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CHAPTER |

INTRODUCTION

In the late 1980’s unprecedented events, including an increase in interest rates,
acted as a catalyst, changing the pace of the hospitality industry (Johns & Teare, 1995).
According to Johns and Teare (1995), organizations were forced to become “flatter and
leaner” (p. 4), while terms such as “de-layer” and “downsize” (p. 4) were commonplace
as a result of destabilization and higher interest rates. They also suggest economic change
influenced the direction of hospitality and tourism management, creating the need for a
new breed of managers possessing the ability to deal with changing corporate strategies.
In 1998, Young argued that the shift to a knowledge-based economy influenced the
gualifications employers seek when hiring managers. In 2003, Sigala and Baum
suggested the increasingly sophisticated requirements of stakeholders and the move
towards information and communication technologies (ICT) add further dimensions to
the management skills necessary for success in the hospitality and tourism industry. The
trend towards utilization of multiple knowledge economies has made the traditional
relationship between qualifications and employment problematic; taking away the
security once offered a manager who had honed their skills in a particular area (Johns &

Teare, 1995).
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Research focused on hospitality education suggests expanding the current scope
to included new skills and dimensions in post-secondary hospitality education. Baum’s
work in the early 1990’s suggested that graduates of post-secondary hospitality education
should develop a multi-skill base, promoting creativity, flexibility, and adaptability.
Sigala (2001) stressed that the ability to collaborate and effectively communicate, along
with the development of social skills required to work in a multicultural environment, are
critical for hospitality and tourism employees. The current move towards globalization in
the hospitality and tourism industry requires graduates to possess the ability to work
collaboratively, regardless of the spatial, time, and cultural differences (Sigala & Baum,
2003). Emotional intelligence (EI), as a potential new construct in hospitality education
was given emphasis at the EuroCHRIE 2000 millennium conference (Christou & Sigala,
2001). Inthe same article Christou & Sigala, made reference to a presentation by
Elizabeth Ineson from Manchester Metropolitan University, UK in which she indicated
that exploring El, as it fits into hospitality education, may lead to a new dimension in
hospitality curriculum, helping to prepare graduates for success as they transition into
industry.

In response to economic changes, it has been suggested that hospitality and
tourism education curricula should grow/change to meet the needs of the industry,
focusing on knowledge management and information literacy (Sigala, 2001; Sigala &
Baum 2003). In 1998, Baum and Nickson questioned how hospitality and tourism
educators should respond to the contradiction between the needs of industry and the

current academic curriculum.
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Johns and Teare (1995) suggested that the hospitality industry’s desire for a
system of education focused on their needs conflicts with academia’s desire to maintain a
simple, traditional, non-specific approach to education. Students return from internships
or their first job after graduation and complain that work in hospitality was nothing like
they were taught in their post secondary course work (Baum & Nickson, 1998).
According to John and Teare (1995), hospitality educators, influenced by the changing
nature of management, should consider updating and reshaping the hospitality education
curriculum, in an effort to meet the needs of industry as well as the needs of graduates
entering the hospitality job market. As early as 2000 Christou and Eaton suggested,
hospitality and tourism educators recognized the need for wider management and
information skills in their graduates. In 2003, Sigala and Baum argued that although
universities recognized the need for increased information and communication skills,

they have not modified the curriculum or the relationship with pedagogy.

Statement of Problem
There is a difference between the skills recruiters consider important for success
as an entry level manager in the hospitality industry and the skills hospitality educators

consider important to the success of entry level managers in the hospitality industry

Purpose of the Study
Prior research indicates that a contradiction has existed for more than thirty years
between the skills necessary for success as an entry level manager in the hospitality

industry and those emphasized in post-secondary hospitality education curriculum (Johns
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& Teare, 1995; Baum & Nickson, 1998; Christou, 1999; Sigala & Baum, 2003). The
purpose of this study is to determine if the historical gap continues to exist today and if it
does, in what areas. In order to accomplish the objectives of this study, the skills
recruiters consider important for success as an entry level manager in the hospitality
industry and the skills hospitality educators considered important will be identified and
compared. If the needs of both the hospitality industry and post-secondary hospitality
education are better understood, and positively aligned, entry level managers will most

likely be more effective and productive.

Research Questions

1. What skills do hospitality recruiters believe graduates of post-secondary education
should possess in order to be successful as an entry level manager in the hospitality
industry?

2. What skills do hospitality educators believe are important for graduates of post-
secondary education to possess in order to be successful as entry level managers in
the hospitality industry?

3. Is there a significant difference between the skills hospitality recruiters believe are
important for graduates of post-secondary education to possess in order to be
successful as an entry level manager in the hospitality industry and the skills
hospitality educators believe are important for graduates to possess in order to be

successful as an entry level manager in the hospitality industry?
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Population
The population was defined as individuals employed by hospitality related
organizations who had the responsibility to recruit entry level managers from four year
hospitality education programs, and hospitality educators employed by four year post

secondary education programs as of Juf; 2008.

Methodology

A review of hospitality industry and hospitality education literature provided a
basis for the development of a list of skills identified as important for success as an entry
level manager in the hospitality industry. The skills identified in the review of literature,
as important for success as an entry level manager in the hospitality industry, were used
to develop a survey. The survey was distributed to both recruiters in the hospitality
industry and hospitality and tourism educators. Recruiters were asked to rate, according
to the level of importance, the skills identified as necessary for success as an entry level
manager in the hospitality industry. Hospitality educators were asked to rate, according
to the level of importance, the skills identified as necessary for success as an entry level
manager in the hospitality industry. The data was analyzed with appropriate
methodology, to answer the research questions, draw conclusions, and make

recommendations based upon the analysis.

Significance of Study

This study determined if the gap, previously identified in the review of literature,

between the skills necessary for success as entry level managers by hospitality recruiters
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and the skills hospitality educators consider important for graduates to possess, still
exists. Identifying skills that hospitality recruiters recognize as important for success as
entry level managers in the hospitality industry has the potential to help post-secondary
educators better understand the needs of industry. The skills identified as significant to
the success of entry level managers in the hospitality industry can be used as a foundation
for further studies in the field of hospitality education. This research could impact
hospitality and tourism education as programs are re-evaluated in an effort to fulfill the
needs of industry. Drucker (2004) stated “All organizations need to know that virtually
no program or activity will perform effectively for a long time without modification and
redesign” (p. 6). Change is re-defining management in the hospitality and tourism
industry; it is the constant re-evaluation and re-definition of educational programs which

aid academic institutes in keeping current with industry.

Organization of the Study

Chapter | contains background information related to the problem in this study.
The chapter began with an introduction to the hospitality industry and post secondary
hospitality education, followed by statement of problem, purpose, research questions,
identification of the population and methodology. The significance and organization of
the study, definition of terms, and assumptions provided a framework for this research.
Chapter II, a review of hospitality industry and hospitality education literature, provides a
basis for the list of skills identified as important for success as an entry level manager in
the hospitality industry and education curriculum. Chapter Il identifies the

methodology, research design, population and sample, database development, instrument,

www.manaraa.com



pilot study, data collection methods, and data analysis used in the study, while Chapter
IV outlines the findings of this study. Finally, Chapter V provides the conclusion,
implications, and recommendations based upon an analysis of the data collected in the

study.

Definition of Terms

Curriculum- “1: the courses offered by an educational institution; 2: a set of courses
constituting an area of specialization” (Merriam-Webster.com, 2008).

Entry Level Manager in the Hospitality Industryan individual who is a participant in a
hospitality management trainee program or is employed as an entry level manager in a
hospitality organization.

Hospitality Educatef Individual who holds a educators or instructor position and teaches
hospitality related courses at four year university offering a Bachelor’s degree in
hospitality administration.

Graduate- an individual who is enrolled in a bachelor’'s degree program in Hospitality
Administration at a four- year university, who may or may not fulfill the requirements of
the university to receive their degree prior to accepting a position in the hospitality
industry. The individual is seeking a position in either a management trainee program in
the hospitality industry or an entry level management position in the hospitality industry.

Hospitality Industry The hospitality industry is a 3.5 trillion dollar service sector within
the global economy. It is an umbrella term for a broad variety of service industries
including, but not limited tdhotels food servicecasinosand_tourismThe hospitality
industry is very diverse and global. The industrgyslical, dictated by the fluctuations
that occur with amconomyevery year (Wikipedia, 2008).

Hospitality Education ProgramA course of study offered by a four year university
which results in a bachelor’s degree in Hospitality Administration.

Recruiter- An individual who recruits graduates of post secondary hospitality education
programs for entry level management positions in the hospitality industry. A recruiter
participates in on-campus recruitment or recruitment through a university career center
from post-secondary universities as their primary job function.

Skills for Success Skills identified in a review of hospitality education and hospitality
industry literature as important for success as an entry level manager in the hospitality
industry.
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Assumptions

. For the purpose of this study, students seeking employment in the hospitality
industry are looking for entry level management positions.

. For the purpose of this study, students enrolled in a bachelor’'s degree program in
Hospitality Administration at a four year university will complete the program
and receive a bachelor’s degree or leave the program and take a position in
industry as a hospitality manager.

. For the purpose of this study, it is assumed the individual intended to respond to
the survey is the actual respondent to the survey.

. For the purpose of this study, it is assumed the individuals responding to the
survey answers honestly and based upon their personal beliefs.

. For the purpose of this study, it is assumed the educators are responding based
upon the curriculum offered at their four year post-secondary university only, not
higher education in general.

. For the purposes of this study, it is assumed that the skills educators consider
important for success as an entry level manager in the hospitality industry are

incorporated in the course curriculum taught at post-secondary universities.

Limitations
The following conditions were considered limitation to this study:
. A convenience sample generally leads to a lower response rated; therefore the

findings of this research cannot be generalized beyond the results of this study.
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2. The sample of hospitality recruiters and educators was limited to individuals
associated with twenty-nine post-secondary universities offering a bachelor’s
degree in hospitality management identified in a 2001 study by Brizek and Kahn
and may not accurately represent current post-secondary hospitality education
programs.

3. Some universities, in an effort to protect privacy of their recruiters, were not
willing to provide direct contact information, making them outside the purview of
the researcher.

4. The age and overall experience of the respondents may influence the results.

5. The response is based upon the perception of the individual and therefore may not

reflect the corporate or university philosophies.
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CHAPTER II

REVIEW OF LITERATURE

The U.S. economy experienced both growth and change in the hospitality industry
during the past three decades (United States Department Of Labor [DOL], 2008; Barrows
& Bosselman, 1999). The most significant change has been a move toward the service
oriented nature of the industry, affecting the expectations of stakeholders and changing
the theories on knowledge economies which influence the skills necessary for success as
entry level managers in the hospitality industry. (Werner, 2008; Sigala & Baum; 2003;
Johns & Teare, 1995). The trend towards globalization re-shaped the hospitality
industry, and continues to influence the industry as we move forward in the twenty-first
century (Singh & Ninemeier, 2003; Choi, J., Woods, & Murrmann, 2000; Olsen, 1999).

Current research in the hospitality industry and hospitality education suggests a
need to re-evaluate hospitality education if the goal is to adequately prepare graduates for
entry level management positions (Kay & Moncarz, 2007). It has been suggested that
post secondary education is rigid, focusing on theoretical concepts as they apply to the
hospitality industry (Baum & Nickson, 1998). There is extensive literature looking at

various aspects of hospitality education, current trends in education, change in the

10
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hospitality industry, and what skills should be included in hospitality curriculum in an

effort to close the previously identified gap between industry and education.

History of the Hospitality Industry

“The value of history is that it helps us understand the present and the future”
(Gisslen, 2007, p. 4). According to Gisslen, modern food service as we know it today
began after the middle of the eighteenth century, when Boulanger, a Parisian, bypassed
regulations set by the guild. This allowed licensed food preparers in the country, to
expand the availability of prepared foods beyond the elite, changing food service history.
Careme (1784 — 1833), introduced the style known as international cooking, and
Escoffier (1847 -1935), contributed the concept of simplified classical cuisine and re-
organized the kitchen, are considered by Gisslen as two of the most influential figures in
food service history. Fernand Point (1897-1955) cultivating the work of Escoffier,
trained a generation of chefs from Paul Bocuse to Louis Outhier, and who along with
Michel Guerard and Roger Verge established what was known as nouvelle cuisine in
early 1970 (Labensky & Hause 1999). Fusion Cuisine, which incorporates both
ingredients and techniques from multiple regions and countries into a single dish, is a
current trend in the food service industry (Gisslen, 2007). He also cited the availability
of new products, equipment, sanitation standards, nutritional awareness, and international
influences as playing a part in the development of today’s hospitality industry.

The lodging industry in the U.S. dates back to the 1800’s when the nation’s

capital moved from New York City to Washington, a time when politicians relied on

11
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hotel accommodations as their home when Congress was in session (Rhodes, 2008). The
early 1900’'s found fewer than 10,000 hotels in the United States; in time the lodging
industry expanded into a three billion dollar business by the late 1960’'s as Hilton,

Westin, Marriott, and Hyatt, along with other hotel companies, entered the market
(American Hotel Lodging Association [AHLA], 2008). The hospitality industry

experienced continued growth between 1960 and 1990 when the business environment
supported expansion in the industry (Barrows & Bosselman, 1999).

In 2008 the DOL projected an 18% growth rate in the accommodations and food
service industry between 2002 and 2012 resulting in an increase of 1.6 million new jobs.
Capital investments from domestic resources into the Latin America, the Caribbean,
Asian and European hospitality markets coupled with an influx of Middle Eastern funds
into the American hospitality market are two resources which will support the projected
growth in the industry (Ernst & Young, 2006). Change in the hospitality industry can be
seen as brands are developed to suit the newest generation entering the workforce,
facilities are designed to accommodate the current industry labor shortage, the increase in
the number of developed travel destinations, and the increased number of hybrid
hospitality products entering the market (In the Works, 2008; Ernst & Young, 2006;
Workpermit.com, 2006). Examples of the brands in development as a component of
this expansion are Indigo Hotels, part of Intercontinental Hotels, with a focus on the eco
friendly hotel (Intercontinental Hotels, 2008). The combination of domestic and
international capital fueling industry growth has increased the diversity in all aspects of
the hospitality industry, but has it been particularly evident in the travel patterns and the

demographics of the workforce (Ernst & Young, 2006).
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Rapid growth in any industry creates challenges such as the availability of a
trained workforce (Choi, J. et al., 2000). The hospitality workforce is shrinking according
to the International Society of Hospitality Consultants as cited in Workpermit.com
(2008). In response to the shrinking labor market, hospitality professionals will need to
possess the skills to be proficient and effective as a manager in the current hospitality

industry (Olsen, 1999; Steed & Schwer, 2003; Wisansing, 2008).

Changing Hospitality Management
According to Olsen (1999), hospitality professionals must learn to anticipate the ongoing
changes in the hospitality industry if they expect to survive. He goes on to suggest that
managers will be forced to open their perceptual window, using their experience, along
with the cognitive and information skills they have developed to scan the environment for
significant variables which influence change in the hospitality industry. Baum (1991)
suggests the development of effective human resource practices in the hospitality
industry has been linked to business profitability in all market segments. Another trend
the hospitality industry has seen is the shift of strategic management skills which includes
strategic analysis, strategic formulation, and decision making, from upper levels down to
lower levels of management (Summer, Bettis, Duhaime, Grant, Hambrick, Snow, &
Zeithamal, 1990). Financial management is currently considered a skill important for
success as a hospitality manager (Wood, Rutherford, Schnidgall, & Sciarini, 1998; Chung
2000; Kay & Moncarz 2004). Identifying the knowledge, skills and abilities (KSA)
required for managers to be successful has been a topic of interest in the hospitality

industry for the past two decades (Kay & Moncarz, 2007).
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Olsen (1999) examined research from the 1980’s and 1990’s and drew the
conclusion that changes taking place in the hospitality industry would force hospitality
practitioners to think beyond the immediate environment, expanding into the global
market of the 2% century. Research conducted in the ten years since Olsen supports this
conclusion, and confirms the continued existence of a gap between industry and
education, making the previous citation by Olsen almost cliché (Sigala & Baum, 2003;
Okumus & Wong, 2005; Kay & Moncarz 2007). In order to close the gap, developing a
balance between the skills needed for success in the industry and the skills included in
post secondary education will need to become a dynamic process (Steed & Schwer,
2003). The current hospitality industry literature suggests recent trends include an
emphasis in the area of financial management and analysis, human resource management,
social responsibility, energy conservation, globalization and diversity (Kay & Moncarz,

2007; Sigala & Baum, 2003; Chung, 2000).

Skill Necessary for Success as a Manager
From the Hospitality Industry’s Perspective

In recent years, the scope and volume of hospitality industry literature has grown
as evidenced by the increasing number of journals and studies available for review in
print or through online websites (AHLA, 2008; Barrows & Bosselman, 1999). Historic
and current literature on the hospitality industry served as a source for the skills identified
in this study. The subsequent skills found in the various dimensions of hospitality
management were identified in a review of hospitality industry literature and used to

build the framework for this study.
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Management Competencies

Kay and Moncarz (2007) cite numerous studies from the past two decades which
attempt to identify the skills required to achieve success as a manager in the hospitality
industry. The global nature of the hospitality industry in thé@htury will require a
change in the way managers conduct business if they hope to survive in this changing
environment (Olsen, 1999). Chung (2000) suggests that the competencies hospitality
leaders are seeking in hospitality managers continue to change over time. Table 1
presents a compilation of several studies, including those cited by Kay and Moncarz
(2007), summarizing a historical set of core competencies which appear to be consistent

over time, and indicates new competencies which have developed in recent years.

Table 1

Hospitality Management Competencies

Tas, 1983 * Van Dyke & Strick, 1990*

e Managing the guest problems with | ¢ demonstration of organizational skills
understanding and sensitivity e demonstration of people skills

e Maintaining professional and ethical | ¢ demonstration of leadership skills
standards in the workplace environment

e Demonstrating poise and professional
appearance

e Communicating effectively both orally
and written

e Developing positive customer relations

e Striving to achieve positive working
relationships with employees

Tas, 1988* Breiter & Clements, 1996 *

e human relations skills e leadership

e professional ethical standards e interpersonal communication
e diplomacy e employee relations

o effective oral /written communication
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Table 1
Hospitality Management Competencies Continued

Hersey & Blanchard, 1998* Butler, 2006 cont.

e technical e delegation

e human e desire to serve others

e conceptual e develop teams/individuals
Chung, 2000 do what it takes mentality

e hotel law effective use of time

e security techniques effectively build relationships
e management analyses techniques establishing direction
[ J

adaptation of environmental change and experience

procurement of knowledge o flexibility
¢ management of employee and job e focus
e problem identification and e genuine
communication e givelreceive constructive criticism
 operations techniques and knowledge e goal setting
innovation e hands-on teamwork
 specialized subject e hardworking with a purpose
e food and beverage management e honesty
e finance/accounting and fundamental p{ hospitality
management e humility
. commynicqtion and hotel e identify and analyze strengths and
administration weaknesses
e engineering and room division e listening
managfement o loyalty
* marketing and human resource e manage conflict to win/win resolution
management ) e maximize productivity
o foreign language and basics e motivation
e open mindedness
Butler, 2006 e problem solving
e ability to communicate e professionalism
e ability to instill vision e remove barriers
¢ ability to manage projects e resilience
e assertiveness e self-confidence
e attention to detall o self-starter
e awareness e sense of urgency
e business acumen e sense of responsibility
e capacity to learn e shows empathy
e caring e understands and analyzes data
e clear and effective communication e vision
e commitment to quality
e compassionate
e concern for others
* cited in Kay & Moncarz (2004; 2007)
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Leadership

Schien (1996) suggests the leadership skills necessary for success are skills not
found in the conceptual tool box of today’s hospitality manager. He responded to this by
developing the list of what he considered the anticipated characteristics of future
managers cited below:

e Extraordinary levels of perception and insight into the realities of the
world and into themselves

o Extraordinary levels of motivation to enable them to go through the
inevitable pain of learning and changing, especially in a world with
looser boundaries, in which loyalties become more difficult to define.

¢ The emotional strength to manage their own and others’ anxiety as
learning and change become more and more a way of life.

e New skills in analyzing cultural assumption, identifying functional and
dysfunctional assumptions and evolving processes that enlarge the
culture by building on its strengths and functional elements.

¢ The willingness and ability to involve others and elicit their participation,
because tasks will be too complex and information too widely distributed
for leaders to solve problems on their own.

e The willingness and ability to share power and control according to people’s knowledge
and skills, that is , to permit and encourage leadership to flourish throughout the
organization
(p. 67-68)

The characteristics Schein outlines in 1996 are similar to Baum and Nickson
(1998) and Christou (1999), who suggested the applied knowledge necessary to develop a
sense of empowerment enables managers to become self sufficient, thinking, effective
members of the organization. The ability to empower employees (Lashley, 1996a; 1996b)
is a skill considered necessary for success. According to Baum and Nickson (1998)
empowered managers have the skills necessary to enhance the perceived guest experience
by handling challenges as they arise. They go on to argue that by offering applied
knowledge as part of the educational experience, these would-be managers will be able to

handle the day-to-day operational challenges they will face in the industry.
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In 1998, Goleman suggested mastery of the skills of self- awareness, self-
management, social awareness, and relationship management lead to success on the job.
These four characteristics of emotional competence are part of the construct labeled
“Emotional Intelligence” (El). He goes on to suggest emotional competence is “a learned
capability based on emotional intelligence that result in outstanding performance at
work” (p. 1). According to Christou & Sigala (2001) who summarized Elizabeth Ineson,
Manchester Metropolitan University (UK), El addresses the notion of maturity,
judgment, and emotional experience of individuals. El is considered a learned ability, and
is a key component to career success (Nelson & Low, 2003). Table 2 includes the skills
considered as part of El as found in the review of literature.

Table 2
Leadership/Emotional Intelligence Skills

Christou, 1999

Soft Skills

e leadership e empowerment

e stress management e ability to deal with internal politics of
e ability to sell yourself an organization

Nelson & Low, 2003

Interpersonal Skills Self Management Skills
e assertion e drive strength

e anger Management e commitment ethic

e anxiety Management e time management
Leadership Skills e positive change

e social awareness Intrapersonal Skills

e empathy o self esteem

e decision making e stress management

e positive influence
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Table 2
Leadership/Emotional Intelligence Skills Continued

Goleman, 2007

Self Awareness Social Awareness

e emotional self awareness e empathy

e accurate self assessment e service orientation

e self confidence e oOrganizational awareness
Self Management Relationship Management
e self control e developing others

e trustworthiness ¢ influence

e conscientiousness e communication

e adaptability ¢ conflict management

e achievement drive e leadership

e initiative e change catalyst

Human Resources

Schein (1996) suggests that the old method of “my way or the highway”,
prevalent in the hospitality industry of yesterday, will no longer meet the needs of the
industry today. The current labor shortage in the industry is considered a threat and has
placed greater control in the hands of the employee (Olsen, 1999; DOL, 2008). In 1999,
Olsen inferred that this shift of control changes the human resource skills necessary for
success in today’s industry if leaders hope to fill the growing number of positions
available in the market today. The prediction that the balance of control will shift to the
employee, made by Olsen in the late 90’s, has become a reality in today’s hospitality
labor market (DOL, 2008). The human resource skills identified as necessary for success
in the current labor market, found in the review of previous and current hospitality

literature, are identified in Table 3.
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Table 3
Human Resource Skills

Kay & Moncarz, 2004, 2007

Developing positive human relations
Motivating employees

Training and developing employees
Recruiting, selecting, and hiring
employees

Managing employee retention and
turnover

Being a leader

Building teams

Managing employee grievances
Appraising employee
performance/productivity

Having knowledge in quality assuran¢

e

Technical Skills

A study bySandwith (1993), as cited in Olsen 1999, identifies specific technical

skills, also called applied skills, which are required for success as a manager in the

hospitality industry. The increasing globalization of the hospitality industry introduces

the concept of language as a skill for success as a hospitality manager (Blue & Harun,

2002). Most of the technical skills sighted as necessary for success in Olsen (1999) are

found within an early section of this paper subtitled “Management Competencies”.

Table 4 is included to offer a historical perspective on technical skills considered

necessary for success and identify consistencies as well as change over the past decade.

D

Table 4

Technical Skills

Sandwith, 1993

e product service knowledge e material shipping

e transaction e machine operation

e cash management e routing and dispatching

e inventory systems ¢ vehicle maintenance and repair

e cash audit procedure e production and staff scheduling

e customer service procedure ¢ management and problem solving

e material handling e productivity and quality monitoring

e material receiving o facilities and equipment maintenance
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Table 4
Technical Skills Continued

Ashley, Bach, Chesser, Ellis, Ford, R.,
LeBruto, Milman, Pizam, Quain, 1995 |e total quality management

e people skills e problem identification and problem

e creative thinking-ability solving skills

¢ financial skills ¢ listening skills

e communication (both oral and written) e individual and system-wide computer
e developing a service orientation skills

Blue & Harun, 2002
e How to address a person How to use gestures

e How to respond to a question/requestss How to deal with difficult customers

e How to use prompts How to appease customer complaints

Technology

The increased use of technology has changed the way we think, as well as the way
people and organizations interact (Olsen, 1999). Olsen goes on to suggest that
technology, specifically services like Priceline.com, Expedia or Travelocity, have
changed the buying power of consumers, requiring lodging managers to possess the
knowledge to function in a cyber-based environment. As telecommunication, computing,
and technology merge, how people work and live will change (Tapscott, 1996; Gates,
Myhrvoid, & Rinearson, 1995). One technological influence was the phenomenon
referred to as “Blur” defined by Davis and Meyer and cited by Olsen(1999) as the
instantaneous communication and computation that make the world smaller by focusing
on speed which in essence shrinks time.

The internet is the global communication network of tiec&htury which
provides access to people, data, software, document, as well as audio and video clips
(Sigala & Christou. 2003) Hospitality managers should posses the skills to utilize the

internet as they manage e-commerce (Choi & Schmeltzer, 2000). Current technology
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skills identified as pertinent by Kay and Moncarz’s (2004; 2007) are found in Table 5.
The technology skills necessary for success as a manager are based on the current trends
in the hospitality industry and they appear to be dynamic, changing, and adapt to the most

recent knowledge and innovation (Kay & Moncarz, 2007).

Table 5
Technological Skills

Kay & Moncarz, 2004, 2007

e using e-mail e knowledge of e-commerce

e using the internet for resources and | ¢ knowledge of operation application
research software

e knowledge in property management | ¢ knowledge in general applications
systems e knowledge of hospitality software

e knowledge of reservations systems

Marketing

Changes in technology have influenced the methods that managers utilize to
market their product, adding creativity and constant innovation to the list of management
skills required in the hospitality industry (Olsen, 1999; Kay & Moncarz, 2004; 2007).
The authors suggest that managers will require an increased level of knowledge and skill
to enable them to select emerging media opportunities while scanning the environment,
anticipating the next big change or event, in an effort to capture potential customers.
Marketing skills, many of which are reflected in the overall management competencies
skill set cited above, are found in Table 6, and provide a historical framework for this

study.
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Table 6
Marketing Skills

Dev & Olsen, 1999 Kay & Moncarz, 2004; 2007
e Manage distribution costs | e developing product and brand strategies
e Analyze customers e following organizational vision and missions
e Think the business model | e developing promotional and public relations
e Keep control of technology strategies
e Evaluate new media e establishing measurable and achievable
opportunities marketing goals
e The next big thing e making deals
e using sales techniques
e having knowledge in marketing research
e having knowledge in environmental scanning

Knowledge Skills and Abilities

Knowledge, an intangible skill or asset, has become important as a means to
achieve economic growth and success (Dahlman, Routti, & Yla-Anttila, 2006). Experts
disagree on the type of knowledge, whether scientific knowledge (Bell, 1973), tacit
knowledge (Drucker, 1993), or a combination of both (Reich, 1991) will be the most
significant in influencing economic success in the future (Sigala & Baum, 2003). There
are many arguments on knowledge economics, pointing out that there is currently no
consensus regarding the subject. Past studies on society include; Post Industrial Society
(Bell, 1973); the Learning Society (Husen, 1974); the Knowledge Society (Steh, 1994);
and Reflective Modernization (Beck et al., 1994), which evaluate a variety of theories,
each looking to explain the shift from tangible production to production based on
knowledge (Sigala & Baum, 2003).

This move from physical production (i.e. growing food in the fields with yield
based upon uncontrollable variables) to bioengineering food (applying knowledge to

develop a scientific method to increase production yields) demonstrates a shift to what
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has been described as scientific knowledge (Guile, 2001). The example cited above is
what Guile refers to as scientific knowledge, and illustrates how it has infiltrated society
and life. Young (1998) points out that the shift in knowledge requirements has caused the
gualifications for employment to change. In the arti€éleotn Tacit Knowledge to

Knowledge Management: Leveraging Invisible Asseéfskabadse, Kousmin, &
Kakabadse, (2001) credits Drucker (1993) with the phrase “knowledge worker” and
argues that, in a knowledge society, capital, natural resources or labor as economic
resources have been replace by knowledge

Knowledge, skills and abilities (KSA), have been a topic of research studies for
the past two decades (Kay & Moncarz 2007, 2004; Chung 2000; Tas, LaBrecque &
Clayton, 1996; Ross, 1997; Okelyi, Finely & Postel, 1994; Tas, 1988). “Knowledge is
only productive when it is integrated into tasks.” (Drucker, 2004, p. 141). Identifying the
knowledge along with the skills, and abilities necessary for success as a hospitality
manager would benefit the industry (Kay & Moncarz, 2007).

A 1994 study by Brownell found that job-related activities are considered
significant for those seeking advancement as hospitality professional. KSA’s have been
identified in various studies by several authors (Tas, 1988; Okeiyi et al., 1994; Tas et al.,
1996; Ross, 1997; Kay & Russette, 2000) as an important component of the managerial
success, according to Kay and Moncarz (2007).The 2004 and 2007 studies by Kay and
Moncarz cite and incorporate previous research by Breiter and Clements (1996); Kay and
Russette (2000); Chung (2000); and Perdue, Ninemeier, Woods (2000) into the list of
KSA included in the table below. Table 7 brings together a number of studies on

knowledge, skill and abilities from the past decade. The list identifies core skills which
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are consistent over time, as well as skills which appear to collapse into what could be

considered broader abilities.

Table 7
Knowledge Skills and Attributes (KSA) for Success

Brownell 1994, 1992

hard work

strong communication
skills

personal sacrifice
being likable
mentoring
education

delegating
presenting oral and
written

listening
communication
competencies
positive attitude

personal sacrifice
physical attractiveness
charisma

job knowledge

lucky breaks
motivation

information

Tas, LeBrecque &
Clayton,1996

managing the guest
problems with
understanding and

demonstrating poise ande
professional appearance

communicating

developing positive
customer relations
striving to achieve

sensitivity effectively both in positive working
e maintaining writing and orally relationship with
professional and ethica employees
standards in the work
environment
Ross,1997
e academic skills e initiative e writing skills
e speaking skills e problem solving skills e willingness to learn
e teamwork o flexibility/adaptability e wanting to achieve
e interpersonal skills e enthusiasm e interview performance

Kay & Rusette, 2000

leadership
interpersonal related
competencies

good work ethic
poise and
communicating
effectively

professional appearances

face to face to
communication
enthusiasm
customer-centered
leadership

strategic positioning

job knowledge
education
personality
attitude

work commitment
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Table 7

Knowledge Skills and Attributes (KSA) for Success Continued

Kakabadse, Kouzmin,

Kakbadse, 2001

e (getting people to
collaborate

e capturing and
transferring knowledge
across projects

e delivering production
and services faster

e incorporating insight
experience and
judgments of
individuals in to the job
practices increasing
process efficiency

e increase speed of
communication (internal
and external).

e delivering production
and services faster

e Creating commitment to
knowledge sharing

e Matching people, skills
and tasks

e improving
customer/supplier
relationship

Kay & Moncarz

2004, 2007

intrinsic abilities

e having personal drive

¢ having self motivation

e pursuing self-
development

e having a positive
attitude

e willingness to make
personal sacrifices

e willingness to work
long hours

e having clear, long-term
career goals

lucky breaks

e having lucky break

certification

e certification from

professional association e

financial management

e controlling cost

e managing cash flow

e planning and budgeting

e having knowledge in
forecasting

e having knowledge in
financial analyses

e having knowledge in
operational analyses

e having knowledge in
yield/management

e having knowledge in
capital investment
analyses

e having knowledge in
financial leveraging

personal character

having professional

appearance and poise

e having good
communication skills

e having the right
personality

e having psychological
maturity

e practicing good work
ethics

strategic positioning

e being involved in the

community

being involved in

professional

associations

e knowing the right
people

e having the right
mentor(s)

e willingness to travel

e willingness to relocate

e willingness to work
abroad

e knowing a foreign
language

graduate degree

e agraduate degree
college degree

e acollege degree
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EDUCATION

History of Post-Secondary Education

The location and date of the first university is debatable depending upon the
source cited. The original medieval universities are said to have been founded in church
schools prior to the existence of the university as we know it today, but there appears to
be no clear consensus on this topic. What is certain is that the existence of post
secondary education dates back to sometime between 1096 and 1167 when Oxford
became the first university in the English speaking world (History of Oxford, 2007). This
was followed by developments in education in the Americas as outlined below:

e In 1492, after the discovery of the new world, survival took precedence over other
matters. It wasn’t until 1620 that the Puritans turned to religious education after
founding the Massachusetts Bay Colony (Dotzler, 2003).

e In 1636 Harvard became the first university in what would become America (History
of Harvard, 2007).

e According to Dotzler (2003), the Latin-language based education, a British tradition
in post secondary education, continued in America when The Roxbury Latin School
opened in Boston in 1645. He continues by saying that it was not until 1860, during
the civil war, that the value of education was openly recognized by the middle class.

e Boylan and White’s (1994) account of the early 1800’s in the U.S. is characterized by
the growth of the middle class population who viewed education as a means to social
advancement. The “Morrill Land Grant Act” enacted in 1862 amidst the American

Civil War, established Agriculture and Mechanical Arts Colleges in each state
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(Dotzler, 2003). “Land Grant” colleges not only furthered the war efforts, but

satisfied the demands of the middle class seeking an increasing number of
professional, technical, and business educations.

In the late 1800’s and early 1900’s women and newly freed slaves began to seek post-
secondary educations while a growing number of students seeking non-traditional
educations were served by the opening of technical institutes such as Massachusetts
Institute of Technology (MIT) (Charter of the MIT, 1999).

According to The Veteran’s Affair History (1997), in 1918 World War | veterans who
had been honorably discharged were provided vocational training benefits. A no-cost
or low-cost college education was offered to all veterans who had not been
dishonorably discharged via the G.I. Bill of Rights in 1944. In the three years
between 1944 and 1947 the veteran population in college had risen to 49%.

A formal discipline of study, known as developmental education, which required
high-quality learning assistance for many post-secondary students, was founded in the
later part of the 1900s (Doztler, 2003).

As the 28" century came to a close, students of the multimedia generation were
entering an educational system striving to meet their needs (Sigala & Baum, 2003).
Flexibility in education is important to students currently seeking post-secondary
education, with distance learning playing an important role in the current educational
system (Pritchard & Jones 1996). Today, in an effort to meet the needs of the current
educational market, academic sub-specialties are found at virtually all post-secondary

institutions (Dotzler, 2003).
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e The Morrill Act of 1862 was instrumental in the growth of regional and community
colleges in the early 1900s which have evolved into the community colleges and
junior colleges of today (Boylan & White, 1994). Community and junior colleges
along with technology centers offer students an applied education emphasizing the
development of a tangible skill set which is an alternate approach to the theory based
education offer at traditional four year universities (B. Ryan, personal communication

April, 24, 2008).

Pedagogy vs. Andragogy
Pedagogy, according to Hiemstra & Sisco (1990), is the art and science of
teaching children, and is based on a model initially developed in the European monastic
schools of the Middle Ages. The pedagogy model, applied to both children and adults
does not take into account many of the developmental changes that occur as students
mature (Knowles, 1984). In a 1968 journal article, Knowles introduced the concept
andragogy, defined as the science of helping adults learn. According to Knowles, the
model is based on the following four assumptions:
1. Their self concept moves from dependency to
independency or self-directedness.
2. They accumulate a reservoir of experiences that can be
used as a basis on which to build learning.
3. Their readiness to learn becomes increasingly associated
with the developmental tasks of social roles.
4. Their time and curricular perspectives change from
postponed to immediacy of application and from subject-

centeredness to performance-centeredness (Knowles, 1980,
p. 44-45).
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At one time post-secondary administration and educators were expected to take
on the role of the parent and were required to control student conduct a concept referred
to as in loco parentjsn turn the students were offered a level of protection by the
college (Kaplan, 1985). The role of the college as a moral regulator has changed; students
demand the right to control their own lives, and colleges can no longer impose strict
regulations (Kaplan, 1985). This shift to self-responsibility imposed as student are no
longer offered the shelter of the university’s protection occurs while student progress
through one of three view’s of the life cycle offered by either Levinson, (1978), Gould,
(1972) or Sheehy, (1976) (Kaplin, 1985; Chickering, 1981, p.T2®oretically for every
individual, at some point in time, preference for learning styles moves from, a
pedagogical to an andralogical approach (Chickering, 1981). In early 1980, Knowles
modified his position suggesting a learning model weighted more toward using an
andragogy model, in conjunction with the pedagogy model, adapting to the educational
needs and conditions as they go through their life cycle. Students in post secondary
education take on the role of adult learners, as universities are no longer obligated to offer
students the protection they were obligated to provide (Kaplin, 1985; Chickering, 1981).
The life cycle of the adult learner, those between eighteen and eighty, has become
progressively more important, as students, particularly older students, invest in an

education that is continually increasing in, time, energy and cost (Chickering, 1981).

Adult Education
In 1981, Chickering suggested that the purpose of colleges and universities should

be to promote the deliberate developmental change in students which occurs as they
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mature. Schaie and Parr, cited in Chickering (1981), propose that one purpose of adult
education is to challenge the way students think, helping them to develop increasing
levels of complex thinking, expand the sophistication of their thinking process, and to
identify how intelligence changes over the adult life cycle. Research as cited in
Chickering (1981) revealed that young adults in a college learning environment struggle
with the concept of self-awareness and the awareness of others while they search for
sustainable, realistic choices (Blocher & Rapoza, 1981). Chickering (1981) promoted
the idea that modern adult education in institutions tempered the passion for change with

both theory and analysis, in order to expand the role of the future American college.

Philosophies of Adult Education

In the course of the last hundred years several theories on education have
developed. Each theory promotes its view of education and the process by which the
education takes place, helping individuals to increase their body of knowledge during
their lifetime. In 1980, Elias and Merriam published Philosophical Foundations of Adult
Education which presented various philosophies of adult education. The author outlines
six philosophical approaches to adult education, analyzing the strengths and weaknesses
of each. A summary of the six philosophies; liberal, progressive, behaviorist, humanist,

radical, analytical, seminal as presented by Elias and Merriam (1980) follows.

Liberal Adult Education
Liberal Adult Education, also known as classic humanism, perennialism, rational

humanism, liberal education, general education and neo-Thomism, is considered the
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oldest and most enduring philosophy, originating with such classical theorists as
Socrates, Plato, and Aristotle. Over time, a variety of approaches to liberal adult
education developed, each emphasizing organized learning, liberal learning, and
developing the intellectual powers of the mind. Early adult education in the western
world was influenced by this philosophy, and it continues to influence high school and
college education today. A liberal adult education is considered a rational or intellectual
education, which leads a person from information to knowledge, and finally to wisdom.
Theoretical understanding, rather than rote factual knowledge or the development of
technical skills is emphasized. Two factors, the move toward career and vocational
programs and behaviorist oriented theories have tempered the overall influence of liberal
education. Despite this, “the tradition of liberal education is not dead. Though the world
is constantly in a state of change, there are some things that do not change. People
continue to search for truth, desire to develop their moral characters, strive for spiritual
and religious visions, and seek the beautiful in life and nature. As long as the human
person does these things, the liberal tradition in education will be a potential force.”

(Elias & Merriam, 1980, p. 41).

Progressive Adult Education

The Progressive Adult Education has had the greatest impact on adult education
because of its predominance in the United States (U.S.) at a time of rapid growth in adult
education. The foundation for the progressive philosophy lies in rationalist, empirical,
and scientific thought with the use of inductive rather than deductive reasoning as

presented by Charles Darwin, whereas the methods of science, rather than methods of
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philosophy and theology are significant. Knowles, Rogers, Houle and Tyler, major
theorists of adult education, include some elements of progressive philosophy in their
writings. The forms of adult education inspired by progressive adult education include
adult vocational education, extension education, family and parent education, and
education for social action. The basic principles of adult education, which originate in
progressive thought, are needs and interests, scientific methods, problem solving
techniques, centrality of experience, pragmatic and utilitarian goals, and the idea of social
responsibility. “Progressives believe that the function of education was not merely to
prepare learners for fitting in the existing society, but also to provide a means to change

society” (Elias & Merriam, 1980, p. 66).

Behaviorist Adult Education

Behaviorist Adult Education, known as behaviorism, was founded in 1920 by
John B.Watson and is focused on the overt, observable behavior of animals and humans.
Experts in the field, from Watson to Skinner believe that prior experience and the
external environment, both of which humans have little or no control over, determine
human behavior. Scientific principles and methodology utilized in hard sciences are
applied to humans and animals in a laboratory, using observation and some type of
conditioning to modify or change behavior. Behaviorism, when applied to education,
focuses on the measurability of an activity, or the change in behavior after instruction.
The idea of accountability is a characteristic of the behaviorist adult education.
Competency-Based Education, programmed instruction, computer based or computer

assisted instruction, Personalized System of Instruction (PSI) and Individual Guided
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Education (IGE) are considered to be based in the behaviorist approach to education.
The impact of the behaviorist approach in education speaks more of a desire to be able to
measure and know the influence one has on an individual’s ability to learn, rather than
the process by which learning takes place. “The diverse and wide-spread manifestation
of behaviorism in education perhaps speaks to the desire on the part of all educators to
know better the nature of the impact one has in the learning process” (Elias & Merriam,

1980, p. 105).

Humanist Adult Education

Humanistic Adult Education, which values the dignity and autonomy of the
human being, is rooted in classical Chinese, Greek, and Roman educational perspective,
and focuses on the development of the whole person, emphasizing the emotional and
affective aspects of an individual’s personality. The writings of Rogers, Malsow, Buhler
and Bugental in [1950 clearly outlined the humanistic psychological position. Humanists
value the uniqueness of the individual, believe man is naturally good, that growth and
self-actualization are innate human characteristics, and a human’s free autonomy leads to
a sense of responsibility to one’s self and others. Humanistic adult education is
considered a process, focused on helping the individual develop toward self actualization
and becoming a fully-functioning individual. Student-centered learning, teacher as
facilitator, cooperation, and groups are associated with a humanistic approach to learning.
“Simply stated — the goal of humanistic education is the development of persons —

persons who are open to change and continued learning, persons who strive for self-
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actualization, and persons who can live together as fully functioning individuals” (Elias

& Merriam, 1980, p. 122).

Radical Adult Education

Radical Adult Education thought originates from three sources, the anarchist
tradition rooted in the Bcentury which continues today, the Marxist tradition, and the
Freud Left which includes both William Reich and A.S. Neill. Presenting alternative and
utopian futures are characteristics of Radical Adult education, which finds its appeal in
times of crisis, and has not had an impact on adult education. “In presenting a view of
the nature of man and society, radical adult education challenges the traditional view of
the primary function of education as transmitting the culture and its societal structures

from generation to generation” (Elias & Merriam, 1980, p. 171).

The Analytical Adult Education

The analytical philosophy of adult education has emerged in the last twenty years,
and attempts to build solid philosophical foundations using careful analysis of concepts,
arguments, slogans, and policy statements along with argumentation. This analytical
philosophy of adult education in its formative state in the 1980’s, and its impact on adult
education has not been determined. “ If analytic philosophy includes and moves beyond
the conceptual analysis to a rational reconstruction of educational enterprise in it’s full
dimension, it may well provide the strongest philosophical basis for contemporary

philosophy of adult education” (Elias & Merriam, 1980, p. 201).
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A Seminal Philosophy in Adult Education

In 1981 Cross coined the phrase “blended life plan” ( p. 9). She suggested that
the amount of change that occurs during our lives is so great, the education of our youth
will no longer carry us through our lifetime. To keep pace with the amount of change that
takes place in our lifetime, education must become a lifelong process which promotes the
combination of work, education, and leisure into the educational plan. Cross’s plan
suggests a concurrent relationship between life, work and leisure throughout a person’s
life.

These philosophies of education provide alternatives to the process or methods by
which adult education can take place. The philosophies alone cannot educate, they can
be coupled with another process or method to disseminate the knowledge to others. Post
secondary education offered through universities takes the various philosophies of
education and couples them with a standard and formal process by which adults are

educated.

The Nature of Hospitality Education
Baum and Nickson (1998) suggest that one of the most frustrating challenges
about teaching hospitality and tourism education is the daily contradictions that arise,
stemming from the size, diverse nature, physical location, business purpose, customer
expectations, and culture of the hospitality industry. Hospitality educators are confronted
with the task of creating a balance between the oversimplifications of curriculum in an
effort to generalize the material and inculcating the effort that major companies spend in

order to create an identifiable differentiation between brands and products (Lin, 1997).
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Hospitality education programs at the University of Las Vegas, Virginia Polytechnic, and
Washington State University, considered among the top in the nation, have a curriculum
focused on customer service and the unique nature of food, beverage, and hotel
management (Goodman & Sprague, 1991). Aimost all current undergraduate programs
offer a capstone class, with the sole purpose of helping students integrate the sum of their
hospitality education in operations management, human resources, marketing, economics,
information technology, and accounting into an overarching understanding used to
approach strategic issues as a hospitality manager (Okumus & Wong, 2005).

Hospitality education, in its infancy was able to grow and change, educating
prospective managers with the skills most needed in the industry (Goodman & Sprague,
1991). The programs available to prospective managers grew from 40 in the early 1970’s
to 170 in the early 1990’s (Reigel, 1991). As hospitality education programs evolved in
an attempt to provide adequate and effective training, a conflict as to the methods and
content utilized developed among educators and industry (Chung, 2000). Industry leaders
criticized educators for being out of touch with their needs (Cassado, 1992). This conflict
continues and in an effort to remain competitive in the changing market, hospitality
educators may in turn need to re- evaluate and revise hospitality education curriculum
(Drucker, 2004, Sigala & Baum, 2003; Chung, 2000; Baum & Nickson, 1998).

Predictions made by Sigala and Baum (2003) include the idea that students will require
the ability to recognize the need for information, be able to locate this information,
interpret, evaluate, organize, and use the information for problem solving or creating

knowledge activities. They also suggest that in order to meet the new required
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competencies of tourism and hospitality graduates, the systems and methods used in

education will need to be evaluated.

History of Hospitality Education

Hospitality education, in the literal form, began with the development of the
formal apprentice’s model common in Western Europe, with Switzerland and Britain
credited with their original development (Barrows & Bosselman, 1999). The
apprenticeship program was a perfect match for the hospitality industry in its time,
providing skill-specific training that the industry required (Fletcher, 1994).

According to the Cornell History (2007), the first undergraduate degree programs
specializing in hospitality management originated in 1922 at Cornell University, with 21
students and one professor, Howard B. Meek. Ellsworth M. Statler made his millions in
the hotel business, and became one of the biggest benefactors of Cornell’s School of
Hotel Administration. Since that time other universities and colleges have expanded to
provide talent for the rapidly growing service industry, taking into account the diverse
needs of the travel and tourism industry (Goodman & Sprague, 1991). In the 1920’s and
1930’s, hospitality education was implemented at Michigan State University, Purdue
University, the University of Massachusetts, and Oklahoma State University, all land
grant schools with a base in applied learning (Kreul, 1995). In the 1940s and 1950s
programs at Pennsylvania State University and the University of Houston were opened
(Barrows & Bosselman, 1999). A 1992 study by Zabel found that of the 128 programs
identified, only 12 were more than thirty years old. The field of hospitality education is a
small community in the world of academia, and while growing, in 1999 there were less

than 200 four year programs offered in United States (Barrows & Bosselman, 1999).
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They go on to suggest that the programs graduate an average of five-thousand students
per year who take positions as entry level managers in the industry.

Hospitality education has reached a pivotal point, as supported by the increasing
number of schools offering programs, the increasing number of educators choosing to
specialize in a particular area of hospitality, and the growing number of professional
organizations and journals supporting industry (Barrows, & Bosselman, 1999).
Hospitality education as a sub-specialization is facing a new challenge, according to
Goodman and Sprague (1991), referring to the competition between schools which offer
hospitality degrees and schools offering general business degrees, and the overlap in their
curriculum. According to Moreo (1988), one solution may be to delineate the programs
even further, with sub-specialization in the various areas of hospitality management
which include but are not limited to research, finance, practical training, or human
resource management. He goes on to say that the key to success will be finding a fit

between the expectations of industry and education.

Current Hospitality Education

Past and current research focused on hospitality education has identified a gap
between the needs of industry and the education provided in post secondary universities
(Johns & Tears, 1995; Moreo, 1998; Chung, 2000; Okumus & Wong, 2005). Traditional
hospitality education is specific to a particular area; industry today requires managers
with the ability to “integrate operational activities within a strategic organizational
framework” (Johns & Teare, 1995, p. 4). A 1999 study by Christou supports the idea that

hospitality management courses in Greece do not adequately prepare graduates for
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success in entry level management positions in the hospitality industry. He further
speculates that “if in the future the existing system will remain as it is now, the gap
between the industry’s needs and the results achieved by education will probably
increase” (p. 9). The results from Christou (1999), were similar to findings in hospitality
education research in the United States as previously identified.

In 2003, Singh and Ninemeier suggested the educational environment was
focused on globalization. Lazer (2000) as cited by Singh and Ninemeier, (2003) makes
the case for globalizing hospitality education using three guidelines:

1. Anincrease in the diversity and culture of
hospitality students

2. Graduates will take up global leadership roles in the
hospitality business community.

3. Educators are faced with the task of developing
effective future leaders

Today, two-year colleges and vocational schools are competing for students
looking for careers in the hospitality profession by creating programs that produce
successful line-level employees who can fill the labor shortage in the industry (Choi et
al., 2000; Goodman & Sprague, 1991). The authors go on to suggest that this has forced
traditional four year universities to develop programs which focus on graduates being
ready to move into management or management training programs after college, filling a
different need within the industry. At the same time, a variety of general business schools
are adding hospitality related classes concentrating on service needs, while hospitality
programs are adding business classes to increase the business acumen of their managers,

blurring the line between hospitality management and business (Goodman & Sprague,

1991). If hospitality education hopes to remain competitive in the academic arena, they
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must not only meet the needs of both the traditional and non-traditional students but must

also keep up with the changes taking place within the industry (Sigala & Baum, 2003).

Hospitality Curriculum

As early as 1995, it was suggested that restructuring the role of the hospitality
manager has broadened the scope of responsibility forcing them to have “sufficient
strategic insight to act effectively within organizational policy and strategy” (Johns &
Teare , 1995, p. 5). The authors suggest that educational operations management
curriculum should be re-evaluated to establish the competencies to adequately prepare
graduates for the challenges. Their research in hospitality education utilizes a model
developed by Jones (1992) calling for a blend of technical, professional, and personal
development, which will appeal to the nurturing sense of the individuals being developed,
and provide a wider understanding of the ethical sense of management. The approach
should not sacrifice traditional theoretical and abstract education.

Johns and Teare (1995) provided a conceptual model of the development of
hospitality management curriculum which is illustrated in Figure 1.. At the heart of the
model was the “realistic work environment” and “hospitality business activity” (p. 6).

The core was surrounded by various management tasks including technology and product
development, business performance monitoring and control, operational support and
infrastructure, wider business and economic development, and finally manpower
organization and structure. In addition to the management tasks, the external factors
which included hospitality business environment, the consumer, and scientific support

activities were recognized as factors in the management of a hospitality organization.
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Business Performance

. and Monitoring Control
Wider Business and

Economic Development

Hospitality Business
Environment Manpower Organization
and Structure

Realistic work Environment:

Operational Support and Hospitality Business Activity

Infrastucture —— |

Scientific Support

Activities
The Consumer Technology and Product it

Development

Figure 1 Conceptual Model for Development of the Hospitality Operations
Management Curriculum (Adapted from Johns and Teare (1995) p. 6)

According to Johns and Teare (1995), the focus of hospitality education is based
on theory and ideology, not reality. In addition, there is a tendency to over-simplify the
theoretical concepts in an attempt to present the material in a format that is easy for both
the undergraduate and graduate students to digest. They suggest that this lack of
preparation leads the would-be managers to follow the status quo rather than becoming a
self sufficient leader who can implement change for the good of the organization. The
review of literature included several articles which offer suggestions for hospitality

education curriculum content as outlined in Table 8.
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Table 8
Major Content Areas in Hospitality Education

Umbreit, 1992

e leadership e financial analysis
e human resource management e total quality management
e service marketing e communication skills

Teare & Ingram, 1993
e strategic planning e strategic choice
e external analysis e strategic implementation
¢ internal analysis

Gambel, Lockwood, Messenger, 1994
e managing operation e personal skills
e managing people e managing the business

Johns, Ingram, Lee-Ross, 1994
e hospitality systems e human factors
e production and services e technical factors

Johns & Edwards, 1994

e hospitality operation e productivity
e the service organization e (quality
e capacity

General Management

Hospitality education curriculum consisted of a combination of both hard and soft
skills (Kay & Moncarz, 2007). Cognitive skills are referred to as “hard skills and
behavioral skills are referred to as “soft skills” (Coll & Zegwaard, 2006). Technical
knowledge, skill and abilities are considered hard skills; whereas interpersonal skills or
skills based upon an individual's personality are considered soft skills (Birkett, 1993).

“Soft” skills were found to be the most desired skills in a study of hotel general
managers from larger corporately-oriented hotels looking to identify the skills necessary

for success as a manager (Baum, 1991). He uses these findings to suggest the
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incorporation of soft skills into the “core” hospitality education curriculum. This 1991

study by Baum (replication of a previous study by Tas in the late 1980’s) found a

“significant correlation” between the United States and the United Kingdom in the skills
necessary for success as a manager. The researcher segments management competencies
into three categories: essential, important, and moderately important, in an effort to

define the “core” competencies which should be used to develop hospitality education
curriculum. Table 9 is a list of management skills considered necessary for success in

the hospitality industry and based on the current review of hospitality literature (Butler,

2006; Chung, 2000; Baum, 1991).

Table 9
Management Competencies

Adapted from Baum, 1991

e manages guest problems with e demonstrates professional appearance gnd
understanding and sensitivity poise

o follows hygiene and safety regulations develops positive customer relations
to ensure compliance by organization follows the legal responsibilities

e communicates effectively both written associated with hotel operations
and oral ¢ motivates employees to achieve desirec
e strives to achieve positive working performance
relationships with employees o delegates responsibility and authority to
e possesses needed leadership qualities to personnel according to departmental
achieve organizational objectives objectives
¢ maintains professional and ethical e assists in the development and control of
standards in the work environment department employee productivity
o effectively manages life-threatening e assists in establishing organization
situations such as fire, bomb threat, objectives and their priorities
serious illness e develops work flow patterns to meet
e uses past and current information to specific operational requirements
predict the future departmental revenues e develops reliable revenue and expense
and expenses tracking systems
¢ identifies operational problems e assists in the development and
o follows established personnel manager maintenance
procedures in supervision of employees e of budgets for each element of the
e analyzes factors that influence the organization
controllability and level of profits e appraises employee performance
¢ manages employee grievances e prepares weekly, monthly, and annual

financial statistical reports
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Table 9
Management Competencies Continued

Adapted from Baum, 1991

¢ manages employee grievances e assists in operational and strategic
effectively planning

e uses past and current information to e uses front office equipment effectively
predict future hotel reservations e inspects serviced hotel rooms

e knows personal policies which govern according to standard operating
supervisory activities housekeeping procedures

o analyzes weekly, monthly, and annual e analyzes past and present business
financial and statistical reports information to effectively predict

e conducts an informative and valid future marketing strategies
interview with prospective employees e promotes a co-operative union-

e assists in the development of a management relationship
balanced program of preventative e processes hotel arrivals and departures
security

e assists in the development of an
effective energy management program

Strategic Management

Developing strategic management skills as an undergraduate will better prepare
student for the challenges they will face after graduation (Okumus & Wong, 2005).
Hospitality and tourism education should offer the student a strong working knowledge
of strategic management processes (Summer et al, 1990). Graduates should be able to
employ appropriate strategic models, concepts, and frameworks that will allow them to
make and implement strategic decisions as needed (Summer et al, 1990; Okumus &
Wong, 2005). In their article, Okumus and Wong cite an ongoing criticism concerning
the teaching of strategic management. The rationale is that linear solutions to complex
business problems offer little help to organizations. Traditional strategic management
courses focus on analyzing and formulating strategies. The real strength lies in
implementing, culture and change management, and managing knowledge, which will

prepare future managers with a general multidisciplinary viewpoint. (Okumus & Wong,
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2005). Strategic management skills identified by several authors in a review of

hospitality education literature hospitality education are included in Table 10.

Table 10

Strategic Management Skills

Developed from David, 2000; Lynch, 2000; Mintzberg & Quinn, 2002;
Harrison & John, 1994, Higgins & Pearce & Robinson, 1997; Thompson &
Vincze, 1993; Hill & Jones, 1995; Strickland, 1992; Hunger, 1995*
Johnson & Scholes, 2002* e organizational skills

e critical analysis e motivation

e logical thinking e time management

e problem solving e total quality management

e computing skills

Christou, 1999
Defining strategy, mission and objectives External analysis

e Defining strategy e PEST analysis (external analysis)

e Defining strategic management ¢ Industry structure (five forces) analys|s

e Defining a firm’s vision, mission and Internal Analysis
objectives e Value chain analysis

e Corporate governance and social e Analysis of functional areas
responsibility

e Decision making Strategy implementation and evaluation

e Strategy implementation

Selection of strategies e Organizational structure

e Porter’'s generic strategies e Organizational culture

e Grand strategic choices/options e Leadership

e Formal long range planning e Staffing and directing

e Scenario planning e Designing internal systems

e BCG’s growth share matrix

e Transaction cost economics
e International/Globalization
e Entrepreneurship

*cited by Christou (1999)
Human Resource

Baum and Nickson (1998) argue that students are not offered the human resource
skills necessary to handle the challenges of day-to-day management as a hospitality
manager. They go on to say that if the students are offered any insight to the reality they

will face, it is often late in their academic career and well past a point which would allow

46

www.manaraa.com



them to integrate the knowledge into much of their coursework. Students are offered an
idealistic approach to management which is far from the reality most will be confronted
with as hospitality a professional (Lin, 1997). This contradiction between ideology and
reality leaves many new managers ineffective when dealing with human resource issues
(Baum & Nickson, 1998). Table 11 includes skills which have been identified in
previous studies looking at human resources in the hospitality industry and should be

considered as part of hospitality education.

Table 11

Human Resources

Baum & Nickson, 1998 Christou, 1999

e staff relations e training

e labor relations e discipline & interviewing

e employment practices e development of teamwork

e recruitment ¢ the reason for low pay

e selection e understanding labor turnover
Tessone, 2004

e organizational structure and content e sustainability through performance
e sustainable tourism based organizations standards
(STO) recruitment and selection e STO performance appraisals
strategies e compensation and motivation
e orientation program for new employees employee retention
e training and development strategies e employee exit process

Internships

Training has taken a place in the educational system by blending practical
experience with theory in an industrial setting, commonly referred to as an internship
(Christou, 1999; DiMicelli, 1998). Internships, a popular experiential learning model, are
considered one solution to fill the gap between theories and experience (Petrillose &
Montgomery, 1998). Hospitality programs commonly include a period of industry
placement or internship in hospitality and tourism educational curriculum (Hogg, 1994;

LaBruto & Murray, 1994). Additionally, previous research into the effectiveness of
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internships shows a gap between the expectation of industry and hospitality educators
(Downey & DeVeau, 1988). The applied skills identified in the review of literature, as
well as those suggested in an article by Crockett (2002), are listed in Table 12. According

to Crockett, students could be offered experience in these skills as part of an internship

program.

Table 12

Applied Skills

Christou, 1999 e organizational theory

o food & beverage operations e economics

e accommodation services e Wwritten communication

o front office operations e presentation skills

¢ information technology o formal letter-writing

o foreign language skills e accounting

e sales & marketing e business administration

e human resource management

rockett, 2002 e recipe and formula applications
e housekeeping services e front and back of the house experience
e laundry services e computer skills

e banquet setup e marketing

e dietary services e ordering

e central supply e décor

e purchasing e food preparations

e menu development

The Status of Hospitality Education
One aspect that is prevalent in the literature is the debate over training and
education as it pertains to hospitality education. The hospitality industry is beleaguered
with a high number of graduates who switch careers shortly after graduation (Amoah &
Baum, 1997). In 1993, Barron and Maxwell identified a gap between the student
perception and experience. “It appears that, broadly most school-leavers regard the
hospitality industry in one of two ways: either wholly negatively, in which case they

select another career direction altogether, or in an ‘illusionary’ manner influenced by the
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glamour images of the hotel projected by popular media.” (Barron & Maxwell, 1993), p.
Vi)

Stuart (2002), points out the “two-faced” (pg. 5) curriculum which prevails in the
hospitality industry between academia and vocational educators. He goes on to suggest
that this reflects the undecided and debatable nature of the hospitality and tourism
education as either academic or vocational and unless this situation changes, the status of
education and our ability to develop competitive graduates will remain unchanged and
continue to struggle. According to Sigala and Baum (2003) universities should consider
developing fluid learning platforms to remain competitive with industry or vocational
education providers, which are seeking to gain in the market share of students seeking an
education in hospitality and tourism. Today’s economic climate, influenced by new
technology and globalization is changing the traditional view of education and training
(The Charter Institute of Marketing, 1997). Education and training of professionals is
now a continuous and life-long process (Christou, 1999). The challenge for educational
establishments and industry is to consider education as a life-long learning process which
blends various methods of learning (Ford & LeBruto, 1995; Fitzgerald & Cullen, 1991,
Partlow, 1996; Harris; 1997).

Current research in the hospitality industry and hospitality education suggests a
need to re-evaluate hospitality education if the goal is to adequately prepare graduates for
entry level management positions (Kay & Moncarz, 2007). It has been suggested that
post secondary education is rigid, focusing on theoretical concepts as they apply to the
hospitality industry (Baum & Nickson, 1998). There is extensive literature looking at

various aspects of hospitality education, current trends in education, change in the
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hospitality industry, and what skills should be included in hospitality curriculum. The
underlying tone of the literature appears to follow the “blended life plan” (Cross, 1981,
p. 9), which promotes a lifelong blending of knowledge obtained through work,
education, and leisure. According to Johns and Teare (1995), students are demanding
greater challenges, stimulus, and flexibility in their education. Current research in
hospitality education includes both tangible and intangible skills, integrated in the
development of a successful hospitality professional. Continued research could benefit
post secondary hospitality education by helping to define the skills necessary for
graduates to be successful in entry level management positions.

This review of literature indicates that a contradiction has existed for more than
thirty years between the skills necessary for success as an entry level manager in the
hospitality industry and the skills emphasized in post secondary hospitality education
curriculum (Johns & Teare, 1995; Baum & Nickson, 1998; Christou, 1999; Sigala &
Baum, 2003). The purpose of this study is to determine if the historical gap continues to
exist today and if it does, in what areas. In order to accomplish this purpose this study
addresses the following research questions.

e What skills hospitality recruiters believe graduates of post secondary education
should possess in order to be successful as an entry level manager in the
hospitality industry.

e What skills do hospitality educators believe are important for graduates of post-
secondary education to possess in order to be successful as entry level managers

in the hospitality industry?
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¢ Is there a significant difference between the skills hospitality recruiters believe are
important for graduates of post-secondary education to possess in order to be
successful as an entry level manager in the hospitality industry and the skills
hospitality educators believe are important for graduates to possess in order to be

successful as an entry level manager in the hospitality industry?

If the needs of the hospitality industry and post secondary hospitality education
are better understood and positively aligned, entry level managers may be more effective

and productive.
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CHAPTER IlI

METHODOLOGY

The purpose of this study was to determine if the historic gap between the skills
considered important for success as entry level managers in the hospitality industry and
skills emphasized in post secondary hospitality education continues to exist today, and if
it does, in what areas. Chapter Il summarizes the methodology used to accomplish the
objectives of this study. The following seven sections provide a framework of
investigation to answer the research questions. The specific sections are research design,
population and sample, instrumentation, pilot study, data collection, data analysis, and
application to education and industry.

The results of this study can be utilized by hospitality recruiters to better
understand what skills are emphasized in post secondary hospitality education programs,
and by hospitality educators to evaluate their current curriculum to determine if it meets
the needs of industry. Research that can be used to close a gap, if it continues to exist, has
the potential to improve the quality of hospitality education, and better prepare graduates
to be successful managers, which could in turn increase the productivity of graduates,
increase the satisfaction of both the employer and employee, reduce labor turnover, and
influence the overall profitability of organizations and the quality of post-secondary

hospitality education.
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Research Design

Planning for this study began in the fall of 2007 and continued through the
summer of 2008. The problem statement and research questions were developed based
upon a review of hospitality literature and previous research. The population for this
study was individuals had the responsibility to recruit managers for hospitality related
organizations and hospitality educators employed by post-secondary four year
universities. Questionnaires and instruments from previous research studies were
reviewed and adapted in order to address the research questions specific to this study.
The survey also included questions to identify the demographic profile of the respondent.
Data was collected using an electronic survey tool. Responses to the survey were
analyzed using Statistical Package for the Social Sciences, version 16.0 (SPSS, 2008).
The findings and conclusions of this study are reported later in this paper. The research
design was submitted to the Oklahoma State University Institutional Review Board (IRB)

for approval (Appendix A).

Population and Sample
The population was defined as individuals employed by hospitality related
organizations who had the responsibility to recruit entry level managers from four year
hospitality education programs, and hospitality educators employed by four year post
secondary universities. The sample was determined by using a study completed by Brizek
and Khan (2002) which ranked the twenty-five top undergraduate hospitality programs in
the United States (Appendix B). The rankings included twenty nine universities based on

the fact that four tied for placement.
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The sample used in this study was individuals employed by hospitality
organizations who had the responsibility to recruit entry level managers from the twenty-
nine hospitality education programs as identified in the study by Brizek and Khan (2002);
and, educators who teach hospitality courses at the twenty-nine universities as identified
in the same study as of July 31, 2008. This was a convenience sample that facilitated
contact with its members. Response rate in a convenience sample might be higher, but the
results are limited to the members of the sample and cannot be inferred beyond the

sample.

Recruiter Database Development
The names and contact information of individuals who recruited for entry level
management positions at the top twenty nine schools were solicited from the university
websites or through phone interviews with the appropriate contact at each university. An
e-mail requesting recruiter contact information was sent to the hospitality department or
university career center’s contact as identified by the university websites at the 29
schools. Correspondence continued in the month of September and on October 1, 2008

contact information from 26 of the 29 had been secured in the following formats:

e Four universities provided contact lists including recruiter names and e-
mail address.

e Two universities agreed to send the survey on the researchers’ behalf (to
maintain confidentially of their database).

e Two universities declined to participate.

e One university was willing to provide a list of companies, who recruit
graduates from their hospitality program.

e Three universities provided a list of companies and their websites which
were used to identify recruiting contacts at the organization.
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e Thirteen universities listed company names but not contact information on
their websites.

e One university's website listed a Fall Campus wide career fair; a search of
the organizations participating indicated there were no hospitality related
organizations participating. There were no career fairs specific to
hospitality listed on their department website

e Two university websites did not include the information necessary to
support this study.

e One university did not list a hospitality program on their website.

The recruiter contact information collected from each university was compiled
into one database. The database was cleansed and sanitized, removing duplicate contacts,
contacts with incomplete information, and contacts that were identified as not fitting the
criteria of a hospitality recruiter. The revised recruiter database contained 628 records.
Two of the twenty-nine universities, concerned about privacy and confidentiality,
emailed the survey directly to their recruiters. The number of surveys sent from these two
schools was 15 and could potentially overlap with the database developed from the
remaining twenty-four schools. The total number of survey’s sent to hospitality

recruiters was 643 (628 included in the database developed by the researcher plus 15 sent

by the two universities on behalf of the researcher).

Database Development
The names and contact information of educators who taught hospitality education
courses at the top ranked twenty nine schools were obtained from the university websites,
during the summer of 2008. Using the information found on the university’s website a
database, which included the names and e-mail address of educators associated with the
top twenty-nine universities as of July 31, 2008, was developed. The database was

sanitized; removing duplicate contact information, and contacts with incomplete
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information and contacts that were identified as not fitting the criteria of a hospitality
educator for the purpose of this study. The sanitized educators database contained 594

records.

Instrumentation

A self administered closed ended questionnaire (Appendix C) was used to collect
data from hospitality recruiters and hospitality educators to answer the research
questions.  The instrument contained questions designed to identify skills considered
important to the success of entry level managers and questions to identify the
demographic profile (characteristics) of the respondents.

The list of skills for this study was developed from the review of hospitality
industry and hospitality education literature outlined in the previous chapter. The skills
listed in Table 1 though Table 12 in Chapter Il of this study were collapsed for use in this
study. The order of the list of skills was randomly assigned in order to prevent bias effect
based upon category and sequencing. A separate questionnaire was developed for
hospitality recruiters and educators in order to accomplish the objective of this study.
The difference between the surveys was in the demographic section, the list of skills was
identical in each survey.

A Likert type design with a 1 to 5 rating scale, where 1 was not important; 3 was
important; and 5 was extremely important, was used to rate the skills according to the
level of importance as a skill for success as an entry level manager. Each instrument
collected the demographic profile of the sample using multichotomous closed ended

guestions. The questions used to collect the demographic profile were unique to the
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career path of the hospitality recruiters or educators. The order of the demographic
guestions began with the most general and moved to narrow and specific questions about
the respondents to reduce the chance the respondent would not complete the
guestionnaire.

A letter of introduction was developed for each instrument that was targeted to the
sample. The instrument was submitted along with a cover letter, letter of introduction and
appropriate support documentation to the Institutional Review Board (IRB) for approval
in accordance with university policy prior to the beginning of the study. The IRB

approved the application on Friday, August 29, 2008 (Appendix A).

Electronic Formatting
The survey was developed to fit the computer screen and display the questions in
a logical manner. The survey alternated between a series of approximately twenty skills
followed by a series of approximately five demographic questions. This pattern repeated
until all questions in the survey were asked. The questions were alternated in order to

reduce monotony and increase the chance the respondent would complete the survey.

Pilot Study
A pilot study was conducted during the summer of 2008 to evaluate the
methodology, time to complete, data collection process, clarity, readability, reliability,
content and construct validity and evaluate the research design prior to the execution of
the research studRReliability is the degree to which the instrument is consistent or

dependable over time (Shavelson, 1996). According to Gay, Mills, & Airasian, (2006)
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construct validity asks the question “What is the test really measuring” (p. 136), whereas
content validity measures whether or not the test items are relevant to the content area. In
addition, a pilot study is a field test of all aspects of the research plan conducted prior to
the beginning of the research study. The authors go on to say that the pilot study tests the
procedures to identify unanticipated problems or issues in the research design and allows
the investigator to gain experience in conducting research. The research plan can be
modified to address the problems and concerns identified in the pilot study prior to the
implementation of the study

The subjects for the pilot study were selected based upon convenience and for
their expertise. The participants in the pilot study were e-mailed a copy of the letter of
introduction, the cover letter, and the appropriate instrument (Appendix C). A letter of
introduction outlined the purpose and importance of their participation, asked for
comments on the design, clarity, scope of the instrument, and execution while thanking
them for their efforts. The pilot studies for the recruiter and educators surveys were
conducted separately to allow for appropriate attention for each questionnaire.
Results of the pilot study indicated:

¢ A need to modify the restrictions and controls set within the Survey Monkey tool
for both the educator and recruiter survey.

e Logic flow error in the survey were indentified and corrected on Survey Monkey
for both the educator and recruiter survey.

e The responses to the demographic questions in the recruiter survey were modified
to increase clarity and content validity.

e There was data incompatibility between one web browser and another; the survey
was modified to address the incompatibility.

e Logic flow errors in the program developed to send the e-mails one at a time

were identified and corrected.
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A modification to the IRB application was submitted and approved on September

24, 2008.

Data Collection
Subsequent to the pilot study and three days prior to the beginning of the study,
members of the sample (recruiter and educator) were sent an e-mail to introduce the
research study and to ask for their participation and support. No messages were returned
as non-deliverable from the recruiters or the educators. A software program was
developed to automatically send e-mail messages one at a time to the sample in order to
overcome firewalls and spam filters which can block email messages sent in mass

guantity.

Recruiters

On October 1, 2008, a cover letter outlining the study and a link to the
guestionnaire was e-mailed to the members of the hospitality recruiter sample. The
responses the first week were eighty-two. Subsequently, a second e-mail with a follow-up
letter indicating the importance of the study and asking them to participate in the study
was sent. The second request resulted in an additional 40 responses

One question in the survey asked the respondents to provide their e-mail address
if they would like a copy of the findings of this study. Respondents who provided their e-
mail address were identified as having participated in the survey and were excluded from
the follow-up e-mail list. A third and final e-mail was sent to recruiters explaining the

importance of the survey and asking them to take the time to participation in the survey
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and resulted in an additional five in the participation of five additional recruiters. The
collection period for the recruiter survey ended on Wednesday, October 22 at 5:00pm
with 127 respondents, an overall response rate of 19.8% of the recruiters. Survey’s
containing missing values or non-responses were addressed using the “missing value”
option included as part of the SPSS tool. The methodology used as well as support
documentation for this process is outlined in this chapter under the section entitled

“Missing Values”.

Educators

On September 17, 2008, a cover letter outlining the study with a link to the
guestionnaire was e-mailed to the members of the hospitality educator sample. The data
collection process, first and second contact, for one university was delayed one week to
accommodate unusual circumstances at the university. A response rate of 17.3 % was
achieved the first week with 103 responses completed. Subsequently a second e-mail
containing a follow-up letter indicating the importance of the study and asking them to
participate in the study was sent and resulted in 58 additional respondents.

One guestion in the survey asked the respondents to provide their e-mail address
if they would like a copy of the findings of this study. Respondents who provided their e-
mail address were identified as having participated in the survey and were excluded from
the follow-up e-mail list. The collection period for the educator survey ended on Friday,
October 17, 2008 at 5:00pm with 161 educator surveys submitted an overall response rate
of 27.1%. Survey’s containing missing values or non-responses were addressed using the

“missing value” option included as part of the SPSS tool. The methodology used as well
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as support documentation for this process is outlined this chapter under the section

entitled “Missing Values”.

Data Analysis

The surveys returned were reviewed and sanitized to identify and address those
with obvious errors and missing information in order to establish a minimum standard of
quality on the raw data. The raw data was coded into symbols (Churchill & Brown, 2007)
by “Survey Monkey” to prepare the data for analysis. SPSS Statistical Software Package
(SPSS, 2008), version 16.0 was the tool selected to analyze or manipulate the data to
establish the findings. Descriptive statistics such as the mean, median, mode, percentages
and standard deviation were calculated to assist in answering the research questions.

The initial research design included the use of exploratory factor analysis to
manipulate the data and aid in determining the findings of this study. Weerakit (2007)
describes factor analysis as “a statistical approach that can be used to discover the
interrelationships among a large number of variables and explain these variables in terms
of their common underlying dimensions (factors)’(pg. 46). The author cited Hair et al.,
(1998) who states that the objective of factor analysis is to identify small sets of variates
(factors) by condensing the original variables with minimal loss of information.

According to Weerakit (2007), factors are considered significant if they have an
“eigenvalue equal to or greater than 1.0 and variable, with factor loading equal to or
greater than 0.50” (p. 46). The results of the factor analysis for this data indicated this

statistical method was not appropriate for the purposes of this study. The similarity
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within and between the items did not allow for the clear and robust identification of
factors from within the responses.

Instead, an independent samptedt was used to answer the research question
three, and determine if a gap existed between the mean of the skills identified by
recruiters and the mean of the skills identified by the hospitality educators as necessary
for success as an entry level manager in the hospitality industry.

The Levene’s Test for Equal Varianaeas used to determine if the assumption
of the ttest had been met. If the p value was less than or equéldb)dhe assumption
can be made that the two groups are not statistically equal. In contrast, if the p value is
greater than ¢.05), the assumption is made that the two groups are statistically equal.

The results found under the heading t-test for Equality of Meahsgle a column
labeled Sig. (2-tailed) which gives the p value associated with the t test olfip this
instance o= .05), the results are considered to be statistically significant. This implies
that if the p value less than .05 was observed, a difference in the level of importance
between the recruiters and the educators. Ta&te determined the degree of difference
in the level of importance between the means of the recruiters and educators. The larger
the t value, the greater difference between the means of the two independent groups. In
this study a two-tailedtest was used, in which case the positive or negative sign
associated with thevalue can be ignored for statistical purposes, but does indicate the

level of agreement in the importance for recruiters and educators.
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Missing Values

The survey design allowed respondents to choose to either not to respond or fail
to provide a response to a question, creating the need to address missing values within the
dataset. The latest version of the statistical tool SPSS 17.0 offers an add-on option “SPSS
Missing Values” (SPSS.com, 2008, pg 1). The documentation provided on the SPSS
website suggests “when you ignore or excluding missing data, you risk obtaining biased
or insignificant results” (pgl). According to SPSS documentation, the add-on tool
allows the user to uncover patterns in the missing data, and then uses a statistical
algorithm to estimate summary statistics and impute missing values. The methodology
used to handle missing values or non-respondents was based in part by the statistical tests
selected for use in this study.

According to Elvers (2008), an independetadt, can be used to determine if
there was a difference between the means of two independent samples. The test was used
to analyze the data collected through these surveys. The respondents were asked to
determine the importance of eighty-nine skills which were identified in the review of
literature as necessary for success as an entry level manager in the hospitality industry.
Elvers went on to indicate the influence of one missing value or non-response in the
statistical analysis of an independent t- test was limited to that skill. A missing value or
non-response could in itself be considered an indication of the respondent’s view of a
particular skill.

SPSS.com (2008) presents one theory with a tool and methodology to handle
missing values which support this researcher’s decision to input a pre-determined value

for missing data in the dataset. The latest version of the tool builds multiple models
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using different input values and generates a pooled model using inferential statistics
based upon the relationships within and between the imputations (SPSS.com). This study
used version 16.0 of the tool, which allowed the researcher to indicate a missing value or
non-response is present and to assign up to 3 discrete values to represent the missing
value in the dataset. Survey’s which include missing values or non-responses for a
particular skill are addressed using the missing value option, in this case a“0” was
assigned to represent the missing value. As a result, all 127 recruiter and 161 educators’

respondents surveys were included as part of the data analysis in this study.

Application to Industry and Education

The methods used to design this study were consistent with previous studies
looking to identify skills necessary for success in the hospitality industry. The results of
this study are applicable to both the industry and education as each continues to expand
in an effort meet the growing demanidithe needs of both the hospitality industry and
post-secondary hospitality education are better understood, and positively aligned, entry
level managers will most likely be more effective and productive. The results can be used
by hospitality recruiters to better understand what skills are taught in post secondary
hospitality education programs, and by hospitality educators to evaluate their current
curriculum to determine if it meets the needs of industry. Research that can be used to
close a gap, if it continues to exist, has the potential to improve the quality of hospitality
education, and better prepare graduates to be successful managers, which could in turn

increase the productivity of graduates, increase the satisfaction of both the employer and
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employee, reduce labor turnover, and influence the overall profitability of organizations
and the quality of post-secondary hospitality education.

In addition, this research has the potential to expand beyond the boundaries of
hospitality and into the realm of general education, identifying skills desired as an entry
level manager in any industry. As the world becomes an increasingly multi-cultural,
multi-national, global world, the lines which separate skills specific to a particular
profession are becoming “blurred”, which in itself may change the higher education we

know today.
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CHAPTER IV

FINDINGS

Introduction

The purpose of this study was to determine if the historic gap between the skills
hospitality recruiters identify as important for success as an entry level manager in the
hospitality industry and the skills hospitality educators identify as important for success
as an entry level manager still exists today, and if it does, in what areas. To accomplish
the objective of this study, hospitality recruiters and educators were asked to complete a
survey which identified the skills they considered important for success as an entry level
manager. The skills identified by recruiters and educators were compared to determine if
a gap still exists today.

In order to better understand the results of the study, it was important to identify
the characteristics of the individuals who responded to the survey. Provided first are the
demographics which exemplify the Hospitality Recruiters and Educators who responded
to the survey. Among the demographic information provided by the respondents were
their personal characteristics, their industry and educational experience, as well as
information about the organizations with which the recruiters and educators are currently

associated.
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Subsequently, the three research questions are addressed using analysis of the data
collected from the survey responses. Chapter IV summarizes the findings of the study

and presents the answers to the research questions listed below.

1. What skills do hospitality recruiters believe are important for graduates of post-
secondary hospitality education programs to possess in order to be successful as
an entry level manager in the hospitality industry?

2. What skills do hospitality educators believe are important for graduates of post-
secondary hospitality education programs to possess in order to be successful as
an entry level manager in the hospitality industry?

3. lIs there a significant difference between the skills hospitality recruiters believe are
important for graduates of post-secondary education to possess in order to be
successful as an entry level manager in the hospitality industry and the skills
hospitality educators believe are important for graduates to possess in order to be

successful as an entry level manager in the hospitality industry?

Hospitality Recruiters
Demographic Profile of Hospitality Recruiters
The demographic profile illustrated in Table 13 summarizes the characteristics of
the hospitality recruiters who participated in the survey. The results identified 49.6% of
the respondents were female and 37.0% were male among those providing a response to
the question about gender. The majority or 46.3 % of the respondents were between the
ages of 30 and 49; approximately 14.5% were either 20 to 29 or 50 to 59 years of age and

4.7% were over sixty. Of the 127 respondents, 84.4% responded positively when asked if
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they were U.S. citizens. In terms of their cultural heritage, 66.1 % of the recruiters
indicated they were North American, 13.4% were European, and 10.9% were a mix of
South American, Asian, Middle Eastern, African American or Other. Of the recruiters
responding, 41.8% earn between $50,000 and $100,000 per year, 23.6% were making

over $100,000 per year, while 10.2% were making less than $50,000 per year.

Table 13
Demographic Profile of Hospitality Recruiters
Gender n % Age n %
Male 47 37.0 | 20-29 18 14.1
Female 63 49.6| 30-39 32 25.1
Missing 17 13.4 | 40-49 27 21.2
50-59 19 14.9
U.S. Citizen n % 60-69 6 4.7
Yes 107 84.4 | Missing 25 20.0
No 4 3.1
Missing 16 12.% Cultural Heritage* n %
North American 84 66.1
Income n % South American 3 2.4
$25,000-$49,000 13 10.2 | Asian 1 0.7
$50,000-$74,000 33 26.1 | European 17 13.4
$75,000-$99,000 20 15.7 | Middle Eastern 2 1.6
$100,000-$124,000 13 10.2| African American 3 2.4
Above $125,000 17 13.4| Other 5 3.9
Missing 31 24.4 | Missing 25 19.7

*Multiple responses; N=127; n=frequency
Education Profile of Hospitality Recruiters

The survey included questions about the recruiter’s education, in an effort to
determine the scope of their knowledge about post-secondary education. Table 14
provides insight about the educational experiences of the recruiters responding to the
survey. Of those responding to the question which identified educational credentials,
67.0% of the recruiters had earned a bachelor’s degree, 16.6% a Master’s degree, and the

remaining 13.4% had earned either a High School diploma or an Associate’s Degree.
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One recruiter or 0.9% had earned a Doctorate Degree. The majority of the recruiters,
53.3% earned their degrees over 10 years ago, 18.1% between six and ten years ago, the
remaining 25.2% earned their degrees within the last five years. When asked if they had
experience teaching in a post-secondary education setting, the overwhelming majority,
85.8% had no experience.

Table 14
Education Profile of Hospitality Recruiters

Level of Education n % | Year Since Degree n %

High School 9 7.1| 1-3 years 18 14.2

Associate Degree 8 6.3 4-5 years 14 11.0

Bachelor's Degree 85 67.0 6-10 years 23 18.1

Master’'s Degree 21 16.6| 11-15 years 22 173

Doctorial 1 0.1 | 16-20 years 17 134

Missing 3 0.220+ years 29 22.8
Missing 4 3.2

Taught Post Secondary n %

Education

Yes 14 11.0

No 109 85.8

Missing 4 3.2

N=127; n=frequency
Career Profile of Hospitality Recruiters

Table 15 provides information about the recruiters’ industry experience, including
their experience beyond their current position as a recruiter. The majority, 76.4% of the
recruiters who responded to the survey had industry experience. Of the recruiters with
industry experience, 40.1% had between three and ten years; 37% had over eleven years
experience, and the remaining 8.7% had less than three years of industry experience. The
respondents experience included 67.7% who had at sometime worked as an hourly

employee; approximately 60% who had worked as an entry level or middle manager; an
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average of 38% had worked either as an executive or in a corporate position; a small

number, 3.9% of the recruiters had no industry experience.

Of those responding, 46.5% worked for their current employer between one and

five years, 33.9% between six and ten years, and 26% for over ten years. When asked

about the number of years in their current position, 55.9% responded between one and

five years, 28.3% over six years, and 13.4% for less than one year. The primary

responsibility of 41.7% of the respondents was as a recruiter, while 31.5% worked in the

area of General Human Resources. The remaining respondents, 39.4% listed General

Manager, Operations Manager and Other as their primary responsibility.

Table 15

Career Profile of Hospitality Recruiters

Length of Employment
(Current Employer)
Less than one

1-3 years

4-5 years

6-10 years

11-15 years

16-20 years

20+ years

Missing

Years in Current Position
Less than one

1-3 years

4-5 years

6-10 years

11-15 years

16-20 years

Missing

Job Responsibility*
Recruiter

n
7
36
23
24
19
8
6
4
n
17
51
20
25
4
7
3
n
53

General Human Resources 40

General Manager
Operations Manager
Other

Missing

8

9
33
29

%

5.9
28.4
18.1
18.9
15.0

6.3

4.7

3.1

%
13.4
40.2
15.7
19.6

3.2

5.5
2.4
%
41.

31,

6.
7.
26.

Industry Experience
Yes

No

Missing

Years of Industry
Experience

Less than 3 years
3-5 years

6-10 years

11-15 years

15+ years
Missing

Type of Industry
Experience

None

Hourly Employee
Entry Level Manager

T Middle Manager

SExecutive
BCorporate

L Entrepreneur
DOther

22.8

3 Missing

n %
97 76/4
13 10.p
17 13.4

n %

11 8.7
25 19.7
26 20.4
12 9.4
35 27.6
18 14.2
n %

5 3.9
86 67.7
81 63.8
76 59.8
45 35.4

52 40.9

19 14.9

2 1.5

19 14.9

*Multiple responses; N=127; n=frequency
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Hiring Characteristic of Hospitality Recruiters

The survey included questions which identified the hospitality organizations by
type along with their recruiting requirements. The recruiters indicated that 76.1% of the
organizations they were associated with were corporate owned while 20.5% were
independently run companies. Of those responding, 49.6% classified their organizations
as hotel/lodging, while 26.8% considered their organization a restaurant operation; the
remaining 28.3% classified their organization as “other”. When asked about the services
provided by their organizations, over 78% listed food and beverage among the services
available, while 60% cited lodging. In addition, over 46.5% of the organizations provided
services which are typically considered part of the overhead departments. When asked
about their recruiting efforts, over 57% recruited graduates for food and beverage
disciplines, while 50% recruited for positions in the lodging industry, specifically front
desk and housekeeping. The number of organizations recruiting for positions considered
part of the overhead departments ranged in the mid to high 30% for sales and marketing
and convention services to a low of 14.2% in the area of purchasing.

The recruiters indicated that among organizations that hired entry level managers,
67.7% hire for positions with either no direct responsibility or positions which require the
manager to supervise 1-5 employees. In contrast, 45.6% of the companies hired for an
assistant manager position, and 35.4% hire graduates into positions where the managers
supervise over 6 employees. 11% of the organizations hire entry level managers into a

position as a department manager.
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Table 16

Hiring Characteristics of Hospitality Recruiters

Service Provided by
Organization*

Food

Beverage

Lodging

Accounting
Engineering
Sales/Marketing
Catering

Convention Services
Information Technology
Purchasing

Human Resources
Other

Missing

Areas Recruited*
Food & Beverage
Kitchen

Front of the House
Banquets

Lodging

Front Desk
Housekeeping
Convention Services
Sale & Marketing
Administration

IT

Purchasing
Accounting
Engineering

n

102
99
77
71
59
82
84
67
62
70
74
16
14

n
86
73
87
50
46
67
61
43
49
30
24
18
a7
25

%

80.3
78.(
60.G
55.9

46.5%

65.0
66.!
52.7
49.0
55.
58.
12.6
11.4

%
67.7
57.5
68.5
39.4
36.2
52.7
48.0
33.8
38.5
23.6
18.9
14.2
37.0
19.7

Restaurant
3 Hotel/Lodging
) Other

Missing

D
Responsibility Given

| to Entry Level Managers*
No direct responsibility
Supervisory 1-5 employees
1Supervisory 6-10 employees
3Supervisory 10+ employees
Assistant Manager
Department Manager

Organization Turn-over Rate
(Annual)

Hourly Employee
Management

Missing

Ownership of Organization
Corporate

Independent

Franchise

Missing

Classify Organization* n

34

63

36

35

n

41
45
24
21
58
14

n

%

%
26.8
49,6

%

32,3
354
18.9
16.5
4%.6

71.6
20.5
2.4

*Multiple responses; N=127; n=frequency

Hospitality Educators

Demographic Profile of Hospitality Educators

The demographic profile of the hospitality educators who participated in the

survey is provided in Table 17. Of the educators who responded 65.2% were male; and
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29.8% were female. The majority or 57.1% of the respondents were between 40 and 59
years; 28.6% were over 60 years of age, the remaining 5.6% were between the 20-39
years of age. Of the 161 respondents, 88.2% responded positively when asked if they
were U.S. citizens. In terms of their cultural heritage 58.4% of the educators indicated
they were North American, 29.8% were European, and 10.6% were a mix of South
American, Asian, African American or Other. Of the educators responding, 44.8% earn
between $50,000 and $100,000 per year, 35.4% were making over $100,000 per year,
while 3.7% were making less than $50,000 per year.

Table 17
Demographic Profile of Hospitality Educators

Gender n % Age n %
Male 105 65.2 | 20-29 1 0.6
Female 48 29.8 | 30-39 8 5.0
Missing 8 5.0 | 40-49 38 23.6

50-59 54 33.5
U.S. Citizen n % | 60-69 38 23.6
Yes 142  88.2 | 70-79 8 5.0
No 10 6.2 | Missing 14 8.7
Missing 9 5.6

Cultural Heritage* n %
Income n % North American 94 58.4
$25,000-$49,000 6 3.7 | South American 2 1.0
$50,000-$74,000 31 19.3 | Asian 6 3.7
$75,000-$99,000 41  25.5 | European 48 29.8
$100,000-$124,000 32 19.9 | African American 2 1.0
Above $125,000 25 15.5 | Other 7 4.3
Missing 26 16.1 | Missing 16 9.9
*Multiple responses; N=161; n=frequency

Academic Profile of Hospitality Educators
The educators were asked to provide information about their academic
experiences to help determine the depth of their experience as an educator and the scope

of their knowledge as it relates to the hospitality industry. Table 18 outlines
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characteristics which define the educator’'s academic experience. When asked to provide
information about their academic ranking, 43.5% indicated they were either an Assistant
or Associate Professor, 22.4% had earned the rank of Professor, 21.1% were instructors,
and 6% were Clinical Faculty, while the remaining 8.7% indicated “Other”. The
respondents indicated 42.6% had worked for their current employer between six and
fifteen years, 21.7% for over 20 years, and 19% for less than three years. When asked
how long they had held their current position, 29.1% indicated less than three years, 3.0%
responded between four and ten years, and 37.3% between eleven and fifteen plus years.
The educators’ primary areas of academic interest were in Food & Beverage
(44.1%) and Management & Organization (39.1%), followed by Lodging (19.9%),
Human Resources (19.1%), Sales & Marketing (16.1%) and Accounting & Finance
(14.7%). When the educators were asked about the academic areas they had taught in the
past five years, the majority, 54.7% taught Management & Organization, 44.7%
responded with Food related courses, 31.7% indicated courses in the area of Cost Control
and Beverage related classes. Human Resource and Marketing related classes were taught

by 29% of those responding.

Table 18

Academic Profile of Hospitality Educators

Current Employer n % Held Current Position n %
Less than one year 3 1.8 less than one year 7 4.8
1-3 years 28 17.21-3 years 40 24.8
4-5 years 15 9.834-5 years 17 10.6
6-10 years 37 22.96-10 years 36 22.4
11-15 years 32 19.Y11-14 years 15 9.3
16-20 years 10 6.2 15+ years 45 28.0
20+ years 35 21.7 Missing 1 0.6
Missing 2 1.2
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Table 18 Continued

Academic Profile of Hospitality Educators

Academic Rank*
Instructor

Assistant Professor
Associate Professor
Professor

Clinical Faculty
Other

Missing

Primary Area of Academic
Interest *

Food and Beverage
Lodging

Gaming

Human Resources
Information Technology
Accounting & Finance
Sales and Marketing
Management & Organization
Business Law & Ethics

n
4
29
41
36
6
14
16

n
71
32
5
31
15
22
26
63
8

%
2]
18
25
2

3]
8
9,

o

44
19

= WO

(@1

Current Area Taught
L.ih the last five years*
3.Bood
».Beverage
P Bront Office
THousekeeping
.Accounting
9Engineering/Mechanical

Marketing

Information Technology
oPurchasing
L. Management & Organization
Lost Control
.Revenue Management
ORuman Resources
4Sales & Promotion
.Law & Ethics
6Business Analysis
).Internship
.Good w/Lab Courses

Lodging Course w/Lab

Missing

n %
72 44
50 3
33 20.
19 1
32 19
12 7
46 28§
28 17
35 2]
88 54
51 3]
24 14
47 2
24 14
15 9
34 2]
36 27
42 26
18 11,
4 2.

*Multiple responses; N=161; n=frequency

Industry Experience of Hospitality Educators

Questions on the survey were included to discover information about the

educators’ industry experiences and to help determine the scope of their knowledge about

1.7
1.1

).9
.6
1.7
1.7
1.9
0.2
1.9
1.1

.4
5.1

working in the hospitality industry. Table 19 provides information about the educators’

industry experience. Of the educators responding to this question, 90.7% had worked in
the industry at some point in their lifetime. When asked to provide information about the
number of years they had worked in the industry, the majority of the educators, 59.4%,

had over ten years experience, 24.7% had between three and fifteen years experience,

6.1% had less than three years of industry experience.
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The majority, over 60% of the educators had industry experience as an hourly
employee, entry level or mid level manager, 54.6 % had worked as an executive, while
30% had experience in the corporate office or as an entrepreneur. A small number, 2%,

had never worked in the hospitality industry.

Table 19

Industry Experience of Hospitality Educators

Industry Experience n % | All Areas of Industry Experience

Yes 146  90.7 Experience* n %

No 5 3.1 None 3 1.8

Missing 10 6.2 Hourly Employee 98 60.9
Entry Level Manager 104 64.6

Years in Industry n % | Mid Level Manager 107 66.4

Less than 3 10 6,/1Executive 88 54.6

3-5 years 16 9.0Corporate 45 27.9

6-10 years 23 14.8Entrepreneur 43 26.7

11-15 years 17 10.4Missing 14 8.7

15+ years 79 49.0

Missing 16 9.8

*Multiple responses; N=161; n=frequency

University Demographics of the Educators

The survey included questions about the location of hospitality education
programs within universities; the results can be found in Table 20. Of the respondents,
44.1% were employed by universities which include a College of Hotel and Restaurant
Administration. Business or Human Science Colleges house 39.7% of the hospitality
programs. In an effort to determine the characteristics of the hospitality programs, the
educators were asked to provide information about where particular hospitality related
courses were taught at their university. The majority of educators indicated that students
were taught by hospitality educators, with a smaller percentage being taught coursework

outside the program.
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Table 20
University Demographics for the Educators

College Affiliation* n %

Hotel & Restaurant Admin 71 44.1

Business College 36 22.3

Human Science College 28 17.4

Agriculture 0 0

Department within a college 9 5.6

Other 11 6.8

Missing 18 111

Where Curriculum Your Program Other Program Not Taught
Area is Taught n % n % n %
Food 145 90.0 12 7.4 1 0.6
Beverage 139 86.3 8 4.9 6 3.7
Front Office 132 81.9 10 6.2 9 5.6
Housekeeping 118 73.3 8 4.9 22 13.6
Accounting 122 75.7 42 26.0 3 1.8
Engineering/Mechanical 88 54.6 34 21.1 26 16.1
Marketing 126 78.2 44 27.3 2 1.2
Information Technology 104 64.6 48 29.8 8 4.9
Purchasing 120 745 16 9.9 12 7.5
Management & Organization 131  81.8 36 22.3 3 1.8
Cost Controls 137 85.0 19 11.8 4 2.5
Revenue Management 126 77.3 19 12.9 10 6.9
Human Resources 127 78.8 36 22.4 3 1.8
Sales & Promotions 125 77.6 29 18.0 6 3.7
Law & Ethics 122 75.7 33 20.5 4 2.4
Business Analysis 114 70.8 45 27.9 9 5.5
Food Course w/lab 139 86.3 14 8.6 2 1.2
Lodging Course w/lab 84 52.3 11 6.8 48 29.8
Missing = 6

*Multiple responses; N=161; n=frequency
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Research Question One

Research question one asked what skills do hospitality recruiters believe are
important for graduates of post secondary education programs to possess in order to be
successful as an entry level manager in the hospitality industry? In an attempt to answer
research question one in an orderly and logical manner the skills along with the
corresponding means are presented in rank order. The skills important to hospitality
recruiters are ranked in order according the mean in Table 21.

Twenty six skills had a mean of over 4.0, indicating they were considered very
important for success as an entry level manager by recruiters. The Emotional Intelligence
skills historic classification was based upon Nelson & Low’s (2003) Ewoétional
Intelligence; Achieving Academic and Career Excellentiee historical classification of
the skills included eleven emotional intelligence (EI) skills, eleven knowledge, skills,
abilities (KSA), and four technical skills (T).

There were 38 skills with a mean between 4.0 and 3.0, indicating they were
important for success as entry level mangers. Nineteen of these skills were classified as
knowledge, skills and abilities (KSA), seventeen skills were technical (T), two emotional
intelligence skills (El).

Twenty five skills were considered not important by recruiters; seventeen
technical skills (T), eight knowledge, skills and abilities (KSA) skills. Recruiters
indicated in the results that skills with a mean below 3.0 were not important to the

success of graduates as entry level managers in the hospitality industry.
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Table 21
Skills Recruiters Consider Important for Success as an Entry Level Manager

Rank | Classification Item Recruiter
Mean
1 El Integrity 4.76
2 KSA Enthusiastic; maintains a positive attitude 4.69
3 KSA Is willing and able to learn 4.65
4 KSA Maintains professional work standards and appearance 461
5 El Committed, hardworking, conscientious worker 4.60
6 T Listening Skills 4.59
7 El Focus on service quality 4.58
8 El Takes initiative 4.49
9 El Clear and effective communicator 4.46
10 KSA Flexible; can adapt to change 4.46
11 El Manages Stress Anger Anxiety 4.46
12 KSA Guest services 4.44
13 KSA Attention to detalil 4.38
14 El Leadership skills 4.31
15 T Able to Identify/Solve Problems 4.27
16 KSA Organizational skills 4.26
17 T Understands importance of orienting, training & 4.25
developing employees
18 El Assertive; exhibits self-confidence 4.19
19 KSA Motivates Others 4.18
20 KSA Sexual harassment and managing diversity 417
21 El Makes decisions 4.15
22 KSA Open to new ideas; innovative/creative 411
23 KSA Sets and meets personal goals 4.08
24 El Manages conflict 4.07
25 T Basic work experience 4.03
26 El Can empathize with others 4.01
27 KSA Utilizes resources effectively 3.95
28 KSA Service style and standards 3.93
29 KSA Understands a business environment 3.93
30 KSA Maximizes employee productivity 3.85
31 El Empowers others 3.81
32 KSA Works independently with little or no direction 3.81
33 KSA Diplomatic leader 3.78
34 T Food and beverage quality 3.77
35 T Food safety and sanitation 3.76
36 KSA Charismatic personality 3.73
37 KSA Culture and diversity 3.73
38 KSA Delegates tasks and responsibilities 3.73
39 T Shift management and employee scheduling 3.64
40 T Responsible alcohol service 3.62
41 T Food safety and the law 3.61
42 KSA Logical/analytical thinker 3.61
43 KSA Crisis management skills 3.58
44 KSA Understand a profit and loss statement 3.56
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45 KSA Cost control 3.55
46 T Ability to analyze data 3.50
47 KSA Public, guest/employee liability 3.50
48 T Utilizes accounting procedures/controls 3.46
49 KSA Safety programs 3.41
50 T Contamination and spoilage 3.39
51 T Budgeting 3.36
52 El Acts as a change catalyst 3.35
53 T Food and beverage product knowledge 3.33
54 T Accounting principles 3.26
55 KSA Strategic manager 3.26
56 T Understand hospitality sales and marketing 3.26
57 T Accurately forecasts revenues/expenses 3.25
58 KSA Has a college/graduate degree 3.18
59 T Purchasing and inventory management 3.14
60 T Familiar with Labor Laws 3.09
61 KSA Public relations 3.06
62 T Ratio and profit analysis 3.05
63 T Hazard communication 3.04
64 KSA Participates in continuing education 3.00
65 T Develops operational systems/controls 2.99
66 T Front desk operations 2.92
67 T Security Operations 2.92
68 KSA Contributes to the organization’s energy management 2.89
programs/going green policies
69 T Economics 2.84
70 T Data management 2.79
71 KSA Energy management/conservation/stain ability 2.72
72 T Reservations operations 2.71
73 T Menu planning /management 2.69
74 T Telecommunications 2.65
75 T Housekeeping operations 2.64
76 T Wages, salary and benefits administration 2.64
77 KSA Convention /conference management 2.60
78 T Facility maintenance and repair 2.58
79 T Software /Hardware Management 2.58
80 KSA Waste management 2.57
81 T Contractual services 2.54
82 KSA Convention /meeting planning services 2.51
83 KSA Globalization 2.40
84 T Speaks a foreign language 2.39
85 T Utilities and mechanical systems 2.30
86 KSA Renovations and capital improvement 2.25
87 KSA International issues 2.24
88 T Health/recreation operations 2.22
89 KSA Facility planning design and décor 2.12
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Research Question Two

Research question two asked, What skills do hospitality educators believe are
important for graduates of post- secondary hospitality education programs to possess in
order to be successful as entry level managers in the hospitality industry? In an attempt to
answer research question two in an orderly and logical manner, the skills along with the
corresponding means are presented in rank order. The skills important to hospitality
educators are ranked in order according the mean in Table 22.

Thirty skills had a mean over 4.0, indicating they were considered very important
for success and an entry level manager. The historical classification of the skills included
which nine were identified as emotional intelligence (EI) skills, thirteen were knowledge
skills and abilities (KSA) and eight are technical (T) skills.

There were forty seven skills with a mean between 4.0 and 3.0, indicating
recruiters considered these skills important for success as an entry level manager. The
historical classification of these skills included twenty one knowledge, skills and abilities
(KSA), twenty-two technical (T) skills; and four emotional intelligence (EI) skills.

Twelve skills, each with a mean below 3.0, were considered not important for
success as an entry level manager by educators. The historical classification of these

skills shows that seven were technical skills (T), and five knowledge skills and abilities.
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Table 22
Skills Educators Consider Important for Success as an Entry Level Manager

Rank | Classification ltem Educator

Mean
1 El Integrity 4.72
2 KSA Is willing and able to learn 4.70
3 KSA Enthusiastic; maintains a positive attitude 4.62
4 T Listening Skills 4.61
5 KSA Maintains professional work standards and appearance 4.58
6 El Committed, hardworking, conscientious worker 4.56
7 El Clear and effective communicator 451
8 El Focus on service quality 4.44
9 KSA Flexible; can adapt to change 4.42
10 El Takes initiative 4.37
11 T Able to Identify/Solve Problems 4.32
12 KSA Attention to detail 4.30
13 El Manages Stress Anger Anxiety 4.29
14 KSA Organizational skills 4.29
15 KSA Sexual harassment and managing diversity 4.25
16 T Food safety and sanitation 4.25
17 T Responsible alcohol service 4.19
18 KSA Understand a profit and loss statement 4.15
19 KSA Open to new ideas; innovative/creative 4.13
20 KSA Sets and meets personal goals 4.12
21 KSA Cost control 4.10
22 T Understands importance of orienting, training & developing 4.09

employees
23 KSA Guest services 4.08
24 El Makes decisions 4.08
25 El Leadership skills 4.04
26 El Can empathize with others 4.04
27 T Basic work experience 4.03
28 T Food safety and the law 4.03
29 KSA Motivates Others 4.01
30 T Food and beverage quality 4.01
31 El Assertive; exhibits self-confidence 3.99
32 El Manages conflict 3.98
33 KSA Service style and standards 3.97
34 KSA Utilizes resources effectively 3.95
35 KSA Works independently with little or no direction 3.93
36 KSA Logical/analytical thinker 3.92
37 KSA Understands a business environment 3.90
38 T Ability to analyze data 3.90
39 KSA Public, guest/employee liability 3.89
40 T Shift management and employee scheduling 3.88
41 KSA Maximizes employee productivity 3.87
42 KSA Safety programs 3.86
43 T Contamination and spoilage 3.86
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44 T Budgeting 3.85
45 KSA Culture and diversity 3.80
46 KSA Delegates tasks and responsibilities 3.78
47 T Accounting principles 3.77
48 El Empowers others 3.75
49 T Utilizes accounting procedures/controls 3.69
50 T Ratio and profit analysis 3.68
51 KSA Diplomatic leader 3.65
52 T Understand hospitality sales and marketing 3.65
53 KSA Crisis management skills 3.62
54 T Security Operations 3.62
55 T Food and beverage product knowledge 3.59
56 KSA Has a college/graduate degree 3.53
57 T Purchasing and inventory management 3.49
58 T Accurately forecasts revenues/expenses 3.47
59 T Familiar with Labor Laws 3.47
60 KSA Public relations 3.46
61 T Hazard communication 3.46
62 KSA Energy management/conservation/ 3.32
sustainability
63 T Menu planning /management 3.27
64 KSA Charismatic personality 3.25
65 KSA Strategic manager 3.16
66 T Data management 3.16
67 T Develops operational systems/controls 3.15
68 KSA Contributes to the organization’s energy management 3.14
programs/going green policies
69 El Acts as a change catalyst 3.12
70 KSA Waste management 3.12
71 KSA Participates in continuing education 3.11
72 T Wages, salary and benefits administration 3.09
73 T Facility maintenance and repair 3.08
74 T Front desk operations 3.07
75 T Housekeeping operations 3.06
76 KSA Globalization 3.02
77 T Software /Hardware Management 3.01
78 T Economics 2.99
79 T Reservations operations 2.99
80 T Contractual services 2.98
81 KSA Convention /meeting planning services 2.97
82 KSA International issues 2.97
83 KSA Convention /conference management 2.93
84 T Telecommunications 2.89
85 T Speaks a foreign language 2.84
86 T Utilities and mechanical systems 2.80
87 KSA Facility planning design and décor 2.62
88 KSA Renovations and capital improvement 2.60
89 T Health/recreation operations 2.57
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Research Question Three

The third research question asked if there is a significant difference between the
skills hospitality recruiters believe are important for graduates of post-secondary
education to possess in order to be successful as an entry level manager in the hospitality
industry and the skills hospitality educators believe are important for graduates to possess
in order to be successful as an entry level manager in the hospitality industry? Three
analytical comparisons were utilized to address this research question; ranking
comparisons, an independeitést, and historical classification.

Based upon the results of the rank ordering of the skills, the indepeftdsnaind
the level of importance comparison, a difference between the two groups continues to
exist. The results which support this conclusion are elaborated in the remainder of
Chapter IV.

First, the skills were ranked according to their statistical mean as outlined in Table
23, representing the level of importance placed on each skill by the recruiters and
educators. Also included in Table 23 are the results-tést tomparison which were
used to determine if a gap exists between the two groups. Tables 24, 25, & 26 identify the
magnitude and direction of the gap which exists between these two groups. Finally, the
skills are broken-down by their historic classification; the results of this analysis are
presented in Tables 27 & 28.
Skill Rankings

Table 23 lists all eighty-nine skills by recruiter means (RM) in descending order

along with the corresponding educator mean (EM); historic classification (C) difference
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between the recruiter and educator means (mtlifglue(t); degrees of freedom (dind
p value(p) for each skill.

The first ten skills are the same for both recruiters and educators, but the only
difference is the ranked order in which they appear. The historical origin of these skills
includes five emotional intelligence (EI) skills, four knowledge skills abilities (KSA)
skills and one technical skill.

Of the last ten skills listed, eight are the same with the only difference being the
placement in the ranked order in which these eight appear in the list. The historical
classification of the ten lowest ranked skills were six knowledge, skills and abilities
(KSA) skills, and four technical (T) skills.

The remaining sixty eight skills, which fall between the first ten and the last ten,
have a gap in rank placement ranging from no difference to seventeen places. The skills
are also classified into three groups, based upon their historical origin and are presented

in table format and are further delineated in Tables 23-28
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Table 23

List of Skill with t-test results Rank Ordered

Item Recruiter Educator
I C | Mean]| Rank] Mean| Rank | mdif t df p

Integrity | E 476 | 1 4.72 1 0.04 .609 | 284 | .543

Enthusiastic; maintains a positive attitudp KSA | 4.69 | 2 4.62 3 0.07 .894 | 283 | .372

Is willing and able to learn I Ksa] 465]| 3 4.70 2 -0.05 | .693 | 284 | .489

Maintains professional work standards ajdKSA | 4.61 | 4 4.58 5 0.03 466 | 284 | .642

appearance
Committed, hardworking, conscientious] El 460| 5 4.56 6 0.04 505 | 284 | .614
worker

Listening Skills T 459 | 6 4.61 4 -0.02 | .192 | 274 | .848

Focus on service quality El 458 | 7 4.44 8 0.14 | 1.812 | 274 | .071

Takes initiative El 449 | 8 4.37 10 0.12 | 1.508 | 279 | .133

Clear and effective communicator El 446 | 9 451 7 -0.05 519 | 283 | .604

Flexible; can adapt to change KSA] 446 | 10 | 442 9 0.04 516 | 284 | .606

Manages Stress Anger Anxiety El 446 | 11 4.29 13 0.17 | 2.019 | 281 | .044

Guest services KSA ] 444 | 12 4.08 23 0.36 | 3.479 | 271 | .001

Attention to detail KSA|] 438 | 13 | 4.30 12 0.08 .882 | 274 | .379

Leadership skills El 431 14 | 4.04| 25 0.27 | 2.852 | 284 | .005

Able to Identify/Solve Problems T 427 15 | 4.32 11 -0.05 | .577 | 283 | .564

Organizational skills KSA| 426 | 16 | 4.29 13 -0.03 | .329 | 281 | .742

Understands importance of orienting, | KSA | 4.25 | 17 4.09 22 0.16 | 1.449 | 282 | .148
training and developing employees

Assertive; exhibits self-confidence El 419 | 18 3.99 31 0.20 | 2.075 | 283 | .039

Motivates Others KSA|] 418 | 19 | 4.01| 29 0.17 1.74 | 283 | .082

Sexual harassment and managing divergtiSA | 4.17 | 20 | 4.25 15 -0.08 | .808 | 259 | .420

Makes decisions El 415 | 21 4.08 24 0.07 792 | 272 | 429

Open to new ideas; innovative/creativej] KSA | 4.11 | 22 413 19 -0.02 135 | 281 | .893

Sets and meets personal goals KSA] 408 | 23 | 4.12 20 -0.04 | .392 | 272 | .696

Manages conflict El 407 | 24 3.98| 32 0.09 915 | 274 | .361
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Basic work experience T 403| 25 | 4.03 27 0.00 133 | 273 | .998
Can empathize with others El 401| 26 | 4.04 26 -0.02 | .295 | 282 | .768
Utilizes resources effectively KSA] 395 | 27 3.95| 34 0.00 .004 | 272 | 997
Service style and standards KSA|] 3.93| 28 3.97 33 -0.04 | .317 | 207 | .752
Understands a business environment] KSA | 3.93| 29 | 3.90| 37 0.03 .265 | 273 | .791
Maximizes employee productivity KSA] 385 | 30 3.87 41 -0.02 | .172 | 282 | .864
Empowers others El 3.81| 31 3.75 48 0.06 507 | 274 | 612
Works independently with little orno | KSA | 3.81 | 32 393| 35 -0.12 | 1.168 | 282 | .244
direction

Diplomatic leader KSA] 3.78| 33 3.65 51 0.13 1.198 .274
Food and beverage quality T 3.77| 34 | 4.01 30 -0.24 | 1.960 | 200 | .051
Food safety and sanitation T 3.76 | 35 | 4.25 16 -0.49 | 3.621 | 192 | .000
Charismatic personality KSA] 3.73] 36 3.25 64 0.48 | 3.917 | 273 | .000
Culture and diversity KSA | 3.73| 37 3.80| 45 -0.07 | .610 | 261 | .543
Delegates tasks and responsibilities | KSA | 3.73 | 38 3.78| 46 -0.05 | .541 | 282 | .589
Shift management/employee scheduling T 3.64| 39 3.88| 40 -0.24 | 1.904 | 261 | .058
Responsible alcohol service T 3.62| 40 | 4.19 17 -0.57 | 4.047 | 172 | .000
Food safety and the law T 3.61| 41 § 4.03| 28 -0.42 | 3.054 | 188 | .003
Logical/analytical thinker KSA] 361 | 42 3.92 36 -0.31 | 3.227 | 274 | .001
Crisis management skills KSA] 358 | 43 3.62 53 -0.04 | .338 | 273 | .736
Understand a profit and loss statemen§ KSA | 3.56 | 44 | 4.15 18 -0.59 | 5.082 | 272 | .000
Cost control KSA|] 355| 45 | 410 21 -0.45 | 5.204 | 223 | .000
Ability to analyze data T 350| 46 § 390| 38 -0.40 | 3.740 | 272 | .000
Public, guest/employee liability KSA ] 350 | 47 3.89 39 -0.39 | 3.199 | 205 | .002
Utilizes accounting procedures/controld T 3.46 | 48 3.69 49 -0.23 | 2.168 | 270 | .031
Safety programs KSA| 341 | 49 | 3.86| 42 -0.45 | 3.909 | 258 | .000
Contamination and spoilage T 3.39| 50 3.86| 43 -0.47 | 3.128 | 196 | .002
Budgeting T 3.36| 51 § 3.85| 44 -0.49 | 4.181 | 217 | .000
Acts as a change catalyst El 3.35| 52 3.12 69 0.23 | 1.965 | 284 | .050
Food and beverage product knowledgd T 3.33| 53 3.59 55 -0.26 | 2.2320| 261 | .021
Accounting principles T 3.26 | 54 3.77 47 -0.51 | 4.502 | 261 | .000
Strategic manager KSA] 326 | 55 3.16 65 0.10 .884 | 273 | .377
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Understand hospitality sales and marketihg T 3.26 | 56 3.65 52 -0.39 | 3.224 | 261 | .001
Accurately forecasts revenues/expensgs T 3.25| 57 3.47 58 -0.22 | 1.736 | 273 | .084
Has a college/graduate degree | KSA ] 3.18 | 58 3.53| 56 -0.35 | 2.749 | 283 | .006
Purchasing and inventory managemer§ T 3.14| 59 3.49 57 -0.35 | 3.172 | 259 | .002
Familiar with Labor Laws T 3.09| 60 | 3.47 59 -0.38 | 3.254 | 283 | .001
Public relations KSA|] 3.06 | 61 3.46| 60 -0.40 | 3.159 | 260 | .002
Ratio and profit analysis T 3.05| 62 3.68 50 -0.63 | 4.993 | 260 | .000
Hazard communication T 3.04 | 63 3.46 61 -0.42 | 3.187 | 258 | .002
Participates in continuing education § KSA | 3.00 | 64 3.11 71 -0.11 | .819 | 274 | 413
Develops operational systems/controlsj T 299 | 65 3.15 67 -0.16 | 1.263 | 272 | .208
Security Operations T 292 | 66 3.62 54 -0.70 | 5.732 | 258 | .000
Front desk operations T 292 | 67 3.07 74 -0.15 | 1.048 | 224 | .296
Contributes to the organization’s energ§ KSA § 2.89 | 68 3.14 68 -0.16 | 1.926 | 227 | .055
management programs/going green poliges
Economics T 284 | 69 2.99 78 -0.15 | 1.186 | 258 | .237
Data management T 279 70 3.16 66 -0.37 | 3.173 | 257 | .002
Energy management KSA|) 272 71 3.32 62 -0.60 | 4.910 | 199 | .000
/conservation/sustainability
Reservations operations T 271 | 72 2.99 79 -0.28 | 2.057 | 226 | .041
Menu planning /management T 269 | 73 3.27 63 -0.58 | 4.902 | 261 | .000
Telecommunications T 265 | 74 2.89 84 -0.24 | 1.929 | 260 | .055
Wages, salary and benefits administratign T 264 | 75 3.09 72 -0.45 | 3.668 | 260 | .000
Housekeeping operations T 264 | 76 3.06 75 -0.42 | 3.273 | 214 | .001
Convention /conference management] KSA | 2.60 | 77 2.93 81 -0.33 | 2.643 | 218 | .009
Facility maintenance and repair T 258 | 78 3.08 73 -0.50 | 4.203 | 224 | .000
Software /Hardware Management T 258 | 79 3.01 77 -0.43 | 3.481 | 257 | .001
Waste management KSA | 257 | 80 3.12 70 -0.55 | 4.357 | 258 | .000
Contractual services T 254 | 81 298| 80 -0.44 | 3.472 | 213 | .001
Convention /meeting planning servicesf KSA | 2.51 | 82 2.97 83 -0.46 | 3.585 | 209 | .000
Globalization KSA|] 240 | 83 | 3.02| 76 -0.62 | .4771 | 225 | .000
Speaks a foreign language T 239 | 84 2.84 85 -0.45 | 3.896 | 282 | .000
Utilities and mechanical systems T 230 | 85 280| 86 -0.50 | 4.411 | 258 | .000
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Renovations and capital improvement] KSA| 2.25] 86 | 2.60] 88 | -0.35| 2.957 | 258 | .003
International issues Iksaf 224] 87 | 297] 82 | -0.73| .5878 | 225 .000
Health/recreation operations Il T J222] 8 | 257| 89 | -0.35| 3.020 | 260 | .003
Facility planning design and décor | KSA | 2.12 | 89 | 2.62] 87 | -0.50 | 4.229 [ 259 | .000

& .05
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Independent Sample test

An independent sampleést was used to compare the means of the two groups.
When thep value was less than or equal t@@6) the assumption can be made that the
two groups are not statistically equal and if the p value is greater i@B)athe
assumption is made that the two groups are statistically equal. Forty seven (52.8%) skills
were found to have a significant t-value difference at.05. Forty two (47.2%) skills
were found to have no significant statistical differenceat@5.

Analysis of the mean difference between recruiters and educators indicated 6
skills (6.7% of the 89 skills) were considered more important by recruiters. Table 24
presents the six skills which hospitality recruiters found statistically more important than
hospitality educators for success as an entry level manager. The historical classification
of these skills was four emotional intelligence (EI) skills and two knowledge, skills and

ability (KSA) skills.

Table 24
Skills recruiters indicated were more important

Item C RM EM mdif t df p
Manages Stress Anger Anxiety El 446 | 429 | 0.17 | 2.019| 281 | .044
Guest services KSA | 444 | 408 | 0.36 | 3.479| 271 | .001
Leadership skills El 431 | 404 | 0.27 | 2.852| 284 | .005
Assertive; exhibits self-confidence El 419 | 399 | 0.20 | 2.075| 283 | .039
Charismatic personality KSA | 3.73| 3.25| 0.48 | 3.917| 273 | .000
Acts as a change catalyst El 3.35| 3.12 | 0.23 | 1.965| 284 | .050
o=.05

Analysis of the mean difference between recruiters and educators indentified 41
skills (46.06% of the 89 skills) that were considered more important by educators. The
forty one skills identified as statistically more important for success by educators are
presented in Table 25. The historical classification of these skills included twenty-seven
technical skills (T) and fourteen knowledge, skills and abilities skills.
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Table 25
Skills educators indicated as important

ltem C RM EM mdif t df p

Food safety and sanitation T 3.76 |4.25 |-0.49|3.621 | 192 | .000
Responsible alcohol service T 3.62 [4.19 | -0.57|4.047 | 172 | .000
Food safety and the law T 3.61 | 4.03 | -0.42|3.054 | 188 |.003
Logical/analytical thinker KSA |3.61 | 392 |-0.31]3.227 | 274 |.001
Understand a profit and loss statement KSA | 356 |4.15 |-0.59 |5.082 | 272 | .000
Cost control KSA | 355 [4.10 | -0.45|5.204 | 223 |.000
Ability to analyze data T 3.50 [3.90 |-0.40|3.740 | 272 | .000
Public, guest/employee liability KSA | 350 | 3.89 |-0.39|3.199 | 205 |.002
Utilizes accounting procedures/controls T 3.46 | 3.69 | -0.23|2.168 | 270 |.031
Safety programs KSA | 3.41 | 3.86 |-0.45|3.909 | 258 | .000
Contamination and spoilage T 3.39 [3.86 |-0.47|3.128 | 196 | .002
Budgeting T 3.36 | 3.85 |-0.49|4.181 | 217 |.000
Food and beverage product knowledge T 3.33 | 359 | -.26 | 2.2320| 261 | .021
Accounting principles T 3.26 | 3.77 | -0.51|4.502 | 261 |.000
Understand hospitality sales and marketing T 3.26 | 3.65 |-0.39|3.224 |261 |.001
Has a college/graduate degree KSA | 3.18 [ 353 |-0.35|2.749 | 283 | .006
Purchasing and inventory management T 3.14 | 3.49 |-0.35|3.172 | 259 | .002
Familiar with Labor Laws T 3.09 | 347 |-0.38]3.254 | 283 |.001
Public relations KSA | 3.06 | 3.46 |-0.40 | 3.159 | 260 | .002
Ratio and profit analysis T 3.05 | 3.68 | -0.63|4.993 | 260 |.000
Hazard communication T 3.04 | 3.46 |-0.42|3.187 | 258 |.002
Security Operations T 292 |3.62 |-0.70 | 5.732 | 258 | .000
Data management T 2.79 |3.16 | -0.37 | 3.173 | 257 | .002
Energy management/conservation/ KSA | 272 | 3.32 | -0.60 | 4.910 | 199 | .000
Sustainability

Reservations operations T 271 | 299 |-0.28 | 2.057 | 226 |.041
Menu planning /management T 2.69 |3.27 |-0.58 | 4.902 | 261 |.000
Housekeeping operations T 264 |3.06 |-0.42|3.273 | 214 |.001
Wages, salary and benefits administration | T 2.64 | 3.09 |-0.45]|3.668 | 260 | .000
Convention /conference management KSA | 2.60 | 293 |-0.33|2.643 | 218 | .009
Facility maintenance and repair T 2.58 | 3.08 | -0.50 | 4.203 | 224 | .000
Software /Hardware Management T 258 |3.01 |-0.43|3.481 | 257 |.001
Waste management KSA | 257 |3.12 | -0.55|4.357 | 258 | .000
Contractual services T 2.54 | 298 |-0.44 |3.472 | 213 |.001
Convention /meeting planning services T 251 | 297 |-0.46 | 3.585 | 209 |.000
Globalization KSA | 240 [3.02 |-0.62 | .4771 | 225 |.000
Speaks a foreign language T 239 1284 |-0.45|3.896 | 282 |.000
Utilities and mechanical systems T 2.30 | 2.80 |-0.50|4.411 | 258 |.000
Renovations and capital improvement KSA | 225 | 2.60 |-0.35|2.957 | 258 |.003
International issues KSA | 2.24 | 297 | -0.73 | .5878 | 225 | .000
Health/recreation operations T 2.22 | 257 |-0.35]3.020 | 260 |.003
Facility planning design and décor KSA | 212 | 262 |-0.50]4.229 | 259 |.000
a=.05
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Analysis of the mean difference between recruiters and educators indentified 42
skills (47.2% of the 89 skills) with no statistically significance difference between the
two groups in the levels of importance as a skill important for success as an entry level
manager. The forty two skills identified as having no statistically significant difference
between the two groups are presented in Table 25. The historical classification included
twenty three that are knowledge, skills and ability (KSA), nine emotional intelligence
(E1) skills, and ten technical (T) skills.

Table 26
Skills with no statistical difference between recruiters and educators

ltem RM EM mdif t df p

Able to Identify/Solve Problems 427| 4.32 | -0.05| .577 | 283 | .564

C
T

Accurately forecasts revenues/expenses T | 3.25| 3.47 | -0.22 | 1.736| 273 | .084
S

Attention to detail KSA | 4.38| 4.30 | 0.08 | .882 | 274 | .379

Basic work experience T |4.03] 4.03 | 0.00 | .133 | 273 | .998

Can empathize with others El |4.01] 4.04 | -0.02| .295 | 282 | .768

Clear and effective communicator El | 446 451 |-0.05| .519 | 283 | .604

Committed, hardworking, conscientious | EI | 4.60| 4.56 | 0.04 | .505 | 284 | .614
worker

Contributes to the organization’s energy| KSA | 2.89| 3.14 | -0.16 | 1.926| 228 | .055
management programs/going green policies

Crisis management skills KSA | 3.58| 3.62 | -0.04| .338 | 273 | .736

Culture and diversity KSA | 3.73] 3.80 | -0.07| .610 | 261 | .543

Delegates tasks and responsibilities | KSA | 3.73| 3.78 | -0.05| .541 | 282 | .589

Develops operational systems/controls | T | 2.99| 3.15 | -0.16| 1.263| 272 | .208

Diplomatic leader KSA | 3.78| 3.65 | 0.13 | 1.193| 274 | .234
Economics T |284| 299 |-0.15|1.186| 258 | .237
Empowers others El 1381] 3.75 | 0.06 | .507 | 274 | .612
Enthusiastic; maintains a positive attitudg KSA | 4.69| 4.62 | 0.07 | .894 | 283 | .372
Flexible; can adapt to change KSA | 4.46| 4.42 | 0.04 | 516 | 284 | .606
Focus on service quality El |458| 4.44 | 0.14 | 1.812| 274 | .071
Food and beverage quality T |3.77] 4.01 | -0.24|1.960| 200 | .051
Front desk operations T |292] 3.07 | -0.15| 1.048| 224 | .296
Integrity El |4.76] 4.72 | 0.04 | .609 | 284 | .543
Is willing and able to learn KSA | 4.65| 4.70 | -0.05| .693 | 284 | .489
Listening Skills T |459| 461 | -0.02| .192 | 274 | .848
Maintains professional work standards andKSA | 4.61| 4.58 | 0.03 | .466 | 284 | .642

appearance
Makes decisions El | 4.15| 4.08 | 0.07 | .792 | 272 | .429
Manages conflict El |4.07] 3.98 | 0.09 | .915| 274 | .361
Maximizes employee productivity KSA | 3.85| 3.87 | -0.02| .172 | 282 | .864
Motivates Others KSA | 4.18| 4.01 | 0.17 | 1.74 | 283 | .082
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Open to new ideas; innovative/creative | KSA | 4.11| 4.13 | -0.02| .135 | 281 | .893
Organizational skills KSA | 4.26| 4.29 | -0.03| .329 | 281 | .742
Participates in continuing education KSA | 3.00/ 3.11 |-0.11| .819 | 274 | .413
Service style and standards KSA | 3.93| 3.97 | -0.04| .317 | 207 | .752
Sets and meets personal goals KSA | 4.08| 4.12 | -0.04| .392 | 272 | .696
Sexual harassment and managing diversityKSA | 4.17| 4.25 | -0.08 | .808 | 259 | .420
Shift management and employee schedulingT | 3.64| 3.88 | -0.24| 1.904| 261 | .058
Strategic manager KSA | 3.26| 3.16 | 0.10 | .884 | 273 | .377
Takes initiative El | 449 437 | 0.12 | 1.508| 279 | .133
Telecommunications T |2.65| 289 | -0.24| 1.929| 260 | .055
Understands a business environment | KSA | 3.93| 3.90 | 0.03 | .265 | 273 | .791
Understands importance of orienting, training(SA | 4.25| 4.09 | 0.16 | 1.449| 282 | .148
and developing employees
Utilizes resources effectively KSA | 3.95| 3.95 | 0.00 | .004 | 272 | .997
Works independently with little or no KSA | 3.81| 3.93 |-0.12|1.168| 282 | .244
direction

o=.05

Historical Classification

The means of the skills were separated by group and by classification and were

summed so that the mean of the mean could be calculated for each of the historical

categories; the results are presented in Table 27. The Emotional Intelligence skills mean

of the mean for the recruiter’'s was 4.24 and 4.15 for the educators. The mean of the

mean calculation for KSA skills was 3.57 for recruiters and 3.73 for educators. The

Technical (T) skills mean of the mean was calculated at 3.16 for recruiters and 3.5 for

educators. The results indicated that recruiters place a higher level of importance on

Emotional Intelligence Skills than educators, and educators placed a higher level of

importance on KSA and Technical skills than do recruiters.

Table 27 Mean of the Mean

Recruiter Educator
Mean of Mean | Mean of Mean
El 4.24 4.15
KSA 3.57 3.73
T 3.16 3.5
o=.05
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Further Clarification of the Level of Importance

Of the eighty nine skills, recruiters identified 29.2% of the skills as very
important, 42.7% of the skills as important and 28.1% as not important, whereas
educators indicated that 33.7% of the skills were very important, 52.8% were important
and 13.5% were not important. These results identified a gap between the two groups in
the number of skills which fell into each of the three categories; very important,
important, and not important. Table 27 and 28 presents a summary of the level of
importance recruiters and educators place on the eighty nine skills according to the mean
value identified in the results of this survey. This information is broken down by

historical classification in each table for further classification.

Table 28 Overview of Historical Responses - Recruiters

Skill Classification | >4.0f % |3.99-3.0] % |<299| %
Emotional Intelligence 11 | 42.3* 2 5.3* 0 0.00*
Knowledge, Skills and 12 | 46.2* 19 50.0*| 9 36.0*

Abilities
Technical 3| 1154 17 44.7*| 16 | 64.0*
Total Skills 26 | 29.2 38 42.7 25 28.1

a =.05 *Percent of skill by mean value.

Table 29 Overview of Historical Classification - Educators

Skill Classification | >4.0] %* [3.99-3.0*| % |<2.99*| %
Emotional Intelligence 9 | 30.0 4 8.5 0 0.00
Knowledge, Skills and 14 | 46.7 21 4471 5 41.7

Abilities
Technical 7 | 23.3 22 46.8| 7 58.3
Total Skills 30 | 33.7 47 52.8] 12 13.5

a = .05 *Percent of skill by mean value.
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Table 30 Skills Considered Important By Both Recruiters and Educations by
Historical Classification

Emotional Intelligence Knowledge; Skills and Abilities Technical

Integrity

Committed, hardworking,
conscientious worker
Focus on service quality
Takes initiative

Clear and effective
communicator

Makes decisions
Manages conflict

Can empathize with others
Empowers others

h®

Enthusiastic; maintains a
positive attitude

Is willing and able to learn
Maintains professional
work standards

Flexible; can adapt to
change

Attention to detall
Organizational skills
Understands importance g
orientating, training and
developing employees
Motivates others

Sexual harassment and
managing diversity

Open to new ideas;
innovative/creative

Set and meets personal
goals

Utilizes resources
effectively

Service style and standard
Understands a business
environment

Maximizes employee
productivity

Works independently with
little or no direction
Diplomatic leader
Culture and diversity
Delegates tasks and
responsibilities

Crisis management skills
Strategic manager
Participate in continuing
education

Contributes to the
organization’s energy
management
programs/going green
policies

e o T o

Listening Skills

Able to identify/solve
problems

Basic work experience
Accurately forecasts
revenues/expenses
Develops operational
systems and controls
Front desk operations
Economics

Food and beverage quality
Shift management and
scheduling employees
Telecommunication
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The results indicated that of the 89 skills included in this study, 52.8%, a majority,
had a statistically significant difference between the level of importance assessed by
recruiters and educators. The findings also provide insight into the level of importance
each group places on the specific types of skills based upon their historical classification;
Emotional Intelligence, Knowledge Skills & Abilities, or Technical for success in an
entry level manager in the hospitality industry.

An analysis of the results of this study, utilizing three separate analytical methods
to determine if there is a difference in the skills hospitality recruiters and educators
believe are important for success as an entry level managers in the hospitality industry,
indicate that the previously identified historical gap continuous to exist today. Forty
seven (52.8%) skills were found to have a significant t difference=a@a whereas only

forty two (47.2%) skills were found to have no significant statistical difference-a0a.
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CHAPTER V

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

Introduction
The purpose of this research was to determine if there was a difference between

the skills recruiters consider important for success as an entry level manager in the
hospitality industry and the skills hospitality educators consider important to the success
of entry level managers in the hospitality industryhree research questions were
developed and used to achieve the purpose of this study; the questions are as follows:
1. What skills do hospitality recruiters believe graduates of post-secondary education

should possess in order to be successful as an entry level manager in the hospitality

industry?
2. What skills do hospitality educators believe are important for graduates of post-

secondary education to possess in order to be successful as entry level managers in

the hospitality industry?
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3. Is there a significant difference between the skills hospitality recruiters believe are
important for graduates of post-secondary education to possess in order to be
successful as an entry level manager in the hospitality industry and the skills
hospitality educators believe are important for graduates to possess in order to be

successful as an entry level manager in the hospitality industry?

The population was defined and subsequently the sample was drawn from
recruiters and educators associated with the universities identified in a study which
ranked the top higher education hospitality programs in the U.S. by Brizek and Khan
(2002). This was a convenience sample and included individuals associated with the top
twenty-nine universities as of July 31, 2008. A self administered closed ended
guestionnaire, which incorporated eighty-nine skills, was identical for both the recruiters
and educators, but the demographic questions were specific to the recruiters and

educators.

Summary of Findings & Conclusions
An internet based tool was used to collect the raw data, which was coded into
symbols to prepare the data for analysis. The study included 127 recruiter and 161
educator respondents to the survey. The overall response rate was 19.7% and 27.1%
respectively. The data was analyzed to establish the findings which are based upon the

results of the survey.
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Age & Gender

Finding
A comparison of the recruiters and educators’ gender found 49.6% of the

recruiters were female, compared to 29.8% of the educators; while 37.0% of the
recruiters and 65.2% of the educators were male. The majority of the recruiters were
between the ages of 30 and 49; compared to the educators who were between 40 and 69
years of age.

Conclusion

The disparity in age points out that these two groups come from different
generations, coupled with the divergence in gender indicates that the responses were
based upon two completely different perspectives. The recruiters’ responses could be
influenced by the avant-garde perspective, while the educator’s responses may be from
the old guard perspective.

Education

Finding

While 83% of the recruiters had earned a either a Bachelor’'s or Master’s Degree,
85.8% had never taught in a post secondary education setting. In contrast, 65.9% of the
educators had earned a Ph.D., with 90% having some form of industry experience.

Conclusion

The recruiters’ understanding of the nature of postsecondary education is based
upon their experience as a student, whereas a majority of the educators’ understanding of

the hospitality industry is drawn from both industry and academic experience.
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Classification of Organization
Finding

The recruiters classified their organizations as 26.8% restaurants, 49.6% lodging
and 26.3% other, yet when asked about the areas for which they recruited graduates the
response included 67.7% food and beverage and 57.5% kitchen positions. The combined
response rate was greater the 100% indicating that some recruiters solicited graduates
from both areas.

Conclusion

The difference would indicate that organizations other than restaurants hire
graduates for positions associated with food and beverage. This is also an indication that
the skills considered important for success in entry level managers would benefit
graduates in all areas of the hospitality industry.

Building on the previous point, when educators were asked about their areas of
interest, 44% cited food and beverage, 39.1% the area of management and organizations,
while only 19.3% pointed to lodging.

The number of recruiters (49.6%) associated with a lodging organization
compared to the number of educators whose primary interest was lodging (19.9%)
indicate that there may be a gap between the two groups in terms of areas of interest.
Primary Interest
Finding

Adding further to this point, while the educators indicated only 39.1% considered
management and organization as their primary interest, 54.7% had taught management

and organization in the past five years. The recruiters pointed out that 52.7% of the
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graduates are hired into lodging positions, yet the results of the study found that only
19.3% of the educators have a primary interest in lodging.
Conclusion

The percentage of graduates who are hired into lodging organizations is
significantly higher than the number of educators who have a primary interest in lodging.
This disparity between the number of graduates hired by lodging organization and the
number of educators with a primary interest in lodging brings to mind the question of the
guality of lodging education. Are there an adequate number of educators available to
teach lodging courses, or are the lodging courses being taught by food and beverage
educators?
University Demographics
Findings

Of the educators responding, 55.9% were associated with a hospitality program
housed as a department in a college at their university. Less than half taught at a
university which had a College dedicated to Hotel and Restaurant Administration.
Conclusion

The location of the hospitality education programs within the university is an
indication of the level of importance and support for the program as compared with the
overall mission of the university. The location can also be an indication of local and

national support by industry for the program in terms of financial support and need.
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Skill Ranking
Finding
The top ten skills for success identified by both recruiters and educators were:
R E
Integrity (EI) 1
Enthusiastic, maintains a positive attitude (KSA) 2 3
Is willing and able to learn (KSA) 3 2
Maintains professional work standards & appearance (KSA) 4 5
Committed, hardworking, conscientious worker (EI) 5 6
Listening Skills (T) 6 4
Focus on service quality (EI) 7 8
Takes initiative (EI) 8 10
Clear and effective communicator (EI) 9 7
Flexible; can adapt to change (KSA) 10 9
The top ten skills for both groups were identical; the only difference between the
two groups was the order in which the skills appeared in the list. This finding indicates
that in terms of the skills considered most important, the level of importance assessed by
recruiters and educators is aligned. The historical classification of the top ten skills are
50% emotional intelligence (EI) skills, 40% knowledge, skills and abilities (KSA) skills,

and only 10% are technical (T) skills.

The bottom ten skills for success identified by recruiters and educators were:

R E

Telecommunications (T) 74 84
Convention/Conference Management (KSA) 77 81
Waste Management (KSA) 80 70
Contractual services (T) 81 80
Convention/meeting planning services (KSA) 82 83
Globalization (KSA) 83 76
Speaks a foreign language (T) 84 85
Utilities and mechanical systems (T) 85 86
Renovations and Capital Improvement (KSA) 86 88
International Issues (KSA) 87 82
Health/recreation operations (T) 88 89
Facility planning design and décor (KSA) 89 87
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Comparisons of the ten skills identified by recruiters as the least important of the
89 are presented alongside the ten skills identified by educators as the least important.
There are actually twelve skills presented in the list, taking into consideration two skills
are ranked higher in importance by educators than by recruiter. As with the top ten skills,
the bottom ten skills for the two groups contain eight common skills, with the only
difference being the order in which they appear in the list. The historical classifications of
the least important skills are 7 KSA skills and 5 Technical skills.

Skills which are considered unimportant by both recruiters and educators (mean

below 2.99) are listed below:

e Economics(T) e Speaks a foreign language(T)

e Reservation Operations(T) e Utilities and mechanical systems(T)

e Telecommunications(T) e Renovations and capital

e Conventions/Conference improvements(KSA)
Management(KSA) e International Issues(KSA)

e Contractual Services(T) e Health & Recreation Operations(T)

e Convention/Meeting Planning e Facility planning, design and
Services(KSA) décor(KSA)

Conclusion

The results indicated that both the recruiters and educators recognize the
importance that emotional intelligence (EI) skills play in the success of an entry level
manager. Unfortunately, coursework specifically targeting El skills is not typically
included in hospitality education programs. The lack of inclusion of El skills may be
rooted in the fact that, despite attempts by educators, El skills are not easily taught.
Rather they speak to an individual’s personal characteristics and are skills developed over
the course of a lifetime. The remaining 5 skills considered important for success by

recruiters and educators are skills taught across a broad range of academic disciplines.
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This fact brings into question the need for programs which target hospitality
management. Could these skills be acquired with a management degree?

The twelve skills considered least important by the two groups are historically
classified as KSA'’s and Technical skills. Skills such as globalization, international issues
are considered current trends in the hospitality industry and are included in post-
secondary education. Further research identifying skills which should be included in post-
secondary hospitality curriculum could eliminate skills which are not valued by industry.
Universities might want to consider removing the lowest ranked skills which are
presented in Table 31, in doing so this would drop 5 KSA skills and 7 Technical skills
including lab classes from the curriculum. It is ironic that “Speaking a Foreign
Language” and “International Issues” area among the skills considered not important by
both recruiters and educators given the global perspective and demographics of the
workplace, especially in the U.S.

Skill Comparison
Finding

The mean of mean calculation of Technical skills for recruiters was 3.16 and for

educators 3.5, identifying the greatest disparity between the two groups when looking at

the three historic classifications of the skills.

Conclusion
The mean value of 3.16, which is very close to 3.0 the borderline value between
important and not important, suggests that recruiters do not consider technical skills of

value when compared to the educators’ mean value of 3.5. These findings bring in to
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guestion the need for coursework with a lab component. Would the students be better
served if hospitality programs extended the internship requirements for graduates?
Students would be exposed to a real-time industry environment, rather than the sanitized
environment of a lab.

Skill Comparison — Skills grouped by historic classification

Findings

The recruiters classified 26 skills as very important compared to the 30 skills
educators cited as very important. There was a difference in the historical classification
of the skills between recruiters who designated 11 emotional intelligence (EI) skills; 11
knowledge, skill and ability (KSA) skills and 4 technical (T) skills as very important
while educators pointed to 9 emotional intelligence (EI) skills, 14 knowledge, skills and
abilities (KSA) skills and 7 technical (T) skills as very important.

The number of skills recruiters and educators classified as important or not
important support the idea that a gap between the two groups continues to exist.
Recruiters found 38 skills important and 25 skills not important compared to educators
who listed 47 skills as important and 12 skills as not important. The recruiters considered
28.1% of the skills as not important, historically classified as 9 knowledge, skills and
abilities (KSA) skills and 16 technical (T) skills. Educators found only 13.5% of the skills
as not important, historically classified as 5 knowledge, skill and abilities (KSA) and 7
technical (T).

Conclusion
A comparison of the historical skills grouped by classification indicates a

misalignment between the two groups when we look beyond the skills considered very
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important for success. These findings support the theory that the historic gap continues
to exist. This difference may indicate that educators are focused in areas which are not
part of the skill set required of graduates to be successful as entry level managers as

judged by recruiters.

General Conclusions
The results of this study indicate that there is a difference between the skills
hospitality recruiters and educators considered important for success as an entry level
manager. This difference is consistent with previous research spanning the last thirty
years and suggests that industry and academia may have become comfortable with this
relationship. While recruiters place a heavier emphasis on skills classified as emotional
intelligence, educators continue to concentrate on technical and KSA'’s skills.

Beyond the skills of integrity and enthusiasm, the ability to learn is ranked as the
number three skill considered very important by recruiters. Post secondary education is
designed to build a framework, from which a graduate continues to develop as a manager.
Recruiters seem to be focused on skills which can be generalized across all areas of the
hospitality industry. This would include a trend toward skills which are less tangible,
those which are incorporated in the methods a graduate draws upon as a manager, and
those speaking to a manager’s character, rather than skill which are technical and specific
to a particular task. This would be analogous to developing a manager who functions as
a silo organization versus a manager who can work as a vertically integrated manager.

It appears that recruiters are looking for entry level managers who possess the

general capabilities to perform as a manager rather than as a manager who can only
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perform in a specific area. This calls into question the necessity of hospitality education
as an isolated discipline; would hospitality managers be better served with general
business degree augmented by practical experience in the hospitality industry?
Developing a graduate who can function in this manner would require educators to move
outside their historic comfort zone of academia and work to build a program which
develops all aspects of the student rather than isolated segments.

The greatest disparity between the two groups appears to be between the skills
considered important and not important. A comparison of the distribution between the
levels of importance assessed by the recruiters and educators indicates that there may be a
need to re-focus hospitality education, deemphasizing the skills recruiters consider not
important and shifting a greater focus on the skills considered as important.

The current economic climate, which appears to be mirroring the early 1980’s, a
time of high unemployment, economic uncertainty and a turn toward downsizing in the
industry (Johns & Teare, 1995), may once again force industry and academia to take a
closer look at their current position in the hospitality industry. Advances in technology
over the past twenty years have significantly changed the way hospitality organizations
function, with a greater emphasis placed on the process an organization follows to
achieve its goals. In addition, the present pace of change in the world may indicate that
the requirements of the hospitality industry will outpace education, increasing the gap
between the two organizations. The newest generation of potential post secondary
education students, who are the recipients of education and professional experience, may
find the dichotomy against their inner nature and may look for alternatives to achieve

their professional goals.
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Implications for Practice

Recruiters

Recruiters will continue to search for individuals who possess the skills necessary
for success as entry level managers; the question is where will they look to find these
individuals? It has been suggested that the benefits of a post secondary education go
beyond the subject matter knowledge; rather it's learning to navigate the process which is
of substantial benefit to the graduate and in turn to the organizations. As alternative
methods of preparing students for a career in the hospitality industry continue to emerge,
will they provide industries with graduates who are as well rounded as those who
graduate from a four year post secondary institution. Will graduates of these alternative
methods of education be any more competent in the skills considered important for
success than those who graduate from a post secondary hospitality? The disparity
between the types and quality of hospitality education programs available to potential
students is vast. Industry will ultimately determine the strengths and weaknesses of each
program based on whether they will hire graduates of the program. In the future, we
may find that either the students or the recruiters assess the cost benefit ratio only to
determine the cost of post secondary education outweighs the benefits?
Educators

The rising cost of a post secondary hospitality education, coupled with the current
economic conditions, may cause prospective students to seek an alternate source to
acquire the skills important for success and advancement in the hospitality industry.

The recent influx of two year hospitality programs and degrees offered by technical
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schools has the potential to reduce the number of students seeking hospitality degrees
from four year post secondary universities.

The inability of educators to adapt to the current needs of industry may lead
students to seek degrees from institutions which can provide the skills which are
considered important for success by industry. Historically, change in post secondary
academia had been painstakingly slow, and often by the time change does occur, it is
only to find that it is once again time to re-evaluate the process. The hospitality industry
is in a state of continuous evolution, one which is constantly looking for a new idea to
spark the interest its stakeholders while making use of the newest technology. This is an
environment which does not appear compatible with the structure of current post-
secondary universities. At some point in the future, post secondary education could
either learn to adapt to the needs of industry or they may find that the need for post
secondary hospitality education has diminished. Based upon the disparity of findings one
might ask “is a formal college education necessary for success as an entry level manager
in the hospitality industry?”

Future Research

Studying generational differences between recruiters and educators, and the
influence the generation gap has on the expectations of recruiters and educators toward
the skills considered important for success as an entry level manager in the hospitality
industry would be beneficial to both groups. In order to begin to close the gap between
the two groups it is important to understand the underlying characteristics which may be

the motivation for the gap.
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Research which identifies the competency level of graduates in the skills
considered important for success as an entry level manager could be beneficial to both
groups. Understanding the graduate’s level of competence in these skills could help
recruiters develop realistic expectations for the entry level managers they hire. In
addition, information about graduate competencies could help educators identify and
close gaps in their programs.

The skills were analyzed based upon a historic classification which spanned the
last forty years. It could be argued that Knowledge, Skills and Abilities (KSA'’S) is
actually an overarching classification for all skills, while Technical (T) and Emotional
Intelligence (EI) skills are actually a subcategory of the larger KSA’s. This assumption is
based upon the growing scope creep seen among the skill classification. Research
identifying the type of skills desired by industry as an entry level manager could
determine the need for an applied setting i.e. lab classes as part of the post-secondary
hospitality education curriculum.

Determining the effectiveness of various delivery methods used in post secondary
hospitality education to teach and disseminate information could be beneficial to
educators. Discovering teaching methods which effectively transfer information between
students and educators has the potential to improve the level of competency in the skills
considered important for success. This in turn will benefit industry by improving the
guality of post secondary-education graduates seeking entry level management positions.

A study which compares the skills identified as important for success as entry

level managers in the hospitality industry to skills considered important in entry level
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positions in other industries could identify skills which are applicable across a broad

range of industries.
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master’s research. The purpose of the study is to determine if there is a gap between the skills necessary
for success as entry level manager and skills included in post secondary education. Faculty and recruiters

will be asked to complete an electronic survey to identify the skills entry level managers need to be
successful.

was selected to participate in this study because the program at was ranked
as one of the top 25 undergraduate degrees in hospitality management according to a 2002 study in the
Journal of Hospitality & Tourism Education. |am writing to ask your help by providing the names and e-
mail address (if available the mailing address) of the recruiters who interview hospitality students in
your program.

Confidentiality of the data collected will follow standard IRB procedures and the contact information
you provide will be used solely for the purpose of this study. A list of the recruiters and their e-mail

address can be sent to Jennifer.Staton-Reynolds@okstate.edu or | would be happy to schedule a time to
visit with you by phone to discuss your participation in this study.

I' would be happy to share the results of this study upon completion. Please indicate that you would like
to receive a copy of the results in your return e-mail. The study should be completed in late fall, and the
results will be available in December or early January.

I appreciate your help and participation in this study,

Vammifer Staton-Reynmalds

Jennifer Staton-Reynolds
Master’s Student
Teaching Assistant
Oklahoma State University
210 HES West

Stillwater, Ok 74076
405-269-2367

If you have questions about this study, please feel free to contact my faculty advisor:
Dr. Bill Ryan, RD, LD
Oklahoma State University

b.ryan@okstate.edu
405-744-8485.
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Greetings

I am a graduate student in Hospitality Administration at Oklahoma State University preparing my
master’s research. The purpose of the study is to determine if there is a gap between the skills necessary
for success as an entry level manager and skills included in post secondary education. | am writing to
ask for your participation in the study. Educators and recruiters will complete an electronic survey to

identify the skills entry level managers need to be successful. The survey will be sent on Wednesday,
September 10th and should take about 20 minutes to complete.

The faculty at was selected to participate in this study because the program at
was ranked as one of the top 25 undergraduate degrees in hospitality management
according to a 2002 study in the Journal of Hospitality & Tourism Education.

| would be happy to share the results of this study upon completion. If you would like to receive a copy
of the results please provide your e-mail address as indicated in the survey. The study should be
completed in late fall, and the results will be available in December or early January.

| appreciate your help and participation in this study,

Vernifer Staton-Regmolds

Jennifer Staton-Reynolds
Master’s Student
Teaching Assistant
Oklahoma State University
210 HES West

Stillwater, Ok 74076
405-269-2367

If you have questions about this study, please feel free to contact my faculty advisor:
Dr. Bill Ryan, RD, LD

Oklahoma State University

b.ryan@okstate.edu

405-744-8485.

128

www.manharaa.com




October 1, 2008

Greetings,
LY
The management skills necessary for success in the hospitality industry and the skills taught in post secondary
nospitality programs have historically been misaligned. Given the rapid changes that are happening in the world today,
this study is being conducted to determine the specific factors associated with this gap and to determine where the
inconsistency lies. Reducing this discrepancy will better prepare university graduates to be successful earlier in their
careers. This in turn will make hospitality organizations more efficient and profitable.

We are requesting that you take 20 minutes to complete an on-line survey. You have been invited to participate in
this study because you are a hospitality recruiter or an educator at one of the top 25(four-year) hospitality education
programs in the United States. If you have already participated in this survey, I apologize for bothering you again.

There are no known risks associated with this project that are greater than those ordinarily encountered in daily
life. Your response to this survey is voluntary and your answers will be kept totally confidential. Your name and contact
information will be kept separately from your responses and will not be associated with the responses. Research records
will be stored securely and only the researcher and faculty advisor responsible for the research oversight will have access
to the records. The data will be reported in aggregate format and no specific respondent’s identity will be released or
identified in the report. While we would like you to answer the survey completely, you have the right not to respond to
any of the questions, for whatever reason you have.

If you have questions about your rights as a research volunteer, you may contact:

Dr. Shelia Kennison
IRB Chair
219 Cordell North
»Stillwater, OK 74078-1038
15.744.1676 or irb@okstate.edu

‘We thank you in advance for participating and volunteering your valuable time. We strongly urge you to participate in
this survey in order help close the gap between industry and education.

Sincerely,

Jennifer Reynolds

Graduate Student

Oklahoma State University

School of Hotel and Restaurant Administration
210 HESW

Stillwater, OK 74078

405-744-6713

Dr. Bill Ryan, Ed.D., RD, LD
Associate Professor
Associate Director
Oklahoma State University
School of Hotel and Restaurant Administration
210 HESW
Stillwater, OK 74078
405-744-8485
b clicking on this link you are consenting to participate in the survey (You may need to press control and click on the
k depending upon your web browser setting).

https://www.surveymonkey.com/s.aspx?sm=7rrqwZpzkRdoXcuRwy 2b%iA 3d 3d
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Greetings,

The management skills necessary for success in the hospitality industry and the skills taught in post
secondary hospitality programs have historically been misaligned. Given the rapid changes that are happening in
the world today, this study is being conducted to determine the specific factors associated with this gap and to
determine where the inconsistency lies. Reducing this discrepancy will better prepare university graduates to be
successful earlier in their careers. This in turn will make hospitality organizations more efficient and profitable.

We are requesting that you take 20 minutes to complete an on-line survey. You have been invited to
participate in this study because you are a hospitality recruiter or an educator at one of the top 25(four-year)
hospitality education programs in the United States.

There are no known risks associated with this project that are greater than those ordinarily encountered in
daily life. Your response to this survey is voluntary and your answers will be kept totally confidential. Your
name and contact information will be kept separately from your responses and will not be associated with the
responses. Research records will be stored securely and only the researcher and faculty advisor responsible for the
research oversight will have access to the records. The data will be reported in aggregate format and no specific
respondent’s identity will be released or identified in the report. While we would like you to answer the survey
completely, you have the right not to respond to any of the questions, for whatever reason you have.

If you have questions about your rights as a research volunteer, you may contact:

Dr. Shelia Kennison

IRB Chair

219 Cordell North

Stillwater, OK 74078-1038
405.744.1676 or irb@okstate.edu

We thank you in advance for participating and volunteering your valuable time. We strongly urge you to
participate in this survey in order to help close the gap between industry and education.

Sincerely,

Jennifer Reynolds Dr. Bill Ryan, Ed.D.,RD, LD

Master’s Student Associate Professor

Oklahoma State University Associate Director

School of Hotel and Restaurant Administration Oklahoma State University

210 HESW School of Hotel and Restaurant Administration.
Stillwater, OK 74078 210 HESW

405-744-6713 Stillwater, OK 74078

405-744-3485

By clicking on this link you are consenting to participate in the survey.

https://www.surveymonkey.com/s.aspx?sm=TTiJhiNuv2KYSEWJZOFolxQ 3d 3d
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Skills necessary for success - Recruiters

On a scale of 1-5 with 1 being "Not Important" and 5 being "Extremely Important"
rate the level of importance in your opinion, of the following skills for first year
Hospitality Managers.

Not e —— Extremely
Important p Important
open to new ideas; innovative/creative

leadership skills

_delegates tasks and responsibilities

has a college/graduate degree

maximizes employee productivity

manages stress{anger!an).(tety

7enthrusiastlc; maintains a positive attitude
integrity

can emﬁéthlze with others

committed, hardworking, conscientious worker
-tak'es Iﬁltlatlve

works independently with little or no direction

‘clear and effective communicator

understands importance of orienting, training and developing
employees

flexible; can ada;)t I:o. ch_ange-

.mntivates others

icts as a change catalyst

speaks a foreign language

is willing and -able to learn

maintains professional work standards and appearance
Shieto ldéntlfy and soive problems : :
familiar with labor laws

'_assertlve; exhibits self-confidence

0000000000 OOOOO0O00O0O0000
0000000000 OOOOOO0O0000000
0000000000 OOO0O000000000
0000000000 OOOO0000000000
0000000000 OOO0O00O0000000

organizational skills

Let's take a break so you can tell us a little bit about yourself

Page 1
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Skills necessary for success - Recruiters

What is the highest level of education you have completed?
[[] High schoolrceD
D Technical Degree

D Associate Degree

El Bachelor's Degree

D Master's Degree

[ poctoran

How many years has it been since you graduated with your latest degree?
D 1-3 years

[ a-5 vears

[ 6-10 years

[] 11-15 vears

[] 16-20 years

D 20+ years

How long have you worked for your current employer?

D less than one year
D 1-3 years

D 4-5 years

D 6-10 years

D 11-15 years

D 16-20 years

I:] 20+ years

How many years have you been in your current position?
[[] tess than one year

[] 13 vears

D 4-5 years

D 6-10 years

D 11-15 years

[[] 15+ vears

Page 2
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Skills necessary for success - Recruiters
Have you taught at a post secondary education institution?

What is your primary job responsibility at this time?
D recruiter

[ generat human resources

D general manager

[[] operations manager

other (please specify)

== =

How would you classify your organization?

D restaurant/food service
[ noteintodging

other (please specify)

Please identify the ownership of your organization.

D Corporate

D Independent

D Franchise

Let’s rank a few more skills
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Skills necessary for success - Recruiters

On a scale of 1 - 5 with 1 being "Not Important” and 5 being "Extremely Important"”
rate the level of importance, in your opinion, of the following skills for first year
Hospitality Managers.

Not ot Extremely
Important P Important
focus on service quality

strategic manager

contributes to the organization's energy management
programs/going green policies

ability to analyze data

develops operational systems and controls
guest services

manages conflict

reservations operations

understands a profit and loss statement
basic work experience

sets and meets personal goals

listening skills

makes decisions

front desk operation

participates in continuing education
logical/analytical thinker

utilizes resources effectively

crisis management skills

charismatic personality

empowers others

attention to detail

accurately forecasts revenues and expenses
understands a business environment

utilizes accounting procedures/controls

0000000000000 OOOOOO0O OO0
000000000000 OOOOOOOOO0O OO0
0000000000000 OOOOOOOO OO0
OO00000OO0O0OO0OOOOOOOCOOO00O OO0
O00000O00O00OOOOOOOOOOO00 OO0

diplomatic leader

We'd like to know about your experience
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Skills necessary for success - Recruiters

Please indicate all the services provided by your organization.
[] fooa

[] beverage

|:| lodging/hospitality

D accounting

[[] engineering

[] satessmarketing

D catering

D conventions services

[[] information technology

[] purchasing

[[] numan resources

other (please specify)

E ]

Please indicate the areas for which you recruit hospitality graduates for entry level
management positions in the hospitality industry.

D food and beverage

|:| kitchen management
D front of the house
D banquets and catering
D lodging

D front desk

[:] housekeeping

D convention services
I:l sales and marketing
D administration
[

D purchasing

D accounting

D engineering

Page 5

135

—

www.manharaa.com




Skills necessary for success - Recruiters

Please indicate what level of responsibility is given to college graduates in an entry
level management position within your organization?

D hourly - no direct responsibility

D supervisory 1 -5 employees

D supervisory 6-10 employees

D supervisory more than 10 employees

D assistant manager - assists in operating a department

D department manager - responsible for the operation of a department

What is your organization annual turn-over rate?
(Enter a whole number)
Hourly Employee B e e |

Management I : =]

0Ok, let's get back to the skills now
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Skills necessary for success - Recruiters

Just a reminder the scale is 1 being "Not Important" and 5 being "Extremely
Important”.

Not Extremely
I rtant
Important Hprian Impprtant

convention and meeting planning services
wages, salary and benefits administration
‘budgeting :

international issues

:m-énl.l pli ing and manag
convention and- .(:onferem:e management
_éidﬁ;ﬁtmn

ﬁﬁnemtands hospitality sales and marketing
j;ur'chasing and invéntoﬁr minagem’gﬁt
telecommunications

': cost controls ;

culture and diversity

‘a:qt_:aunl:lng principles

public relations -

.hESEth_ and recreation operations

food and beverage product knowledge

‘shift Wt and employ scried_uﬂhg

ratio and profit analysis

0000000000000 000000
O000000000000000000
000000000000 0000000
O000000000000000000
O000000000000000000

:housel;ée ping operations

This information will help us draw useful conclusions
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Skills necessary for success - Recruiters

Please indicate your gender.

D male
D female

Would you consider sharing what years you were born between?
(optional)

D 1980-1989
[] 19701979
[] 1950-198s
[] 1950-1959
[] 1940-1940
[] 1930-1939

Are you a United States citizen?
D Yes
]:| No

Tell us about your cultural heritage.
D North American

D Central South American

|:| Asian
D European

D Middle Eastern

I:I Australian

D African American

Other (please specify)
[ - == ]

Your just about finished rating the level of importance!
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Skills necessary for success - Recruiters

The scale is 1 being "Not Important" and 5 being "Extremely Important”.

P Important Extremely
Important P Important

“contractual services

energy management and conservation and stain ability
.puplic, guest and empio\r&e liability e
food safety and sanitation :

_;a-l'el.;'y programs

sexual harassment and managing diversity
répig;iéib!e alcohol service =

facility planning, design and decor

facility e and repai:r =

food safety and the law

Fo}iﬂ -and bévgrage. quality :

hazard communication

_li_l;ilitles and mechanical systems

data management : .

renovations and céb[l:a_l lmﬁmvement ;

service style and standards

:\ffa's-l-:_e manaﬁeme_nt

economics

‘software and hard\;aare management

security operations

00000000000 0000000000
000000000000 000000000
0000000000000 00000000
O00000000000000000000
0000000000000 00000000

éontamlnatlon and spoilage

We'd like to know a bit about your industry experience
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Skills necessary for success - Recruiters

Do you have industry operations experience?
D Yes
D No

Overall, how many years of industry experience have you had?
[] tess than 3 years

[] 3-5 vears

[] 6-10 years

[ 11-15 years

[] 15+ vears

Other (please specify)

= — |

Indicate all areas within the industry you have operations experience.
[] wone

[[] as an nourly empioyee

[[] 25 an entry tevel manager

D as a middle manager

D as an executive
D corporate
D entrepreneur

other (please specify)

Would you be willing to share your annual salary range?
D Under $24,999

D $25,000-$49,999

D $50,000-$74,999

[[] $75.000-399,999

[] s100,000-5124,999

[] avove s125,999
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Skills necessary for success - Recruiters

If you would like to receive a copy of the results of this survey, please check yes and
include an e-mail address.

[ves
O
Please provide your e-mail address

Next let's rate your opinion of recent graduates competence in these skills
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Skills necessary for success - Faculty

On a scale of 1 - 5 rate the level of importance, in your opinion, of the following skills
for first year Hospitality Managers.

Not Extremely
Important
Important P Important

understands importance of orienting, training and developing
employees

works independently with little or no direction
leadership skills

flexible; can adapt to change

familiar with labor laws

enthusiastic; maintains a positive attitude
has a college/graduate degree

takes initiative

assertive; exhibits self-confidence
organizational skills

integrity

open to new ideas; innovative/creative
speaks a foreign language

can empathize with others

clear and effective communicator

acts as a change catalyst

manages stressfangérianxiety

able to identify and solve problems
motivates others

maximizes employee productivity

maintains professional work standards and appearance
delegates tasks and responsibilities
committed, hardworking, conscientious worker

is willing and able to learn

0000000000000 00OOOO0OO00 O
0]0]6]0/0]0[0/0/0/0/0/0]0/6/6/0/0/0/60]0/0,0 016
0]0/0/0/0]0[0/0]0]0/0]0]6/0/0/0/0/010]0/60OL®)
0]0]0]0/0]0[0/0/0]0/0/0[0/6/0/0/0/010/0/0,00/®)
0]0]0/0/0/0[0/0/6]0/0/0(60/6/6/0/0/016/0/0/00/0)

Let's take a break so you can tell us a little bit about yourself

Page 1

142

www.manaraa.com



Skills necessary for success - Faculty

What is the highest level of education you have completed?
[] wgn scnoov/cen

[[] rechnical pegree

[[] Associate Degree

[[] sacnetor's pegree

D Master's Degree

D Doctoral

How many years has it been since you graduated with your latest degree?
[] 1-3 vears

[] 45 vears

[] 5-10 years

[] 11-15 vears

[] 16-20 years

[] 20+ years

How long have you worked for your current employer?
[[] tess than one year

El 1-3 years

|:| 4-5 years

[] 510 years

[ 11-15 years

D 16-20 years

[] 20+ vears

How many years have you been in your current position?
[] tess than one year

[]1-3vears

[] 45 vears

D 6-10 years

[] 11-15 years

[] 15+ years

Let's rank a few more skills

Page 2
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Skills necessary for success - Faculty
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Skills necessary for success - Faculty

On a scale of 1 - 5 rate the level of importance, in your opinion, of the following skills
for first year Hospitality Managers.

Not fpbekant Extremely
Important P Important

contributes to the organization's energy management
‘programs/going green policies :
front desk operation

étte'ntinn to detail

reservations operations

‘focus on service quality

crisis manégement skills

f‘li_stenlng skills

utilizes accounting procedures/controls
-u_nﬁerﬁt_'ands a profit and lnsé.étaterﬁent
makes decisions

;?_é_rilcipates in continuing education :
basic work experience .
.qy-;_liize.s resources effectively
understands a business environment
manages conflictr H : .
develops operational systems and controls
d_i_ﬁlnmat_ic leader = '
ability to analyze da-ta

_strategic manager

empowers others

gg_est Services

charismatic personality

jqccu.r_ately 'fcreca_sts reve-nues and expenses.

logical/analytical thinker

000000000000000000000000 O
000000000000000000000000 O
0O00000000000000OO0000000 O
000000000000 000000000000 O
000000000O000O0000000000 O

:s__e_ts"a_'nd meets personal goals

We'd like to know about your experience
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Skills necessary for success - Faculty

What is/are your primary area(s) of academic emphasis?
[[] foodrveverage

[ roaging

D gaming

D human resources

I:, information technology

D accounting/finance

D sales and marketing

D management and organization

D business law and ethics

other (please specify)

[ : ]

Please indicate all curriculum area(s) you have taught, on a regular basis, in the past
five years.

D food
I:] beverage
D front office

D housekeeping

D accounting

D engineering/mechanical

D marketing

I:l information technology

I:I purchasing

D management and organization

El cost control

D Revenue Management

D human resources

D sales and promotions

D law and ethics

D business analysis

D internship

Paae 5
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Skills necessary for success - Faculty

D food courses with lab

D lodging courses with lab

Please indicate where the curriculum areas are taught at your university. Check all
that apply.

= ~_Your Program  Other Program Not Taught
:.}gig_ﬂ:' T = : ==
beverage

::_I‘.r_pnt T
housekeeping
;:I;cl_:nt'l'ntfng
engineering/mechanical
‘marketing
informatlnn technology
'.purg:ha"sl_rlg :
-rﬁaﬁagémeni and
organization
;gq&_contpl' .
revenue manageme-nt
;!‘l!‘i_l'_fl;rl resources =
sales and promotions
fawand ethics
business analysis

flmd course with lab

NOO00000 0000000000

DOO00000 OO00000000
OO000000 0000000000

lodging course with lab

Ok, let's get back to the skills now.
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Skills necessary for success - Faculty

On a scale of 1 - 5 rate the level of importance, in your opinion, of the following skills
for first year Hospitality Managers.

Not tmporkant Extremely
Important g p Important
‘accounting principles '

@)

convention and conference management
};osf__c;n_tml.s. : . .
wages, salary and benefits administration
‘purchasing and inventory manggemen-t =
food and beverage product kﬁuwledge
'cl-ql_tﬁre and diversity = =
internationﬁl issues

feting re-creat_inﬁ upera'ﬁnp's :
globalization

shift management and employee sch.eduling

convention and meeting planning services

i!.ﬂe‘l"!l lanning and man
budgeting

':._'rétlé and profit analysis
housekeeping operations
pnblic relations .

understands hospitality sales and marketing

000000000000OO00000
0000000000000000000
0000000000000000000
olsle/clelele/slolslelolelolelelelele
000000000000000000

telecommunications

This information will help us draw useful conclusions.
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Skills necessary for success - Faculty

Please indicate your gender.

[] mate
D female

Would you consider sharing what years you were born between?
(optional)

[] 19801980
[] 15701979
[] 1960-196¢
[] 1e50-1959
D 1940-1949
D 1930-1939

Are you a United States citizen?

D Yes
[Jne

Tell us about your cultural heritage.
D North American

D Central South American

D Asian
D European

D Middle Eastern

D Australian

D African American

Other (please specify)

You'll be done shortly
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Skills necessary for success - Faculty

On a scale of 1 - 5 rate the level of importance, in your opinion, of the following skills
for first year Hospitality Managers.

Not Extremely
1 rtant
Important mpe n_ Important

'epuhiic, guest and employee liability
security operations

_;'_l-'e;l"_l_-o"'v:'ai-tlon_s and églﬁl improvement

utilities and mechanici;l s.ystems.

o a:nd hardware mhnaﬁeme_qt s
i‘ood safety an& the law

-ifacﬁi'ty" planning, &eslgn anddecor .
food and beverage quallryr

;'cin:ntamlnation and spoilage

responsible alcohol service

L h

har and a diversity

food safety and sanitation

Facllity mqln&hance and repair
service style and standards
_,v}aste"mnﬂagemeht 2

safety programs

data management

contractual services

':l'!#_zjard co.mrn_unlcatlon'

energy management and conservation and sustainability

000000000000000000000
000000000000000000000
000000000000000000000
000000000000000000000
000000000000000000000

‘economics

Last but not least, a bit about your industry experience.
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Skills necessary for success - Faculty

What is your academic rank?

D Instructor

D Assistant Professor

D Associate Professor

D Professor

D Clinical Faculty

Other (please specify)

What is your college affiliation?

D A college of hotel and restaurant administration
D A department within a Business College

D A department within a Human Science College
[_] A department within the Agriculture College

D A department within another college

Other (please specify)

[ ]
Do you have industry experience?

D Yes
[Ine

Overall, how many years of industry experience do you have?

[[] tess than three
[ -5 vears

[] 610 vears

[] 11-15 years
[] 15+ years
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Skills necessary for success - Faculty
Indicate all areas within the industry you have operation experience?

[Eons

D As an hourly employee

I:l As an entry level manager

D As a mid-level manager

I:I As an executive
D Corporate
D Entrepreneur

Would you be willing to share your annual salary range?
D Under $24,999

[[] s25.000-549,999

[[] ss0.000-574,999

|:| $75,000-$99,999

[] s100,000-5124,999

|:| Above $125,998

Please send me copy of the results of this research.

D Yes
[Jne
E-Mail Address

Thank You for your participation!
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