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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 

	 H4 



 11 

 

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 
restocking 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 
personal 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 
decide 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, 

informational 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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