
by opening their own bakeries and bread shops. The extremely successful can become famous for their
pastry creations, writing cookbooks, opening franchises (Think of Mrs. Field's Cookies) and even
sometimes getting cooking shows on television.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Ability to get up early; bakers usually start work at 3:00 or 4:00 in the morning
Strength and stamina; bakers are on their feet all day, kneading, rolling out dough and, carrying
heavy trays
Thorough knowledge of baking
Being comfortable with routine repetitive work
Attention to detail
Following detailed instructions
Calculating weights, measurements and proportions
Bending, carrying, lifting, and standing for long periods of time

 



Working well with customers
Sense of design for decorating fancy baked goods
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

 Local bakeries, grocery stores, bakeries, large hotels and restaurants, and institutions.

OUTLOOK

In Virginia, demand for bakers is projected to grow about as fast as average through 2012. People eat
out more than ever before and have been looking for more variety, quality, and freshness in the baked
goods they buy, which should help sustain job growth. In addition, artisan breads and European baking
techniques have come into vogue in recent years and many neighborhood bakeries specializing in these
goods have opened up. However, baked goods are still luxuries and when the economy slows, so does
demand for bakers. There is a lot of job turnover in this field, though, so even in a slow economy, there
should be opportunities for trained bakers.

 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK
See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

In 2005, bakers earned average salaries in the $20-$35,000 range. According to Baking Business.com,
baker and oven operators earn salaries of about $25,000 while bakery managers earn about $40,000.
Bakery owners earn salaries of about $64,000. According to Payscale.com, pastry chefs working in hotels
and casinos earned salaries in the $35,000 to $58,000 range in 2005. Executive pastry chefs overseeing
and directing others in these environments earned salaries in the $70,000 to $90,000. Bakers who work
full-time often receive benefits, but part-time workers usually don't.

Check out salaries in this and other culinary fields at Culinary School Finder: Salaries.

Read more about bakers salaries at Baking Business.com.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites



FOR MORE INFORMATION

The Retailer's Bakery Association (RBA)
14239 Park Center Dr
Laurel, MD 20707
www.rbanet.com/
Career Information
www.rbanet.com/
The Bread Bakers Guild of America
www.bbga.org/
Bakery-Net
bakery-net.com/
Modern Baking
bakery-net.com/rdocs/modern/modbak.html
PastryChef Central 
www.pastrychef.com/
ProgressiveBaker.com
www.progressivebaker.com/
American Culinary Federation
10 San Bartola Dr
St Augustine, Florida 32086
www.acfchefs.org/
Apprenticeship Division
Department of Labor and Industry
13 South 13th St
Richmond, VA 23219
www.doli.state.va.us/
Star Chefs
www.starchefs.com/chefs/html/index.shtml

This page was last edited on: May 25, 2006

  



Va Dept of Alcoholic Beverage Control

Va's Electronic Labor Market

Career Prospects in Virginia

Bartenders
 

  
What do they do? Mix & serve alcoholic and other drinks in bars & restaurants  
Specializations: None

Preferred education: High school diploma or GED

Certification & licensing: Certification available

Getting ahead: Can move into bar, restaurant, & food service management

Skills & knowledge: Multi-tasking, knowledge of alcohol laws, getting along
with customers, physical stamina

Where they work: Places where alcoholic drinks are served

Job outlook: Good; high turnover creates lots of opportunities

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $12-28,000 range plus tips, though bartenders at high-
end places can make a lot more

Links: Find more information about this career

  

Alcohol awareness training

The life of a bartender

WHAT DO THEY DO?
 

“Love”--a concoction of sloe gin, eggs, lemon juice and raspberry
syrup--is one of the thousands of drinks bartenders serve each day to
customers at bars, restaurants and nightclubs. Though many of the
drinks that bartenders serve are alcoholic--wine, beer, straight shots,
and mixed drinks--many aren’t. Bartenders also serve fruit juice, soda
pop, club soda, coffee, and plain old water.

 

Keeping up with the trends is important in this profession. In fact, many bartenders attend bartending
schools where they learn how to mix a long roster of drinks, many of which are relatively obscure.
Witness the Oatmeal Cookie (cinnamon schnapps, coffee liqueur, cream, Frangelico with a shot of irish
cream), the Sicilian Kiss (amaretto, galliano and Irish cream) and the 57 Chevy (Grand Marnier,
pineapple juice, Southern Comfort and vodka).

In addition to mixing drinks, bartenders handle the business side of tending bar, including collecting
payments from customers, operating the cash register, and ordering and maintaining inventories of
liquor, mixes and other bar supplies. Other tasks include cleaning glasses and counters, serving food to
customers, checking customers’ IDs to make sure they're old enough to drink legally, and turning the
spigot off when a customer has obviously exceeded the limit.

Most bartenders work part-time and are paid by the hour. Since
the jobs are often poorly paid, bartenders usually rely on tips to
supplement their earnings. There are other downs to this job as
well, including constant cigarette smoke, occasional bar fights
among drunken and unruly patrons, and standing for long
periods.

 

Even so, many bartenders enjoy their work, especially the social aspects of the job, including the
generally congenial bar atmosphere and the opportunity to chat with customers. The job is also attractive
to college students or people looking for a second job.

Specific tasks include:



Bartender Magazine

Mixing and serving drinks
Preparing fruit for garnishing drinks
Collecting money for drink orders
Cleaning coolers, taps, glasses, utensils, and other bar equipment
Ordering supplies and ingredients
When licensed, selling unopened bottles for carry-out service
Replacing beer and soft drink tanks and re-connecting the pressure
regulator as the containers are emptied.
Monitoring customers to make sure they don't drink too much and
calling taxis for intoxicated customers
Supervising other bartenders and bar staff

 

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Bar attendants or barkeepers sell and serve alcoholic drinks to patrons in taverns or combination
bar and package-goods stores, but they do not usually serve mixed drinks

EDUCATION, CERTIFICATION, & LICENSING

No specific training is required for tending bar, but in Virginia bartenders must be at least 21 years old,
and employers often prefer to hire people 25 or older. Most employers also prefer people with a GED or
high school diploma. Bartenders must be familiar with state and local laws concerning the sale of
alcoholic beverages.

Some bartenders acquire their skills by attending a bartending school. These programs and classes offer
instruction on state and local laws and regulations, cocktail recipes, bar equipment, dress and conduct,
and stocking a bar. Some of these schools also help their graduates find jobs.

Since restaurants and bars are held liable for injuries caused by intoxicated customers, many prefer
bartenders who have had training in recognizing and dealing with over-drinking. There are several
courses available. The National Hospitality Institute offers a course entitled "Techniques of Alcohol
Management" that teaches bartenders how to serve alcohol responsibly. This course is offered in many
states, including Virginia. In addition, Virginia's Department of Alcoholic Beverage Control offers a similar
program called "Responsible Sellers and Servers: Virginia Program" (RSVP), which trains bartenders to
help prevent illegal alcohol sales, sales to intoxicated patrons, and drunk driving. Finally, a similar course,
"Training Intervention Procedures Strategies" (TIPS), is offered by Health Communications, Inc. Such
courses are usually voluntary, but they may be required by individual establishments.

For more information on licensing, see the Virginia Department of Alcoholic Beverage Control.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Bartenders generally get ahead by changing jobs and going to work in more-upscale places with more



 

customers and higher tips. A bartender at a convention hotel in Northern Virginia earns more and has a
lot more opportunities for advancement than someone working at a local watering hole in a rural town.
Bartenders can also advance into management if they are good at supervising others and at the business
side of running a bar. They can become the manager of an individual bar and from there move further up
in hospitality and food service management with a hotel or resort chain. A few open their own drinking
establishments.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Working under pressure
Memorizing how to make a large variety of drinks
Keeping track of several orders at once
Totaling tabs and making change quickly and accurately
Remaining even-tempered and working well with all types of people
Maintaining a neat and clean personal appearance
Standing for long periods of time; lifting and moving heavy kegs or cases
Knowledge of state and local laws for the purchase and sale of alcoholic beverages
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Nationally, two-thirds of all bartenders work in bars and restaurants. The rest are divided roughly evenly
among hotels, amusement and recreation services, and civic and social associations. Vacation resorts
offer seasonal employment, and some bartenders alternate between summer and winter spots rather
than remain in one area year-round.

OUTLOOK

It is difficult to judge the outlook for jobs in bartending. Many bartenders work part-time and, as in other
occupations that require little formal training, turnover rates are high, creating many job openings.
However, in large metropolitan areas, jobs may be difficult to get, since in these places, both wages and
tips tend to be relatively high, and bartending, particularly at upscale establishments, is considered a
well-paying job.

It seems likely that people who really want to work in this area will be able to find a position as long as
they are willing to go where the jobs are.
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LOOK FOR WORK

Take a look at job ads at HospitalityCareers.com.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Bartenders’ earnings come from a combination of wages and tips and vary with the type of
establishment. Bartenders who work in bars where patrons can sit at the bar receive more than half their
earnings from tips, while those working in bars where drinks are served by waiters and waitresses earn
most of their income from their wages. Wage surveys show that most bartenders earn somewhere
between $12,000 and $28,000 per year. However, a bartender who works full-time in a high-end
establishment can earn a lot more than this, and many bartenders make a good supplemental income
working part-time in this field.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

Bartender Magazine 
www.bartender.com/2links/trades2.htm
Bottles Up: the website of the Flair Bartending Magazine
www.bottlesup.com/
International Hotel & Restaurant Association
251 rue du Faubourg St Martin 75010
Paris, France
www.ih-ra.com



Virginia Department of Alcoholic Beverage Control
2901 Hermitage Rd
P.O. Box 27491
Richmond, VA 23261
www.abc.state.va.us/

This page was last edited on: June 8, 2006

  



Julie Thoman, chef from Va
Peter George, chef
Shari Robins, exec. chef

Career Prospects in Virginia

Chefs
 

  
What do they do? Chefs cook in high-end restaurants & catering services

Specializations: One or several of the world's many different types of cuisine

Preferred education: Graduation from a recognized cooking school

Julie Thoman, South Lakes
High School/ Chantilly
Academy, Culinary arts

program

Certification & licensing: Food safety certification often required by
employers

Getting ahead: Can advance to executive chef

Skills & knowledge: Cooking, creativity, supervising, working under
pressure, multi-tasking, teamwork

Where they work: Restaurant, hotels, catering companies

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $19-60,000 range but head chefs can earn more

Links: Find more information about this career

 

 

A day in the life of a chef

Chef profiles

See a video

Profile of a chef

WHAT DO THEY DO?

If you chill onions before cutting them, they won't make you cry. If
you rub potatoes with olive oil and crushed salt, and lightly prick
their skins, potatoes emerge from the oven with deliciously crunchy
skins. The best way to make a sauce without lumps is to pour boiling
liquid into a butter and flour mixture, whisk it continually, and if the
sauce still looks lumpy, use a sieve.

You may not know such kitchen tricks. But rest assured that chefs--people working in the kitchens of
high-end restaurants--know all these trade secrets and more. In record time they can use their cooking
skills to serve up delicacies like a black pepper-seared salmon filet with egg pasta, sauteed green
asparagus, and champagne-lemon creme. And for dessert: grand marnier chocolate cake with shiny
chocolate icing and vanilla gelato.

Although the terms chef and cook are still used interchangeably by most
people, chefs are actually very different from cooks. In general, chefs have
more skills and better training. They concentrate on designing menus,
ordering and purchasing food, creating new dishes, and managing the
kitchen. They often come up with creative menu items like the ones
described above.

Cooks, on the other hand, usually do not have the creative latitude of a chef. Cooks usually produce
basic menu items like hamburgers or spaghetti with meat sauce. While a chef may have attended a
prestigious cooking school to learn the business, a cook may pick up most of the skills on the job. Cooks
also tend to work in more casual eating establishments and in the cafeterias of schools, hospitals,
businesses and other institutions, while chefs work in upscale restaurants, hotels, casinos, cruise ships,
and resorts.

There is definitely a prestige factor involved with being a chef. Some of the most skilled and imaginative
chefs have earned fame for both themselves and the restaurants where they work. So-called celebrity
chefs have TV programs of their own, lend their names to lines of cookware and other kitchen
equipment, write cookbooks, market their own brands of frozen pizza, and earn enormous amounts of
money in the process. Think of Food Network Channel favorites like Molto Mario, Emeril Lagasse, Rachael



Virginia Chefs Association

See culinary students at Chesterfield
technical center

Chef Magazine

Global Chefs

Restaurant Biz

Star Chefs

Ray and Wolfgang Puck.

While all this may sound very glamorous, there are many aspects of
being a chef that aren't so glamorous. First, chefs spend long hours
on their feet. They work in hot kitchens and very often in tight
quarters. Their days are spent lifting heavy pots and kettles, and
burns, slips and falls are often part of the job description. Because
people dine primarily in the evenings and weekends, chefs often don't
have much of a social life. They have to work while everyone else is
having fun. Their working hours can include early mornings and late evenings.

Being a chef is also stressful. Chefs need to be highly organized. The top chef in a kitchen supervises the
entire kitchen staff, all of whom are working in close quarters and at top speed in an extremely hot
kitchen, producing many dishes at once and getting them to wait staff to be delivered in a reasonable
amount of time, often to very demanding customers. Many chefs get up at unbelievably early hours in
order to visit produce and other wholesale food markets so that they can personally choose ingredients
for the day's menu.

Despite the down side to this line of work, people who become chefs have a
passion for food and for the job. More than just a job, this type of work is really
a lifestyle perfect for people who see really delicious food as the true spice of life.

Specific tasks include:

All aspects of preparing and cooking food
Selecting and developing recipes suitable for the type of restaurant
Estimating the supply needs for the kitchen, ordering from suppliers, and
examining supplies to ensure their quality
Hiring, firing, and supervising lower-ranked chefs, cooks, and kitchen
helpers
Maintaining time and payroll records
Many chefs also play a management role including marketing the restaurant and dealing with
customers

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Chefs usually specialize in one or several of the world's many different types of cuisine, from barbecue to
Asian fusion to Nuevo Latino. In the kitchen they hold one of a number of different positions. These
include:

Chef De Froids design, prepare, decorate and arrange foods for buffets and informal restaurants.
Sous chefs supervise and coordinate the activities of cooks and other workers in preparing and
cooking food, and work under the direction of the executive chef or the chef de cuisine.
Pastry chefs prepare breads, cakes, pies, or cookies for restaurants and bakeries.
Chef de Cuisines head the kitchen, supervise all the cooks, and have the final decision-making
authority in the kitchen.
Executive chefs plan menus, order kitchen and food supplies, and supervise the cooks.
Master chefs possess the highest degree of professional knowledge and skill and teach and
supervise other chefs.



 

EDUCATION, CERTIFICATION, & LICENSING

Many chefs have an associate's degree in cooking, or culinary arts form a community college or specialist
culinary school. Some universities now offer a 4-year bachelor's degree. Employers look for experience in
addition to training. Secondary career and technical education programs usually offer a co-op portion
useful for gaining experience. Many chefs complete apprenticeship programs. Even with training,
however, beginners need to learn a lot of the essential skills on the job in a real, fast-paced kitchen. And
many top chefs have served apprenticeships in Europe.

The American Culinary Federation offers 8 levels of certification, from culinarian (cook) to master chef.
The ACF has a specific number of work and educational points that applicants must achieve for each
level. Work experience counts only if the person has been at a position for at least one full year. In
addition, each level requires applicants to have at least 30 classroom hours (or approximately 2 college
credits) in sanitation, nutrition, and supervisory management. Applicants must also pass an ACF test for
each level, offered nationwide at Sylvan's testing centers.

In addition to culinary education, restaurant and food service employers now often look for staff with safe
food handling certificates. The two major certifying institutions are the National Restaurant Association
and the American Food Safety Institute.

Studying to be a chef in Virginia:

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Culinary Arts. Because chefs have so many managerial responsibilities, they
also benefit from courses like Business Management, Hospitality Services, and Marketing.

Find culinary arts programs at high schools, technical centers, and community colleges.

See a list of Virginia cooking schools

Find links to cooking schools in the Shaw Guides Guide to Career Cooking Schools.

Learn more about apprenticeships. Contact your local apprenticeship representative.

Learn more about certification from the:

American Food Safety Institute

The American Culinary Federation

National Occupational Competency Testing Institute

National Restaurant Association Educational Foundation

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Advancement opportunities for chefs depend on education, experience, skill, and management ability.
Even after earning a degree, many chefs must take positions as cooks before they have gained enough
experience to be hired as a chef. Chefs advance and earn more by moving to new jobs and acquiring
new skills. Besides culinary skills, advancement also depends on the ability to supervise less-skilled
workers, keep costs low and quality high, and run an efficient operation. Some chefs eventually move

 



out of the kitchen and work exclusively as restaurant managers.

Some chefs go into business as caterers or restaurant owners, and others become instructors in a
cooking school. Some advance to executive-chef positions or supervisory or management positions,
particularly in hotels, clubs, and larger, more elegant restaurants. A few become nationally known as
writers or television performers.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Cooking
Managing and supervising people
Teamwork
Attention to detail
A good sense of taste and smell
Physical strength and stamina
Keeping abreast of current food trends and customer tastes
Working under extreme pressure
Creativity
Multi-tasking
Working long and irregular hours
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Chefs work in fine restaurants and hotels, for catering companies, and in other places, like cruise ships or
casinos, where fine food is served.

OUTLOOK

There should be plentiful job opportunities in this field through 2014. The number of restaurants
continues to grow, as do the number of meals eaten away from home. Increases in household income
and in the number of households in which both partners are employed encourage the eating-out trend.

However, the number of job openings in this field is highly dependent on the economy. When the
economy is booming, people spend money on fine dining, but when recession hits, they cut back on the
amount they're willing to spend on restaurants. But even in a recession, experienced chefs will be able to
find work. They may, however, work in establishments that are not as high-end as those they trained
for.

Read about the restaurant industry.
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LOOK FOR WORK

See the job ads posted with Restaurant.org

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

In 2005 most Virginia chefs earned somewhere in the $19-$60,000 range. Many chefs own or have a
financial stake in their restaurants and benefit from its success, though they also lose if it fails. High-end,
successful restaurants and hotels pay the highest wages. Executive chefs in these establishments may
earn in the $55-$96,000 range. Some five-star executive chefs with a talent for investment and self-
promotion even become rich and famous.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

Virginia Chefs Association of the American Culinary Federation
10533 Hamilton Rd
Glen Allen, VA 23060
www.vachefs.com
The American Culinary Federation
10 San Bartola Dr
St Augustine, FL 32086
www.acfchefs.org/
Council on Hotel, Restaurant, & Institutional Education
3205 Skipwith Rd
Richmond, VA 23294



www.chrie.org/
The Culinary Institute of America
1946 Campus Dr
Hyde Park, NY 12538
www.ciachef.edu/
Hospitality Executive
www.hospitalityexecutive.com/
Chefs Employment
www.chefsemployment.com/
Hotel & Restaurant Employees International Union
1219 28th St NW
Washington DC, 20007
www.hereunion.org/
Ehotelier.com The one stop website for hoteliers
ehotelier.com/browse/culinary.htm
Shaw Guides Guide to Career Cooking Schools
http://cookingcareer.shawguides.com/
Virginia Department of Labor and Industry, Apprenticeship Program
13 South Thirteenth St
Richmond, VA 23219
www.doli.state.va.us/
American Food Safety Institute
One Green Street,
Hulmeville, PA 19047
www.americanfoodsafety.com/
The American Culinary Federation
10 San Bartola Dr
St Augustine, FL 32086
www.acfchefs.org/
National Occupational Competency Testing Institute (NOCTI)
500 North Bronson 
Big Rapids, MI 49307
www.nocti.org
National Restaurant Association Educational Foundation
175 West Jackson Boulevard, Suite 1500
Chicago, IL 60604
www.nraef.org
Star Chefs
www.starchefs.com/

This page was last edited on: May 25, 2006

  



Va apprenticeships
Va School Nutrition Assoc
See culinary students at Chesterfield
technical center
Va Chef's Association

Career Prospects in Virginia

Cooks
 

  
What do they do? Cooks plan menus, prepare food, & supervise kitchen workers in restaurants,
hotels & hospitals

Specializations: Short order cooks, institutional cooks

Preferred education: High school CTE or postsecondary program in culinary arts, but many are
hired with less education than this

Certification & licensing: Food safety certification often required by employers

Getting ahead: Move to restaurants that pay more, or into management

Skills & knowledge: Cooking, working under pressure, multi-
tasking,supervision, teamwork, food-safety regulations, physical stamina

Where they work: Restaurants, hotels, the military, hospitals, & other
institutions

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $15-35,000 range

Links: Find more information about this career

  

National Restaurant Assoc

American Culinary Federation

Profile of a short order cook

WHAT DO THEY DO?
 

Chopping onions, mincing garlic, slicing mushrooms, peeling potatoes,
then roasting, sauteing or baking them--these are but a few of the
many tasks tackled by cooks each day around the country. Their work
behind the scenes results in the meals we eat in restaurants, hotels,
cafeterias, and even local fast-food restaurants.

 

Cooks are responsible for planning menus, preparing food, and supervising other kitchen workers in any
establishment, organization, or institution that serves food. Some cooks prepare fancy meals in
expensive and elegant restaurants and hotels, or on board cruise ships, earning good salaries and
enjoying liberal benefits. Others work in low-priced fast-food restaurants, diners and coffee shops,
earning only minimum wage. Some cooks even work in private households where they plan, prepare and
cook meals for a single family.

Large eating establishments tend to have several cooks on staff. Each cook has a special assignment and
often a special job title, such as vegetable, fry, or sauce cook. In smaller full-service restaurants, cooks
prepare and cook a limited number of easy-to-prepare meals from start to finish. Typically, a small,
casual restaurant might employ one cook, a short-order cook, and one or two kitchen workers. A fast-
food restaurant might employ one cook who produces only a few items that are often prepared in
advance and kept warm until sold.

Cooks working in cafeterias, schools and businesses prepare
large quantities of a limited number of entrees, vegetables, and
desserts, while restaurant cooks generally prepare a wider
selection of dishes that are individually cooked to order.

Part of a cook's job description includes monitoring and ordering
foods and other supplies, planning menus, deciding food
portions and estimating how much food will be needed for any
given day.

 



Food Service &
Hospitality

Restaurant
Hospitality

People who like to cook and think they want to do it professionally sometimes don't realize how hard a
cook's job is. Cooks, particularly those in restaurants, work at top speed in hot, crowded kitchens, where
they have to keep track of many orders and many people at once. Things go wrong all the time, and
cooks have to be experts at fixing them up on the spot, whether it's a stove that's malfunctioning or a
Porterhouse steak that got dropped onto the floor on its way to the plate. Burns, cuts, bumps, and
bruises are common. But for those who truly love food and enjoy preparing it, all this is not only worth it
but actually fun.

Head cooks direct the work of other kitchen workers, supervising less-skilled staff who weigh and
measure ingredients, retrieve pots and pans, clean work areas, stir and strain soups and sauces and
clean and peel vegetables and fruits.

Although the terms "cook" and "chef" are often used interchangeably, chefs tend to be the more highly
skilled and better-trained members of the profession. Their training and career paths are usually
different from those of cooks.

Specific tasks include:

Cooking meals to order
Preparing special meals for patients as instructed by a dietitian
Estimating requirements for food and other supplies based on the
expected number of customers
Supervising and training other cooks
Baking breads and pastries
Planning menus, taking advantage of foods in season and local
availability
Ordering food and kitchen supplies and keeping detailed records and
accounts

 

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Short order cooks prepare and serve foods that require only a short preparation time. They grill
and garnish hamburgers, prepare sandwiches, fry eggs, and cook french fries, often working on
several orders at the same time.

Institutional and cafeteria cooks prepare large quantities of a limited number of entrees,
vegetables, and desserts in institutions that may include schools, businesses, hospitals, and
prisons.

Bakers bake breads, pastries, and desserts.

First cooks prepare hot food items, using sauteing, roasting, and baking skills and carrying out
other tasks deemed necessary by the executive chef. They also supervise second and third cooks.

Second and Third cooks prepare and cooks foods as directed by the first cook. Second cooks
usually prepare cold appetizers, salads and desserts and do preparation and set-ups for buffets.
They also oversee bakers, pastry cooks and cleaners.

Grill cooks specialize in preparing grilled meats, fish, vegetables, and other foods.

Kitchen helpers and line cooks clean kitchen areas, wash dishes, and perform various other
activities to assist workers preparing foods and beverages. They also prepare foods for cooking and
do quality control of various ingredients.



 

EDUCATION, CERTIFICATION, & LICENSING

Most entry-level cooking and food-preparation jobs require cooking experience rather than formal
training. Food prep workers often start in fast-food or in other lower-skilled kitchen positions. These
positions require little education or training, and skills are learned on the job. After acquiring some basic
food handling, preparation, and cooking skills, workers can move up to assistant cook positions.

Though you can start a career in cooking without much training, those who want to move up need
culinary training. You can study cooking, or "culinary arts," in high school career technical education
programs or in post-secondary culinary schools. In addition, apprenticeship programs offered by culinary
institutes, industry associations, or unions provide training and skills helpful in getting jobs. The armed
forces are also a good source of experience and training.

The American Culinary Federation (ACF) offers certification for cooks and pastry culinarians. The
designation "certified culinarian" can be earned by candidates who have either an associate's degree or a
three-year ACF apprenticeship and who pass the ACF exam.

In addition to culinary education, restaurant and food service employers often look for staff with safe-
food handling certificates. Many states require that their employees have these certificates, but this is not
yet required in Virginia. People interested in getting a certificate often enroll in a ServSafe course, which
normally takes about 8 hours. Certifying institutions include the National Restaurant Association, the
American Food Safety Institute and the National Occupational Competency Testing Institute (see below
for links).

Studying culinary arts in Virginia:

Are you in high school? You can get started with Career and Technical Education courses in
Culinary Arts. Cooks who want to move up into managerial jobs also benefit from courses
like Business management, Hospitality Services, and Marketing.

Some high schools have Tech Prep programs that let you get started on a community
college degree while you're still in school. Ask your guidance counselor if there's one at
your school.

Find culinary arts programs at community colleges.

Learn more about apprenticeships. Contact your local apprenticeship representative.

For more information on certification, see:

American Food Safety Institute

American Culinary Federation

National Occupational Competency Testing Institute

National Restaurant Association Educational Foundation.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

 



GETTING AHEAD

Skilled cooks who show an ability to manage kitchen activities may be promoted to supervisory positions.
Often, cooks have to find new jobs in order to advance. Higher pay is also a form of advancement for
cooks. Some cooks go to culinary schools in order to become chefs. Some go into businesses as caterers
or restaurant owners while others become instructors in career and technical education programs in high
schools, community colleges or other academic institutions.

Since cooks are known for being temperamental and sometimes not very reliable, one who is even-
tempered, successful at teamwork in the kitchen, and who spends a reasonable amount of time in a job
before moving on has the best chances for advancement.

Some cooks and chefs become restaurant managers and some open their own establishments.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Cooking
Working under pressure
Multi-tasking
Physical stamina
Supervision & teamwork
Knowledge of kitchen safety and sanitation
Working in a hot, fast-paced kitchen
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Most cooks work in restaurants or fast food joints. The rest are employed in a variety of other
organizations, including schools, universities, hospitals, nursing homes, hotels, and grocery stores. A
large percentage of cooks work part-time.

OUTLOOK

This is a very large occupation--about 70,000 Virginians work as "cooks and other food preparation
workers." This large size, along with a high turnover rate and about average growth, means that there
should be plenty of job opportunities for cooks. Though jobs will be relatively easy to find in upcoming
years, high-paying jobs with benefits will continue to be scarce. Trained cooks will have an advantage in
finding the best jobs, but chronically low wages in this industry will continue to discourage people from
seeking training.
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LOOK FOR WORK

 
See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Cooks usually earn somewhere in the $15-35,000 range. Wages are usually highest in elegant
restaurants and hotels and lowest in fast food restaurants. In Virginia in 2005, the median salary for
restaurant and cafeteria cooks was about $17,000. Fast food cooks in Virginia earned about $13,000 a
year and short order cooks earned about $15,000. Nationally, the average salary for cooks was about
$27,000 in 2005.

The Foodservice.com Salary Survey also lists salaries for a wide range of food service jobs, though it
generally shows higher salaries than the Bureau of Labor Statistics survey does.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

The National Restaurant Association 
1200 17th St NW 
Washington DC 20036
www.restaurant.org/
American Culinary Federation 
PO Box 3466
St. Augustine, FL 32085
www.acfchefs.org
Council on Hotel, Restaurant, and Institutional Education 



1200 17th St NW
Washington DC 20036
www.chrie.org/
FoodService.com
www.foodservice.com
Virginia Department of Labor and Industry
Apprenticeship Program
Powers-Taylor Building
13 South Thirteenth St
Richmond, VA 23219
www.doli.state.va.us/
American Food Safety Institute
One Green Street,
Hulmeville, PA 19047
www.americanfoodsafety.com/
American Culinary Federation 
PO Box 3466 
St. Augustine, FL 32085
www.acfchefs.org
National Occupational Competency Testing Institute (NOCTI)
500 North Bronson 
Big Rapids, MI 49307
www.nocti.org
National Restaurant Association Educational Foundation
175 West Jackson Boulevard, Suite 1500
Chicago, Illinois 60604
www.nraef.org

This page was last edited on: May 25, 2006

  



Career Prospects in Virginia

Heating & Air-Conditioning Technicians
 

  
What do they do? HVAC techs install, maintain, & repair heating, air-conditioning, & refrigeration
systems

Specializations: Particular kinds & brands of equipment

Preferred education: GED/HS diploma (especially with CTE program) and postsecondary training
or apprenticeship

Certification & licensing: Certification often required by employers

Daniel Ramos, Va Beach
Technical & Career

Education Ctr, HVAC
program

Getting ahead: Can move into supervisory positions or open own business

Skills & knowledge: Electronics, mechanical ability, physical strength &
agility, trouble-shooting, charts & diagrams, working well with customers

Where they work: Work for HVAC contractors, industries, schools,
hospitals; self-employment

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $24-55,000 range

Links: Find more information about this career

 

 

How air conditioners work
Cool Careers
AC Contractors of America
Plumbing-Heating-Cooling
Contractors Assoc
RHVAC Tools

WHAT DO THEY DO?

In the chill of winter, most of us depend on central heating to keep
our homes and offices warm as toast. In the dog days of summer,
we depend on air-conditioning to keep our homes and offices cool
and comfortable.

In short, a lot of our daily comfort depends on heating and air-
conditioning systems and the people who install, maintain, and repair
them--heating and air-conditioning technicians.

Heating and air-conditioning technicians (also known as HVAC technicians) install and repair heating, air-
conditioning, and ventilation systems in residential, commercial and industrial buildings. These systems
are usually quite complicated, consisting of a variety of mechanical, electrical and electronic components
like motors, compressors, pumps, fans, ducts, pipes, thermostats, and switches.

Temperature control is vital not only to our comfort but also to the economic health of most of our
businesses.

For example, electronic and computer manufacturers need cool, clean and very dry air for their products.
Hospitals, day care centers, and community centers need comfortable temperatures and good air quality
for patients. Research labs, medical manufacturers, and food-preparation companies need heating,
cooling, and refrigeration equipment to keep their products pure and safe. Printers use high-speed, multi-
color printing equipment that requires strict humidity control to ensure product quality. Even farmers
need refrigerated trucks, warehouses, and display cases for their agricultural produce. All of these
businesses depend heavily on the expertise of HVAC technicians, as do sports arenas, shopping malls,
movie theatres, grocery stores, and factories.

Wherever a HVAC technician may work, part of the job inevitably involves
dealing with customers. Therefore, it’s important that technicians not only know
their way around a compressor, but have a good "bedside" manner too, with the
ability to be pleasant and courteous while carrying out prompt, successful



HPAC Engineering

Snips

installation and repair.

Specific tasks include:

Installing and repairing furnaces, boilers, air conditioners, and ventilation
equipment
Diagnosing causes of breakdowns and figuring out how to fix them
Recharging cooling systems with refrigerant gases
Installing copper tubing systems that circulate water or cooling gases
Replacing compressor parts like valves, pistons, bearings, and electrical motors on refrigeration
units
Repairing thermostats and electrical circuits

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Heating and air-conditioning technicians often specialize in either installation, maintenance, repair, or
sales. Some specialize in one type of equipment.

Sales and marketing specialists sell and market heating and air-conditioning systems to businesses
and homeowners
CAD designers design heating and air-conditioning systems for "smart" office buildings and homes
Quality control engineers ensure that HVAC products work to specification. As products come off
the production line, they test, locate, and correct defects before the equipment reaches the
consumer

EDUCATION, CERTIFICATION, & LICENSING

Some heating and air-conditioning technicians learn skills informally on the job, but employers
increasingly prefer to hire technicians who have completed an apprenticeship program or formal technical
training in high school, a postsecondary technical school, community college, or the armed services.
Formal apprenticeship programs normally last 3 or 4 years and combine on-the job training with
classroom instruction. Many community colleges also offer two-year associate degrees in heating, air-
conditioning and refrigeration. Students study theory, design and equipment construction, electronics, and
the basics of installation, maintenance and repair.

In Virginia technicians who buy or work with refrigerants must pass a written exam and be certified in
their proper handling by the Department of Professional & Occupational Regulation Board for Contractors
Tradesman Licensure.

North American Technician Excellence and HVAC Excellence offer certificate programs for heating and air-
conditioning technicians. In addition, certification in EPA regulations can be obtained from the
Environmental Protection Agency. The National Center for Construction Education & Research (NCCER)
also offers HVAC certification.

Studying to become a HVACR technician in Virginia::

Check out the education and career resources at Cool Careers.

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Heating, Ventilation, Air Conditioning and Refrigeration. This program can



 

lead to certification from the National Center for Construction Education & Research
(NCCER).

Some high schools have Tech Prep programs that let you get started on a community
college degree while you're still in school. Ask your guidance counselor if there's one at
your school.

See a national list of HVAC programs

Planning to go to college? Find HVACR programs at Virginia community colleges.

Learn more about apprenticeships from Virginia's Career Connect. Contact your local
apprenticeship representative.

For more information on certification, see:

North American Technician Excellence

HVAC Excellence

Environmental Protection Agency

National Center for Construction Education & Research

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

For most HVAC technicians, advancement comes in the form of higher wages. However, some technicians
advance to positions as supervisor or service manager. Others may move into areas such as sales and
marketing. Those with enough capital and managerial skill can open their own businesses, contracting to
install HVAC equipment, doing repairs, or both.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Mechanical aptitude
Electronics
Diagnosing malfunctions and figuring out how to fix them
Working well with customers
Understanding technical drawings, diagrams, graphs, and charts
Physical strength and agility
Reading gauges and other instruments
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing

Computer literacy
Problem-solving & decision-making
Understanding the broader picture

A strong work ethic
A positive attitude
Independence &

 



Speaking & listening Working with people initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Approximately 15% of all HVAC mechanics workers are self-employed. More than half of all the others
work for cooling and heating contractors. The rest work in a wide variety of industries, including
refrigeration and air-conditioning service and repair businesses, fuel oil dealers, schools, hospitals, office
building,s and other organizations that operate their own large heating and air-conditioning systems.

OUTLOOK

Prospects for skilled HVAC technicians are expected to be very good, particularly for those with technical
school or formal apprenticeship training. In addition to job openings created by employment growth,
thousands of openings will result from the need to replace workers leaving the field.

In addition, rising energy costs will encourage the development of new, energy-saving heating and air-
conditioning systems and also encourage home and business owners to replace old systems with new
more efficient ones. Demand for maintenance and service should also increase, as owners try to keep
systems operating at peak efficiency. In addition, the continuing focus on improving indoor air quality
should contribute to the growth of jobs for HVAC technicians.

Although technicians who specialize in installation may suffer unemployment when the economy slows
down and cuts the level of new construction, maintenance and repair work usually remains pretty stable.
People and businesses depend on their climate control systems and have to keep them running no
matter what the economy is like.

The number of new houses started each month is a good measure of the health of the construction
industry. You can see national trends in housing starts on this page from Fidelity Investors' Weekly.
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LOOK FOR WORK
 



 
See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

In Virginia, most heating and air conditioning technician earned between $24,000 and $55,000 a year in
2003. Experienced techs can earn more.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

Apprenticeship Division, Department of Labor and Industry
13 South Thirteenth Street
Richmond, VA 23219
www.doli.state.va.us/
Air Conditioning Contractors Association
PO Box 4268
Silver Spring, MD 20914
www.acca-ncc.org
North American Technician Excellence
8201 Greensboro Drive, Suite 300
McLean, VA 22102
www.natex.org
National Association of Plumbing-Heating-Cooling Contractors
180 S. Washington St
PO Box 6808
Falls Church, VA 22040
www.phccweb.org/
TradeJobsOnline: Construction Employment
www.tradejobsonline.com/
21-CR Air Conditioning & Refrigeration Technology Institute
4301 N. Fairfax Drive, Suite 425
Arlington, VA 22203
www.arti-21cr.org/
Department of Professional & Occupational Regulation
Board for Contractors Tradesman Licensure
3600 West Broad St
Richmond, VA 23230
www.state.va.us/dpor/tra_main.htm
HVAC Excellence
Office Box 491
Mount Prospect, IL 60056
www.hvacexcellence.org
Environmental Protection Agency
Ariel Rios Building
1200 Pennsylvania Avenue, NW
Washington, DC 20460 
www.epa.gov
National Center for Construction Education & Research (NCCER)
www.nccer.org/
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Career Prospects in Virginia

Hotel Guest Services Representatives
 

  
What do they do? Guest services representatives are the up-front people in hotels, resorts,
motels, like front desk people, concierges, & doormen

Specializations: Reservations, front desk, bell service, telephone, concierge, & transportation

Preferred education: GED or HS diploma (especially with CTE program) through bachelor's degree

Certification & licensing: Certification available

Getting ahead: In most hotel chains it is difficult to move into management
without a degree.

Skills & knowledge: Handling the unexpected, dealing with complaints,
relating well to a wide variety of people, teamwork, record-keeping

Where they work: Hotel lobbies & front offices of hotels, motels, resorts, &
conference centers

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $13-29,000 range

Links: Find more information about this career

  

You're a what?

Profile of a hotel porter

WHAT DO THEY DO?
 

A typical day might find guest services workers in hotels tracking
down tickets to a hot concert in town, making reservations at a hip
new restaurant, picking up dry cleaning, carrying luggage, welcoming
guests, opening doors, or booking reservations. But whatever their
exact duties or job titles, guest services representatives have the
basic task of making hotel guests feel welcome, relaxed, and even
pampered.

 

As front desk people, guest services representatives are the "public face" of a hospitality enterprise.
Guests often get a good or bad feeling about where they are staying within the first few minutes of their
stay, and this opinion is often based on the helpfulness and friendliness--or the unhelpfulness and
unfriendliness--of the up-front people. When a concierge goes out of the way to get information for a
guest, or when a reservation agent is especially courteous and helpful, it can ensure that a first-time
guest becomes a regular.

While hotel and resort guests love excellent service, providing it is
not always easy. Guest representatives must remain courteous,
tactful, calm, and helpful, even when hotel guests are rude and
demanding. If a concierge or desk clerk blows his cool, the hotel's
reputation--and the concierge's or desk clerk's job--may suffer.
Even after a horrendously long day, guest representatives must
be as friendly and helpful to the last guest they encounter as
they were to the first one.

 

"How may I assist you?" is a phrase practically stamped on these workers foreheads. And even if a hotel
is teeming with guests on the busiest weekend of the year while five staff members are out sick with the
flu, guest representatives must remain as unflustered, serene, and peaceful as Zen monks. Needless to
say, these jobs require a certain type of personality for success.



Lodging
Magazine

Hospitality
Technology

Specific tasks vary by specialization, but all guest services representatives do
the following:

Greeting guests, offering assistance, and recommending hotel and area
services
Keeping an eye out for problems, from unsatisfied customers to untidy
restrooms, and making sure they're reported to those who can fix them
Reporting and documenting safety hazards, conditions, or unsafe
practices
Providing service with a smile

 

  

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

In very large hotels, the front office is usually subdivided into sections such as reservations, the front
desk, bell service, telephone, concierge, and guest transportation. Many people may be employed in each
area, with managers and assistant managers to supervise them.

In small hotels one or two guest services representatives may handle all of these responsibilities. In this
case they are usually called front-desk agents. In very small hotels, inns, and bed and breakfasts, one
person may handle these and many other tasks, from housekeeping to food service to maintenance.

Reservations agents keep up with hotel booking. They handle group room-contracts negotiated by
the sales department and correspond with groups and travel agents to answer special requests for
rooms and rates. They enter information into the computer and retrieve it when needed. They see
that the front desk, housekeeping, and other departments, such as food service, receive daily
information on expected arrivals and departures.
Front desk agents work behind the main desk, where guests register when they arrive and check
out when they leave. They make sure that guests have the rooms they booked, take payments, ask
about any other needs the guests have, and generally try to sell and promote hotel services.
Bellmen assist guests with luggage.
Doormen open the hotel door for guests entering or leaving. They also assist guests with luggage,
call taxis, and direct traffic moving in front of the hotel.
Concierges perform many services for guests, including arranging hotel services, recommending
local amenities, and booking transportation, restaurants, and tickets. At business and conference
hotels, they also have to know a considerable amount about business services, like where to find
legal secretaries, translators, or computer repair.
Guest transportation agents drive guests in hotel vehicles. They usually drive to and from the
airport or between hotel outbuildings, but some hotels provide more extensive transportation
services.
Telephone operators take incoming calls and direct them to the proper room or department. They
also take messages for guests and answer simple questions.

EDUCATION, CERTIFICATION, & LICENSING

Most large hotels provide extensive training to their employees and do not require degrees for their
entry-level staff. Many people begin working in guest services jobs with a GED or high school diploma,
especially if they studied hospitality in high school.

However, people who want to become managers, and in some cases even assistant managers, need a
college degree, preferably in hotel management. Associate's and bachelor's degrees are available from



 

many colleges. Both are useful, but a bachelor's degree is usually necessary for upper level management,
and an MBA for the executive level. Some hotels, especially the top ones, prefer to hire college
graduates even for their front desk positions and see this as an entry-level management position.

Studying for a career in guest services in Virginia

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Hospitality Management and Hospitality Services. These programs can lead
to hospitality skills certification from the American Hotel & Lodging Association and the
National Occupational Competency Testing Institute (NOCTI).

Planning to go to college? Find programs in hospitality at community colleges.

For more information on certification, see:
American Hotel & Lodging Association
National Occupational Competency Testing Institute (NOCTI)

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Guest services representatives advance by moving from entry-level positions within their department to
supervisory positions. In most hotel chains it is difficult to move into management without a degree.

Service representatives can also advance by moving from smaller, less prestigious hotels to larger ones.
Wages in luxury hotels are significantly higher than those in budget hotels.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Being consistently pleasant and polite
Dealing with complaints tactfully, calmly, and politely
Handling unexpected situations calmly
Relating to a wide variety of people
Teamwork
Record-keeping

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

 



Guest services representatives work in the lobby and front offices of hotels and resorts, many of which
are located in cities or resort communities such as beaches and ski areas.

OUTLOOK

The recent tough economy hurt the hotel industry, which has always been cyclical. The industry responds
quickly to the overall economy, slowing in recession years and rising in expansion. The 2001 terrorism
attacks and increased concerns about security dealt a particularly hard blow to the hospitality industry.
However, it has now begun to recover and even to expand.

New technology has changed the job of guest services representatives over the last decade.
Computerized record-keeping has cut down the amount of paperwork that front desk workers do. Guests
can now check out automatically, view their bills on television screens in their room, and get messages
on in-room answering machines. However, guests still want, and will probably always want, direct and
personal service from hotel staff.

Regardless of changing technology or the state of the economy, there are usually a lot of job
opportunities in guest services because there is a high turnover among hotel workers.

 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK

Take a look at job ads in the Va Hospitality & Travel Association job bank.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Salaries in this career are generally low, as they are throughout the hospitality industry. Most desk clerks



usually earn in the $13,000-$23,000 range. Concierges earn somewhat more, mostly in the $14,000-
$29,000 range. Those who have an opportunity to earn tips from guests--such as doormen and bellhops-
-can earn more than workers who are generally not tipped, like front desk clerks.

For more salary information, see the HospitalityCareerNet Hospitality Compensation Exchange.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

The Rooms Chronicle: Website for hotel rooms management
www.roomschronicle.com/
Hotel Job Resource
www.hoteljobresource.com/
American Hotel and Lodging Association
1201 New York Avenue, NW, Suite 600
Washington, DC 20005
www.ahma.com
The International Council on Hotel, Restaurant and Institutional Education
3205 Skipwith Road,
Richmond, VA 23294
www.chrie.org/
Hospitality Careers Online
www.hcareers.com/seeker/
HospitalityCareerNet
www.hospitalitycareernet.com/

This page was last edited on: June 19, 2006

  



Va Hospitality & Travel Assoc

Va's Electronic Labor Market

Career Prospects in Virginia

Hotel Housekeepers
 

  
What do they do? Housekeepers clean guest rooms & the public areas of hotels & other lodging
places

Specializations: None

Preferred education: None required to start; but a HS diploma or GED is
often needed to move up

Certification & licensing: Certification available

Getting ahead: Can become inspectors or specialists, or move to a better
hotel

Skills & knowledge: An eye for neatness, attention to detail, following
standard procedures, physical strength and agility

Where they work: Hotels, motels, resorts & conference centers

Job outlook: Large occupation with high turnover means lots of openings

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $12-22,000 range

Links: Find more information about this career

  

Read about hotel workers in Las
Vegas

WHAT DO THEY DO?
 

Your first flight was late, so you missed your second one and waited
in a crowded airport for four hours before you could get another flight
out. In the meantime, you had to call two clients to reschedule
appointments, but one of them had apparently turned her cell phone
off, and it took four calls before you could find her. And when you
finally got where you were going, and retrieved your luggage, it was
90 degrees out and you had to wait for an hour before the hotel van
came to get you. You're hot, tired, and frustrated.

 

Then you get to your hotel room and find it immaculately clean, with a sparkling bathroom and a bed
outfitted with crisp, fresh sheets. And thanks to the hotel housekeepers who made it that way, you heave
a huge sigh, kick your shoes off, and relax.

Hotel housekeepers clean the guestrooms and public areas of hotels, motels, and other kinds of lodgings.
They are also called roomkeepers, room attendants, room cleaners, or maids. You see them pushing a
trolley from room to room, pushing a cart filled with cleaning supplies as well as fresh sheets and towels,
and stocks of plastic shower caps, shoe shine sponges, and little sewing kits.

Housekeeping in a hotel has to meet far more rigorous
standards than most people maintain in their own houses.
Housekeepers vacuum the entire floor of each guest room and
dust every surface. They check lamps, clocks, radios and the TV
to make sure they work. They clean all the surfaces in the
bathroom and restock it with guest supplies.

 

Then they make the bed, immaculately and with no creases. Usually they change linens and towels,
unless guests request that they not be changed. (More hotels are asking guests to specifically request
changes as a way of reducing energy costs.) Housekeepers must do such rigorous cleaning for as many
as 18 hotel rooms a day, which can be exhausting.



In most hotels, housekeepers’ work is inspected each day by a supervisor or specialist room checker, and
housekeepers may have their wages docked a certain amount for each failure to meet hotel standards or
be paid bonuses for perfect inspections. In addition, particularly fastidious housekeepers may receive tips
from grateful guests who have appreciated a job well done, as well as the opportunity to sleep late in the
morning.

Specific tasks include:

Attending pre-shift meetings to learn room assignments and the day's tasks
Stocking housekeeping carts with cleaning supplies, fresh linens, and guest supplies
Cleaning, vacuuming, and re-stocking guest rooms and baths
Making beds
Removing all trash and dirty linen from guest rooms
Cleaning, vacuuming, straightening public areas when assigned to those shifts
Reporting items left behind to housekeeping supervisor

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

None

EDUCATION, CERTIFICATION, & LICENSING

Most employers don't require hotel housekeepers to have a diploma or degree. They are more concerned
with finding people who will be conscientious workers, reliable about attendance, and courteous to
guests. Employers would like to have housekeepers who speak basic English, but when the economy is
booming, they often hire many new immigrants who speak very little English. Some better hotels help
staff take English lessons.

Most large hotels and hotel chains formally train new workers in hotel policies, cleaning techniques, and
the safety standards that that Occupational Safety and Health Administration requires. In small hotels
and bed and breakfasts, housekeepers usually learn on the job.

Studying housekeeping in Virginia:

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Hospitality Services. This program can lead to hospitality skills certification
from the American Hotel & Lodging Association and the National Occupational Competency
Testing Institute (NOCTI).

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Generally speaking, opportunities for promotion are better in large hotels than in small ones.



 

Housekeepers can advance to become inspectors or specialists--who do light maintenance and deep
cleaning--without further education, provided that they have the skills to do the job and can read and
write well enough to keep the necessary records. Some hotels require a high school diploma, GED, or
even an associate's degree for supervisors, but because of the labor shortage in this field, many promote
workers without these educational qualifications if they have supervisory skills and a good work record.

It used to be that skilled workers could even rise to be housekeeping-department managers without
additional formal education, but this is rarely true today. Housekeeping managers usually have at least
an associate's degree, and many fine hotels require a bachelor's degree, preferably in hotel management.

Though it may be difficult to move up the job ladder, housekeepers can also advance by seeking jobs in
better hotels, where wages and working conditions are often much higher than those found in smaller,
cheaper establishments.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Attention to detail and a eye for neatness and cleanliness
Physical strength, agility, and stamina
Following standard procedures and safety rules
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Hotel hospitality staff work in hotels, motels, inns and bed and breakfasts throughout Virginia and
nationwide.

OUTLOOK

Because pay is low and the work is physically demanding, turnover is extremely high in this field, so
there will be opportunities for employment in most parts of Virginia regardless of the state of the
economy. More jobs will certainly develop as new hotels and convention centers come on line in cities
like Richmond, Virginia Beach, Hampton and Roanoke.

 



 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK

Take a look at job ads in the Va Hospitality & Travel Association job bank.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Housekeeping workers earn very low wages, usually between $6.00 and $10.00 per hour. In 2003, the
median annual earnings for housekeepers was about $16,000 a year. Some guests leave tips, but rarely
enough to make a substantial contribution to the housekeeper's income. Housekeeping supervisors
earned substantially more--in the $18,000-$46,000 range. In certain areas of the country, like Las
Vegas, where hotel workers are well-organized, unionized hotel housekeepers earn more than average
and enjoy benefits that are often not the norm.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

The Rooms Chronicle: Website for hotel rooms management
www.roomschronicle.com/
Hotel Job Resource
www.hoteljobresource.com/
American Hotel and Lodging Association
1201 New York Ave NW, Suite 600
Washington, DC 20005
www.ahma.com/
The International Council on Hotel, Restaurant and Institutional Education



3205 Skipwith Rd
Richmond, VA 23294
www.chrie.org/
Hospitality Careers Online
www.hcareers.com/seeker/
HospitalityCareerNet
www.hospitalitycareernet.com/
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Va's Electronic Labor Market

Career Prospects in Virginia

Hotel Managers
 

  
What do they do? Hotel managers oversee the running of hotels, motels, or departments within
them

Specializations: Guest services, housekeeping, food & beverage, security, & other areas

Preferred education: Associate's degree through MBA

Certification & licensing: Certification available

Getting ahead: Can advance from trainee to assistant manager to
department manager

Skills & knowledge: Attention to detail, multi-tasking, decision-making,
handling stress, business sense

Where they work: Offices & all other parts of hotels, motels, resorts, &
conference centers

Job outlook: Slow growth predicted; but turnover keeps lots of entry level
positions available

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $17-60,000 range

Links: Find more information about this career

  

A hotel manager

American Hotel & Lodging Assoc

WHAT DO THEY DO?
 

On a typical day, a hotel manager might interview a new job
candidate, review the hotel's budget for accuracy, talk with
housekeeping about changes in the housekeeping routine, deal with
a major leak in room 909, inspect the condition of the lobby and
hallways, plan an upcoming renovation, handle guest complaints,
plan employees' schedules for the next week, negotiate a contract
with a new beverage service company, fire an unreliable doorman
and note that the flowers at the reception desk are wilting and are
due for a change.

 

And that's all before noon.

In short, hotel managers wear a million different hats and juggle a million different tasks. As managers
who oversee the running of entire hotels or motels, they must have an incredible eye for detail, great
organizational ability, and lots and lots of energy.

In the back-office part of their jobs, hotel managers hire and fire, manage employees, do budgeting,
decide wages, negotiate contracts with suppliers, and plan renovations. As managers, they set hotel
policies and are responsible for the many and varied administrative aspects of running a hotel. But even
so, most managers--even high-level ones--spend time each day in the pubic parts of their hotel,
speaking to guests, observing workers, inspecting facilities and generally making sure that the hotel is
running as it should. When staff is short, hotel managers can even help out by serving guests and
working to check guests in and out at the front desk.

Needless to say, this job can be a very tough one. In the course
of the day, hotel managers face all sorts of crises. They must
make many quick decisions with grace and aplomb. They must
have a good sense of business and know how to promote their
hotel through advertisements, promotional events and special
offers. But it's not enough to be highly organized, efficient, and

 



familiar with financial practices and budgeting. Managers must
also have good people skills, too.

They must know how to manage and communicate with hotel employees, encouraging them to do good
work, and know how to keep hotel guests happy, by talking with them and promptly responding to their
needs. They must also be willing to work long hours during busy periods.

There is one thing for sure in this line of work: the only people who get a
chance to rest in hotels are the guests.

Specific tasks vary by specialization, but all managers do the following:

Hire, fire, and supervise employees
Administer budgets
Walk the hotel to ensure that all is going well

 
Hotels

Lodging
Magazine

Hospitality
Technology

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Like other large corporations, modern hotels are organized into separate departments. The number of
departments varies with the size of the hotel. In a very small hotel there may be only one manager, the
innkeeper, and one department. A very large hotel may have ten or more, each one administered by a
manager with the help of assistant managers for sub-departments. Each department manager needs
specialized skills and sometimes a specialized degree suitable for that department. A general manager
supervises all the others.

The following departments are commonly found in large hotels.

Guest services or "Rooms"
Housekeeping
Food & beverage
Security
Recreation
Banqueting
Conferences and events
Accounting/finance
Purchasing
Human resources
Marketing/sales
Property management
Management information service

EDUCATION, CERTIFICATION, & LICENSING

Twenty years ago, hotel managers, came up through the ranks, usually starting out at the front desk.
This is less likely today. An associate's degree can qualify someone to be an assistant manager, or
manager of a small hotel, but in a large hotel, it is difficult to rise beyond assistant manager without
additional education. Most department managers have a bachelor's degree, preferably from a hotel-school



 

program and acquire their work experience first through the extensive internships that these programs
normally require and then by several years work in trainee or assistant manger positions. Hotel
executives often have advanced degrees in a specialty or an MBA.

Chain hotels run extensive training programs for employees, and new managers, even those with hotel
school degrees, are usually put through a year-long management trainee program before being assigned
an assistant manager position.

Studying for a career in hotel management in Virginia:

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Hotel/Motel Marketing, Hospitality Management, Hospitality Services and
Travel and Tourism Marketing. These courses can lead to hospitality skills certification from
the American Hotel & Lodging Association and the National Occupational Competency
Testing Institute.

Planning to go to college? Find programs in hospitality at community colleges.

For more information on certification, see:

American Hotel & Lodging Association

National Occupational Competency Testing Institute

Search for an internship.

Find out how much you can afford to borrow for a bachelor's degree, master's or PhD.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Hotel managers advance by rising through the ranks from trainee to assistant manager to department
manager. Equally important, however, they advance by moving from smaller, less prestigious, hotels to
larger ones. Salaries and bonuses in large hotels are very much higher than those in small ones.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Attention to detail
Keeping track of numerous responsibilities at once
Keeping abreast of trends and consumer tastes
Organizing, directing, and coordinating large-scale activities
Making important decisions quickly and under pressure
Handling stressful and unexpected situations calmly and managing crises
Business sense and financial skills
Supervising and motivating large numbers of low-paid, part time, seasonal, and immigrant workers
Working in a competitive environment

 



Teamwork
Keeping accurate records
Working with computers
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Hotel managers work in hotels, motels, and resorts. Most of these are found in cities and resort
communities such as beaches and ski areas.

OUTLOOK

In recent years the hotel industry has struggled following the September 11 terrorist attacks and the
continuing problems in Iraq and the Middle East. The sniper attacks in the Washington DC area dealt yet
another blow to the health of the Virginia tourism and hotel industry.

Even so, there is much continued optimism in this industry. In Virginia, major new convention centers are
planned for Richmond, Hampton and Virginia Beach. If these cities succeed in attracting more convention
business as more groups decline to meet in larger cities, the state’s hotel industry may experience a very
bright future indeed.

Though the industry is likely to do well in the long term, the Bureau of Labor Statistics predicts there
won't be very much growth in the number of jobs for hotel managers. A lot of new hotels will be
economy class and extended-stay hotels that don't hire so many managers.

Despite slow growth there will be room to enter the hotel profession at the bottom and to move up,
since the long hours, low pay, and stress mean that many managers leave the field during their first few
years.
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Employment projections
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LOOK FOR WORK

Take a look at job ads in the Va Hospitality & Travel Association job bank.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

In 2003, most hotel managers in Virginia earned salaries in the $17-60,000 range.

Management trainees earn low or moderate salaries, but if they survive those first few years, chances for
advancement and higher salaries increase. Salaries for upper managers vary enormously. Hotel size is the
most important factor determining salary. In 2002, general managers in hotels of under 150 rooms
earned an average of $50,000 per year, not including bonuses. In hotels of over 800 rooms they earned
$173,000 per year, not including bonuses. Earnings in this field vary greatly depending on the size and
hotel of location. Those working in smaller hotels in lower-cost regions earn salaries in the $26,000 to
$44,000 range.

Salaries also vary by specialization. General managers earn the most. Other managerial positions in order
of salary were sales, food and beverage, controller, human resources, rooms, and management
information systems (MIS), or computer technology. General managers often earn twice as much as MIS
managers.

For more salary information, see the HospitalityCareerNet Hospitality Compensation Exchange.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

"Hotels & Conventions" Virginia Business articles
www.virginiabusiness.com/magazine/yr2003/jan03/index.shtml
The Rooms Chronicle: Website for hotel rooms management
www.roomschronicle.com/
Hotel Job Resource
www.hoteljobresource.com/
American Hotel and Lodging Association
1201 New York Ave, NW, Suite 600
Washington, DC 20005
www.ahma.com
Lodging Magazine
www.lodgingmagazine.com
The International Council on Hotel, Restaurant and Institutional Education
3205 Skipwith Rd,
Richmond, VA 23294
www.chrie.org/
Hospitality Careers Online
www.hcareers.com/seeker/



HospitalityCareerNet
www.hospitalitycareernet.com/
National Hotel Executive
www.hotelexecutive.com/
American Hotel & Lodging Association 
1201 New York Avenue, NW, #600 
Washington, DC 20005
www.ahma.com
National Occupational Competency Testing Institute (NOCTI)
www.nocti.org/
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Virginia Business Meeting & Conference
Planner

Va's Electronic Labor Market

 

Exhibitor

Special Events

The Meeting
Professional

 Career Prospects in Virginia

 Meeting & Event Planners
 

  
What do they do? Meeting planners organize conventions, trade shows, reunions, galas, and other
kinds of functions

Specializations: Type of events they put on, or the type of client they serve

Preferred education: Bachelor’s degree

Certification & licensing: Certification available

Getting ahead: Meeting planners advance & earn more by working on more complex & prestigious
events

Skills & knowledge: Networking, negotiating, competitiveness, attention to detail, working
independently

Where they work: Corporations, associations, hotel, destination management companies

Job outlook: Good overall but very sensitive to the health of the economy

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $30-77,000 range

Links: For more information

  

What do meeting planners do?

Meetings.net

Meeting Professionals Intl

See a video

WHAT DO THEY DO?
 

It's time again for Star Trek fans to meet. Or the Neurophysicists of
America. Or the American Heart Association. Or Acme Pharmaceutical
corporation.

When it's time for thousands of people to meet in one place, there is
one group of workers who leap into action to make sure things go
smoothly and efficiently: meeting planners.

 

Meeting planners run the meetings of America's associations and
corporations. They handle everything from small luncheons of a few
hundred people to week-long conventions of more than 10,000. They
may arrange motivational meetings for sales workers or academic
conferences for scientists. They also organize trade shows for major
manufacturers.

Putting these events together is a full-time job for meeting and event planners, who handle all the
hundreds of details. They book transportation, research and reserve facilities, round up speakers, and
attend meetings themselves to handle the crises that almost always arise.

Meeting planners are rarely tied to a desk. They do some work in their offices,
but they also travel a great deal. They visit clients and suppliers to negotiate
contracts and investigate facilities. They stay in the hotels their clients book and
attend functions to make sure all is going well. They need to be comfortable in
all sorts of situations, from executive offices to hotel kitchens.

Specific tasks include:

Consulting with clients and negotiating agreements with them
Researching suppliers and services
Negotiating with suppliers and subcontractors
Planning travel, accommodation, food and other services needed for



meetings
Attending functions and ensuring that all goes well

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

All meeting planners need a wide range of skills applicable to many kinds of events. Nonetheless, both
planners and the firms they work for tend to specialize in the kind of work they do.

Meeting planners may specialize in the type of service they offer. Corporate event consultants
advise clients about program content, locations, and subcontractors. Destination management
companies serve sponsors of the event once they have chosen a particular town or city. They help
clients chose among different hotels or convention facilities, plan transportation, and select
entertainers of other services they need.
Meeting planners can also specialize in the type of meeting they put on: family reunions, trade
shows and exhibitions, incentive travel events, corporate events, special events and galas,
conventions and conferences, training sessions.
Some planners specialize in just one piece of the meeting puzzle, like accommodations
management, registration, event promotion, on-site management, or program content
development.
Some planners specialize in particular types of clients, such as professional associations,
manufacturing industry, or local governments.

EDUCATION, CERTIFICATION, & LICENSING

Meeting planners usually need a bachelor's degree. Many have a major in marketing, business, hotel
administration, or a related subject, but this is not the only way to enter the field. A number of people
become meeting planners because of the experience they gain participating in meeting while holding
another job. Academics who serve on their professional association’s meeting planning boards, corporate
trainers who have long involvement with setting up training sessions, or caterers who routinely serve
corporate functions, can all move into this profession. They bring their specialized knowledge and
education along with their planning experience to the job.

Only a few colleges and universities offer specialist degrees in convention and meeting planning, usually
in their hotel schools. However, the number of hotel schools offering this concentration will probably
increase to catch up with the recent growth in meeting and convention work.

Most meeting planners do not have or need advanced degrees. However those who manage large
planning or destination management companies and those involved with major convention and trade
show business may benefit from an MBA or a master’s degree in hospitality management, particularly
where this provides additional legal and negotiating skills.

Increasing numbers of meeting planners are seeking certification from their professional organizations.
These include the Convention Industry Council's "Certified Meeting Planner" and the International Special
Events Society's "Certified Special Events Professional". The Association of Destination Management
Executives is also beginning a certification program.

Studying to become a meeting planner:

Find community college programs. Find programs at 4 year colleges and universities in
Virginia.



Get advice about meeting education from Meeting Professionals International (look under
"mycareer").

Learn more about certification from the:

Convention Industry Council

International Special Events Society

Association of Destination Management Executives

www. earthfinstudios.com

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Meeting planners advance in several ways. Some advance while staying in meeting-planning. They begin
with basic tasks, like photocopying, printing up name tags, and identifying and solving problems at small
meetings. Once they have learned the basics, they then begin to take responsibility for particular aspects
of planning a meeting and gradually go on to more complex jobs. For example, by becoming more skilled
at negotiating with service-providers like hotels and caterers, they save money for their employers. In
return, they earn larger bonuses and can demand higher salaries. Skilled negotiators can also win larger
commissions from the suppliers with whom they do business.

Other meeting planners advance by changing jobs within the company. After a period of success at their
jobs, they move into sales or management, both of which have the potential for high earnings.

Finally, planners advance by moving from low-paying firms to higher-paying ones, and from less
complex, lower-paying projects to more complex, high-paying ones. Those who work on local government
meetings earn less than those who work on meetings attended by Fortune 500 CEOs. Small state
conventions are usually much less profitable than the Detroit Auto Show.

Welcome to your career toolkit.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Networking
Selling, negotiating, and bargaining
Translating clients preferences into actual events
Keeping up with products, trends, and clients tastes
Communicating clearly
Competitiveness
Handling unexpected and stressful situations calmly
Working well with clients
Attention to detail
Projecting an image of integrity, enthusiasm, and self-confidence
Working with minimal supervision
Keeping track of numerous responsibilities at once

 



General office skills
Organizing, directing, and coordinating large-scale activities
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Meeting planners work for many different kinds of employers. Corporate planners work for corporations,
usually large ones, and are charged with planning corporate events, usually with the help of many sub-
contractors. Trade and professional associations employ large numbers of planners to handle their annual
meetings and other functions. Hotels and resorts employ planners to handle events booked there. These
planners sometimes run events on their own and sometimes work with other planners employed by
clients booking the event. Finally, many planners work for independent meeting-planning firms, or
destination-management companies.

Regardless of who they work for, meeting planners never work in one place all the time. They visit
clients, suppliers, and subcontractors, stay in hotels, and attend functions. They need to be comfortable
working in a wide variety of surroundings and with a wide variety of people.

OUTLOOK

The employment outlook for meeting planners depends on the overall economy. The demand for planners
grew throughout the 1990s when the economy expanded and companies spent more and more on
meetings. The Bureau of Labor Statistics predicts that employment in Virginia will continue to grow at a
faster than average rate through 2014. As the business world grows more and more international,
meetings and conventions become even more important. And as technology increases the ability for
people to meet, through e-mail, teleconferencing, and the Web, it actually encourages more meetings
since people who would formerly never have interacted now have the possibility to collaborate. The end
result is even more face-to-face meetings.

Even so, planners are still likely to encounter some ups and downs. When the economy slows down,
meeting expenses are one of the first things to be cut. Then when the economy revives, businesses
invest in meetings and conventions again. Many planners had a hard time after 9-11. Businesses cut
travel and meetings and a slow economy kept spending down. When the economy is doing well, however,
there should be plenty of demand for people in this field. This job is not going to go away, be automated,
or sent off shore.

Read FutureWatch 2005, a pdf you download from The Meeting Professional magazine.



 The economy in:
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Employment projections
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LOOK FOR WORK

Take a look at job ads posted with Meeting Professionals International or MeetingsNet.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Meeting planners in Virginia earned somewhere in the $30-77,000 range in 2004. The median was
$45,000. According to the 2005 Salary Survey conducted by Meeting Professionals International, meeting
planners made an average of about $46,000 in 2004.

Read the MPI salary survey report.

See more salary information from the Meetings.net, Career Toolkit.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

Meeting Professionals International
4455 LBJ Freeway, Suite 1200
Dallas, Texas 75244
www.mpiweb.org
Connected International Meeting Professionals Association
9200 Bayard Place
Fairfax, Virginia 22032
www.cimpa.org/



American Society of Association Executives
1575 I St., NW
Washington, DC 20005
www.asaenet.org/main/
Career Headquarters
www.asaenet.org/careers/
International Special Events Society
401 North Michigan Ave,
Chicago, IL 60611
www.ises.com/
Association of Destination Management Executives
3333 Quebec St, Suite 4050
Denver, CO 80207
www.adme.org/
The Professional Convention Management Association
2301 South Lake Shore Dr, Suite 1001
Chicago, IL 60616
www.pcma.org/
Convention Industry Council
8201 Greensboro Drive, Suite 300
McLean, VA 22102
www.conventionindustry.org/
Meetings.net
http://meetingsnet.com/
Exhibitor Magazine
www.exhibitornet.com/exhibitormagazine/
Special Events Magazine
http://industryclick.com/magazine.asp?siteid=28&magazineid=38

This page was last edited on: June 15, 2006

  



Va Hospitality & Travel Assoc

Va's Electronic Labor Market

Food Service &
Hospitality

Career Prospects in Virginia

Restaurant Managers
 

  
What do they do? Restaurant managers run restaurants

Specializations: Types of restaurants from fine-dining to fast-food

Preferred education: Post-secondary training; but some chains now prefer 2 or 4 year degrees

Certification & licensing: Certification often required by employers

Getting ahead: Begin as assistant manager & move up to manager or higher
paying restaurants

Skills & knowledge: Managing people & finances, multi-tasking, attention to
detail, business sense

Where they work: Restaurants

Job outlook: Good

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $17-60,000 range

Links: Find more information about this career

 

 

National Restaurant Assoc

Beth Casey, owner/manager

John Zukle, restaurant owner 

WHAT DO THEY DO?

Restaurant managers orchestrate the chaos of the restaurant
business. They must be simultaneously aware of and deal with a
vast number of details, from the cleanliness of spoons to the market
price of swordfish. In an industry infamous for its high turnover
rates, they try to corral a competent staff, and when employees
suddenly quit or simply don't show up, they may end up busing
tables, flipping burgers, or tending bar. They must calm angry
patrons, accept responsibility for their employees' mistakes, and do
their best to make sure that everyone is satisfied and smiling.

Whether running a fast-food restaurant or a five-star establishment at a posh resort, restaurant
managers work in a high-pressure environment and work long hours, nights, weekends, and holidays.
This is a good job for people who like constant activity, can make quick decisions, and are willing to go
out of their way to make customers happy.

Everyone loves a good meal at a well-run eatery, and restaurant
managers who do their jobs well can take pride in the fact that
customers leave happy and want to come back.

 

Specific tasks include:

Hiring staff
Making staff work schedules
Overseeing food preparation and cooking
Resolving customer complaints
Ordering supplies

 



Restaurant
Hospitality

Restaurant
News

Selecting and pricing menu items
Making sure that the restaurant is clean and in compliance with health
regulations
Filling in at any station, including cooking, waiting tables, and cleaning
up

 

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

There are many different kinds of restaurants. Managers develop specialized knowledge of running one or
more types through their work experience. These include:

Fine-dining restaurants serve the best quality food, have a unique atmosphere, and are usually
independently owned and managed.
Full-service chain restaurants provide complete restaurant service and are owned by a chain that
determines the menu, décor, employment policies, and so forth.
Fast-food restaurants have no waitstaff and are almost always part of a large chain.

EDUCATION, CERTIFICATION, & LICENSING

Restaurant managers have traditionally advanced from the ranks of servers, cooks, and chefs. Though
this is still a viable career path, large restaurant chains increasingly seek managers who have completed
an associate's or bachelor's degree program in hospitality management. Many 2- and 4-year colleges and
universities offer these programs, which include courses in nutrition, food planning and preparation,
accounting, business management, computers, food safety, and human resources.

Most managers receive extensive on-the-job training. In small and independently owned restaurants,
they usually begin working as assistants, handling specific managerial tasks like monitoring inventory and
ordering supplies or making employee work schedules under the supervision of a manager.

Restaurant chains often have rigorous training programs. Through a combination of classroom and on-
the-job training, trainees receive instruction and gain work experience in managerial practices. Training
may last anywhere from a few months to a year. Those who complete it successfully are offered an
assignment as an assistant manager.

The Educational Foundation of the National Restaurant Association offers a voluntary certification program
for restaurant managers. In order to qualify, candidates must have 2-3 years of experience as a
restaurant manager, have special training in food safety, and pass an exam. Those who meet these
qualifications become certified Foodservice Management Professionals. Though certification is not
generally required for employment or advancement, it does demonstrate a commitment to excellence and
professionalism, and some employers prefer it.

Both the National Restaurant Association Educational Foundation and the American Food Safety Institute
offer training and certification in safe food handling. Growing concern about food safety means that there
is pressure to require food service managers to have this certification. This is mandated in Maryland and
the District of Columbia, for example. In Virginia regulation is left to local jurisdictions, however this
certification is a wise precaution for all managers.

Studying to be a restaurant manager in Virginia:

Are you in high school? Learn more about Career and Technical Education. Find out about
CTE courses in Restaurant Management and Culinary Arts.



 

Planning to go to college? Find food service, hospitality and restaurant management
programs at community colleges.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Restaurant managers typically begin as assistant managers. After gaining experience, they may be
promoted to manager. After that, advancement usually means moving to a larger or more respected
establishment or becoming a regional manager for a restaurant chain. This often requires relocation.
Some managers eventually open their own restaurants.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Hiring, firing, and supervising people
Managing and supervising people
Giving clear directions
Keeping track of numerous responsibilities at once
Dealing with complaints tactfully, calmly, and politely
Motivating others
Staying calm under stress
Thinking on your feet
Making decisions based on professional standards and personal judgment
Staying on your feet for long periods of time
Promoting their establishments
Attention to detail
Working with minimal supervision
Working with computers
Budgeting & financial management
Business sense

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Restaurant managers work in all kinds of eating establishments. They may manage a fast food restaurant
in a small town or a fine dining establishment in a big city. They manage restaurants in hotels, at resorts,
and on cruise ships. Big cities and tourist locations offer the most opportunities, but restaurant managers
are needed just about everywhere.

 



OUTLOOK

National employment projections indicate steady growth in the demand for restaurant mangers. More
people are eating away from home than ever before, and the restaurant industry experienced
unprecedented expansion in the last decade. Growth is expected to continue, though perhaps not so
rapidly as before. In addition, there are always a lot of job openings for restaurant managers because
there is such a lot of turnover in this high stress occupation.

There will probably be more jobs for managers in restaurant chains and franchises than than in
independently owned restaurants. Most new restaurants are part of one of the national chains rather than
being independently owned and operated. As this trend continues, fewer owners will manage restaurants
themselves, and more restaurant managers will be employed by larger companies.

 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK

Take a look at job ads at Hospitality Careers.com

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Most restaurant managers earn somewhere in the $17-60,000 range. Many chains also pay significant
bonuses to managers based on restaurant earnings.

Fine more salary information from the HospitalityCareerNet Hospitality Compensation Exchange.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites



Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

Virginia Hospitality and Travel Association
2101 Libbie Avenue
Richmond, VA 23230
www.vhta.org/
Council on Hotel, Restaurant, and Institutional Education
1200 17th St NW
Washington, DC 20036
www.chrie.org
National Restaurant Association
1200 17th St NW
Washington, DC 20036
www.restaurant.org
Hcareers.com: Hospitality Careers Online
www.hcareers.com/
RestaurantJobs.com
www.restaurantjobs.com/
National Restaurant Association Educational Foundation
250 South Wacker Dr, Suite 1400
Chicago, IL 60606
www.nraef.org/
American Food Safety Institute
One Green Street,
Hulmeville, PA 19047
www.americanfoodsafety.com/
HospitalityCareerNet Hospitality Compensation Exchange
www.hospitalitycareernet.com/careerresources/hce.asp

This page was last edited on: February 10, 2006

  



Virginia is for Lovers

Career Prospects in Virginia

Travel Agents
 

  
Description: Travel agents plan trips & book tickets & hotels

Specializations: Arranging different types of travel or tours

Preferred education: High school CTE or postsecondary program in travel marketing to start

Certification & licensing: Certification available; required in some states

Getting ahead: May advance to managerial positions or start their own businesses

Skills & knowledge: Finding & organizing information, selling; planning, independence, working
well with clients

Where they work: Travel agencies, some work out of their homes

Job outlook: Technological change is cutting jobs; very sensitive to recession

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $15-43,000 range

Links: Find more information about this career

 

 

 

American Society of Travel Agents

Becoming a travel agent

Travel Sense

WHAT DO THEY DO?

You're dreaming of a trip to Morocco. Or maybe Kenya, India, the
Caribbean or Japan. Where do you go when you need advice about
how to get to these places and where to stay once you're there?

You see your travel agent.

Travel agents are the people who help us sort through changing airfares and air schedules, vacation
packages, visa requirements and resort options. They arrange itineraries, set up car rentals, book hotel
accommodations and tours, and give general advice on traveling. They can provide advice about
complicated things, such as customs regulations and vaccinations. Or they can give advice about simpler
but very essential matters, such as weather conditions, local customs and currency exchange rates. In
many cases, they have visited the destinations they talk about, so they are able to provide a first-hand
account of what a traveler might expect.

A travel agent's typical day includes not only booking hotel, car and airplane reservations, but also
researching unusual destinations for clients, helping others get passports for international trips, or visiting
a hotel or restaurant to see whether it is worth recommending to clients. Each time agents book
reservations on airlines, cruise ships, hotels or tour packages, they receive a commission from those
companies.

It was once a given that anyone thinking of a big international
trip would visit a travel agent first. Today, however, technology
has reduced the role of travel agents. Most people can easily

 



Va Tourism Corporation

Travel Agent
Magazine

Jaxfax, Travel
Marketing Magazine

book their own flights and hotel accommodations using the
internet. They can also find other types of information--on
exchange rates, visa requirements and weather, for example--
with one click of the mouse.

 

This means that fewer and fewer people use travel agents. In addition, following a plummet in airline
travel after the World Trade Center attack in 2001, many airline companies have cut the commissions
they give to agencies for selling airplane tickets, or they compete directly with travel agents by selling
their tickets online. That means that travel agents also make less money than they used to.

On the other hand, travel agents do still play a role in some types of travel. Although many companies
have begun arranging business trips in-house, travel agents still arrange trips for many organizations,
planning meetings and conventions to various cities. They also continue to market cruises and resort
packages, and plan group trips. And many are increasingly specializing in niche markets, as the general
consumer becomes better informed about travel. For example, some now specialize in organizing trips for
seniors, or for gay couples, or for adventure travelers or bicyclists. Some specialize in tours to Zanzibar
or in tours dedicated to opera, or yoga or wine, or any other interest you can think of. Many now work at
home or visit the homes of their clients. While the future of this career is very uncertain, there will
probably always be at least a small role for agents who become specialists in a special destination or a
particular type of travel, or for those marketing to well-heeled customers unwilling to make their own
travel arrangements.

Specific tasks include:

Talking with customers to determine destination, travel dates, financial
considerations, and other preferences
Consulting a variety of published and computer-based sources for
information on departure and arrival times, fares, and hotel ratings and
accommodations
Selling travel package tours
Providing travel information such as weather conditions, restaurants,
recreation, and tourist attractions
Making train, ship, plane, and hotel reservations
Visiting hotels, resorts, and restaurants to evaluate their comfort,
cleanliness, and the quality of food and service
Using telemarketing, direct mail, and the Internet to promote their services

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Travel agents may specialize in foreign or domestic service, leisure or business travel, specific
geographical areas, individual or group travel, airplane charters, or package tours.

Leisure vacation travel counselors help customers with leisure travel plans, and advise them on all
their travel needs, including hotel accommodations and airline, cruise, tour, package and car
reservations.

Corporate travel specialists assist business travelers. Many corporate agents arrange special
meeting fares to a city for a discount.

Group travel planners work exclusively with groups. The planner works with the tour leader in
planning the itinerary and making all arrangements for the group, including group sightseeing and
any other arrangements the group wants.

Meeting and incentive planners work with businesses in planning company meetings and/or



 

conventions.

EDUCATION, CERTIFICATION, & LICENSING

Most employees require travel agents to have a high school diploma or GED. Formal post-secondary
training is becoming increasingly important because fewer employers are willing to provide all the
necessary training on the job. Some employers look for applicants with college degrees. Colleges and
universities offer 2- and 4-year curriculums in travel and tourism. Private career schools, including some
in Virginia, also teach basic travel agent skills in programs that last approximately six to eighteen weeks.
Some larger travel agencies offer their own training programs.

Experienced travel agents can take advanced self or group study courses from the Institute of Certified
Travel Agents (ICTA), leading to the designation of Certified Travel Counselor (CTC).

Studying to become a travel agent:

Are you in high school? Learn more about Career and Technical Education. Find out about
the CTE courses in your community.

Learn more about certification from the Institute of Certified Travel Agents.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates

GETTING AHEAD

Travel agents working in travel agencies may advance to managerial positions or start their own
businesses. Experience, sales ability, and education are the most important factors affecting
advancement.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Foreign languages
Keeping abreast of current products and developments in the field of travel
Locating, collecting, and organizing information
Representing the employer favorably to clients
Selling
Translating clients’ preferences into the proper travel plans
Working independently
Working well with clients
Working with computers
See a complete list of skills from the US Dept of Labor at O-Net

In addition to career-specific skills, everybody needs these basic skills:

Reading Computer literacy A strong work ethic

 



Math
Writing
Speaking & listening

Problem-solving & decision-making
Understanding the broader picture
Working with people

A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

About 80% of all travel agents work for travel agencies, and most of the rest work for automobile clubs
and hotels. Although they work throughout Virginia, travel agents are concentrated in metropolitan areas.

OUTLOOK

The number of jobs for travel agents is expected to decline through 2014. The Internet makes it easier
for people to book their own tickets and avoid travel agencies altogether. Airlines compete with travel
agencies and would rather sell tickets directly to the public. Recently they have begun to cut or eliminate
the commission they pay travel agencies and this will eliminate some agencies and some agents.

Read more about changes in the travel industry:

Travel Industry Associations Reinvent Themselves

A way to survive and prosper

 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK

Look at job ads posted with the American Society of Travel Agents.

Read more about travel agents and see job ads at Monster.

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

In 2004 the median earnings for travel agents in Virginia was $26,000. Most agents earned somewhere
in the $15-43,000 range. The people who earn most have developed an established clientele, or work
primarily with groups or corporations. Most travel agents earn commission as well as a salary, so sales
skills are essential in this field.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION



Institute of Certified Travel Agents
PO Box 812059
Wellesley, MA 02482
www.icta.com
American Society of Travel Agents
1101 King St, Suite 200
Alexandria, VA 22314
www.astanet.com
Travel Industry Association of America
www.tia.org/
Interesting travel sites:
www.fodors.com
www.travel.org
Jaxfax, Travel Marketing Magazine
www.jaxfax.com

This page was last edited on: May 17, 2006

  



Va's Electronic Labor Market

Career Prospects in Virginia

Waitstaff
 

  
What do they do? Waitstaff serve food & drinks to customers at tables

Specializations: Sommeliers

Preferred education: HS diploma/GED preferred, but many workers have less

Certification & licensing: Certification available

Getting ahead: Can move to better restaurants where prices & tips are higher. Some go into
management

Skills & knowledge: Attention to detail, dealing with complaints, stamina, working
under pressure, math

Where they work: Restaurants & other eating places

Job outlook: This large occupation with lots of turnover usually has many job
openings.

Look for work: Link to job banks and other job search resources

Earnings: Usually in the $12-23,000 range but full time workers in top restaurants
make more

Links: Find more information about this career

 

 

Waiter's World

Wisdom for waiters

So you wanna be a waiter?

WHAT DO THEY DO?

It's a job that we are all intimately familiar with, even if we haven't
done it ourselves. Waiting tables. Who among us hasn't eaten out
and been served our food by either a very good (or very bad) waiter
or waitress? When a waiter or waitress is good, we eat happily, and
we come back for more. When a waiter or waitress is bad, we
convince ourselves never to set foot into a particular restaurant
again.

But from the other side of the table, it's not easy waiting tables. The life of a waiter involves doing a
million different tasks at once. For example, table 23 is waiting for mustard while table 14 wants their
bill. A party of five has just been seated at table 17 and wants to order while plates of steaming food
await delivery to tables 15 and 20. You get the idea.

While it may at first glance seem simple enough to take customers' orders and make out checks, the
reality is that being a waiter is more complicated than that. It's a bit like being a juggler. Waiters must
be able to multi-task while being friendly and charming. They must remain pleasant with even gruff or
rude customers. They must have a fair amount of strength and dexterity so that they can serve heaping
platters of food without dumping them all over the floor. They must have grace and speed so that they
can dodge customers and other waitstaff without spilling a drop of boiling hot coffee. They must also
have the stamina to stand for 8-hour stretches. Most of all, they must anticipate the needs of their
customers and be organized so that they can attend to seven tables in the fastest and most efficient way
possible.

Waiting on tables is not the only aspect of the job. Waiters also
do simple food preparation, stock supplies, like coffee cups and
water glasses, wipe down tables and set them up, do paperwork
associated with tabulating bills, and divvy up tips.

Personality can be extremely important for success in this job.
Because a key component of this job is interacting with

 



customers, waiters who are friendly, patient and funny do much
better (and earn better tips) than waiters who do not have
these "people" skills.

Undoubtedly, this can be a tough job. However, waiting tables is attractive to many people who are
looking for freedom. Waiters can often pick their own shifts and go on vacation when they want to.
Although they make low wages and are dependent on tips, some actually earn very good incomes.

Specific tasks include:

Presenting menus to customers and suggesting food or beverage selections
Taking orders for food or beverages and relaying them to the kitchen
Preparing simple foods like beverages, salads, and sandwiches
Serving meals or beverages to customers
Observing customers and responding to additional requests
Clearing tables or counters of dirty dishes
Filling salt, pepper, sugar, cream, condiment, and napkin containers
Cleaning table tops
Totaling bills

The right job for you? Learn more with an
informational interview with a local employer.

The wrong job for you?
Take an interest test & find a better one. 

SPECIALIZATION

Sommeliers are wine stewards who work in fine restaurants. Their vinous expertise allows them to
help patrons make appropriate wine selections to enhance the dining experience. Many of them
also decide which wines to place on their restaurant's wine list.

EDUCATION, CERTIFICATION, & LICENSING

Employers look for waitstaff with skills and experience, and generally aren't worried about whether or not
they have a degree. High school hospitality programs give students a chance to get skills and experience
and certification from the American Hotel and Lodging Association to prove it.

Studying for a career in hospitality:

Are you in high school? Learn more about Career and Technical Education. Find out about
the CTE courses in your community.

Some high schools have Tech Prep programs that let you get started on a community
college degree while you're still in school. Ask your guidance counselor if there's one at
your school.

Read about GED, High School, Community College, Financial Aid, & more in The World of Education

Va public schools  •  Your School Division  •  HS Graduation Requirements   •  Career Readiness Certificates



 

GETTING AHEAD

Experienced waiters and waitresses may move to restaurants where prices, and therefore tips, are
higher. Larger and more up-scale restaurants are also more likely to offer opportunities for promotion to
positions like headwaiter and maitre'd. Restaurant managers are also often recruited from the ranks of
experienced and competent waitstaff. Waiters interested in the food service business might ultimately
open up their own eating establishments or go to school to become chefs. Still others might consider
moving into related careers tending bar at eating and drinking establishments or working as managers
and service staff in hotels, on cruise ships or in recreational establishments.

Bright ideas for getting ahead in any job

SKILLS & KNOWLEDGE  

Attention to detail
Dealing with complaints tactfully, calmly, and politely
Thinking on your feet
Following directions
Working with minimal supervision
Carrying and balancing heavy trays and dishes
Totaling tabs and making change quickly and accurately
Working under pressure
Dealing with difficult people
Carrying out several different tasks simultaneously
Staying on one’s feet for long periods of time

In addition to career-specific skills, everybody needs these basic skills:

Reading
Math
Writing
Speaking & listening

Computer literacy
Problem-solving & decision-making
Understanding the broader picture
Working with people

A strong work ethic
A positive attitude
Independence &
initiative
Self-presentation

WHERE THEY WORK   (Employer locator)

Most waitstaff are employed in restaurants, coffee shops, and other eating and drinking places. Others
work in hotels, resorts, and clubs.

OUTLOOK

State and national employment projections predict steady growth through 2014 in the different kinds of
waitstaff occupations that they survey. The restaurant industry has grown considerably over the last two
decades and Americans are eating more meals away from home than they ever have before. Like all
luxuries, however, this one is sensitive to recession. In bad times, people eat out less often and there
will be fewer opportunities and lower tips for waitstaff. There will always be jobs, but there will be fewer
jobs at high-end restaurants where you can earn big tips.

 



 The economy in:
Your area • Virginia • The nation

Employment projections
Monster Employment Index

Manpower Employment Outlook
 

LOOK FOR WORK
 

See job ads at Virginia's Job Bank  •  More job banks  •  Find local employers

Learn job search skills—from reading job ads to preparing for the interview

When finding a job at home is tough, maybe it's time to think of relocating.

EARNINGS See what people usually earn

Waiters and waitresses usually get a combination of hourly wages and customer tips. Wages and tips
vary greatly depending on the kind of place they work, but generally waitstaff in Virginia get paid about
$6-8.00 an hour. While employers may consider tips as part of wages, by Federal law, they are required
to pay at least $2.13 an hour in direct wages. If tips don't add up to $5.15 an hour, the restaurant
owner is required to make up the difference.

Overall, earnings in this field are usually low, because many waiters and waitresses only work part-time.
In Virginia in 2004, waiters and waitresses earned salaries in the $12-$23,000 range. Full-time waiters
and waitresses, especially those working in busy, high-end restaurants can earn a lot more. Also, many
waiters and waitresses receive free meals as part of their benefits. In some restaurants, workers are
required to put their tips into a tip pool which is then distributed among the restaurants other food
service workers, including kitchen and bar staff.

Learn more about earnings at Salary.com, Payscale.com, Career Info Net, & other sites

FOR MORE INFORMATION

The International Council on Hotel, Restaurant, and Institutional Education
1200 17th St NW
Washington, DC 20036
www.CHRIE.org
American Hotel and Lodging Association
www.ahma.com/



National Restaurant Association
www.restaurant.org/

This page was last edited on: May 16, 2006
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Hospitality Vocabulary 
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Vocabulary for Careers in Hospitality  
 
 

The field of hospitality includes a great variety of interesting jobs.  On the next few 
pages, there is a vocabulary list for several career paths. 
 

• Food and Beverage 
• Hotel and Tourism 
• Convention Center Events 
• Travel Terms 

 
Pick a vocabulary list for a job you might find interesting.  Select 10 words that are new 
or interesting to you.  List them here, with their definitions. 
 
 
 
1. 
 
 
2. 
 
 
3. 
 
 
4. 
 
 
5. 
 
 
6. 
 
 
7. 
 
 
8. 
 
 
9. 
 
 
10. 
 
 
Continued on next page 
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Applying Your Career Vocabulary 
 
Below, or on a separate sheet of paper, tell a story about a day on the job.   
Incorporate all your words into that story.  Make it interesting, with examples of what 
you did, how you did it, and how well you performed your tasks for your employer. 
 
Read it aloud to see if it is clear and organized.  Check for errors.  Follow the writing 
principles you are learning in GED Writing and let your teacher review it with you. 



H25 

 

Accompaniment 
Side dishes to a main dish 
 
Acid 
Contained in foods such as citrus, vinegar, and 
wine that have a sour taste; when used in cooking, 
it affects the pigment of certain vegetables and 
fruits; acids have a pH less than seven 
 
Alkaline 
Found in baking soda or any other substance with 
a pH level greater than seven; when used in   
cooking, it affects the pigment of certain vegetables 
 
Anthocyanin (an-thoe-SIGH-ah-nin) 
Red or purple pigment in vegetables and fruits 
 
Anthoxanthin (an-thoe-ZAN-thin) 
Colorless or white pigment in vegetables and fruits 
 
Back-of-the-house 
Areas of the foodservice operation, like the kitchen, 
storage area, or pantry, where employees don’t 
see customers on a regular basis; includes all   
positions in areas outside of public space; the team 
of individuals who perform all the food production 
tasks for an operation 
 
Bacteria 
Single-celled organisms that are invisible and often 
cause disease 
 
Bake 
Cook food in a closed oven without liquid 
 
Bake pan 
Shallow rectangular pan used to bake foods 
 
Barbecue 
Cook food on a grill while basting with a marinade 
or sauce 
 
Baste 
Moisten food during cooking with pan drippings, 
sauce, or other liquid; also refers to method in 
which food, such as an egg, is fried and then 
steamed in a covered pan 
 
Blanch 
Cooking an item briefly in boiling water or hot fat 
before finishing or storing it 
 
Body 
Main ingredient of a salad 

Boil 
Cook food submerged in a liquid that has reached 
the boiling point 
 
Boning knife 
Six-inch knife used to separate raw meat from the 
bone 
 
Braise 
Cooking method in which food is browned, then 
covered and simmered with a small amount of   
liquid until food is tender 
 
Braising pan 
High-sided, flat-bottomed cooking pan used to 
braise, stew, and brown meats 
 
Broil 
Cook food by placing it below a very hot heat 
source 
 
Butcher knife 
Used to fabricate raw meat 
 
Can opener 
Tool used to open cans; can be small and hand-
held or large and attached to a work table 
 
Caramelize 
Brown fruit or vegetables with a small amount of 
sugar in the presence of heat 
 
Carotenoid (car-AH-ten-oid) 
Orange, yellow, red-orange, or red pigment in 
vegetables and fruits 
 
Chef’s knife 
All-purpose knife used to chop, slice, and mince all 
types of foods 
 
Chlorophyll (CLOR-oh-fill) 
Green pigment in vegetables and fruits 
 
Clarify 
Purify a hot liquid by removing solids and           
impurities; process used to make clarified butter 
 
Cleaver 
Heavy, rectangular knife, used to chop a variety of 
foods 
 
Colander (CAH-len-der) 
Strainer that stands on metal feet used to drain 
liquid from cooked pasta and vegetables 

Food and Beverage Vocabulary 

Reprinted with permission of the National Restaurant Association Education Foundation (NRAEF) 2007  
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Comp (complimentary) 
Something offered without charge 
 
Condiment 
Cooked or prepared flavorings 
 
Consommé (CON-suh-may) 
Rich, flavorful broth or stock that has been clarified 
 
Contamination 
Presence of harmful substances or  
microorganisms in food or water 
 
Convection oven 
Oven with a fan that circulates hot air 
 
Conventional (standard) oven 
Standard type of oven with the heat source located 
on the floor of the oven 
 
Corrosive 
Eats away or dissolves materials 
 
Cream 
Fatty component of milk; can be classified as 
heavy (whipping) or light 
 
Cross-contamination 
Transfer of harmful microorganisms from one    
surface to another 
 
Customer service 
Employee and manager attitudes, skills, and     
policies that allow an operation to meet its         
customers’ needs and wants 
 
Deep fry 
Cook breaded or batter-coated food by immersing 
it completely in hot fat or oil 
 
Deep-fat fryer 
Used to cook food in hot oil or fat 
 
Dollop (DOLL-up) 
Small scoop or spoonful 
 
Double broiler 
One pot fitted into another to gently cook delicate 
foods, such as cream and chocolate, over         
simmering or boiling water 
 
Dry-heat cooking 
Cooking method in which food is cooked either by 
direct application of heat or by indirect heat without 
the use of moisture 

Entrepreneur (ON-trah-prah-NOOR) 
Person who owns and runs his or her own  
business 
 
Entry-level job 
Job that requires very little or no previous          
experience 
 
Fat 
Nutrient that supplies essential fatty acids, which 
are necessary for healthy skin, healthy cells, and 
other bodily functions. 
 
Fiber 
Found only in plant foods; part of plants that cannot 
be digested by humans; not absorbed in the      
intestines and therefore eliminated 
 
First aid 
Treatment given to an injured person until more 
complete treatment can be provided by emergency 
service or other health care providers 
 
First in, first out (FIFO) 
Method of stock rotation and storage that uses 
older items before new ones 
 
Flow of food 
Route food takes on its way to being served 
 
Flowchart 
Diagram that shows a menu item from the point 
when the ingredients are received to the moment 
the item is served to the customer 
 
Food cost 
Cost found by adding all requisitions from the 
storeroom to daily purchases 
 
Food cost percentage 
Food cost divided by sales 
 
Food warmer 
Used to hold hot food for service 
 
Foodborne illness 
Illness that is carried or transmitted to people by 
food 
 
Front-of-the-house 
All areas or departments whose employees meet 
and talk directly to guests; includes positions such 
as host/hostess, cashier, bar staff, wait staff, and 
bus persons 
 

Reprinted with permission of the National Restaurant Association Education Foundation (NRAEF) 2007  



H27 

 

Gratuity (gra-TOO-i-tee) 
Money charged or left as a tip for service 
 
Hazard 
Biological, chemical, or physical contaminant that 
might make food unsafe 
 
Hazard Analysis Critical Control Point (HACCP) 
Food safety system that highlights potentially  
hazardous food and how it should be handled 
 
HACCP Principles 
Seven sequential steps that outline how to create a 
HACCP plan 
 
Health hazard 
Condition that causes long- or short-term injuries or 
illnesses; can include chemicals that are toxic 
(poisonous), carcinogenic (cause cancer), irritating, 
or corrosive (cause a material to be eaten away or 
dissolved) 
 
Hors d’oeuvres (or DERVS) 
Small, bite-sized finger food with a spicy or savory 
flavor; used often as an appetizer 
 
Liability 
Legal responsibility that one party has to another, 
enforceable by law in court 
 
Marinate 
Method used to soak food in a mixture of herbs, 
spices, and liquid to tenderize and add flavor to the 
food 
 
Microwave oven 
Oven used mainly to reheat and thaw foods by 
heating the food’s molecules with microwaves 
 
Mold 
Fungus that grows quickly and can cause serious 
infections and allergies; can also produce illness-
causing toxins 
 
Nonperishable 
Food with a relatively long shelf life (compared to 
perishable items) 
 
Occupational Safety and Health Administration 
(OSHA) 
Federal agency that creates and enforces safety-
related standards and regulations in the workplace 
 
 
 

On-the-job training 
Appropriate for teaching skills that are easily 
shown and practiced; allows employees to  
demonstrate skills and reinforce what they have 
been taught 
 
Overhead costs 
All fixed costs associated with operating an  
establishment 
 
Paring knife 
Small knife used to trim and pare vegetables and 
fruit 
 
Pasteurization (pass-cher-i-ZAY-shun) 
Heat treatment that destroys harmful bacteria in 
milk and eggs 
 
Performance evaluation form 
Form used to evaluate an employee’s performance 
 
Perishable 
Food with a relatively short shelf life 
 
Physical hazard 
Materials that are flammable, explosive, highly  
reactive to air or water, or stored under pressure 
that could cause damage to property and immedi-
ate injury 
 
Potentially hazardous food 
Food that typically has a history of being involved 
in foodborne illness outbreaks, usually moist, high-
protein food 
 
Prejudice 
Biased judgment or opinion not based on fact 
 
Profit 
Dollar amount left when revenues are greater than 
costs 
 
Purée 
Method used to process food into a smooth pulp 
 
Recommended Dietary Allowance (RDA) 
Daily nutrient standards developed by the National 
Academy of Sciences that cover the average 
needs of various population groups 
 
Reduce 
Decrease the volume of liquid by simmering or  
boiling 
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Résumé (RE-zoo-may) 
Written summary of past experience, skills, and 
achievements related to the job being sought 
 
Roast 
Cook food using indirect heat in a closed  
environment; requires a longer cooking time than 
baking 
 
Roasting pan 
Shallow pan used to roast and bake foods such as 
meats and poultry 
 
Sales 
Income resulting from an establishment  
exchanging products and services for money 
 
Sanitary 
Free of harmful levels of disease-causing  
microorganisms and other harmful contaminants 
 
Sanitize 
Process of reducing the number of microorganisms 
on a clean surface to safe levels 
 
Serrated slicer 
Knife with a long, thin, serrated blade used to slice 
breads and cakes 
 
Slicer (knife) 
Used to slice cooked meats 
 
Slicer (machine) 
Machine used to slice foods using a circular blade 
 

Smoke detector 
Device designed to detect fire in its early stages; 
requires an air flow to detect a fire 
 
Steam table 
Used to hold hot food for service 
 
Temperature danger zone 
Temperature range between 41˚F and 135˚F (5˚C 
and 57˚C) within which most microorganisms grow 
and reproduce 
 
Tongs 
Scissor-like utensil used to pick up and handle all 
kinds of food items 
 
Toxic 
Poisonous 
 
Toxin 
Poison 
 
Walk-in refrigerator/freezer 
Large refrigerator or freezer that is large enough to 
walk into 
 
Workers’ compensation 
State-administered program designed to help    
employees who are injured in accidents that      
occurred at work, or who become sick because of 
job-related reasons 
 
Yeast 
Fungi that require sugar and moisture for survival; 
can spoil food 

Excerpted from Becoming A Restaurant and Foodservice Professional:  Year One.  (2005) National  
 Restaurant Association Education Foundation.  pp. 504-531. 
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Glossary of Hospitality/Tourism Terms  
ABA - American Bus Association; comprised of 
bus companies, operators and owners.  
 
Attendance Building - Marketing and promotional 
programs designed to increase attendance at   
conventions, trade shows, meetings, and events.  
 
Attractions - General all-inclusive term travel   
industry marketers use to refer to products that 
have visitor appeal, like museums, historic sites, 
performing arts institutions, preservation districts, 
theme parks, entertainment and national sites.  
 
AVHRM - Association of Vacation Home Rental 
Managers.  
 
Bed Tax (Transient Occupancy Tax or TOT) - 
City or county tax added to the price of a hotel 
room.  
 
Blocked - Hotel rooms held without deposit.  
 
Booked - Hotel rooms, airline tickets or other travel 
services held for a specific client.  
 
Booking - Term used to refer to a completed sale 
by a destination, convention center, facility, hotel or 
supplier (i.e. convention, meeting, trade show or 
group business booking).  
 
Business Travel - Travel for commercial,  
governmental or educational purposes with leisure 
as a secondary motivation.  
 
Buyer - A member of the travel trade who reserves 
room blocks from accommodations or coordinates 
the development of a travel product.  
 
Carrier - Any provider of mass transportation,   
usually used in reference to an airline.  
 
Chambers of Commerce - Typically, a Chamber 
of Commerce will specialize in local economic   
development that can include tourism promotion.  
 
Charter Group - Group travel in which a previously 
organized group travels together, usually on a   
custom itinerary.  
 
C of C - Chamber of Commerce.  
 
Commissions - A percent of the total product cost 
paid to travel agents and other travel product     
distributors for selling the product to the consumer.  
 
 

Convention and Visitors Bureau - These        
organizations are local tourism marketing          
organizations specializing in developing            
conventions, meetings, conferences and visitations 
to a city, county or region.  
 
Conventions and Trade Shows - Major segment 
of travel industry business. Trade shows differ from 
conventions in that they have exhibit space that 
provides product exhibition and sales opportunities 
for suppliers, as well as information gathering and 
buying opportunities for customers.  
 
Conversion Study - Research study to analyze 
whether advertising respondents actually were 
converted to travelers as a result of advertising and 
follow-up material.  
 
Co-op Advertising - Advertising funded by two or 
more destinations and /or suppliers.  
 
Cooperative Marketing - Marketing programs  
involving two or more participating companies,  
institutions or organizations.  
 
Cooperative Partner - An independent firm or  
organization which works with a tourism office by 
providing cash or in-kind contributions to expand 
the marketing impact of the tourism offices        
program.  
 
Cover - Each diner at a restaurant.  
 
CTRLA - Car and Truck Rental and Leasing      
Association.  
 
CVB - Convention and Visitors Bureau.  
 
Destination - A hotel, resort, attraction, city,      
region, or state.  
 
Destination Marketing - Marketing a city, state, 
country, area or region to consumers and trade.  
 
Destination Marketing Organization - Local   
tourism marketing organizations, such as  
convention and visitors bureaus or chambers of 
commerce.  
 
Discounted Fare - Negotiated air fare for         
convention, trade show, meeting, group and corpo-
rate travel.  
 
Discover America - Theme used by the Travel 
Industry Association and its marketing partners to 
market travel within the United States.  

Reprinted from http://www.clairvoyix.com/files_doc/terminology2.pdf.  Used with permission of Clairvoyix. 
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Fam Tours - Organized trips for travel agents,  
tour operators, tour wholesalers or other members 
of the travel trade for the purpose of educating and 
“familiarizing” them with tourism destinations. By 
seeing the destinations where they are sending 
travelers, the travel trade is better prepared to   
answer customer questions and promote travel to 
the location. Also called “fams” or “familiarization 
tours.”  
 
Feeder Airport/City - An outlying city which feeds 
travelers to hubs or gateway cities.  
 
FIT (Free Independent Travel) - Individual travel 
in which a tour operator has previously arranged 
blocks of rooms at various destinations in advance 
for use by individual travelers. These travelers 
travel independently, not in a group, usually by 
rental car or public transportation.  
 
Frequency - The number of times an  
advertisement appears during a given campaign.  
 
Fulfillment - Servicing consumers and trade who 
request information as a result of advertising or 
promotional programs. Service often includes an 
800 number, sales staff and distribution of 
materials.  
 
Gateway or Gateway City - A major airport,     
seaport, rail or bus center through which tourists 
and travelers enter from outside the region.  
 
GIT (Groups Independent Travel) - Group travel 
in which individuals purchase a group package in 
which they will travel with others along a pre-set 
itinerary.  
 
Group Rate - Negotiated hotel rate for convention, 
trade show, meeting, tour or incentive group.  
 
Head in Beds - Industry slang referring to the   
primary marketing objective of accommodations 
and most destinations - increasing the number of 
overnight stays.  
 
Hospitality Industry - Another term for the travel 
industry.  
 
Hub - An airport or city which serves as a central 
connecting point for aircraft, trains or buses from 
outlying feeder airports or cities.  
 
Hub and Spoke - Air carriers’ use of selected cities 
as “hubs” or connected points for service on their 
systems to regional destinations.  

Icon - A facility or landmark which is visually     
synonymous with a destination.  
 
Incentive Travel - Travel offered as a reward for 
top performance and the business that develops, 
markets and operates these programs.  
 
Inclusive Tour - A tour program that includes a 
variety of features for a single rate (airfare,          
accommodations, sightseeing, performances, etc.)  
 
International Marketing - Marketing a destination, 
product or service to consumers and the trade   
outside the of the United States.  
 
Leisure Travel - Travel for recreational,            
educational, sightseeing, relaxing and other       
experiential purposes.  
 
Market Share - The percentage of business within 
a market category.  
 
Market Volume - The total number of travelers 
within a market category.  
 
Mission (Sales) - A promotional and sales trip  
coordinated by a state travel office, convention and 
visitors bureau or key industry member to increase 
product awareness, sales and to enhance image. 
Target audiences may include tour operators, 
wholesalers, incentive travel planners, travel 
agents, meeting planners, convention and trade 
show managers and media. Missions often cover 
several international or domestic destinations and 
include private and public sector participants. Mis-
sion components can include receptions,     enter-
tainment representatives of the destination, pres-
entations and pre-scheduled sales and media calls.  
 
Motorcoach - Deluxe equipment used by most 
tour operators in group tour programs. Amenities 
include reclining seats, bathrooms, air conditioning, 
good lighting and refreshment availability.  
 
Net Rate - The rate provided to wholesalers and 
tour operators that can be marked up to sell to the 
customer.  
 
No Show - A customer with a reservation at a    
restaurant, hotel, etc. who fails to show up and 
does not cancel.  
 
NTA - National Tour Association, comprised of  
domestic tour operators.  
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Occupancies - A percentage indicating the     
number of bed nights sold (compared to number 
available) in a hotel, resort, motel or destination.  
 
Package - A fixed price salable travel product that 
makes it easy for a traveler to buy and enjoy a  
destination or several destinations. Packages offer 
a mix of elements like transportation,  
accommodations, restaurants, entertainment,    
cultural activities, sightseeing and car rental.  
 
Peaks and Valleys - The high and low end of the 
travel season. Travel industry marketers plan    
programs to build consistent year-round business 
and event out the “peaks and valleys.”  
 
Person Trip Visit - Every time a person travels 
more than 100 miles (round-trip) in a day or stays 
overnight away from their primary domicile, 
whether for business or leisure purposes, they 
make one “person trip visit.”  
 
Pow Wow - The largest international travel       
marketplace held in the United States, sponsored 
by the Travel Industry Association of America.  
 
Press/Publicity Release - A news article or      
feature story written by the subject of the story for 
delivery and potential placement in the media.  
 
Press Trips - Organized trips for travel writers and 
broadcasters for the purpose of assisting them in 
developing stories about tourism destinations.   
Often, journalists travel independently, though with 
the assistance of a state’s office of tourism of a 
DMO.  
 
Property - A hotel, motel, inn, lodge or other     
accommodation facility.  
 
Rack Rate - The rate accommodations quote to 
the public. Group rates, convention, trade show, 
meeting and incentive travel rates are negotiated 
by the hotel and program organizers.  
 
Reach - The percentage of people within a specific 
target audience reached by an advertising        
campaign.  
 
Receptive Operator - Specialists in handling    
arrangements for incoming visitors at a destination 
including airport transfers, local sightseeing,      
restaurants, accommodations, etc. Receptive    
operators can be travel agents or tour operators.  
 
 
 

Repeat Business - Business that continues to  
return, thereby generating increased profits.  
 
Reservation Systems (Automation Vendors) - 
Computerized systems leased to travel agencies 
offering airline, hotel, car rental and selected tour 
availability and bookings. Systems are affiliated 
with major carriers, including American (Sabre), 
United (Apollo), Eastern (System One), TWA 
(PARS), and Delta (DATAS II) and feature flight 
schedules of the sponsoring and other carriers, 
plus additional travel products.  
 
Retail Agent - A travel agent.  
 
Retailer - Another term for travel agents who sell 
travel products directly to consumers.  
 
Room - Double: No guarantee of two beds; Double 
Double: Two double beds (or two queens or kings); 
Twin: Two twin beds (or two doubles or queens).  
 
Room Blocks - Several rooms held for a group.  
 
Sales Mission - Where suppliers from one DMO 
travel together to another state or country for the 
purpose of collectively promoting travel to their 
area. Sales missions may include educational 
seminars for travel agents and tour operators.  
 
Sales Seminar - An educational session in which 
travel agents, tour operators, tour wholesalers or 
other members of the travel trade congregate to 
receive briefings about tourism destinations.  
 
Shells - Marketing and sales promotional pieces 
that depict a destination, accommodation or      
attraction on the cover and provide space for copy 
to be added at a later date. Usually shells fit a #10 
envelope.  
 
Site Inspection - An assessment tour of a  
destination or facility by a meeting planner,       
convention or trade show manager, site selection 
committee, tour operator, wholesaler or incentive 
travel manager to see if it meets their needs and 
requirements prior to selecting a specific site for an 
event. After site selection, a site inspection may be 
utilized to make arrangements.  
 
Spouse Program - Special activities planned for 
those who accompany an attendee to a conven-
tion, trade show or meeting. Note that programs 
today are not simply for women, but rather for men 
and women, spouses and friends. Programs must 
be creatively designed to interest intelligent and 
curious audiences.  
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Supplier - Those businesses that provide industry 
products like accommodations, transportation, car 
rentals, restaurants and attractions.  
 
Target Audience/Market - A specific  
demographic, sociographic target at which  
marketing communications are directed.  
 
Target Rating Points - TRPs are a statistical 
measurement which allows one to evaluate the 
relative impact of differing advertising campaigns.  
 
Tariff - Rate of fare quoted and published by a 
travel industry supplier (i.e. hotels, tour operators, 
etc.). Usually an annual tariff is produced in booklet 
form for use in sales calls at trade shows.  
 
TIA - Travel Industry Association of America.  
 
TOT - Transient Occupancy Tax.  
 
Tour Operator - Develops, markets and operates 
group travel programs that provide a complete 
travel experience for one price and include     
transportation (airline, rail, motorcoach, and/or 
ship), accommodations, sightseeing, selected 
meals and an escort. Tour operators market      
directly to the consumer, through travel agents, 
and are beginning to be listed on computerized        
reservation systems.  
 
Tour Wholesaler - An individual or company that 
sells tour packages and tour products to travel 
agents. Tour wholesalers usually receive a 20% 
discount from accommodations, transportation 
companies and attractions and pass on a 10% to 
15% discount to the retail agent.  
 
Tourism - Leisure travel.  
 
Tourist/Visitor/Traveler - Any person who travels 
either for leisure or business purposes more than 
100 miles (round-trip) in a day or who stays     
overnight away from his/her primary domicile.  
 
Transient Occupancy Tax - TOT or bed tax is a 
locally set tax on the cost of commercial  
accommodations and campgrounds.  
 
Travel - Leisure and other travel including travel for 
business, medical care, education, etc. All tourism 
is travel, but not all travel is tourism.  

Travel Agent - An individual who arranges travel 
for individuals or groups. Travel agents may be 
generalists or specialists (cruises, adventure travel, 
conventions and meetings.) The agents receive a 
10 to 15% commission from accommodations, 
transportation companies and attractions for      
coordinating the booking of travel. They typically 
coordinate travel for their customers at the same or 
lower cost than if the customer booked the travel 
on his/her own.  
 
Travel Product - Refers to any product or service 
that is bought by or sold to consumers of trade  
including accommodations, attractions, events, 
restaurants, transportation, etc.  
 
Travel Seasons - Travel industry business cycles 
including: Peak: Primary travel season; Off Peak: 
Period when business is slowest; Shoulder: Period 
between peak and off peak periods when business 
is stronger, but has room for growth.  
 
Travel Trade - The collective term for tour         
operators, wholesalers and travel agents.  
 
Traveler - Definitions vary, but in general a traveler 
is someone who leaves their own economic trade 
area, (usually going a distance of a minimum of 
fifty to one hundred miles) and stays overnight.  
 
Visitors Center - Travel information center located 
at a destination to make it easier for visitors to plan 
their stay; often operated by a convention and   
visitors bureau, chamber of commerce or tourism 
promotion organization.  
 
Vouchers - Forms or coupons provided to a     
traveler who purchases a tour that indicate that 
certain tour components have been prepaid. 
Vouchers are then exchanged for tour components 
like accommodations, meals, sightseeing, theater 
tickets, etc. during the actual trip.  
 
Wholesaler - Develops and markets inclusive 
tours and individual travel programs to the con-
sumer through travel agents. Wholesalers do not 
sell directly to the public.  
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Glossary of Terms: Convention Center 
 

This glossary of commonly used words and phrases, as defined by the International Association of 
Assembly Managers (IAAM), will help you communicate with your Atlantic City Convention Center 
Event Manager to help ensure your event is a success. 

Account 
Formal record of transactions of a particular type 
expressed in money or other unit of measurement 
and maintained in a ledger.  
 
Actual Cost 
Costs determined on the basis of historical data 
and not upon estimated increases in costs or aver-
ages.  
 
Advertising 
Any paid form of non-personal presentation of 
ideas, goods or services by an identified sponsor.  
 
Amenities 
Items or services conducive to material comfort or 
convenience.  
 
Arrival Pattern 
Specific days and times in which attendees are 
expected to arrive.  
 
Audiovisual (AV) 
Of or related to both hearing and sight. Items and 
equipment used to transmit messages for hearing 
or sight.  
 
Auxilary Services 
Contracted services that provide support for a 
meeting.  
 
Badge 
Adhesive, pin or clip-on tag with identifying infor-
mation that is given to each registrant.  
 
Banquet 
An elaborate and often ceremonious meal for nu-
merous people, often including speakers or pres-
entations.  
 
Book 
To reserve a particular room, space or service for a 
particular time with payment agreed upon.  
 
 
 

Booking Policy 
Guidelines by which a convention center prioritizes 
reservations; may correspond to hotel rooms the 
event will use in the area.  
 
Booth 
A stall or stand partitioned off for the sale or exhibi-
tion of goods or services.  
 
Buffet 
A meal set out on a table for ready  access and 
informal service.  
 
Butlered Service 
Hors d'oeuvres are passed on trays by servers.  
 
Camera Ready 
Artwork or advertising copy ready for the camera, 
that is, ready for the printer to prepare printing 
plates directly from the artwork.  
 
Cancellation Policy 
Written statement of  actions that can or will be 
taken in the event of a cancellation due to a spe-
cific circumstance.  
 
Charter 
To hire, rent or lease for exclusive and temporary 
use.  
 
Chevron 
Room set in which tables and/or chairs are set  
in a V.  
 
Classroom Style 
Seating arrangement in which rows are facing the 
presenter and each person has a table for writing.  
 
Complimentary 
Something given at no charge.  
 
Concierge 
Staff member who handles luggage, mail and 
makes reservations and arrangements on other 
matters for guests or visitors.  

Reprinted from http://www.accenter.com/aboutthecenter/glossary.asp   
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Concurrent Sessions 
Sessions occurring at the same time.  
 
Conference - A meeting of two or more people to 
discuss a common concern.  
 
Conference Center - A facility that is constructed 
for and devoted to meetings and meeting space.  
 
Conference Style 
Seating arrangement where chairs are placed 
around all sides of a table.  
 
Confirmation 
Verification of the existence of a reservation; infor-
mal letter outlining the preliminary plans for the use 
of a facility or service that may serve as the con-
tract for small suppliers.  
 
Convention Center 
Facility designed to accommodate multiple groups 
or extremely large groups; exhibit halls, meeting 
rooms, ballrooms or banquet space; no sleeping 
rooms.  
 
Convention Liability Insurance 
Insurance policy that covers the meeting sponsor 
for any unexpected expenses from legal action due 
to bodily injury or property damage.  
 
Dais 
A raised platform in a hall or large room, usually 
where guest speakers, honored guests or expert 
panels are seated.  
 
Directional Signs 
Meeting signs placed to assist attendees in finding 
event locations.  
 
Dolly 
A platform on wheels for moving heavy objects.  
 
Easel - A frame for supporting something, such as 
chart paper.  
 
Estimate - General idea of your costs before start 
of the event.  
 
Exhibit 
An organization's booth at a public show for com-
petition, demonstration or sale.  
 
Exhibit Service Kit 
A packet of information regarding exhibit service 
providers and other information that exhibitors will 
need to participate fully in an exposition.  

Exposition - Public trade show.  
 
Event Resume 
An in-house document distributed to each depart-
ment addressing issues, needs, and important in-
formation pertinent to a show. Includes time of 
events, set-up information, public access, etc.  
 
Facility 
Something that is built, installed or established to 
serve a particular purpose.  
 
Flat Room Rate 
Basic rate with no discount or special offer.  
 
Floor Plan 
A scaled drawing showing the arrangement of 
rooms, halls etc.  
 
Function 
An event that is part of a planned meeting; an area 
of meeting planning that involves income or ex-
penses (printing, registration, etc.).  
 
Function Space 
Physical space occupied by an event.  
 
General Session 
Sessions that all participants in a convention or 
meeting attend.  
 
Half Round - A semi-circular table.  
 
Head Count 
Number of people attending at an event.  
 
Head Table 
Table reserved for speakers and VIPs at front of 
the room, usually facing the audience.  
 
Hollow Circle 
Seating arrangement of tables and/or chairs all 
facing each other in a single circle.  
 
Hollow Square 
Seating arrangement with tables arranged in a 
square with an open middle. Chairs are only on  
the outside.  
 
Hors D'oeuvres 
Hot and/or cold finger foods served at a reception.  
 
Hospitality Room 
Suite or room arranged for the convenience, com-
fort and socialization of guests, often with drinks 
and snacks available.  
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Housing - Lodging.  
 
Itinerary - The actual or proposed route and 
schedule of travel.  
 
Keynote 
Opening remarks of a meeting that set tone of the 
event and motivate attendees.  
 
Keynote Speaker 
One who presents the issues of primary interest to 
a group of people.  
 
Lavaliere Microphone 
A small microphone that is clipped onto clothing to 
allow the speaker to move.  
 
Lecture 
A discourse given before an audience or class in-
tended to teach something.  
 
Marketing 
Process of planning and executing conception, 
pricing, promotion and distribution of ideas, goods 
and services in order to create exchanges that sat-
isfy individual and organizational objectives.  
 
Media Kit or Press Kit 
Packet of information that is supplied in the media;  
contains all the details of a meeting that are re-
quired to attract media attention and attendees.  
 
Media Release or Press Release 
Description of a newsworthy occurrence written in 
journalistic style and mailed to news media. A 
press release is usually intended to promote an 
event or further the reputation of a facility.  
 
Moderator - One who presides over an assembly, 
meeting or discussion.  
 
On-Site Office 
Organization's temporary headquarters office that 
is set up on site to handle business during the 
event.  
 
On-site registration - Registration that occurs di-
rectly before the meeting at the meeting location.  
 
Open Seating 
Extra tables are placed, but not fully set; these can 
be prepared quickly if more guests show up than 
expected.  
 
Outside Vendor - Suppliers who are not directly 
associated with the facility.  

Overhead Transparency Projector 
A/V equipment designed to project and magnify an 
image on a transparent sheet of acetate.  
 
Panel Discussion 
Instructional technique using a group of people 
chosen to discuss a topic in the presence of an 
audience.  
 
Pipe and Drape - Materials used to physically con-
struct booths at an exposition.  
 
Platform 
Raised, flat surface; statement of principles of poli-
cies of an organization.  
 
Podium: A small raised platform on which a pre-
senter may stand.  
 
Post-Conference Meeting (post-con)  
Meeting between meeting manager and staff to 
discuss and evaluate an event as soon as it is 
over.  
 
Pre- and Post Meeting Tours: Recreational tours 
scheduled right before or after the meeting to en-
courage socialization of attendees.  
 
Pre-Conference Meeting: Meeting between the 
meeting manager, facility department heads, and 
major contractors prior to the start of a meeting.  
 
Presenter 
Person who delivers a speech or program.  
 
Press Kit or Media Kit 
Materials, usually contained in a folder, in which 
news releases, product announcements and other 
materials intended for the media are distributed.  
 
Press Release or Media Release 
Description of a newsworthy occurrence written in  
journalistic style and mailed to news media. A 
press release is usually intended to promote an 
event or further the reputation of a facility.  
 
Professional Speaker 
Speaker who makes his/her living from presenting 
information to various organizations.  
 
Quartered-Round 
Wedge-shaped table with one round edge.  
 
Reception 
Social gathering usually before an event.  
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Registration 
Process of signing up to attend a meeting or event.  
 
Registration Data 
Information about an attendee that is gathered as 
part of the registration process.  
 
Rolling Carts - Portable carts on which audiovis-
ual equipment can be placed.  
 
Rounds - Circular tables, size may vary.  
 
Settlement 
Detailed itemization of ticket sales, production ex-
penses, building rent, box office costs and all other 
event-related  
expenses.  
 
Shipping Agent 
Third-party company that handles shipping goods 
to and from a meeting.  
 
Signage 
All information and directional signs required for an 
event.  
 
Site Inspection 
Process by which the details of a potential location 
are evaluated.  
 
Skirting - Attractive fabric placed around a table to 
conceal the area.  
 
Slide Projector 
Equipment designed to project the image of slides 
onto a viewing screen.  
 
Square 
Conference-style table arrangement of double or 
triple- wide tables.  
 
Staging 
Laying out the physical elements in a given space 
to fulfill a given purpose.  
 
Stationary Microphone 
Microphone mounted on floor stand to remain in 
the same location throughout a presentation.  
 
Table Microphone 
Microphone placed on a table for panel members 
or head table.  
 
Tabletop Display - Exhibit in which materials are 
arranged on a table top using no booth.  

Teleconferencing 
Technology that permits individuals to participate in 
regional, national or worldwide meetings without 
actually leaving their local area; the live transmis-
sion of video or audio signals.  
 
Theater Style or Auditorium Style 
Seating arrangement in which seats are in rows 
facing the stage area, no tables.  
 
Trade Publications - Specialized magazines.  
 
Trade Show 
Exposition held for members of a common or re-
lated industry. Not open to the general public.  
 
Traffic Flow 
Pattern of the way people move through an area.  
 
T-shape 
Shape of tables arranged for a conference; pre-
senter(s) sit(s) at the top of the T.  
 
U Shape - Horseshoe-shaped conference seating 
arrangement.  
 
Venue - Location of a function.  
 
Very Important Person (VIP) 
Person who has a special function at the meeting 
(speaker, dignitary, etc.) and should be treated with   
special amenities.  
 
Video Conference 
Video monitors connected by telephone wires, sat-
ellite technology, or ground wires which allow indi-
viduals to meet "face-to-face" from almost any-
where in the world. A videoconference can also 
include graphics, video clips, and transmission of 
data or documents.  
 
Video Projector 
Device used to project video images onto a screen.  
 
V-Shape 
Room set in which tables are set in a V with chairs 
on the outside only.  
 
Workshops 
Academic instruction for a small group, which em-
ploys such techniques as role-playing, simulation 
encounters, give and take sessions, and problem-
solving laboratories. 
 
 

Reprinted from http://www.accenter.com/aboutthecenter/glossary.asp   
Used with permission of the Atlantic City Convention Center.   
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Glossary of Common Travel Terms 
Airport Code 
Three-letter codes used to identify airports. 
 
Amenities 
Services and extras offered by a travel supplier. 
 
APEX ("Advance Purchase Excursion") Fare 
Generally the lowest and most heavily restricted 
airfare. 
 
ARC (Airlines Reporting Corp.) 
Airline-owned corporation which accredits travel 
agents and sets regulation governing airline-
agency relations. 
 
Back-to-Back Ticketing 
Booking two overlapping round trips with opposite 
origin and destination points, where both bookings 
meet restrictions required to obtain a discount fare 
(such as a Saturday-night stayover); then using 
one segment from each round trip for each        
direction of a single journey in order to get a lower 
overall fare. 
 
Baggage Check 
Official receipt issued by a carrier for luggage. 
 
Baggage Tag 
Personal identification that must be attached to 
luggage checked by an airline. 
 
Base Fare/Rate 
Price of a travel service before taxes and add-on 
charges. 
 
Blackout Periods 
Days or periods of high demand when special rates 
are not in effect. 
 
Boarding Pass 
A card given to a traveler indicating the seat      
assignment. 
 
Bumping 
Practice of removing confirmed passengers from 
overbooked flights. 
 
Carrier 
Company that transports passengers or freight. 
 
Capacity Controlled 
Limitation on number of airline seats, hotel rooms, 
or rental cars available under a particular rate or 
promotional offer. 

Car Class 
Size and type of rental car. Classes differ from  
vendor to vendor, and are stated usually as    
economy, mid-size, full-size, luxury, and specialty. 
 
Car Rental Agreement 
Contract between car rental vendor and customer. 
 
Carry-on 
Unchecked baggage. 
 
Charter 
Aircraft, motorcoach, or other mode of 
transportation reserved entirely for use by a group. 
 
City Pair 
Origin and destination points of a flight segment. 
 
Collision Damage Waiver (CDW) 
Daily insurance fee paid by a car renter to cover 
liability for accident damages to a rented car. This 
is not a reimbursable expense for ISU travelers, as 
the Regents provide a self-insurance fund. 
(Exceptions: Travelers renting cars outside the 50 
states or District of Columbia are encouraged to 
purchase the CDW insurance. Some renters under 
age 25 may be required by the rental company to 
purchase CDW coverage before releasing the car.) 
 
Commission 
Percentage of sale price that vendors pay to travel 
agencies for selling their services. 
 
Commuter Carrier 
Regional airline operating from small locales to 
larger cities, often under an affiliate relationship 
with a major carrier. 
 
Companion Fare 
Promotional airfare whereby a second ticket may 
be purchased at a discount, provided two people 
are traveling together. 
 
Comp Rooms 
Complimentary rooms which a lodging facility    
provides without charge based on total number of 
sleeping rooms occupied by a group. 
 
Concierge 
Individual in a hotel responsible for attending to 
guests’ special needs and services. 
 
 
 

Used with permission.   



H38 

 

Confirmation 
Reservation, acknowledged orally or in writing, 
verifying a booking has been accepted. Most    
confirmations are subject to certain conditions. 
 
Connecting Flight 
Flight on which passenger must change aircraft at 
some point, referred to as the Connecting Point. 
 
Consolidator 
Business that buys international tickets at deep 
discounts from airlines; seating inventory that is 
expected to remain unsold. Consolidators resell 
tickets at a markup to travel agencies or travelers 
directly. (Travelers should understand terms for 
repayment are not favorable, should a consolidator 
cancel a flight. If you have not done business with 
a particular consolidator in the past, purchasing trip 
insurance may be a worthwhile option.) 
 
Corporate Rate 
Discount rate available to traveling business men 
and women, customarily 10% below rack 
(standard) rates. 
 
Coupon 
Part of an airline ticket. The flight coupon is  
surrendered by the passenger at check-in.  
Coupons contain the formal contract of carriage. 
 
Courtesy Vehicle 
Van or bus which an off-airport vendor uses to pick 
up customers at the airport. 
 
CRS (Computerized Reservation System) 
Interactive electronic system linking individual 
travel agencies to a central, airline-owned  
computer. 
 
CTC (Certified Travel Counselor) 
Designation of professional competence attesting 
to a travel agent’s successful completion of a study 
program developed and administered by the    
Institute of Certified Travel Agents. 
 
Denied Boarding Compensation 
Compensation (money, free flight, or hotel  
accommodations) provided to an involuntarily 
bumped airline passenger with a confirmed  
reservation. 
 
Direct Flight 
Flight not requiring a passenger to change planes, 
though it may make stops. 
 
 

Discount Fares 
Short-term promotional fares or other discounted 
fares of varied duration. 
 
Double 
Hotel room with one double bed, or sometimes a 
room designed to accommodate two people. 
 
Double/Double 
Hotel room with two double beds. 
 
Drop Off Charges 
Fees assessed when a traveler picks up a rental 
car in one location and drops it off in another. 
 
Excursion Fare 
Round-trip fare with restrictions such as minimum 
and maximum stays or advance-purchase  
requirements. 
 
Extended Stay 
Generally, a hotel stay of seven or more nights. 
 
Fare Basis 
Conditions, including service class and ticketing 
provisions, that determine a fare. Fare basis is 
designated by identifying letters and/or numbers on 
a ticket. 
 
Fee-Based Pricing 
Compensation to a travel agency by corporate  
clients from commission revenues generated by 
the corporations business. 
 
Flat Rate 
Specific room rate negotiated by a group and a 
hotel. 
 
Folio 
Written or electronic record of hotel guest’s        
account of financial transactions within the       
property. 
 
Frequent Flyer Program 
Airline club in which members accrue points or 
miles for trips taken, usually redeemable for free 
travel. 
 
Fuel Charge 
Amount charged if car renter does not fill the car’s 
gas tank. 
 
Gate 
Designated area in airport terminal where  
passengers for a specific flight board or deplane 
the aircraft. 

Used with permission. 
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Gratuity 
Gift, usually money, given in return for service. 
 
Group Rate 
Room rate charged by a hotel for a group of 10 or 
more guests. 
 
Guaranteed Reservation 
Advance hotel booking where payment is  
guaranteed even if traveler does not arrive. Room 
will be held all night for a late-arriving guest. 
 
Hospitality Room 
Room used for entertaining. 
 
Hub 
Airport at which an airline has major operations 
and connecting flights to smaller destinations. 
 
Joint Fare 
Special fare for travel on two or more airlines to a 
destination. 
 
Last-Room Availability 
Electronic reservation system that provides users 
with current information about a hotel’s available 
inventory. 
 
Last-Seat Availability 
Similar to Last-Room Availability, but applicable to 
airline seat availability. 
 
Liability Coverage 
Insurance protection against injury and damage 
claims by third parties, available as option for car 
rentals. 
 
Limited Availability 
Limited number of reservations accepted for a   
certain advertised rate or special offer. 
 
Loss Damage Waiver (LDW) 
Variation of Collision Damage Waiver (see above) 
employed by some car rental vendors. 
 
Lowest Fare Guarantee 
Travel agency’s promise to provide clients the   
lowest fare available when reservation is con-
firmed. 
 
Lowest Logical Airfare 
Lowest airfare found within the parameters of a 
corporation’s travel policy. 
 
 

Management Report 
Data summary (from travel agencies, travel  
suppliers, and/or credit-card vendors) documenting 
usage patterns for air travel, hotel stays, or car 
rental. 
 
Meet and Greet 
Service that meets and assists clients upon arrival 
in a city. 
 
Meeting Fare 
Negotiated airline discounts, typically for 10 or 
more persons traveling to the same event. 
 
Meeting Rate 
Negotiated hotel rate offered to a meeting’s  
attendees. 
 
Mileage Allowance/Mileage Cap 
Number of miles a rented car is driven beyond the 
mileage allowance. 
 
Mileage Charge 
Charge assessed for each mile a rental car is 
driven beyond an established threshold. 
 
Minibar 
Hotel room cabinet containing snacks and  
refrigerated beverages. Items consumed are 
charged to hotel bill. 
 
Net Fare or Net Rate 
Price or fare for a travel service, less an agent’s 
commission and without tax. 
 
No Show 
Passenger or hotel guest who fails to cancel a   
reservation not used. 
 
Open Ticket 
Ticket that is valid for transportation between     
certain points but indicates no specific reservation. 
 
Overbooking 
Practice of confirming more seats or rooms than 
are available, in order to protect against no-shows. 
 
Override 
Additional commission paid to agents as a bonus 
for productivity and/or volume. 
 
Package 
Tickets or services bundled together and sold at 
single all-inclusive price. 
 

Used with permission.   
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Prepaid Ticket 
Ticketing method in which a person or company 
purchases an airline ticket in one location for a 
traveler in another. The traveler picks up the      
prepaid ticket from the airline ticket counter. 
 
Profile 
Detailed information about a traveler’s personal 
preferences kept on file by a travel supplier. 
 
Rack Rate 
Official posted rate for a hotel room, published  
airfares, or noncontracted car rental rates. 
 
Rate Desk 
Airline or travel agency department that constructs 
fares for complicated itineraries, usually  
international. 
 
Revenue Sharing 
Travel agency rebate of commission revenue    
received on a corporation’s bookings. 
 
Room Tax 
State or local tax imposed on hotel room charges. 
 
Segment 
Leg or identifiable portion of a route traveled,    
usually stated in terms of originating and  
terminating cities. 
 
Soft-Dollar Savings 
Savings on travel realized through cost avoidance, 
such as rate discounts or free upgrades. 

Split Ticketing 
Issuing two one-way tickets instead of a round-trip 
ticket, usually for purpose of obtaining a lower fare. 
 
Standby 
Class of air passengers who hold tickets that do 
not allow for advanced reservations (standby 
fares), or are waiting for available seats. 
 
Supersaver 
Low discount airfare available with heavy  
restrictions. 
 
Surcharge 
Assessment by vendor or governmental entity in 
addition to published price or contracted rate. 
 
Travel Advisory 
Official warning or cautionary statement from the 
US State Department regarding travel to a  
particular area. 
 
Unlimited Mileage 
Ability to drive a rented car an unlimited number of 
miles without paying an additional mileage charge. 
 
Waitlist 
List of travelers waiting for people to cancel  
reservations for a flight that is sold out. 
 
Window of Convenience 
Two hours on either side of ideal departure or  
arrival time. 

Used with permission.   
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Reading Passages for 
Hospitality 
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Dave Thomas 
 
 
Dave Thomas, founder of Wendy’s Old Fashioned Ham-
burgers, was known for making good use out of things that 
came his way.  A millionaire by the age of 35, he began life 
without those things we all consider important for success: 
a strong family and a sense of belonging to a place. 
 
Dave Thomas never knew his birth parents.  He was 
adopted at the age of 6 weeks by a couple in Kalamazoo, 
Michigan, but they too were unable to provide much of a 
secure family life for him.  His adoptive mother died when 

he was five years old, and his father moved the two of them around frequently as he 
tried to find work.  Moving all the time meant that Thomas never felt as though he  
belonged to any one place or group.  He said in his later life that as a child he had  
enjoyed going to restaurants and seeing families eating happily together in a friendly 
atmosphere.  That is why he decided at an early age that he wanted to have his own 
restaurant for families to visit. 
 
He started working at the age of 12, working for a family at their restaurant.  They were 
the first people who did not fire him when they discovered how young he was.  Instead, 
they took him under their family wing and encouraged him to learn about the business.  
He credits their interest in him for his successful career.  At the age of 15, when his 
father was preparing to move yet again, Thomas decided to drop out of school and 
stay where he was. He was working full time at the Hobby House restaurant and 
thought he could learn more on the job, so he quit school.  Three years later, he 
volunteered for the army, where he chose to go to cook and baker’s school.  He was 
one of the youngest men ever to manage an enlisted men’s club.  He later attributed 
his success in fast food to that experience of mass feeding.  After his stint in the 
service, he returned to the Hobby House.  There he met his wife Lorraine, whom he 
married in 1954. 
 
Two years later, he and his boss Phil Clauss opened a barbecue restaurant.  It was 
there that Dave Thomas met the man he claims was one of the greatest influences on 
his life – Colonel Harlan Sanders, founder of Kentucky Fried Chicken.  He was offered 
the chance to turn around a failing Kentucky Fried Chicken franchise.  If he succeeded 
in making these restaurants profitable, he would be given part-ownership of them.  He 
made the four failing  restaurants into million dollar successes, sold them, and began 
his own chain of Wendy’s Old Fashioned Hamburgers restaurants in 1969.  The stores 
were named after his youngest daughter Melinda Lou, nicknamed Wendy by her older 
sisters and brother.  He designed the restaurants to be comfortable and homey, and 
expected his children to work at them during the summers.  The first Wendy’s menu 
included made-to-order hamburgers, chili, French fries, soft drinks, and a Frosty Dairy 
Dessert. 
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In 1973, he began to franchise the Wendy’s concept, pioneering the idea of selling 
franchises for entire cities instead of just single units.  Wendy’s grew rapidly, with more 
than 1000 restaurants opening in its first 100 months.  The rapid growth has continued 
to this day, with more than 6,000 Wendy’s operating in North America. 
 
In 1989, Dave Thomas agreed to appear as his own spokesman and became  
immediately widely recognized.  He decided to use this recognition and his success to 
promote adoption, beginning with a White House initiative in 1990.  He worked to raise 
the awareness of the tens of thousands of children who need permanent homes and 
family support. 
 
Thomas always said that dropping out of school was his biggest mistake.  In 1993, he 
decided to correct that error.  He earned his GED certificate and received a high school 
diploma from Coconut Creek High School in Fort Lauderdale, Florida, 45 years after he 
had left school.  To make the occasion even more wonderful, the graduating class of 
1993 named him the “Most Likely to Succeed” and invited him and his wife to attend 
the senior prom, where they were crowned Prom King and Queen. 
 
Dave Thomas says of the industry, “I think the hospitality industry is one of the most 
exciting fields to work in.  We need young people who are creative and innovative, and 
ready to meet the challenges of a business that’s always on the move.  With a good 
education and work experience (and if you’re lucky, a good mentor), you can go as far 
as your dreams take you. 
 
“From my early days as a soda jerk and short order cook, to becoming an entrepreneur 
and TV spokesman, I’ve been recognized for my work in the restaurant industry and for 
the children.  I have received lots of industry honors and entrepreneur and Man of the 
Year awards.  The adoption community has honored me with a variety of awards. 
 
“There are a million opportunities in our industry. If you’re willing to work hard and have 
a  burning desire to succeed, you will succeed.  That’s what makes the difference.  
That’s the true recipe for success.”* 
 
 
 
by Marcia Phillips 
 
 
 
References 
Becoming a Restaurant and Foodservice Professional:  Year Two.  (1999)  “Dave Thomas.”     
     National Restaurant Association Education Foundation.  pp. 2-3. 
 
“Dave Thomas (American Businessman)”  Retrieved 2006 from  
     http://en.wikipedia.org/wiki/Dave_Thomas_%28American_businessman%29 
 
 
*Becoming a Restaurant and Foodservice Professional (1999), p.3. 
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APPLYING WHAT YOU HAVE LEARNED:  
Dave Thomas 

 
Think through the questions below, or write your thoughts down underneath them.   
Then, write a practice GED essay for the question on page H44.  Try to give it plenty of 
detail, enough to fill up an 8 1/2 x 11 piece of paper.  Show your work to your GED  
instructor or a good friend and talk about it! 
 
 

1.  How did his childhood affect the way that Dave Thomas developed his 
career? 

 
 
 
 
 
 
 
 
 
 
 
 

2.  What does it take to be successful in the hospitality industry in particular? 
 
 
 
 
 
 
 
 
 
 
 
 
 
3.  What about this industry appeals to you personally? 
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ESSAY PROMPT 
 
Dave Thomas was a successful businessman in the hospitality industry.  His story 
shows several times in his life where he took opportunities and moved ahead, despite 
obstacles or situations that could have distracted him from his goal.   
 
Based on this story and your own experience and ideas, what do you think are some 
characteristics a businessman or woman should have to be a success?  You can write 
about the hospitality industry specifically or choose to focus on business as a whole. 
Give specific examples.   
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Americans with Disabilities Act 
 
The Americans with Disabilities Act (ADA) makes it illegal to discriminate against  
qualified individuals with disabilities.  The ADA covers five areas: 
 

• Employment 
• Public services 
• Public transportation 
• Public accommodations 
• Telecommunication services 

 
The sections of the ADA that are of most concern to hotel and restaurant operators are 
Title III, which covers public accommodation, and Title I, which covers employment. 
 
Title III – Public Accommodations.  The ADA prohibits discrimination against  
individuals with disabilities in the full and equal enjoyment of the goods, services,  
facilities, privileges, advantages, or accommodations of any place of public  
accommodation, requiring that these be offered in the setting appropriate to the needs 
of the individual, except where the individual poses a direct threat to the health or 
safety of others. 
 
This means that hospitality properties must make reasonable modifications to policies, 
practices, and procedures to give people with disabilities access to the property.  Prop-
erties must also remove any physical barriers (such as curbs, narrow doorways, etc.). 
 
Title I – Employment.  Title I of the ADA prohibits hotel employers from discriminating 
against a “qualified individual with a disability” in regard to job applications, hiring,  
advancement, discharge, compensation, and training, or other terms, conditions, or 
privileges of employment. 
 
An individual with a disability is broadly defined as anyone who (1) has a physical or 
mental impairment that substantially limits one or more major life activities, (2) has a 
record of such an impairment, or (3) is regarded as having such an impairment. 
 
 
 
 
 
 
 

Redman, Bridgette, ed., (2000)  Lodging Management Program: Year Two.  Michigan:  Educational  
Institute of the American Hotel and Lodging Association, p. 24. 

Reprinted with permission of the American Hotel & Lodging Educational Institute.  
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APPLYING WHAT YOU HAVE LEARNED:  
Americans with Disabilities Act 

 
Think about the questions below and write out your answers if you’d like.  Show them 
to your GED instructor and talk it through.  Understanding this material will be very 
helpful to your career in hospitality.   
 
 

1. What do you think the term “reasonable modifications” means?  Why would a 
restaurant or a hotel need to take these things into consideration?  What are 
some of these accommodations that you are familiar with? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

2. The Americans with Disabilities Act also prohibits discrimination in hiring people 
with disabilities, as long as they can perform the essential functions of the job.  
Think of some examples of people who might not, due to physical disability, be 
able to perform the necessary tasks in these jobs:  housekeeper, waiter,     
drive-through order taker, front desk associate.  What are some examples of 
disabilities that would not stop these people from being able to perform their  
essential tasks? 
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What Causes Foodborne Illness? 
 
How does food become unsafe?  Food might accidentally become unsafe by  
contamination.  Contamination means that harmful things are present in food, making 
it unsafe to eat.  Food can be contaminated by microorganisms, organisms such as 
bacteria or viruses that are so small they can only be seen through a microscope.  
Some contaminants occur naturally in food, such as toxins found in fish or plants.  
Cross-contamination occurs when harmful microorganisms are transferred from one 
surface or food to another. 
 
Food can also be contaminated by chemicals, such as cleaning materials, and by 
physical objects, such as glass or metal, that accidentally get into food.  Some physical 
hazards in food are natural, such as bones found in chicken or fish. 
 
A foodborne illness is an illness that is carried or transmitted to people by food.  
Foodborne illness can range from a mild stomach irritation to, in some cases, death.  A 
foodborne illness that affects two or more people who have eaten the same food is 
called a foodborne illness outbreak. 
 
It is important to remember that any food, even water and ice, can cause foodborne 
illness.  Most often, however, food that is moist, contains protein, and has a neutral or 
slightly acidic pH, such as meat, poultry, fish, eggs, and dairy products, is the cause of 
foodborne illness.  These foods are classified as potentially hazardous foods.  This 
is because this food typically has a history of being involved in foodborne-illness out-
breaks and has a natural potential for contamination due to production and processing 
methods. 
 
 
 
 
. 

Becoming A Restaurant and Foodservice Professional:  Year One.  (2005) National  
 Restaurant Association Education Foundation.  pp. 82-83. 
Reprinted with permission of the National Restaurant Association Education Foundation (NRAEF) 2007  
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APPLYING WHAT YOU HAVE LEARNED: 
What Causes Foodborne Illness? 

 
 

1. What would you say is the basic rule for food service workers washing their 
hands?  

 
 
 
 
 
 

2. What foods seem to be free from any sort of foodborne contamination? 
 
 
 
 
 
 

3. What kinds of foods must food preparers be particularly careful about in  
preventing foodborne contamination? 

 
 
 
 
 
 

4. What role should management play in ensuring that food workers are clean and 
that food preparation is safe for the public? 
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Profile:  Chef Richard “Pete” Bowden 
CEC, Executive Chef, Country Club of Fairfax 

 
As soon as Chef Richard “Pete” Bowden first walked into a professional kitchen 

at age 14, he knew what it was he wanted to do.  He wanted to be a chef. 
 Chef Bowden, a certified executive chef and winner of numerous awards,  
including the 1995 Chef of the Year Award from the Nation’s Capital Chef’s  
Association, started as a busboy for a private country club in the Tidewater, Virginia 
area.  He then moved up to dishwasher, chef’s helper, and assistant cook.  Along the 
way, Chef Lonnie Johnson took notice of his drive and determination. 
 “I used to ask him if I could look at his cookbooks.  On my lunch break I would 
look through the cookbooks and read recipes,” Chef Bowden says.  “I had a really 
early, fast start.  I was pushed really, really hard to achieve and I can proudly say that I 
never let my employer down.  I worked very hard, sometimes on my day off to try new 
recipes, trying to make the chef proud of me.” 
 His executive chef went a step further and convinced the general manager to 
send Bowden to the Culinary Institute of America after his apprenticeship to continue 
his education.  Bowden says the recognition he is most proud of is that of becoming a 
Certified Executive Chef (CEC) and his involvement in his local Chapter of the  
American Culinary Federation, Nation’s Capitol Chefs Association. 
 “Educate yourself.  That’s the key.  Connect with people that have experience 
doing the job you would like to do someday, you learn a lot from experience,” Chef 
Bowden says.  “Be a good instructor.  We have to take courses to train ourselves  
before we can train other people.  If you have an open mind, you’ll continue to learn 
and continue to teach others as well.  Always remember that you’re a student of the 
art.” 
 Now an executive chef at the Country Club of Fairfax, Chef Bowden often 
oversees large, elaborate banquets, a casual dining room, formal dining room, and golf  
outings.  He is committed to delivering an outstanding product to every diner.  One way 
he accomplishes this in a banquet setting is by purchasing the freshest ingredients, 
careful preparation, and plating food as each course is being served, staying perhaps 
50 plates ahead of the servers.  He says he has never liked pre-plating in advance of a 
banquet, “The appearance of your food is not very good when you do that, especially 
the appearance of your sauces.” 
 “It’s important that high school students really focus on a career.  You should 
find something that you really, really like to do, something you will have fun doing.  
Don’t look at the amount of money you can make, but something that you would like to 
do for a lifetime.  You achieve a lot more if you do something you enjoy.” 

Redman, Bridgette, ed., (2000)  Lodging Management Program: Year Two.  Michigan:  Educational  
Institute of the American Hotel and Lodging Association, p. 394. 

Reprinted with permission of the American Hotel & Lodging Educational Institute.  
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APPLYING WHAT YOU HAVE LEARNED: 
Chef Richard “Pete” Bowden   

 
 

1.  The profile of Chef Bowden is similar to Dave Thomas’ story, included in this 
section.   What are some of the things that these two men have in common?  
What are some of the notable differences between their life stories? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2.  As you look at these similarities and differences, write an essay that will 
demonstrate the key characteristics of a successful professional in the food   
service industry. 
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Barriers to Bacterial Growth 
 
Since bacteria are of great concern, you must know and recognize the conditions in 
which they multiply.  Once you know these conditions, you can control them to prevent 
foodborne illnesses from occurring. 
 
Bacteria multiply quickly when six conditions are present.  An easy way to remember 
these six conditions is by memorizing the letters FAT TOM.   
 
Food.  Foodborne microorganisms need nutrients to grow, specifically proteins and 
carbohydrates.  These nutrients are commonly found in potentially hazardous food 
items such as meat, poultry, dairy products, and eggs. 
 
Acidity.  Foodborne micorogranisms typically do not grow in alkaline or highly acidic 
foods, such as crackers or lemons.  Illness-causing bacteria grow best in food that is 
slightly acidic or neutral (approximate pH of 4.6 to 7.5), which includes most of the food 
we eat. 
 
Time and Temperature.  These are two of the most important factors in keeping food 
safe from harmful microorganisms.  Why?  Because microorganisms grow best on 
foods when they are in the temperature danger zone, which is the temperature range 
between 41˚F and 135˚F (5˚C and 57˚C).  That is why three of your most important 
tasks in keeping food safe involve time and temperature.   
 
Oxygen.  Some illness-causing bacteria require oxygen to grow while others grow 
when oxygen is absent.  Manufacturers use different types of packaging to control the 
oxygen requirements of the microorganism most likely found on the food. 
 
Moisture.  Bacteria need water to grow.  The amount of moisture available in food is 
called its water activity.  Water activity is measured on a scale of 0 through 1.0, with 
water having a water activity of 1.0.  Most bacteria that cause foodborne illness grow 
best in food with a water activity between .85 and .97. 
 
 

Becoming A Restaurant and Foodservice Professional:  Year One.  (2005) National Restaurant  
 Association Education Foundation.  pp. 91-92, 95. 
Reprinted with permission of the National Restaurant Association Education Foundation (NRAEF) 2007  
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APPLYING WHAT YOU HAVE LEARNED: 
Barriers to Bacterial Growth 

 
 

1. Have you ever experienced any foodborne illness?  What do you think would 
happen to a restaurant where people became ill? 

 
 
 
 
 
 
 
 
 
 
 

2. Discuss the 6 conditions that lead to bacterial contamination.  How can you 
lessen their effects? 

 
 
 
 
 
 
 
 
 
 
 
 

3. Write a memo to your co-workers that explains what they should do to keep the 
food safe. 
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Dining Out in Virginia 
 

Q.  Is ETS (Environmental Tobacco Smoke) dangerous? 
ETS causes 53,000 deaths of non-smokers in the US annually, according to a recent 
scientific report by the American Heart Association. 
 
Waiters and waitresses have a 50-90% increased risk of lung cancer that is most likely 
caused by restaurant tobacco smoke.  (Journal of the American Medical Association. 
July 1993.)   
 
 
Q. How long does second-hand smoke last? 
It takes more than three hours to remove 95% of the smoke from one cigarette once 
smoking has ended. 
 
 
Q.  Does Virginia have more smokers or non-smokers? 
Over 75% of Virginians do not smoke. 
 
 
Q.  What does the law say? 
The Virginia Indoor Clean Air Act states that restaurants with a seating capacity of fifty 
or more persons must provide a designated no-smoking section that is large enough  
to meet customer demands.   
 
Restaurants are required to post signs that indicate a no-smoking section is available. 
 
The Indoor Clean Air Act allows a restaurant owner/manager to make the restaurant 
smoke-free.   
 
In Virginia, it is a violation of health code if employees smoke in areas where food 
preparation is done. 
 
Owners of restaurants that allow smoking could be liable if an employee develops an 
illness from breathing secondhand smoke, according to attorneys for the National    
Restaurant Association.  Under the Americans with Disabilities Act, asthmatics and 
others legally classified as disabled can file for legal action, because tobacco smoke 
limits their access.  This can apply to both employees and customers. 

Reprinted from http://www.vasmokefreedining.com/index.html.  
(Site could not be contacted for permissions to use.) 
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ESSAY PROMPT 
 
If you owned or managed a restaurant, you would have to abide by the Virginia laws 
that apply to your business.  This law was supported by people who have strong  
feelings about second-hand tobacco smoke, and they back up their feelings with  
research that is quoted in this article.  Based on the article and your experience, how 
do you feel about this issue?  Do you agree with the law requiring no-smoking  
arrangements in restaurants of a certain size?  Do you see positive effects?  Could 
there be any negative effects? 
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Reference Guides for 
Other Lessons 
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Hospitality GED Reference Guide – Other Lessons 
GED Subject: EMPLOYMENT 

Topic Description Reference  
(Where do I find it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

 

Communicating 
with Customers 

Veronica is a new  
restaurant server who 
annoys two customers 
and learns the  
difference between 
customer service and 
customer satisfaction. 

Workplace Essential 
Skills Video 

Program 
12 

    

Communicating 
with Co-workers 

Questions 9-11 refer to 
a scenario involving 
problem solving  
between the owner of a 
pizzeria and his  
delivery driver. 

Workplace Essential 
Skills  
Communication and 
Writing 

Page 2     

Communication 
Skills 

Question 1-5 refer to a 
restaurant scenario 
requiring the use of a 
touch screen to enter 
orders. 

Workplace Essential 
Skills  
Communication and 
Writing 

Pages 18-
19 

    

Communication 
Skills 

Questions 35-40 deal 
with learning how to 
handle a customer re-
lated problem at a 
small restaurant. 

Workplace Essential 
Skills Employment 

Page 162     

Basic Math 
Problem  
Solving 

In this activity,  
participants can solve 
simple numerical prob-
lems related to the hos-
pitality  
industry (Guest Counts, 
Reservations, Cancel-
lations). 

Workplace Essential 
Skills at Literacy Link 
Internet Activity 21: 
Math at Work:  
Solving Problems 
with Numbers 

      

Using Basic 
Math Skills to 
Solve Problems 

Video clip showing 
price calculations in a 
hotel kitchen. 

Workplace Essential 
Skills Video Clip 

Program 
21 

    

Solving  
Problems with 
Basic Math 

A restaurant server 
adds up check order 
totals using a menu for 
reference. 

Workplace Essential 
Skills Math 

Pages 40-
41 

    

Basic Math 
Problem  
Solving 

Workplace Link  
describes use of  
probability in a small 
bakery (adapt to  
restaurant). 

GED Connection 
Math 

Page 240     
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Hospitality GED Reference Guide – Other Lessons 
GED Subject: MATH 

Topic Description Reference  
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

 

Bar Graph Bar graph explanation 
using staffing models 
(adapt to hotel/  
restaurant). 

Steck-Vaughn 
Complete 

Page 554     

Problem  
Solving with 
Line Graphs 

Questions 1-4 refer to a 
line graph on coffee  
consumption. 

Workplace  
Essential Skills 
Math 

Page 107     

Problem  
Solving with 
Line Graphs 

Questions 1-4 refer to a 
graph on food  
temperatures on a salad 
bar and freezer. 

Workplace  
Essential Skills 
Math 

Pages 
108-109 

    

Multi-step  
Problems and 
Rates 

Question 1 refers to room 
and food  
calculations for a  
banquet. 

Steck-Vaughn 
Complete 

Page 475     

Multi-step 
Problems and 
Rates 

Question 3 refers to  
increasing prices for a 
parking garage (adapt to 
hotel/restaurant). 

Steck-Vaughn 
Complete 

Page 475     

Multi-step  
Problems and 
Rates 

Questions 1-4 refer to an 
invoice from a cheese 
company. 

GED  
Connection Math 

Pages 54-
55 

    

Multi-step  
Problems and 
Rates 

Example of using multi-
steps to calculate  
overtime pay. 

GED  
Connection Math 

Page 58     

Multi-step  
Problems and 
Rates 

Questions 2-3 require 
setting up expressions 
(adapt to hotel/  
conference planning). 

GED  
Connection Math 

Page 60     

Introduction to 
Variables 

Workplace link explains 
how algebra is used to 
calculate cost per person 
for a breakfast. 

GED  
Connection Math 

Page 150     

Solving an 
Equation 

Example 2 shows the use 
of the cost formula for 
determining number of 
chairs in a shipment 
(adapt to hotel or  
restaurant). 

Steck-Vaughn 
Complete 

Page 573     
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Topic Description Reference  
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

 

Evaluating and 
Solving  
Equations 
  

Workplace Link  
describes use of  
inequalities in  
calculating food costs for 
a sales conference. 

GED Connection 
Math 

Page 274     

Evaluating and 
Solving  
Equations 

Question 2 uses  
distance formula to  
calculate delivery time 
(adapt to restaurant). 

GED Connection 
Math 

Page 154     

Figuring  
Averages 

Questions 5-6 deal with 
calculating average wait 
time for rides at an 
amusement park. 

GED Connection 
Math 

Page 224     

Operations with 
Fractions 

Question 3 refers to an 
order from a nut supplier. 
(Adapt by asking,” What 
percent?”) 

Steck-Vaughn 
Complete 

Page 482     

Operations with 
Fractions 

Workplace Link using 
fractions in a restaurant. 

GED Connection 
Math 

Page 90     

Setting Up and 
Solving  
Proportions 

Question 26 refers to  
calculating number of 
lunch specials.   
Question 29 refers to  
calculating number of 
cookie batches. 

Steck-Vaughn 
Complete 

Page 494     

Problem Solv-
ing Using  
Proportions on 
a Map 

Question 12 requires use 
of proportion to determine 
distance on a map (adapt 
to hotel). 

GED Connection 
Fast Track 

Page 40     

Working with 
Proportions 

Explanation on use of 
proportions to calculate 
prices from a menu. 

GED Connection 
Math 

Page 114     

Working with 
Proportions 

Question 2 uses  
proportions to change 
recipe amounts. 

GED Connection 
Math 

Page 115     

Working with 
Proportions 

Example shows how to 
use proportions to  
calculate amount of 
punch per guest. 

GED Connection 
Math 

Page 135     
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Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

  

Multi-step  
Problems and 
Percents 

Question 27 refers to a 
table to solve a multi-
step percentage  
problem on an expense 
budget (adapt to hotel/
restaurant). 

Steck-Vaughn 
Complete 

Page 535     

Multi-step  
Problems and 
Percents 

Example shows how to 
solve percent problem 
on commissions (adapt 
to hotel sales). 

GED Connection 
Math 

Page 119     

Multi-step  
Problems and 
Percents 

Question 8 offers  
another proportion of 
earnings problem. 

GED Connection 
Math 

Page 119     

Multi-step  
Problems and 
Percents 

Question 17 uses  
proportions to calculate 
time needed to weed 
three gardens (adapt to 
hotel/ restaurant). 

GED Connection 
Math 

Page 148     

Multi-step  
Problems and 
Percents 

Question number 2  
refers to tip  
calculations in a  
restaurant. 

Steck-Vaughn 
Complete 

Page 524     

Fractions Host Kim Leigh Smith 
introduces fractions.  
Cooking school  
students practice using 
fractions in recipes and 
learn about numerator 
and denominator using 
doughnuts. 

GED Connection 
Video 

Program 
31 1:35-
6:00 

    

Measurements Smith discusses  
volume and  
measurements (quarts), 
students convert  
recipes into smaller  
portions. 

GED Connection 
Video 

Program 
33 5:30-
9:15 

    

The Coordinate 
Plane 

Workplace Link  
describes how the  
coordinate plane can be 
used to map out  
delivery routs (adapt to 
restaurant). 

GED Connection 
Math 

Page 288     



H61 

 

Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

 

Area vs.  
Perimeter of 
Rectangles 

Questions 1-4 refer to 
painting a restaurant  
scenario with chart and 
require measurement 
calculations and  
conversions. 

GED Connection 
Math 

Pages 
130-131 

    

Area vs.  
Perimeter of 
Rectangles 

Questions 1-3 refer to 
construction of a  
swimming pool (adapt to 
hotel). 

GED Connection 
Math 

Page 145     

Area of  
Rectangle 

Question 3 refers to  
buying carpet in home 
(adapt to hotel/  
restaurant). 

Steck-Vaughn 
Complete 

Page 466     

Area of  
Rectangle 

Question 5 refers to  
volume of water in a 
swimming pool (adapt to 
hotel). 

Steck-Vaughn 
Complete 

Page 623     

Area of   
Rectangle 

Question 22 refers to 
area of a TV screen 
(adapt to hotel/  
restaurant). 

GED Connection 
Math 

Page 148     

Triangles Questions 1-4 refer to a 
landscaping problem 
which requires use of 
triangles to determine 
measurements (adapt to 
hotel/restaurant). 

GED Connection 
Math 

Page 163     

Circles Question 35 deals with 
metric volume  
measurements of  
cleaning fluid. 

GED Connection 
Math 

Page 190     

Volume of  
Cylinder 

Question 2 requires  
determination of the 
height of a storage  
barrel (adapt to  
restaurant/hotel  
supplies). 

Steck-Vaughn 
Complete 

Page 603     

Circles Question 1 refers to 
measurement of a  
circular patio (adapt to 
hotel/restaurant). 

GED Connection 
Math 

Page 150     
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Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work  

 
Pythagorean 
Theorem 

Question 10 requires use 
of angles to determine 
perimeter of a pool 
(adapt to hotel). 

Steck-Vaughn 
Complete 

Page 618     
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Formulas: 
AREA of a: 
square Area = side2 
rectangle Area = length × width 
parallelogram Area = base × height 
triangle Area = 1/2 × base × height 
trapezoid Area = 1/2 × (base1 + base2) × height 
circle Area = π × radius2; π is approximately equal to 3.14. 

PERIMETER of a: 
square Perimeter = 4 × side 

rectangle Perimeter = 2 × length + 2 × width 

triangle Perimeter = side1 + side2 + side3 

CIRCUMFERENCE   
of a circle Circumference = π × diameter; π is approximately equal to 3.14. 

VOLUME of a: 
cube Volume = edge3 

rectangular solid Volume = length × width × height 
square pyramid Volume = 1/3 × (base edge)2 × height 
cylinder Volume = π × radius2 × height; π is approximately equal to 3.14. 
cone Volume = 1/3 × π × radius2 × height; π is approximately equal to 3.14. 

COORDINATE GEOMETRY 
distance between points = ; (x1, y1) and 
(x2, y2) are two points in a plane. 
 

slope of a line = ; (x1, y1) and (x2, y2) are two points on the 
line. 

PYTHAGOREAN RELATIONSHIP a2 + b2 = c2; a and b are legs and c the hypotenuse of a right tri-
angle. 

MEASURES OF CEN-
TRAL TENDENCY 

mean = , where the x's are the values for which a mean 
is desired, and n is the total number of values for x.  
 
median = the middle value of an odd number of ordered scores, and half-
way between the two middle values of an even number of ordered scores. 

SIMPLE INTEREST interest = principal × rate × time 
DISTANCE distance = rate × time 
TOTAL COST total cost = (number of units) × (price per unit) 
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Hospitality GED Reference Guide – Other Lessons 
GED Subject: WRITING 

Topic Description Reference  
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work  

 
Writing the 
Rough Draft 

Questions 1-3 refer to a 
journal entry on  
working in a popular  
restaurant. 

GED 
Connection  
Reading and  
Writing 

Pages  
26-27 

    

Writing the 
Rough Draft 

Skill Practice shows 
brainstormed list of ideas 
on pros and cons of  
hotel/restaurant  
management. 

GED 
Connection  
Reading and  
Writing 

Page 203     

Revising for  
Mechanics and 
Usage 

Revise an essay on the 
popularity of fast food 
restaurants. 

Steck-Vaughn 
Complete 

Page 197     

Writing Style 
and Word 
Choice 

Questions 1-6 refer to a 
passage on selecting a 
campsite. 

GED  
Connection  
Reading and  
Writing 

Page 90     

Mechanics Questions 1-4 refer to a 
passage on how to take 
phone messages. 

Steck-Vaughn 
Complete 

Page 142     

Effective  
Sentences 

Questions 1-4 refer to 
housekeeping directions 
at a hotel. 

GED  
Connection  
Reading and  
Writing 

Pages 
114-115 

    

Pre Test Writing 
Multiple Choice 

Questions 1-8 refer to a 
passage on when and 
how to tip. 

GED  
Connection  
Reading and  
Writing 

Pages 2-3     
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Hospitality GED Reference Guide – Other Lessons 
GED Subject: READING  

Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
 

Needs 
Work 

 
Drawing  
Conclusions in 
Non-Fiction 

Questions 1-4 refer to a 
passage, “What is  
happening at the  
Roosevelt Hotel?” 

Steck-Vaughn 
Complete 

Page 383     

Reading for a 
Purpose 

Questions 1-4 refer to a 
work tasks notice at a 
restaurant. 

Workplace  
Essential Skills 
Reading 

Pages  
14-15 

    

Reading Job 
Forms 

Questions 1-7 refer to a 
scheduling form in a 
hotel. 

Workplace  
Essential Skills 
Reading 

Pages  
40-41 

    

Reading  
Reports and 
Manuals 

Seven questions refer 
to a guest activity  
request form at a hotel. 

Workplace  
Essential Skills 
Reading 

Pages  
86-87 

    

Applying  
Information 

Question 12 refers to a 
passage on the  
chemistry in the 
kitchen. 

Steck-Vaughn 
Complete 

Page 673     

Passage  
Reading  
Strategy-Asking 
Questions 

Questions 5-6 refer to 
the poem about  
tourists, “Fences.” 

GED  
Connection  
Reading and  
Writing 

Page 316     
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Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished  Needs 
Work 

 

Chemistry in the 
Kitchen 

Author Harold McGee 
demonstrates in the 
kitchen, both in the com-
bining of ingredients and 
the application of heat. 

GED Connection 
Video 

Program 
25 11:50-
15:50 

  

General  
Economic  
Principles 

Questions 1-4 refer to 
passage and bar graph 
on what people earned in 
1997 (adapt to  
hospitality). 

Steck-Vaughn 
Complete 

Page 257   

Gathering  
Information from 
Bar Graphs 

Questions 1-3 refer to a 
passage and bar graphs 
on how supply and  
demand affects jobs and 
wages. 

GED Connection 
Science and  
Social Studies 

Page 78   

Interpreting Line 
Graphs 

Questions 1-4 refer to a 
passage and line graphs 
on the value of the  
federal minimum wage. 

GED Connection 
Science and  
Social Studies 

Page 79   

Reading Charts Questions 6-8 refer to a 
chart and passage on 
federal consumer  
protection agencies 
(adapt to hospitality). 

Steck-Vaughn 
Complete 

Page 261   

Reading Charts 
and Tables 

Explanation and  
questions on a chart 
showing formulas for 
odors commonly used in 
foods. 

GED Connection 
Fast Track 

Page 118   

Understanding 
Pictographs 

Explanation and question 
on a pictograph depicting 
average water usage by 
activity (adapt to hotel). 

GED Connection 
Math 

Page 198   

Pie Charts Question 10 refers to pie 
chart on annual budget of 
food supplier.  Also in 
GED Connection Math, 
page 299. 

GED Connection 
Fast Track 

Page 173   

Hospitality GED Reference Guide – Other Lessons 
GED Subject: SCIENCE and SOCIAL STUDIES 
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Topic Description Reference 
(Where do I find 
it?) 

Program/ 
Page # 

Finished 
  

Needs 
Work 

 

Pie Charts Example of using a pie 
chart to represent  
customer satisfaction  
levels in a restaurant. 

GED Connection 
Math 

Page 206   

Pie Charts One question on drawing 
conclusions refers to  
nutrients in a cookie pie 
chart. 

GED Connection 
Fast Track 

Page 121   

Pie Charts One question on drawing 
conclusions refers to  
nutrients in a cookie pie 
chart. 

GED Connection 
Science 

Page 159   

Understanding 
diagrams 

Questions 3-7 refer to a 
passage and diagram on 
saturated and  
unsaturated fats. 

Steck-Vaughn 
Complete 

Page 343   

Reading  
Diagrams 

Question 22 refers to  
diagram on taste buds on 
tongue. 

GED Connection 
Science 

Page 144   

Understanding 
Maps and  
Pictures 

Question 4 deals with us-
ing cooking    
thermometers. 

GED Connection 
Science and  
Social Studies 

Page 139   

Reading a Long 
Passage: Social 
Studies 

Questions 1-3 refer to a 
passage and table on  
labor and global business 
(adapt to hotel and  
restaurant). 

GED Connection 
Science and  
Social Studies 

Page 37   

Reading a Long 
Passage: Social 
Studies 

Questions 9-11 refer to 
passage on collective  
bargaining (adapt to  
hotel/restaurant). 

Steck-Vaughn 
Complete 

Page 27   

Reading a Long 
Passage:  
Science 

Passage and table link 
elements and compounds 
to helium balloons (adapt 
to hotel and restaurant). 

GED Connection 
Science and  
Social Studies 

Page 206   
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Resources 
 

GED as Project 
See www.valrc.org/publications/gedasproject for downloadable and adaptable  
Inquiry Activities.  Contact the Virginia Adult Learning Resource Center for information 
about training in this approach or to order any of five GED as Project booklets: 

• Volume 1:  Introduction 
• Volume 2:  Math 
• Volume 3:  Language Arts, Reading 
• Volume 4:  Language Arts, Writing 
• Volume 5:  Science and Social Studies 

 
 
GED Connection 
PBS LiteracyLink offers 39 half-hour video programs on DVD or VHS.  (A Fast Track 
set of 7 programs, focusing on test preparation, is also available.)  Programs introduce 
content, interview experts, and demonstrate the connection between the skills needed 
to pass the GED and those needed in everyday life.  LiteracyLink also offers free 
online pretests and Internet activities at www.pbs.org/literacy.  Print resources  
include student workbooks and the LiteracyLink Teacher’s Guide.  Subject area  
workbooks correlate to the videos and online activities, and provide skill-building and 
test-taking practice.  Available workbooks are: 

• GED Connection:  Language Arts:  Reading and Writing  by Lisa Moore and 
Christy Newman 

• GED Connection:  Mathematics  by Cathy Hoyt 
• GED Connection:  Social Studies and Science  by Victoria Kaser and Marion 

Castelluci 
• GED Connection:  Fast Track (contains pre-tests, practice tests, instructions 

and references) 
For ordering information, go to www.ket.org/GED. 
 
 
Workplace Essential Skills 
PBS LiteracyLink offers 25 half-hour video programs on DVD or VHS.  Programs  
introduce content in workplace contexts, teach workplace skills and attitudes, and  
present real-life and scripted job interviews and workplace interactions.  LiteracyLink 
also offers interactive, online activities at www.pbs.org/literacy.  Print resources  
include the LiteracyLink Teacher’s Guide and the following student workbooks: 

• Workplace Essential Skills: Employment  by Cathy Hoyt 
• Workplace Essential Skills: Reading  by Bernice Golden 
• Workplace Essential Skills:  Communication and Writing  by Karen Harrington 
• Workplace Essential Skills: Math  by Ellen Frechette 

For ordering information, go to www.ket.org/GED. 
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Complete GED Preparation 
To learn more about Steck-Vaughn’s Complete GED products, go to:  
http://steckvaughn.harcourtachieve.com/en-US/HA_GED_home.htm.   
For online practice with the types of questions asked on the GED, go to:  
http://steckvaughn.harcourtachieve.com/en-US/gedtestmenu. 
 
 
National Restaurant Association Educational Foundation (NRAEF) 
The National Restaurant Association Educational Foundation (NRAEF) provides  
worksheets, activities, posters and quiz sheets about food safety, free to download at 
www.nraef.org.  Click on the National Food Safety Education month box to find re-
sources such as: 

• Don’t Compromise:  Clean and Sanitize posters, handouts and worksheets 
• Training Archives with more posters, illustrations, and activity sheets, as well 

as links to various employers’ own training materials 
Or, go to www.nraef.org/foodsafetycenter to find information on ServSafe’s food 
safety training videos and employee guides, as well as the following free resources: 

• ServSafe Posters and Quiz Sheets (with answer keys) on food safety topics 
• ServSafe Fact Sheets and Optional Activities, on topics including: 

° Proper Handwashing, Hand Care, and Glove Use 
° Personal Cleanliness and Proper Attire 
° Employee Illness 
° Proper Food Storage 
° Thawing Food Properly 
° Preparing and Cooking Foods Safely 
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