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ABSTRACT 

The focus of this study was to determine the essential competencies needed by 

entry level lodging managers in Taiwan, ROC. Input was gathered from lodging 

industry professionals and hospitality academic educators. In Phase I, an expert panel 

consisting of 13 lodging industry professionals and 10 hospitality management academic 

educators was assembled for a modified three-round Delphi study. The results of this 

study were 60 agreed-upon competency statements that were then prioritized based on the 

perceptions of the expert panel. These statements reflected the essential competencies for 

entry-level lodging management trainees. Utilizing the results and competencies from 

Phase I, Phase 11 investigated the gaps that existed between lodging management 

personnel's perceptions and those of hospitality management academic educators 

regarding the competencies of entry-level lodging managerial trainees. A five-point 

Likert scale was used in weighting the competency statements. All the competency 

statements were prioritized and reported. Analysis of variance (ANOVA) was employed 

to test relationship between two different respondent groups. The instrument's reliability 

was reported at alpha = .963. There was consensus on 44 of the competencies with 

significant differences occurring between the remaining 16 competencies. Further 

discussion between industry and academic representatives will allow the development of 

a complete and meaningful competency foundation for the hospitality management 

programs in Taiwan. 

Keywords: Delphi, entry-level management trainee, lodging industry, and competency. 
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CHAPTER I 

BACKGROUND 

Because of the hospitality industry demand for qualified employees, issues 

regarding who will fill these jobs and how they will be prepared have emerged in Taiwan, 

Republic of China (ROC). Carey and Franklin (1993) reported that service-based 

industries including the hospitality industry would collectively create the newest jobs and 

would account for virtually all increases in employment scenarios between 1990 and 

2005. The growing demand for qualified employees has resulted in intra-service-industry 

competition to attract them. 

Zuber (1997) noted that the hospitality and tourism industry is changing its 

perception of recruiting employees. The higher education system now supports the 

hospitality and tourism industry by providing entry-level managers to fill the diverse 

industry demands. Okeiyi, Finley, and Postel (1994) indicated that many large hospitality 

and tourism firms recruit 30%) to 90%) of their managerial trainees from hospitality and 

tourism institutions. Many industry recruiters also report that graduates of four-year 

hospitality management (HM) programs with industry experience are better prepared for 

employment than students without such experience (Foodservice Education, 1991). 

Hutton (1997) declared that the hospitality industry is a fast-growing and 

successful industry. The rapid growth of the hospitality industry has increased demand 

for qualified employees in Taiwan. The lodging industry involves many facets of the 

hospitality (lodging, food, beverage, meetings, and resorts) and thus needs a capable, 

educated, and well-trained workforce in order to be successful in the competitive market. 



Current and future lodging managers must work harder to handle new areas of 

specialization and process information at a more complicated level than their 

predecessors. Consequently, the lodging industry demands more competencies for a 

management position (Purcell, 1993). It is vital that the HM programs educate their 

graduates in such a way that they can become professionals. 

In 2001 the supply of international tourist hotel rooms in Taiwan increased to 

17,815, which boosted the total overall hotel rooms available in Taiwan to 90,700 in 

2003 (Taiwan Tourism Bureau, 2003). Although Taiwan's hospitality and tourism 

industry was affected by a major earthquake in 1999 and by severe acute respiratory 

syndrome (SARS) in 2003, 47 tourist hotels with 11,396 hotel rooms will be added to the 

competitive market by 2006 (Taiwan Tourism Bureau, 2004). In order to address this 

rapidly expanding demand, the number of HM programs has increased dramatically in 

Taiwan. The seven undergraduate and one graduate HM program functioning in 1995 

have increased to 64 undergraduate and 18 graduate programs in 2002 (Appendix A) 

(Homg, 2003). 

Taiwan HM education began in the late 1960s. A tourism department was 

developed at the Chinese Culture University in 1968 when it offered the first tourism 

undergraduate program in Taiwan. As the HM and related programs developed, Taiwan 

HM programs have adapted a combination the United States (US) and European 

approaches. HM programs provide students with not only managerial preparation, but 

also practical operating skills and knowledge. 



Competencies in Education 

Gale and Pol (1980) mentioned that the first step in planning an educational 

program is the description of competencies required for successful functioning in a 

position and suggest that such statements be developed to form a survey of expectations 

in that field. 

Many professional organizations have begun to define competencies for persons 

entering various jobs from educational programs. Any particular one may involve 

knowledge, skills, ability, attitude, behavior, or judgment in relation to an established set 

of criteria for a position (Mariampolski, Spear, & Vaden, 1980). For example, the 

International Council on Hotel, Restaurant, and Institutional Education (I-CHRIE) has 

served as a forum for interaction between educators and industry professionals since 1946. 

The Accreditation Commission for Programs in Hospitality Administration (ACPHA) 

was established in 1989 to accredit programs at the bachelor's degree level (Hutton, 

1997). The Commission's standards provide a widely accepted set of educational 

standards. 

HM educators are concerned whether HM programs are preparing hospitality 

students adequately. Partlow and Gregoire (1994) suggested that educators must 

continually identify and investigate the competencies that are recognized by the industry 

as being essential for successful managers. A well-designed and utilized set of 

competencies can benefit HM educators, hospitality industry professionals, and an 

individual. Nath and Raheja (2001) declared that possession of the competencies enables 



an individual to perform the required function much better than others who do not 

possess the relevant competencies. 

Tas (1988) studied 75 top US hotels and developed and then ranked a list of 

competencies that might be needed by hotel-manager trainees as perceived by general 

managers. Thirty-six of these competencies formed the basis for decision-making in 

curriculum development for HM programs. Tas also suggested that university-level 

courses should focus on experience, both in the classroom and in the field, that enable the 

students to develop these essential competencies. Lin (2002) investigated Taiwanese HM 

curricula and explored the relationships between hotel management courses and the 

industry requirement. It was noted that a list of essential competencies for entry-level 

lodging managerial trainees is lacking in Taiwan. 

Statement of the Problem 

There are considerable difficulties encountered in attempting to ascertain industry 

needs in an educational context (Lennon, 1989). Any clear agreement as to what the 

lodging industry collectively expects of the HM education must be identified. The 

industry's needs should be assessed, quantified, and reported. Additionally, there is a 

need to recognize the link between educational development and entry-level lodging 

managerial trainee competencies. It is important that HM graduates be able to function 

effectively as management trainees when they enter the industry. Entry-level lodging 

managerial trainees, as noted by Okeiyi et al. (1994), will most likely be promoted to 

management positions. Therefore, management trainees need to attain competencies in 

specific areas that will make them effective managers in the future. 



Despite the growth of the lodging industry and academic programs in Taiwan, no 

reliable listing of competencies for entry-level lodging managerial trainees is known to 

exist. Consequently, there is a need to fill this void. Establishing agreement regarding 

these competencies would be helpful to both industry professionals and academic 

educators w^o are involved in the career training and development of hospitality and 

tourism industry. 

Purpose of the Study 

The broad objective of this study was designed to bridge the gap between the 

hospitality industry and HM education in Taiwan. To date, there has not been a 

systematic investigation of the essential competencies for entry-level lodging managerial 

trainees in Taiwan. Therefore, the principle purpose of this study was to reach a 

consensus of opinions regarding the importance of lodging managerial competencies. 

Beyond investigating essential competencies for a lodging entry-level managerial trainee, 

the competency gaps between the industry and educators' opinions were examined 

The purpose of the study was twofold. The first purpose was to conduct a Delphi 

study made up of lodging industry professionals and HM educators to better understand 

the essential competencies needed for preparing entry-level lodging managerial trainees. 

The study involved analyzing competency models and selecting an appropriate one, 

adopting an instrument, and examining the proposed competencies utilizing a modified 

Delphi technique. The investigation was designed to achieve a consensus of opinion 

regarding essential competencies needed for entry-level lodging managerial trainees 

based on input from an expert panel that included selected lodging industry professionals 



and HM educators. The second major purpose was to determine the relative importance 

of the essential competencies for an entry-level lodging managerial trainee position. 

Utilizing the results from the initial Delphi study, this investigation involved the 

assessment of a cognitive evaluation of each individual competency statement by a broad 

population, which included lodging industry professionals and HM educators in Taiwan. 

Comparisons between two groups will allow developing a consensus between the 

opinions of lodging industry professionals and HM educators. 

Research Questions 

The following research questions served as a guide for this study. 

RQi: What competencies were desired by the expert panel for entry-level 

lodging managerial trainees? 

RQ2: To what degree did the expert panel perceive the importance for 

leadership, interpersonal, technical, conceptual, and administrative competencies for 

entry-level lodging managerial trainees? 

RQ3: What essential job competencies for entry-level managerial trainees in the 

lodging industry were proposed by a broad population of lodging professionals and HM 

educators? 

RQ4 What was the level of agreement between lodging industry professionals 

and HM educators regarding lodging entry-level managerial trainee competencies? 

Assumption and Limitations of the Study 

This study was planned on the following assumptions. 



1. The sample represents lodging industry professionals and HM educators in 

Taiwan. 

2. The vocabulary of entry-level lodging managerial competencies, as used in 

the survey instrument adopted and translated from Tas (1988), is understood by 

respondents and that no definition is needed in the instrument itself 

3. The list of lodging entry-level managerial competencies is valid and 

sufficiently inclusive to meet the expectations of most lodging operations in Taiwan. 

4. The questionnaire instrument is sufficiently inclusive of entry-level lodging 

managerial trainee competencies to be meaningful in making recommendations for 

cumculum. 

The following factors may limit validity and/or generalization of study findings: 

1. All scales of measurement items were self-reported rather than observed, 

resulting in a possible variance for this study. 

2. The web-based survey sample was a convenience sampling procedure. The 

subjects' email addresses were gathered from two sources, a list of registered hotels 

gathered from the Taiwan Tourism Bureau and a list of HM programs gathered from the 

Ministry of Education in the Republic of China. 

3. Questionnaires may vary in appearance in different browsers and on different 

monitors. Therefore respondents may see different views of the same question and not 

receive identical visual stimulus. 



4. Computer and web accessibility may vary due to job descriptions. For 

example, faculty members may have better accessibility to computers with internet 

connection than lodging industry managers do. 

Definitions 

For the purpose of ensunng uniformity and understanding the context of this 

study, selected terms were defined as follows. Definitions were developed by the 

researcher unless otherwise noted. 

Competencies: those activities and skills judged essential to perform the duties of 

a specific position (Tas, 1998) 

Competency Dimensions: based on Sandwith's competency-domain model; 

dimensions include conceptual, leadership, interpersonal, administrative, and technical 

competencies (Sandwith, 1993) 

Curriculum: encompasses the total opportunities for learning provided by the 

educational institution and the total experience that will help students acquire the ability 

to perform a job. 

Entry-level Managerial Competencies: tasks, duties, or performances selected as 

the basis for a job filled by one individual; entry-level implies minimum performance 

standards for a begirmer in that job. 

Lodging industry: an establishment providing shelter, food, or both to persons 

away from home (Burgermeister, 1983) 



Summary 

HM academic educators are concerned about the quality of students' learning. 

The lodging industry professionals are concerned about the skills and abilities of higher 

education-trained HM personnel. Therefore, educators and potential employers may 

better understand each other's needs only if there is consensus between these two groups. 

The study was an effort to delineate perceptions of lodging industry managers and HM 

educators regarding job competencies for entry-level lodging managerial trainees. 

Furthermore, the general perceptions regarding competency importance from lodging 

professionals and HM educators were integrated as a mean of bridging differences 

between the two parties. Both lodging industry professionals and HM educators must 

constantly be alerted to the needs and changes of the industry in order to assure that 

academic programs are addressing industry needs. 



CHAPTER II 

BRIDGING HOSPITALITY EDUCATION AND THE INDUSTRY: A DELPHI 

STUDY OF COMPETENCY 

ABSTRACT 

The primary focus of the study was to identify essential competencies for entry-

level lodging managerial trainees in Taiwan, RO.C. The study considered specifically 

the required competencies for the entry-level managers which need to be addressed as a 

matter of priority in order to enhance the lodging industry. A modified three-round 

Delphi survey was adopted. An expert panel consisting of 25 lodging industry 

professionals and 25 hospitality management educators was identified. The data 

collection focused on issues related to entry-level lodging managerial trainees: 

professional skill and knowledge that included conceptual, leadership, interpersonal, 

administrative, and technical competencies. Consented competency statements were 

prioritized based on a 5-point rating scale. The results identified 60 competency 

statements that were considered essential for successful entry-level lodging managerial 

trainees. 

Keywords: Delphi, entry-level managerial trainees, lodging industry, and competency. 
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INTRODUCTION 

The rapid growth of the hospitality and tourism industry in Taiwan, Republic of 

China (ROC), has increased demand for qualified hospitality labor. In 2001, the supply 

of international tourist hotel rooms increased to 17,815, which boosted the total overall 

hotel rooms available in Taiwan to 90,700 in 2003 (Taiwan Tourism Bureau, 2003). 

Although Taiwan's hospitality and tourism industry was affected by a major earthquake 

in 1999, SARS in 2003, and a recent recession, its leaders are confident about the 

industry's continued growth and stability (C. Chen, personal communication, December 

20, 2003). The Taiwan Tourism Bureau (2004) also reported that 47 tourist hotels with 

11,396 hotel rooms will be added to the competitive market by 2006. 

In an attempt to meet the human resource needs of rapidly growing hospitality 

industry in Taiwan, the number of HM programs has increased. The seven undergraduate 

and one graduate program in 1995 has expanded to sixty-four undergraduate and eighteen 

graduate programs in 2002 (Homg, 2003). During this rapid growth, issues regarding the 

competencies required for an entry-level management trainee to the Taiwan lodging 

industry have emerged. 

The hospitality industry demands more competencies for a management position, 

as noted by Purcell (1993). The lodging industry in Taiwan as well as in the United States 

(US) needs a capable, educated, and well-trained workforce in order to be successful in 

the competitive market. Lodging managers must work harder to handle new areas of 

specialization and process information at a more complicated level than their 

predecessors. Carey and Franklin (1993) reported that service-based industries including 

11 



the hospitality industry would collectively create the newest jobs and would account for 

virtually all increases in employment scenarios between 1990 and 2005. The growing 

demand for qualified employees has resulted in intra-service-industry competition to 

attract employees to respond to this demand. 

Zuber (1997) determined that the hospitality industry is changing its perception of 

recruiting employees. The higher education system now supports the hospitality industry 

by providing entry-level managers to fill the diverse industry demands. Okeiyi, Finley, 

and Postel (1994) indicated that many large hospitality firms recruit 30%) to 90% of their 

management trainees from HM programs. Many industry recruiters report that graduates 

of four-year HM programs with industry experience are better prepared for employment 

than students without such experience (Foodservice Education, 1991). 

There is a need to recognize the link between educational development and 

competencies for the entry-level lodging managenal trainee. In order to address the 

responsibility of HM programs to provide competent management trainees and to 

strengthen curriculum concepts, it is important that the HM faculty and lodging 

managers' perceptions of entry-level lodging managerial trainees be investigated. 

HM programs are important in cultivating and refining the management-related 

competencies of students (Kim & Ryan, 2004). Nelson and Dopson (2000) indicated that 

HM programs should be concemed with providing competent managers for the 

hospitality industry. HM programs can serve as a building block for the hospitality 

industry and train HM majors as future leaders in the industry. 

12 



It is important that HM graduates be able to function effectively as management 

trainees when they enter the industry. Entry-level management trainees, as noted by 

Okeiyi, et al. (1994), will most likely be promoted to a management position. Therefore, 

management trainees need to attain competencies in specific areas that will make them 

effective managers in the future. 

13 



LITERATURE REVIEW 

Hutton (1997) declared that the hospitality industry is a fast-growing, successful 

industry. In recent years, course work in HM programs has been highly promoted by 

instructors, students, and professionals in the hotel and restaurant industry as a way to 

provide the industry with a skilled and knowledgeable workforce. The number of HM 

programs has increased dramatically within higher education systems in both the US and 

Taiwan. 

Many professional organizations have begun to define competencies for persons 

entering various jobs from educational programs. Any particular one may involve 

knowledge, skills, ability, attitude, behavior, or judgment in relation to an established set 

of criteria for a position (Mariampolski, Spear, & Vaden, 1980). Gale and Pol (1980) 

mentioned that the first step in planning an educational program is the description of 

competencies required for successful functioning in a position and suggest that such 

statements be developed to form a survey of expectations in that field. Once a decision is 

reached regarding competencies, the next step is to develop a curriculum, \\diich 

encompasses the total opportunities for leaming provided by the educational institution 

and the total experience that will help students acquire the ability to perform a job. 

Hospitality Education 

The definition of hospitality education has invited many discussions and debates 

by researchers such as Wisch (1991) and Riegel (1990). Wisch argued that career-

oriented programs such as HM must be grounded in heavy specialization to be effective. 

14 
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whereas, Riegel (1990) suggested that HM education should move away from the 

purpose of preparing graduates for a specific industry and into a more encompassing goal 

of assisting individuals in their life pursuits. Goh (2001) concluded that HM education is 

a field of study dedicated to the development of students for management positions in the 

hospitality industry. 

As globalization progresses in hospitality and other fields, there are numerous 

challenges that hospitality educators must deal with compared to decades ago. According 

to Kingston (2001), hospitality educators are facing a main challenge in understanding 

diversified students' mentalities and preparing these students for careers in the 

intemational hospitality business. Kingston further mentioned that hospitality educators 

are concemed about (a) what works for the industry in promoting quality service for 

consumers, (b) better managing multiethnic and multicultural labor force, and (c) 

improving the bottom line. 

Though HM education is relatively new, the number of programs has been 

growing rapidly in the US, as well as in other regions of the worid (Koh, 1995). The 

growth of HM programs is dnven mainly by the increasing demand of the industry. 

Therefore, the mission of these HM programs, regardless of their location, is to prepare 

students for promising careers in vanous areas of the hospitality industry. 

Hospitality Education in Taiwan 

Taiwan hospitality and tourism education began in the late 1960s. A tounsm 

department was developed at the Chinese Culture University in 1968 when it offered the 

first tounsm undergraduate program in Taiwan. The first master degree was offered at the 

15 



same institution in 1989. Following the lead of the Chinese Culture University, 

Providence University established its Department of Tourism in 1987 and its graduate 

program in 2000. Shih Hsin University's Department of Tourism was founded in 1993. 

As the HM and related programs developed, the undergraduate programs have increased 

from seven in 1995 to a total of 64 in 2003; the graduate programs have increased from 1 

in 1995 to 18 in 2003 including one doctoral program (Homg, 2003). 

The hospitality curriculum in Taiwan was developed based on American and 

European systems (L. Sun, personal communication, December 23, 2003). The American 

approach focuses on personal professional development and is geared towards the 

improvement of personal knowledge through the use of proper skills and knowledge. In 

contrast, the European approach is more operation-driven. Sun also stated that this 

difference has inevitably created a uniquely Taiwanese hospitality management 

curriculum. 

Taiwan HM and related programs have adopted these two well-developed 

approaches and modified them in order to fit them into a different culture. The 64 HM 

and related programs in Taiwan have cooperated with the industry to provide students 

with not only managerial preparation, but also practical operating skills and knowledge. 

In Taiwan, the modified curricula offer students unique opportunities to develop 

excellent professional knowledge and practical skills. The HM program provides both 

theoretical and practical education in Tourism/Recreation Resource Planning and 

Management, Travel Industry Management, Hotel and Restaurant Management, and 

Management Information Systems in Tourism. The Taiwanese HM academic institutions 

16 



have adopted the sandwich internship program used in Europe. With this approach, 

students alternate school and work. For example, during an academic year, students study 

one semester in the classroom and spend the other semester training in the industry 

settings. Moreover, the specialized internship programs are also built into the curriculum 

IS designed to meet hospitality industry demands. 

Curriculum development in HM programs should start with the description of 

competencies required for success in the hospitality industry (Gale & Pols, 1975). Due to 

the rapid growth of the hospitality industry and the increasing number of HM programs in 

Taiwan, it is important to consider what competencies meet the industry's demand and 

what perceptions hospitality educators hold in promoting the hospitality industry and 

education. 

Competency in the Hospitality Industry 

Hospitality educators have looked to industry leaders for advice and feedback 

regarding the essential competencies that the graduates need for professional success 

since the first HM program was established in the US in the 1920s (Kay & Russette, 

2000). Hospitality educators remain concemed whether HM programs are preparing 

hospitality students adequately. Partlow and Gregoire (1994) suggested that educators 

must continually identify and investigate the competencies that are recognized by the 

industry as being essential for successful managers. 

A well-designed and utilized set of competencies can benefit both employers and 

employees. For employers or organizations, Brophy and Kiely (2002) declared that 

competency frameworks can be applied in many ways and offer an integrated approach to 

17 



human resource management that included 360-degree feedback, succession planning, 

training and development, recruitment and selection, and performance appraisals. Nath 

and Raheja (2001) declared that possession of the competencies enables an individual to 

perform the required function much better than others who do not possess the relevant 

competencies. A series of hospitality job competency studies have been completed in the 

US since the early 1980s. Conceptual, leadership, administrative, interpersonal, and 

technical skills were recognized as important competencies for a management position in 

the hospitality industry (Sandwith, 1993). 

Essential Competency in Lodging Industry 

Human-relations skills are frequently noted as highly valued in an organization. 

Tas (1988) studied 75 top US hotels and developed and then ranked a list of 

competencies that might be needed by hotel-manager trainees as perceived by general 

managers. Among the 70 competencies identified, 36 of them later formed the basis for 

decision-making in curriculum development for HM programs. Tas also suggested that 

university-level courses should focus on experience, both in the classroom and in the 

field, that enable the students to develop the essential competencies. 

LeBruto and Murray (1994) tested several competencies and found that human 

resource management skills and solving customer problems were the most important 

competencies among the perceptions of 26 hotel management company recruiters, 76 

faculty, and 289 students. Ashley et al. (1995) studied ten areas of general management 

knowledge and reported problem solving, communication, and human resource 

management as the most important competencies. 
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Tas, LaBrecque, and Clayton (1996) studied the important competencies for 

property management trainees. They conducted the research based on Sandwith's (1993) 

managerial competency-domain model. Among 72 competencies studied in 50 properties, 

the highest ranked competency statements fell into the interpersonal, leadership, and 

conceptual areas. The study concluded that well-defined skill competencies for a position 

encouraged job occupants to work more effectively. Also, management trainees could 

evaluate themselves on the checklist and identify areas for improvement as well as those 

they have mastered. 

Kay and Russette (2000) conducted 52 in-person interviews in 1998 in order to 

study hospitality-management competencies. The interviews were based on a survey 

designed by Tas, LaBrecque, and Clayton (1996) and used Sandwith's managerial 

competency model as a framework. The study found that (a) today's managers are 

viewed by their superiors as performing adequately in each competency and domain area 

and are considered essential for managerial success, (b) non-performance is not tolerated, 

or (c) some combination of the previous two findings. They also confirmed that there are 

essential competencies that constitute a foundation for the development of job 

descriptions and provide the basis for training and career development in the hospitality 

industry. 

Chung-Herrera, Enz, & Lankau (2000) created a competency model that was 

useful for building an integrated framework for developing a company's human resource 

management system. Self-management was found to be the highest rated competencies, 

followed by knowledge of strategic position, implementation skills, and critical thinking. 
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They further concluded that using industiy-wide competency models can help in 

educating future generations of leaders by guiding university faculty in designing 

curricula to meet the industry s future needs. 

Hospitality Competency Research in Taiwan 

Wang (2001) studied the professional competencies needed for the front of the 

house employees of the food and beverage department in Taiwan. The study revealed 

education, language skills, professional appearance, and a hard-working attitude were 

four basic requirements of their duties. 

Wu (2001) found 46 required and 27 important competencies for managers of 

chain restaurants in Taiwan. Technical competency and problem-solving were found to 

be the most important, and marketing management skills were the components most in 

demand for chain restaurant managers. Moreover, technical competency and problem-

solving competencies were also found the most frequently utilized competencies. 

Lin (2001) utilized ten different domains and 95 competency statements to study 

students' professional competency in a high school HM department. Participants included 

684 students, 152 faculty, and 42 industry professionals. The results revealed that the 

professional competencies required of students as a matter of immediate urgency 

included language skills and computer applications. 

Lin (2002) investigated Taiwanese hospitality curricula and explored the 

relationships between hotel management courses and industry required competencies 

with 200 industry professionals. The results indicated that the competencies relating to 

communication and adaptability were the most essential for career success. 
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Merging Competency Models with 
Hospitality Education and the Hospitality Industry 

There has long been a relationship between the hospitality industry and HM 

education that manifests itself in the areas of management development, teaching, 

conference interaction, and applied research. Ashley et al. (1995) noted that HM 

programs today are as diverse as the opinions offered by both the industry and educators 

regarding the adequacy or inadequacy of current approaches in preparing tomorrow's 

managers for the hospitality industry. 

Prabhu (1996) assessed the extent to which industry-education perspectives 

coincide with the issue of key management competencies. Goh (2001) pointed out that 

the task of maintaining alignment between industry and curriculum is a challenge. He 

noted that students, educators, and human resource specialists must become more 

innovative in terms of course direction, content, programming, and delivery. Other 

initiatives emphasized industry-education partnerships in lodging, food and beverage 

service, and tourism. However, efforts to ensure that educational programs meet the 

industry's demands have been debated for decades. 

Individual competencies can be combined to form a competency-model, 

frequently based on Sandwith's competency-domain model of managerial competency 

(1993). The model comprises the following five domains of managerial competency: 

• conceptual: the cognitive skills needed for the job; 

• leadership: the ability to turn ideas into productive action; 

• interpersonal: skills for effective interaction with others; 

• administrative: personal and financial management of the business; and 
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• technical: the knowledge and skills essential to producing the product or 

service. 

Competencies for entry-level lodging managerial positions in this study are also cluster 

into these five main domains. Sandwith's competency-domain model of managerial 

competency serves as a useful guideline in addressing the need to be practical and 

making the competencies relevant to day-to-day work. By clustering management 

trainees' competencies, it is possible to match them to key areas in the hospitality 

industry. This approach was adopted from Brophy and Kiely (2002) and Tas, LaBrecque, 

and Clayton (1996) and had led to a sharper definition for relevant behavioral indicators. 

Competency models tend to focus on behavior rather than on personality traits 

because personality traits are usually difficult to measure correctly (Chung-Herrera, Enz, 

& Lankau, 2003). Industry-wide competency models help educate future leaders by 

guiding university faculty in designing meaningful curricula. An increasing number of 

institutions are emphasizing competency building in an effort to prepare students for the 

hospitality industry. These competency models can also help students seek out 

employment and career tracks that will give them opportunities to develop specific skills 

and knowledge. 

The purpose of the study was to identify and prioritize the competencies required 

for entry-level lodging managerial trainees in Taiwan. By establishing educational 

competencies, Taiwanese HM programs attempt to plan their curriculum in fitting the 

diverse demands of lodging industry. An additional benefit is to enable lodging industry 

professionals and HM educators, and those v^o support them, to be aware of which 
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competencies were the most beneficial to the lodging industry and of most relevance to 

the continuous quality improvement in the hospitality industry as a whole. 

23 



Research Design 

A descnptive design was used to meet the study objectives. The pnmary purpose 

for conducting this descriptive investigation was to achieve a consensus of opinions 

within an expert panel including lodging industry professionals and HM educators 

regarding the competencies needed for entry-level lodging managerial trainees in Taiwan. 

The study was administered utilizing an online survey. A modified three-round Delphi 

technique, suggested by Duffield (1993) and Jenkins and Smith (1994), was used to 

complete the data collection. 

First-round 

The first-round modified Delphi questionnaires in this study were adapted from 

Tas's (1988) study. He compiled a list of 70 competency statements that might be needed 

by hotel-manager trainees. The researcher organized these 70 competencies based on the 

framework of Sandwith's competency-domain model of managerial competency, which 

included conceptual, leadership, administrative, interpersonal, and technical skills. 

Adopting pre-existing information for ranking or response in a modified Delphi study 

was recommended by Duffield (1993) and Jenkins and Smith (1994). However, an open-

end question was also included in order not to violate the original intent of Delphi. 

The instrument was onginally developed in English, and then translated into 

Chinese. The translated instrument was translated back into English by two educators 

who understood both English and Chinese. The second English translation was then 

compared to the original instrument to ensure the same understanding was achieved. A 
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section of demographic information was also added to the questionnaires in the first-

round. 

Second and third rounds 

In the second-round, a weighted measurement was used for all competency 

statements regenerated from first-round. To identify the important level of each 

competency, the study employed the five-point Likert scale (1 = Least Important; 5 = 

Extremely Important). The initial questionnaire for the second-round was developed in 

two phases: (a) results after a panel of experts evaluated the competency statements 

adopted from Tas, and (b) new competency statements added from a panel of experts. 

Central tendencies (means) and level of dispersion (standard deviation) were 

computed to analyze the collected data. These tests described where each response stands 

in relation to the group. 

For the third round, repeated measurement of the second-round was used. All 

results from the second-round were added to each individual competency statement in the 

questiormaires. 

Before the instrument was finalized, an expert review and pilot test were 

completed by five experts different from the selected expert panel to ensure the 

instrument's validity and reliability. The suggestions were used to adjust the final version 

of the survey for each round. Then, the finalized survey was posted on the web, which 

was hosted by Freeonlinesurveys.com. 
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Data Collection 

The expert panel included 25 lodging industry professionals and 25 HM educators 

selected utilizing a convenience sampling procedure. The subjects' email addresses were 

gathered from two sources, a list of registered hotels gathered from the Taiwan Tourism 

Bureau and a list of HM programs gathered from the Ministry of Education in the 

Republic of China. 

In order to be included in the expert panel, participants should have had a 

professional understanding of an entry-level lodging managerial trainee's job. They also 

should be conscious of managerial trainee competency research and development in their 

role. A further requirement was that the expert panel should represent all areas of the 

lodging industry and HM educators in Taiwan. 

Linstone and Turoff (1975) examined the influence of sample size on Delphi 

results. Their findings implied that with a panel of about 15, it is highly unlikely that 

another equally expert panel will produce a radically different median. A sample of 20 

experts was determined to meet the above recommendations. Twenty experts provided 

diversity of representation in the interdisciplinary field of lodging management, yet kept 

the potential responses manageable. 

Questiormaire preparation, distribution, and response analysis in each round of the 

Delphi was initiated by emailing an invitation (Appendix B) message containing a 

hyperiink to the questionnaire website to expert panel members. A follow-up email 

message with hyperiink to the questionnaire (Appendixes C &D) website was sent to 

non-respondents on the 7* day after the first message was emailed. Each round was 
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concluded upon receipt of the expert panel responses within two weeks of the first email 

message. 

27 



RESULTS 

The selected expert panel rated the 70 competencies provided in the original study 

and had the opportunity to add additional competencies based on their professional 

expertise. The panel was able to come to consensus on 60 competencies. The expert panel 

did not represent the whole population because it was not randomly selected. However, 

they provided diverse opinions from different levels and groups of experts resulting in a 

variety of viewpoints and interesting controversy. 

Response Rate 

The response rate for round one was 64%) («=32). The 32 respondents from the 

first-round were included in the second-round. The response rate for second-round was 

72% («=23). The results from the second-round demonstrated consensus on all the 

competency statements, thus terminating the study. 

Of the 23 expert panels (Appendix E), there were 13 or 56.52% female and 10 or 

43.48% male participants who responded to the study. The most reported age group was 

31 to 40 years old (60.87%)). Their education level was high (17.39% four-year university 

graduates, 43.48% with master's degrees, and 26.09% with doctorates). Although the 

education level of the expert panel with doctorate's degree was reported at 26.09%), all 

the respondents were the HM educators, and there was no lodging industry professional 

holding a doctorates degree. 
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First-round Analysis 

Responses from the expert panel (n=32) resulted in consensus on 51 of the 70 

competency statements. In addition, panel members added nine new competency 

statements. The number of items carried over to subsequent rounds was based on 51% of 

agreement suggested by Loughlin and Moore (1979). Therefore, 19 competency 

statements (Appendix F) with less than 5\% agreement among the respondents were 

eliminated. On the other hand, the expert panel also added nine new competency 

statements to the list. These nine new competency statements included five interpersonal 

competencies, one administrative, one technical, one conceptual, and one leadership 

competency. 

Second-round Analysis 

There were 23 responses (72%) to the second-round of the survey. A weighting 

for all the 60 regenerated competency statements were compiled. A standard deviation 

value of one unit was adopted as the measure of achieving consensus. According to 

Scheibe, Skutsch, and Schofer (1975), a standard deviation of one unit was the ideal 

consensus or agreement measurement because the range of possible scores for each 

criterion was from one to five. Consequently, large variations in responses were not 

expected. 

Once the response distribution was given, it was clear that no further gains in 

agreement would be achieved by another round. As shown in Tables 1, 2, and 3, 

consensuses for all 60 competency statements was achieved. The responses of the 

second-round represented the "before" intervention in the first-round. Therefore, it was 
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concluded that the new competency statements were regenerated from the first-round and 

could be included in the final listing. 
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FINDINGS AND DISCUSSION 

Required Competency Statements 

Tables 1, 2, and 3 present the regenerated competency statements as well as the 

results for second-round competency statements studied. The first-round results dropped 

19 competency statements (see Appendix F) from the survey, and added nine new 

competency statements for the second-round. These nine new competencies were (a) 

understand unique characteristics of lodging industry, (b) knowledge of multiple 

languages, (c) communicate efficiently across different departments, (d) knowledge of 

diverse cultures and social customs, (e) self development, such as reading, critical 

thinking, and career planning, (f) Emotional Quotient (E.Q.) such as emotional control 

and passion, (g) Adversity Quotient (A.Q.) such as positive thinking while facing 

difficulties, (h) understand all the administrative procedure in hotel, and (i) use developed 

technology to help daily operations. Consequently, there were 60 competency statements 

carried over to the second-round. 

The findings from the first-round varied from the original adapted instrument 

because of the differences in culture, management style, geographic areas, and stage of 

development in lodging industry. For example, in contrast to US competencies, the 

knowledge of multiple languages was considered a basic communicating skill in Taiwan 

due to its location and diverse customers. 

Tables 1, 2, and 3 showed movement toward consensus in Round 2 (SD<±1.00). 

Findings regarding the importance of the competency statements demonstrated that those 

competencies dealing with human interactive abilities were rated the highest. Previous 

31 



studies by Lebruto and Murray (1994); Ashley et al. (1995); Tas, LaBrecque, and Clayton 

(1996); and Wilhelm (1999) also concluded that interpersonal competencies were the top 

rated competency. Further, by comparing the rankings within the study, competency 

statements with mean score of 4.50 or higher from the 5-point measurement were 

classified as the Most Important competencies. Table 1 contained five interpersonal, one 

leadership, and one conceptual competency statements. Of the five most important 

interpersonal competencies, "E.Q. such as emotional control and passion" (M= 4.70, SD 

= Al) and "communicate efficiently across different departments" (M= 4.52, SD = .59) 

were added from the expert panel responses after the first-round. 

Table 1. Most Important Competencies (M>4.50) Identified by the Expert Panel in the 
Second-round of the Hospitality Competency Delphi Study. (n=23) 

Sandwith's 
competency Competency statement Ranking Mean SD 
domain 
Interpersonal E.Q. such as emotional control and passion 1 4.70 0.47 

Conceptual Understand unique characteristics of lodging industry 2 4.65 0.49 

Interpersonal Communicate efficiently (orally and in writing) 3 4.65 0.49 

Leadership Demonstrate professional appearance and behaviors 4 4.57 0.51 

Interpersonal Communicate efficiently across different departments 5 4.52 0.59 

, , Manage guest requests with understanding and , » c-> rs ri 
Interpersonal . ? -^ "̂  6 4.52 0.67 

'^ sensitivity 

Interpersonal Develop positive customer relations 7 4.52 0.51 

Following the most important rankings, any competency statement with a mean 

score between 4.00 and 4.49 was considered Important. Table 2 presents 34 out of 60 

competency statements ranked into this category. Four of the 34 competency statements 

were statements added by the expert panel in the first-round study. They were "A.Q. such 

as positive thinking ^^ île facing any difficulty" (M= 4.48, -SD = .51), "knowledge of 
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multiple languages" (A/ - 4.35, SD = .78), "self development, such as reading, cntical 

thinking, and career planning" (M = 4.30, SD = .63), and "knowledge of diverse cultures 

and social customs" (M= 4.17, SD = .65). 

Table 2 Important Competencies (4.49>M>4.00) Identified by the Expert Panel in the 
Second-round of the Hospitality Competency Delphi Study. (n=23) 

Sandwith's 
competency 
domain 

Competency statement Ranking Mean SD 

Interpersonal 

Leadership 

Leadership 

Interpersonal 

Technical 

Leadership 

Leadership 

Interpersonal 

Interpersonal 

Technical 

Conceptual 

Administrative 

Administrative 

Interpersonal 

Technical 

Interpersonal 

Interpersonal 

Administrative 

Interpersonal 

Administrative 

Administrative 

Interpersonal 

Administrative 

A.Q. such as positive thinking while facing any 
difficulty 
Efficient decision-making in response to contingencies 
such as fire, severe diseases, and terrorist attacks 

Maintain professional images and ethics at workplace 

EffectiN'ely handle staff grievances and complaints 

Develop strategies to solve operational problems 

Motivate employees to achieve desired performance 

Have leadership for hospitality sector 

Knowledge of multiple languages 

Assist to develop and priorities organizational objectives 
Accurately manage phone calls, posts, and computer 
reservation system 
Self development, such as reading, critical thinking, and 
career planning 

Accurately implement health and safety regulations 

Meet any hotel operation legislations 

Endeavor to achieving positive work relations based on 
staff interaction 

Identify operational problems 

Conduct inductions for new staffs 

Process guest receptions, arrivals and departures 

Conduct staff appraisals 

Knowledge of diverse cultures and social customs 

Understand personnel policies and management 
procedures 
Conduct in-services to support personnel 

Plan and support staff training 

Evaluate training programs for new staffs 

8 

9 

10 

11 

12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 

23 

24 

25 

26 

27 

28 

29 

30 

4.48 

4.48 

4.43 

4.39 

4.35 

4.35 

4.35 

4.35 

4.30 

4.30 

4.30 

4.30 

4.30 

4.26 

4.26 

4.22 

4.22 

4.22 

4.17 

4.17 

4.17 

4.13 

4.09 

0.51 

0.73 

0.51 

0.58 

0.65 

0.57 

0.57 

0.78 

0.70 

0.70 

0.63 

0.56 

0.47 

0.62 

0.54 

0.60 

0.67 

0.74 

0.65 

0.65 

0.72 

0.76 

0.73 
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Table 2. Continued 

Sandwith's 
competency 
domain 

Competency statement Ranking Mean SD 

Administratixe 

Technical 

Technical 

Technical 

Administrative 

Technical 

Technical 

Technical 

Administrative 

Administratixe 

Administrative 

Continue to use established personnel management 
regulations to supervise staff 
Assist to plan sales, promotional adverts, and public ,« 
relations strategies 
Assist to develop an effective energy management 
system 

Accurately conduct food and beverage audits 

Plan and support new personnel training 

Develop work flow according to specific operations 36 
Operate front-desk equipment and use work-related 
computer programs 
Assist the development of operational feasibility 
assessment 
Use past and current documentations to predict 
future hotel reservations 
Assist in planning and maintenance of various 
organizational budgeting 
Analyze periodical financial and statistic reports 

31 

32 

33 

34 

35 

36 

37 

38 

39 

40 

41 

4.09 

4.09 

4.09 

4.04 

4.04 

4.04 

4.04 

4.00 

4.00 

4.00 

4.00 

0.42 

0.73 

0.67 

0.71 

0.77 

0.88 

0.77 

0.85 

0.67 

0.95 

1.00 

Competency statements that fell between a mean score of 3.50 and 3.99 were 

classified as Moderately Important. Table 3 includes 18 moderately important 

competencies including two new competency statements. These two new statements were 

"use developed technology to help daily operation" (M = 3.96, SD = .56) and "understand 

all the administrative procedures in hotel" {M= 3.78, SD = .80). In the last category, least 

important, there was only one competency statement. It was "compile housekeeping 

reports" (M= 3.43, ̂ D = .84). 
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Table 3. Moderately Important Competencies (3.99>M>3.50) Identified by the Expert 
Panel in the Second-round of the Hospitality Competency Delphi Study. (n=23) 

Sandwith's 
competency 
domain 

Competency statement Ranking Mean SD 

Technical 

Technical 

Technical 

Technical 

Administrative 

Technical 

Technical 

Interpersonal 

Technical 

Technical 

Technical 

Technical 

Technical 

Administrative 

Interpersonal 

Technical 

Technical 

Technical 

Accurately purchase ingredients, beverages, and 
miscellaneous 

Use developed technology to help daily operation 

Assist in operational strategy planning 

Assist to develop any preventative procedures 
Accurately compile periodical operational data to 
benefit any computer analyses 
Receixe, store and distribute raw materials in 
accordance with existing procedures 
Prepare staff timesheets, weekly and monthly 
timetables 
Correctl)' and consistently compile regular night 
reports 
Inspect guestroom conditions according to 
standardized procedures 

Assist to establish and maintain staff productivity 

Conduct housekeeping duties in accordance with 
existing standards 
Adopt standardized approaches in sound room rate 
structure calculations 
Efficiently utilize space and organize restaurant 
facilities 

Understand all the administrative procedure in hotel 

Assess on-job training for personnel support 

Plan food and beverage functions, such as banquet 
and catering services 
Understand the interior design principles in guest 
rooms, including color scheme, fabrics, and overall 
display 
Design menus for restaurants, parties, and special 
events ^ 

42 

43 

44 

45 

46 

47 

48 

49 

50 

51 

52 

53 

54 

55 

56 

57 

58 

59 

3.96 

3.96 

3.96 

3.96 

3.96 

3.96 

3.91 

3.91 

3.91 

3.87 

3.87 

3.83 

3.83 

3.78 

378 

3.74 

0.64 

0.56 

0.77 

0.56 

0.88 

0.64 

0.73 

0.60 

0.60 

0.76 

0.81 

0.65 

0.58 

0.80 

0.85 

0.62 

3.65 0.93 

3.61 0.66 

Overall, the interpersonal competency statements were rated the most important 

and the technical competency statements were rated the least important. In the top-ten 

rated competency statements, there are six interpersonal, three leadership, and one 

conceptual competency. On the other hand, the bottom ten rated competency statements 
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included eight technical, one administrative, and one interpersonal competency. 

According to Sandwith competency-domain model, the interpersonal and leadership 

domains are identified as the two most important competency domains. These results 

agree with Lin's conclusions in her 2002 study related to hotel management curriculum 

in Taiwan. 

The findings in this research study were the result of a process of exploration and 

discovery through a lengthy communication process among the expert panelists 

representing a diverse range of organizations and institutions. Rather than serving as the 

culmination of an investigation, the findings were intended to serve more as an 

altemative starting point to further study of the competencies for entry-level lodging 

managerial trainees in Taiwan. 
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CONCLUSIONS AND IMPLICATIONS 

The relevant competency statements identified through this study were developed 

as a result of strong agreement among members of a diverse expert panel in a relatively 

short time. A consensus-building process such as the modified Delphi technique was used 

in this setting because description of competencies for the entry-level lodging managerial 

trainee were lacking. 

The results of this study have important ramifications for both lodging industry 

professionals and HM educators in hospitality field in Taiwan. Interpersonal skills 

included "E.Q. such as emotional control and passion," "communicate efficiently (orally 

and in writing)," "communicate efficiently across different departments," "manage guest 

requests with understanding and sensitivity," and "develop positive customer relations" 

were rated as the most important competencies by the expert panelists. As both previous 

studies and the panelists stated, these interpersonal competencies are essential in having 

an organization function effectively through excellent communication. These 

competencies also illustrate that entry-level lodging managerial trainees truly function as 

communicators among customers, staff, colleagues, and upper-level administrators. The 

findings further provided us with a sense of the functions for which professionals in 

lodging industry are now responsible, as well as their assessment of what HM academic 

programs should prepare students to do. 

For persons responsible for the administration and planning of HM curriculum in 

higher education, the findings from this study could serve as a guide to better align 

curriculum development with industry needs. Gale and Pol (1980) mentioned that the 
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first step in planning an educational program is the description of competencies required 

for successful functioning in a position. Therefore, emphasis on the competencies of 

entry-level lodging managenal trainees was appropriate in the lodging industry and the 

HM programs. The results laid the groundwork for the development of a competency 

based education in HM programs in Taiwan. The basic competencies for entry-level 

lodging managerial trainees were identified. What remains now is for HM faculty to take 

responsibility for assessing whether or not students have mastered these competencies 

and to provide a series of leaming experiences to ensure that these competencies are met. 

Further investigation is necessary in order to expand the results as presented in this study. 

Based on study findings, the following conclusions are drawn. 

1. The competencies valued highest by the expert panel were interacting with and 

relate well with others in the workplace (Interpersonal). Of the top-rated seven 

competencies, none was technical in nature and six statements represented abilities to 

successfully interact in the workplace. 

2. In the Important and Moderately Important ratings were the competencies that 

deal primarily with some interpersonal, conceptual, leadership, administrative, and 

technical competencies. 

3. The last remaining category, the least important, technical competency was the 

only one to fall in this category. 

These findings in no way indicate that technical skills are not needed by 

management trainees. These skills are essential and they are probably easier to teach and 

therefore are often included in hospitality programs. It is assumed that these skills will be 
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at least reasonably well provided by every program. Given that management trainees 

have at least a basic technical background, the expert panel concentrated on other skill 

sets that will be used more often by management personnel. 

Assumption and Limitations of the Study 

This study was planned on the following assumptions; 

1 The expert panel represents lodging industry professionals and HM educators 

in Taiwan. 

2. The vocabulary of lodging entry-level managerial competencies, as used in 

the survey instrument adopted and translated from Tas (1988), is understood by 

respondents and that no definition is needed in the instrument itself 

3. The list of lodging entry-level managerial competencies is valid and 

sufficiently inclusive to meet the expectations of most lodging operations in Taiwan. 

4. The questionnaire instrument is sufficiently inclusive of lodging entry-level 

managerial trainee competencies to be meaningful in making recommendations for 

curriculum. 

The following factors may limit validity and/or generalization of study findings. 

1. All scales of measurement items were self-reported rather than observed, 

which may result in a variance for this study. 

2. The web-based survey sample was a convenience sampling procedure. The 

subjects' email addresses were gathered from two sources, a list of registered hotels 

gathered from the Taiwan Tourism Bureau and a list of HM programs gathered from the 

Ministry of Education in the Republic of China. 
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3. Questionnaires may vary in appearance in different browsers and on different 

monitors. Therefore respondents may see different views of the same question and not 

receive identical visual stimulus. 

4. Computer and web accessibility may vary due to different job descriptions. 

For example, faculty members may have better accessibility to a computer with an 

internet connection than lodging industry managers do. 
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CHAPTER III 

COMPETENCY ASSESSMENT FOR ENTRY-LEVEL LODGING MANAGEMENT 

TRAINEES IN TAIWAN 

ABSTRACT 

The lodging industry in Taiwan is forging new links with the hospitality 

management academia in the chain of supply and demand for entry-level managerial 

personnel. Essential competencies for entry-level lodging management trainees based on 

input from industry professionals and academic educators in Taiwan, Republic of China, 

provided the basis for this investigation. The differences between perceptions of lodging 

professionals and hospitality educators regarding managerial trainee competency was 

examined. ANOVA was employed in testing relationships between perceptions of 

lodging management personnel and hospitality management educators. There were 16 

significant differences (p < .05) found between two groups within the 60 competency 

statements investigated. Recommendations and suggestions for lodging industry, 

hospitality management education, and future research were included. 

Keywords: entry-level managerial trainee, lodging industry, competency, and Taiwan. 
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INTRODUCTION 

The number of hotels in Taiwan has grovm rapidly over the past ten years to meet 

consumers' demand. There were a total of 90,700 hotel rooms in 2003 in Taiwan (Taiwan 

Tourism Bureau, 2003). Although Taiwan's hospitality and tourism industry was affected 

by a major earthquake in 1999, SARS in 2003, and a recent recession, industry leaders 

are confident about the industry's continued growth and stability (C. Chen, personal 

communication, December 20, 2003). The Taiwan Tourism Bureau (2004) also reported 

that 47 tourist hotels with 11,396 hotel rooms will be added to the competitive market by 

2006. The lodging industry in Taiwan needs a capable, educated, and well-trained 

workforce in order to be successful in the competitive market (Purcell, 1993). 

In an effort to address industry needs, hospitality management (HM) programs in 

Taiwan have increased from seven undergraduate programs and one graduate program in 

1995 to sixty-four undergraduate and eighteen graduate programs in 2002 (Homg, 2003). 

Okeiyi, Finley, and Postel (1994) indicated that many large hospitality firms now recruit 

30%o to 90%) of their management trainees from HM programs. Zuber (1997) confirmed 

that the hospitality industry has changed its recruiting practices, relying heavily on 

university programs. Higher education supports the hospitality industry by providing 

many entry-level managers to fill the diverse industry demands. 

Despite their best efforts, HM programs are often criticized by employers as not 

meeting the needs of the hospitality industry. According to Lennon (1989), major 

criticism has centered on two general themes: (a) neglect of the study of a practical and 

applicable topics and the inclusion of in-elevant courses of study in HM programs and (b) 
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the reluctance of hospitality educators to make contact with the industry. In Taiwan, Tsai 

(2002) found that many HM instructors were being out-of-touch with current 

developments in the hospitality industry. However, there are considerable difficulties 

encountered in attempting to ascertain industry needs in an educational context (Lennon, 

1989). Many professional organizations have begun to define competencies for persons 

entering various jobs from educational programs, including the hospitality industry. Any 

particular one may involve knowledge, skills, ability, attitude, behavior, or judgment in 

relation to an established set of criteria for a position (Mariampolski, Spear, & Vaden, 

1980). Gale and Pol (1980) maintained that the first step in planning an educational 

program is the description of competencies required for successful functioning in a 

position. Because the recent growth in the number of hospitality programs has been so 

rapid in Taiwan, there has been little opportunity to thoughtfully identify essential 

managerial competencies needed by the hospitality industry. Tsai, Goh, and Huffman 

(2004) developed a list of 60 competencies appropriate for the hospitality industry in 

Taiwan. However, this listing is preliminary and needs further refinement to establish 

congruence between the perceptions of hospitality industry and education professionals. 

This study was designed to assess perceptions of lodging industry professionals and HM 

educators regarding competencies needed by successful entry-level lodging managerial 

trainees in Taiwan. 

Development of Job Competencies 

David McClelland, a former Harvard psychologist, first tested competence in the 

early 1970s (Mirable, 1997). McClelland was asked by the United States Foreign Service 

46 



to find new research methods that predict human performance and reduce the bias of 

traditional intelligence and aptitude testing. This task resulted in the establishment of 

competency as an educational tool. 

Competency reflects the behavionst roots of education and leaming theory (Jarvis 

& Parker, 2004). Gradually, the measurement of competency has been utilized in many 

areas with different settings. The failure of large-scale programs to deliver the necessary 

changes in individual behavior and a growdng link between business performance and 

employee skills are the two main factors that have led to the ascendancy of a 

competency-based approach (Boam &. Sparrow, 1992). Stuart and Lindsay (1997) further 

note that there is no approach adequate in defining managerial competency in terms of 

the context of an organization. With the evolution of competency measurement, Jarvis 

and Parker (2004) concluded that measuring work-based competencies has become one 

of the growth industries of education. 

Numerous researchers offer definitions and explanations of competencies. Brophy 

and Kiely (2002) indicated that the competency approach enables organizations to 

identify skills and behaviors which result in superior performance. Hoffmann (1999) 

suggested that the purpose of defining competencies is to improve human performance at 

work. Jackson and Schuler (2003) defined competencies as the skills, knowledge, and 

abilities and other characteristics that someone needs to perform a job effectively. Morris 

(1973) and Tas (1988) defined competencies as those activities and skills judged essential 

to perform the duties of a specific position. According to Brophy and Kiely (2002) 

competencies are the skills, knowledge, behaviors, and attitudes required to perform a 
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role effectively. Therefore, competency is a word that can be used to descnbe a feature of 

a person's ability to perform the job appropriately. Thus competencies address one's 

skills, knowledge, and attitudes through observable and measurable behaviors and 

outcome. Nath and Raheja (2001) posted this widely accepted definition: Competency is 

a combination of observable and applied knowledge, skills and behaviors that create 

competitive value and what is actually accomplished. 

Sandwith's managerial competency-domain model (1993) is widely used in 

competencies assessment. A model such as this one serves as a useful guideline in 

addressing the need to be practical and make the competencies relevant to day-to-day 

operation. The model summary (see Figure 1) serves as a framework in discussing 

hospitality entry-level managerial competency for this study. 

Domain 

Technical 

Administrative 

Competencies 

Retail: Product service knowledge; transaction, cash management inventory systems; 
cash audit procedure; customer service procedure. 

Intemal: Technical processes for materials handling, receiving, shipping, and 
machine operation. 

External; Routing and dispatch, field services methods and regulations; vehicle 
maintenance and repair 

Common Areas; Production and staff scheduling, management and problem solving; 
productivity and quality monitoring; facilities and equipment maintenance 

Personnel Systems; Health and safety policies and procedures; shop rules; collective 
agreement administration; complaint and grievance procedure; performance 
appraisal process; employee assistance process; disciplinary procedure; 
hiring, promotion processes; human rights provisions discrimination, 
harassment, equal opportunity; 

Financial Systems; Budget planning - equipment, supplies, human resources; basic 
accounting processes for the section; analysis of expenditure printouts; basic 
compensation and benefits 

Figure 1. A Summary of Management Training Requirements the Competency Domain 
Approach-First Line Supervisor 
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Interpersonal 

Leadership 

Conceptual 

Orientation of new employees 
Employee job training 
Work delegation and follow-up 
Goal setting 
Job performance coaching 
Giving recognition for good/improved performance 
Counseling for poor performance/work habits 
Counseling for personal problems 
Handling employee complaints 
Handling customer complaints 
Making presentations 
Leading meetings 
Group problem solving 
Handling conflict 
Conducting disciplinary interviews 
Conducting selection interviews 
Dealing with the boss and others 
Conducting fact finding investigations 
Conducting appraisal interviews 
Writing reports 
Presenting an appropriate personal role model (setting an example) of attendance, 
punctuality, time usage, professionalism, etc. 
Encouraging and developing subordinates 
Managing individual performance 
Developing and managing the work team 
Understanding of job role 
Knowledge of related job roles - peers, subordinates, others 
Awareness of company mission 
Development - adaptation of innovation or improvements 
Short term work section planning 

Figure 1. Continued 
From "A hierarchy of management training requirements; The competency domain model," by P. Sandwith, 
\993, Public Personnel Management, 22{\). p.43-62. 

Hospitality Management Competencies 

Since the first HM program was established in the US in the 1920s, hospitality 

educators have looked to industry leaders for advice and feedback regarding the essential 

competencies that the graduates need for professional success (Kay & Russette, 2000). 

Tas (1988) started a competency assessment in the hospitality industry setting study in 

the early 1980s. According to Partlow and Gregoire (1994), educators must continually 

49 



identify and investigate the essential competencies that are recognized by the industry 

professionals. 

A well designed and utilized set of competencies assessment in the hospitality 

field can benefit employers, employees, and HM education. Brophy and Kiely (2002) 

declared that competency assessment can be applied in many ways. The researchers also 

stated that competency assessment offer an integrated managerial approach to human 

resource management. The results of a competency assessment benefit in succession 

planning, training and development, recruitment and selection, and performance 

appraisals. Possession of the competencies enables an individual to perform the required 

function much better than others w4io do not possess the relevant competencies (Nath & 

Raheja, 2001). To further examine competencies in the hospitality industry, a series of 

hospitality job competency studies and a variety of intenelated competencies have been 

completed in the US beginning in the early 1980s. 

Human-relations skills are frequently noted as highly valued. Tas (1988) 

developed and ranked a list of competencies by studied 75 top US hotels. Among the 70 

competencies identified, 36 of them were proposed as the basis for decision-making in 

curriculum development for HM programs. Tas also suggested that university-level HM 

programs curriculum should focus on experiences both in the classroom and in the field 

that enable the students to develop the essential competencies. Thus, Lefever and 

Withiam (1998) stated HM education programs curriculum review should be a 

continuous task. 
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LeBruto and Murray (1994) found that human resource management skills and 

solving customer problems were the most important competencies among the perceptions 

of 26 hotel management company recruiters, 76 faculty, and 289 students. Ashley et al, 

(1995) reported that the ten areas of general management knowledge include people skills, 

creative-thinking ability, financial skills, written and oral communication skills, 

developing a service orientation, total quality management, listening skills, problem-

identification and problem-solving skills, customer-feedback skills, and individual and 

system-wide computer skills. The study further identified the three most effective 

competencies which are problem solving, communication, and human resource 

management. 

Based on Sandwith's (1993) managerial competency-domain model, Tas, 

LaBrecque, and Clayton (1996) conducted a competency study for property management 

trainees. The highest ranked competency statements were interpersonal, leadership, and 

conceptual skills from the resuh among 72 competencies studied in 50 properties. The 

study further concluded that well-defined skill competencies for a position encouraged 

job occupants to work more effectively. 

Kay and Russette (2000) conducted 52 personal interviews based on a 

competency assessment survey designed by Tas, LaBrecque, and Clayton (1996) and 

Sandwith's managerial competency-domain model. The study found that (a) today's 

managers are viewed by their superiors as performing adequately in each competency and 

domain area and are considered essential for managerial success, (b) non-performance is 

not tolerated, or (c) some combination of the previous two findings. The researchers also 
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concluded that essential competencies constitute a foundation for the development of job 

descriptions and provide the basis for training and career development in the hospitality 

industry. 

Although the differential approach focuses primarily on competency, the focus 

from the hospitality industry and HM educational perspectives is on performance 

outcomes and shaping behaviors so that people can be successful. Chung-Henera, Enz, 

and Lankau (2000) noted that competency model was also useful for building an 

integrated framework for developing a company's human resource management system. 

Self-management was found to be the most important from the study, other skills that 

were identified as important were strategic position, implementation skills, and critical 

thinking. They further concluded that using industry-wide competency models can help 

in educating future generations of leaders by guiding university facilities in designing 

cumcula to meet the industry's future needs. 

Taiwan Hospitality Competency Research 

Food and beverage management competencies 

Wang (2001) studied the employee competencies found in the food and beverage 

departments in Taiwan. He concluded that education, language skills, professional 

appearance, and a hard-working attitude were four basic requirements reported. Wu 

(2001) administrated "The Competency Analysis for Managers of Chain Restaurants" to 

current chain restaurant managers in Taiwan. Seventy-three competency statements were 

investigated and 46 competencies were deemed essential. Technical and problem-solving 
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competencies were found the two most important competencies for chain restaurant 

managers. Marketing management was the component most in demand for chain 

restaurant managers. Lin (2001) studied students' professional competency in the 

Department of Food and Beverage Management in a high school, with ten different 

domains and 95 competency statements. Participants included 684 students, 152 faculty, 

and 42 industry professionals. Professional competencies required of students as a matter 

of immediate urgency included language skills and computer applications. According to 

Wang (2001), Wu (2001), and Lin (2001) all the competencies studied were transferable 

from one functional area and management level to other areas and levels. 

Hotel management competencies 

Lin (2002) investigated Taiwan hospitality curricula and explored with 200 

industry professionals the relationships between hotel management courses and industry 

required competencies. The results indicated that the competencies relating to 

communication and adaptability most influenced career success. The study also found 

that finance/marketing/personal management, foreign languages and communication, and 

quality management curriculum dimensions were significantly related to competencies of 

communications skills and adaptation to environmental changes. Lin further concluded 

that in Taiwan a hotel education should balance a general education and a specialized 

education, and a continuing dialogue about the course content between educators and 

industry practitioners is also crucial to keep curriculum cunent for meeting the needs of 

the industry. 
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Merging Competency Models 

Due to the diverse hospitality industry and composite of ownership patterns, 

varying management structures offer a variety of services. Lin (2002) stated that there is 

a need to balance the hospitality industry demands and HM supplies in Taiwan. There has 

long been a relationship between universities and the hospitality industry that manifests 

itself in the areas of management development, teaching, conference interaction, and 

applied research. For example, the Intemational Council on Hotel, Restaurant, and 

Institutional Education (I-CHRIE) has served as a forum for interaction between 

educators and industry professionals since 1946. The Accreditation Commission for 

Programs in Hospitality Administration (ACPHA) was established in 1989 to accredit 

programs at the bachelor's degree level (Hutton, 1997). The Commissions standards 

provide a widely accepted set of educational standards. However, Ashley et al. (1995) 

noted that HM programs today are as diverse as the opinions offered by both the industry 

and educators regarding the adequacy or inadequacy of current approaches to prepare 

tomorrow's managers for the hospitality industry. 

Prabhu (1996) assessed the extent to which industry-education perspectives 

coincide with the issue of key management competencies. Goh (2001) pointed out that 

the task of maintaining alignment between industry and curriculum is a continuing 

challenge. He noted that students, educators, and human resource specialists must 

respond by being innovative in terms of course direction, content, programming, and 

delivery. Other initiatives emphasized industry-education partnerships in lodging, food 

54 



and beverage service, and tourism; however, efforts to ensure that educational programs 

meet the industry's demands have been debated for decades. 

Sandwith's managerial competency-domain model (1993) is widely used to 

organize thinking about competencies. This approach was adopted from Brophy and 

Kiely (2002) and Tas, LaBrecque, and Clayton (1996) and has led to a sharper definition 

for relevant behavioral indicators. 

Industry-wide competency models help educate future leaders by guiding 

university faculty in designing meaningful curricula. An increasing number of institutions 

are emphasizing competency building in an effort to prepare students for the hospitality 

industry. 
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METHODOLOGY 

Population and Sampling Procedures 

The two major populations for this study are management personnel who work in 

hotels in Taiwan and HM educators who teach lodging or hospitality related courses in 

colleges and universities in Taiwan. Non-probability sampling procedures, convenient 

sampling, and the snowballing techniques were employed. 

A subset of 195 participants was selected from the target population: lodging 

management personnel (35) and HM educators (160). Tourist hotels listed on the Taiwan 

Tourism Bureau were contacted by phone. Names supplied by each hotel's human 

resource department were compiled into an email list for the lodging management 

personnel sample. All HM educators' emails were gathered from the HM programs' 

websites in Taiwan. 

In order to increase sample size and gather a more representative sample, the 

snowballing technique was used to recruit respondents from the target populations 

(Rogelberg, Church, Waclawski, & Stanton, 2002). The snowballing technique process 

began by asking a small subset of individuals not only to participate in a survey study, 

but also to forward the survey invitation to one or more potential respondents with similar 

backgrounds by email. The forwarded email contained a hyperlink to the survey website. 

Selected recipients forwarded the invitation to potential participants who had similar 

backgrounds. Sample size was not pre-determined, but the process continued until the 

new responses dwindled, indicating saturation of the available convenient sample pool. 
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Instrument 

A questionnaire consisting of 60 competency statements was employed for the 

study. All respondents were asked to rate the importance for each competency statement 

relating to entry-level lodging managerial trainees. The questionnaire was designed 

around the framework of Sandwith's (1993) managerial competency-domain model, 

which included conceptual, leadership, administrative, interpersonal, and technical skills. 

The actual competency statements were based on the study done by Tas (1988) and Tas 

et al (1996), as well as Tsai et al. (2004). A continuing-scale measurement, five-point 

Likert scale (1 = Least Important; 5 = Extremely Important), was used for all 60 

competency statements. Demographic information, including gender, educational 

background, tenure in current position, age, functional expertise, and current position was 

also collected. 

The instrument was developed in English, and then translated into Chinese by the 

researcher. It was then translated back into English by two educators who understood 

both English and Chinese. The second English translation was then compared to the 

original to ensure the same understanding was achieved. 

Before the survey instrument was finalized, an expert panel was used to adjust 

the final version of the survey, which resulted in an overall reliability level of alpha=.963. 

The finalized survey was posted in Chinese on the web, hosted by Freeonlinesurveys.com. 

Data Collection 

A web-based survey hosted by Freeonlinesurveys.com was use to collect data for 

the study. An invitation (Appendix G) was emailed to selected participants. The 
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invitation contained an explanation of the purpose of the study, a survey website 

hyperiink, and how to forward the survey invitation to their colleagues. 

The first request was sent during the second week of September 2004. Seven days 

later a follow up message was sent to the participants to encourage their participation in 

the survey (Appendix H). If someone already completed a survey, or was not interested in 

responding to the survey, he or she could simply ignore the reminder. The data collecting 

process ended September 30, 2004. Collected data was downloaded from the database 

server ofFreeonlinesurveys.com. All subjects were voluntary participants in the study. 

All email addresses were destroyed upon completion of data collection. A summary of 

the study was provided to interested participants when the study was completed. 

To maintain database integrity, efforts were made to prevent unsolicited 

respondents from participating in the survey. The invitation to participate and the survey 

materials made clear who was eligible and who was not eligible to participate. The host 

server was able to track respondents and prevent multiple replies from the same computer. 

Data Analysis 

The Statistical Package for the Social Science (SPSS v. 10, 2000) was used to 

process the collected data. Descriptive statistics were computed in ranking the importance 

of competency statements. Factor analysis principle components analysis (VARIMAX 

rotation), was computed to simplify data for later analysis (Bisqerra, 1989). Cluster 

analysis was used to categorize different groups of respondents, and analysis of variance 

(ANOVA) was employed in detecting the relationship between lodging industry 

professionals and HM educators' perceptions on competencies for entry-level lodging 
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managerial trainees. The 0.05 level of significance was set for the statistical tests in this 

study. 
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RESULTS 

After a three-week penod of online data collection, the overall response rate was 

45.64%). According to Rogelberg, Church, Waclawski, and Stanton (2002), there is no 

predetermined sample size for the snowballing technique in recruiting subjects from the 

target populations. After emailing 160 invitations to HM educators and 35 invitations to 

lodging industry human resource personnel and one follow up message, 146 responses 

were collected, with 104 usable responses retained after filtering non-completed surveys. 

Since the demographic information was an optional section in the survey, some 

respondents chose not to complete this section. 

Factor analysis indicated 14 factors that explain the 79.84 % of the variance based 

on the 60 competency statements studied. However, factor 1 composed 54 competency 

statements out of 60 competencies studied. Consequently, these 60 competency 

statements may not be divided into different factors. 

The usable sample consisted of 104 respondents (Appendix I), there were 35 

female (33.65%) and 21 male (20.19%) participants who responded to the study, and the 

remainder (48 or 46.15%o) did not report their gender. The most reported age group was 

31 to 40 years old (25.00%)). Their education level was high (1.10% four-year university 

graduates, 28.85% with master's degrees, and 7.70%o with doctorates). Although the 

education level of the respondents with master's degree was reported at 28.85%, the 

majority of the respondents were the HM educators and only 3 respondents were the 

lodging industry professionals. The most frequently reported length of time in current 

job was between one and five years (21.15%) follow by more than nine years (18.23%). 
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After clustering the data into different professions, 47 or 45.19% of the respondents were 

lodging industry professionals and 57 or 54.81% of them were HM educators. 

Respondents' comments indicated that interpersonal competencies are important because 

of the service nature of the lodging industry. Due to the geographic location and diverse 

customers' backgrounds of the lodging industry in Taiwan, they also mentioned 

communication skills and language abilities as essential competencies. Comments and 

suggestions from respondents further indicated that personal development and career 

planning for entry-level lodging managerial trainees may increase its importance as the 

industry grows and opportunity for advancement become more available. 

A one-way ANOVA test was used to determine differences in importance scores 

between lodging industry professionals and HM educators for all competency statements. 

Table 4 presents the importance scores gathered from both lodging industry professionals 

and HM educators. The sixteen competency statements with significant differences were 

also identified in this table. 

Table 4. Sixteen Competency Statements with Significant Difference between Lodging 
Industry Professionals and HM Educators 

Lodging industry HM educators 
Competency statement professionals (n=47) (n=57) 

Mean SD Mean SD 

Motivate employees to achieve desired performance 4.15 0.75 4.70 0.50* 

Accurately implement health and safety regulation 4.23 0.73 4.54 0.57* 

Inspect guestroom conditions according to standardized , „ , „ ,„ . .., n 71 * 
procedures 
Have leadership for hospitality sector 4.17 0.67 4.44 0.54* 

Assist to develop an effective energy management system 3.87 0.99 4.35 0.58* 

Accurately manage phone calls, posts, and computer . „ , ^^^ . , , 0 6 1 * 
reservation system [ 

Note. * Means significantly different by professional position (lodging industry professionals or HM 
educators) using One—way ANOVA at/; < .05. 
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Table 4. Sixteen Competency Statements with Significant Difference between Lodging 
Industry Professionals and HM Educators (continued) 

Competency statement 

Lodging industry 
professionals 

("=47) 

HM 
educators 

("=57) 
Mean 

4.02 

4.00 

4.66 

4.55 

4.49 

3.66 

4.53 

3.74 

4.28 

3.43 

SD 

0.74 

0.81 

0.52 

0.54 

0.69 

0.92 

0.50 

0.85 

0.68 

0.97 

Mean 

4.33 

4.33 

4.32 

4.25 

4.21 

4.19 

4.14 

4.11 

3.96 

3.81 

SD 

0.64* 

0.64* 

0.91* 

0.63* 

0.53* 

0.81* 

0.79* 

0.72* 

0.68* 

0.83* 

Assist to de\elop any preventative procedures 

Plan and support new personnel training 

Manage guest requests with understanding and sensitivity 

A.Q. such as positive thinking while facing any difficulty 

BCnowledge of di\erse cultures and social customs 

Analyze periodical financial and statistic reports 

Demonstrate professional appearance and behaviors 

Understand the interior design principles in guest rooms, 
including color scheme, fabrics, and overall displays 
Continue to use established personnel management regulations 
to supervise staff 

Compile housekeeping reports 

Note. * Means significantly different by professional position (lodging industry professionals or HM 
educators) using One-way ANOVA sAp< .05. 

Table 5 shows the 44 competency statements with no significant differences 

found between the lodging professionals and HM educators. Using the Sandwith's 

managerial competency-domain model, these 44 competency statements were further 

classified into five different domains (Appendix J). Overall mean score were calculated 

for each domain. The leadership competency domain scored the highest with an overall 

mean score ofM= 4.46 (SD = .50). This was followed by the conceptual competency 

domain with the second highest overall mean score of M= 4.42 (5Z>.63). Interpersonal 

competency came in with an overall mean score of M = 4.31 (SD=.5G), and overall mean 
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of M-4.11 (SD=.4S) was reported for administrative competency domain. The Technical 

competency domain was rated with an overall mean score of M= 4.04 (SD=.4%). 

In contrast, of the 16 significant differences found competency statements, there 

were seven administrative competencies with overall mean score of M= 4.26 (SD=.26), 

three leadership competencies with overall mean score ofM= 4.36 (»S'Z>=.24), and six 

technical competencies with overall mean score ofM= 4.02 (SD=.30). 

Lodging industry professionals identified the following competency statements as 

significantly more important than did the HM educators: "manage guest requests with 

understanding and sensitivity," "Adversity Quotient (A.Q.) such as positive thinking 

while facing any difficulty," "demonstrate professional appearance and behaviors," 

"knowledge of diverse cultures and customs," and "continue to use established personnel 

management regulations to supervise staff" (p < .05). On the other hand, HM educators 

identified eleven competency statements significantly more important than lodging 

industry professionals (p < .05), that included: 

• accurately implement health and safety regulations, 

• have leadership for hospitality sector, 

• motivate employees to achieve desired performance, 

• accurately manage phone calls, posts, and computer reservation system, 

• assist to develop any preventative procedures, 

• evaluate training programs for new staffs, 

• inspect guestroom conditions according to standardized procedures, 

• assist to develop an effective energy management system, 

• understand the interior design principles in guest rooms, including color 
scheme, fabrics, and overall displays, 

• analyze periodical financial and statistic reports, and 

• compile housekeeping reports. 
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Table 5. Forty-four Competency Statements with No Significant Difference between 
Lodging Industry Professionals and HM Educators 

Competency statement 
Lodging industry 

professionals 
("=47) 

HM 
educators 

("=57) 
Mean SD Mean SD 

E.Q. such as emotional control and passion 

Communicate efficiently (orally and in writing) 

Understand unique characteristics of lodging industry 

Maintain professional images and ethics at workplace 

Develop positi\e customer relations 
Endea\or to achieve positive work relations based on staff 
interaction 
Process guest receptions, arrivals and departures 

Communicate efficiently across different departments 
Self development, such as reading, critical think, and career 
planning 
Efficient decision-making in response to contingencies such as 
fire, severe diseases, and terrorist attacks 
Develop work flow according to specific operations 

Conduct new staff orientations 
Operate front-desk equipment and use work-related computer 
programs 
Knowledge of multiple languages 

Identify operational problems 

Meet any hotel operation legislations 

Plan and support staff training 

Understand personnel policies and management procedures 

Conduct staff appraisals 

Develop strategies to solve operational problems 

Assist in operational strategy planning 

Use developed technology to help daily operation 

Assess on-job training for personnel support 

Evaluate training programs for new staffs 
Accurately compile periodical operational data to benefit any 
computer analyses 
Effectively handle staff grievances and complaints 

Understand all the administrative procedure in hotel 

Assist to establish and maintain staff productivity 

Assist the development of operational feasibility assessment 

Conduct in-services to support personnel 

4.72 

4.68 

4.62 

4.55 

4.53 

4.49 

4.47 

4.47 

4.45 

4.40 

4.32 

4.32 

4.30 

4.30 

4.28 

4.23 

4.21 

4.17 

4.13 

4.11 

4.09 

4.09 

4.04 

4.04 

4.04 

4.02 

4.02 

4.02 

4.00 

4.00 

0.45 

0.47 

0.57 

0.54 

0.50 

0.55 

0.58 

0.69 

0.54 

0.65 

0.84 

0.84 

0.69 

0.55 

0.58 

0.73 

0.72 

0.79 

0.92 

0.73 

0.75 

0.62 

0.69 

0.88 

0.75 

0.94 

0.94 

0.71 

0.91 

0.86 

4.58 

4.68 

4.47 

4.37 

4.40 

4.35 

4.37 

4.67 

4.18 

4.51 

4.32 

4.49 

4.00 

4.25 

4.40 

4.28 

4.28 

4.46 

4.12 

4.33 

4.12 

4.16 

3.84 

4.21 

4.18 

4.28 

3.98 

4.09 

4.23 

4.00 

0.53 

0.47 

0.80 

0.67 

0.70 

0.90 

0.70 

0.48 

0.80 

0.60 

0.74 

0.68 

1.00 

071 

0.62 

0.67 

0.70 

0.63 

1.00 

0.69 

0.60 

0.65 

0.84 

0.67 

0.60 

0.67 

0.83 

0.83 

0.66 

0.78 
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Table 5. Forty-four Competency Statements with No Significant Difference between 
Lodging Industry Professionals and HM Educators (continued) 

Competency statement 

Use past and current documentations to predict future hotel 
reservations 
Plan food and beverage functions, such as banquet and catering 
services 

Prepare staff timesheets, weekly and monthly timetables 

Efficiently utilized space and organized restaurant facilities 

Assist to develop and priorities organizational objectives 
Conduct housekeeping duties in accordance with existing 
standards 
Accurateh' conduct food and beverage audits 

Accurately purchase ingredients, beverages, and miscellaneous 
Adopt standardized approaches in sound room rate structure 
calculations 
Receive, store and distribute raw materials in accordance with 
existing procedures 
Assist to plan sales, promotional adverts, and public relations 
strategies 
Assist in planning and maintenance of various organizational 
budgeting 
Correctly and consistently compile regular night reports 

Design menus for restaurants, parties, and special events 

Lodging industry 
professionals 

(n=47) 

Mean 

3.98 

3.96 

3.96 

3.94 

3.94 

3.89 

3.87 

3.85 

3.85 

3.85 

3.85 

3.79 

3.70 

3.62 

SD 

0.92 

0.83 

0.95 

0.79 

0.84 

0.76 

0.80 

0.75 

0.91 

0.66 

0.81 

0.78 

0.75 

0.57 

HM 
educators 

(n=57) 

Mean 

4.23 

3.95 

4.04 

3.77 

4.21 

4.18 

4.16 

4.14 

4.11 

3.96 

3.70 

4.07 

3.84 

3.63 

SD 

0.71 

0.89 

0.87 

0.98 

0.67 

0.85 

0.82 

0.77 

0.98 

078 

0.84 

073 

1.01 

0.84 

There were seven interpersonal competencies ranked in the top 10 competency 

statements based on the lodging industry professionals' importance scores. Both lodging 

industry professionals and HM educators identified "Emotional Quotient (E.Q.) such as 

emotional control and passion" and "communicate efficiently (orally and in writing)" as 

the top two competencies. 

Three of the competency statements showed a high degree of variance (SD>1.00) 

by HM educators and they were: 

• operate front-desk equipment and use work-related computer programs, 
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• conduct staff appraisals, and 

• correctly and consistently compile regular night reports. 

This revealed that HM educators tend to have more difference in opinions than the 

lodging industry professionals. 
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DISCUSSION 

Sixty competency statements were evaluated to compare perceptions of both 

hospitality professionals and HM educators regarding competencies needed in hotels. 

These competencies were adapted from Tas (1988) and confirmed as important by means 

of a modified three-round Dephi study (Tsai et al., 2004). There were 16 competency 

statements reported with significant differences between lodging industry professionals 

and HM educators. There were no differences between both groups on the remainder of 

the 44 competency statements. 

According to Sandwith's managerial competency-domain model and the resuhs 

from this study, the interpersonal competencies were identified as more important than 

other competencies. Based on lodging industry professionals' perceptions. Table 5 shows 

seven interpersonal competencies fell into the top-ten competencies studied. Lebruto and 

Mun-ay (1994); Ashley et al. (1995); Tas, et al. (1996), and Wilhelm (1999) also 

concluded that interpersonal competencies were the top rated competency. Further, by 

comparing the rankings within the study, technical competencies were scored the lowest 

by both lodging industry professionals and HM educators. Examples include "analyze 

periodical financial and statistic reports" (lodging industry professionals reported M=3.43, 

SD = .97, HM educators reportedM=3.81, SD = .83) and "design menus for restaurants, 

parties, and special events" (lodging industry professionals reportedM=3.62, SD = .57, 

HM educators reportedM=3.63, SD = .84). Following the top rated interpersonal 

competencies, conceptual and leadership competencies were also considered important. 
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In considering the differences in perceptions between the industry professionals 

and HM educators, it should be noted that it is not uncommon for differences to arise 

between the two groups. Several studies (Purcell, 1993; Zuber, 1997; & Okeiyi, Finley, & 

Postel, 1994) noted that there are gaps existed between the industry and education system. 

This study reported 16 significant differences between lodging industry professionals and 

HM educators on their perceptions of competencies for entry-level lodging managerial 

trainees. Of these 16 competency statements, six were technical, four administrative, 

three interpersonal, and three leadership. Lennon (1989) and Tsai (2002) concluded that 

there are considerable difficulties encountered in attempting to ascertain industry needs in 

an educational context. Tsai stated that the rapid growth of HM programs in Taiwan has 

heavily focused on the curriculum development and yet less communication with the 

industry professionals. Lewis's (1993) reported that many educators are out of touch with 

the business world, are unaware of its revolving needs, and continue to provide solutions 

for past problems. 

Further, the findings in this study indicated that there was certain degree of 

knowledge differences regarding the interpersonal and technical competencies studied. 

Table 7 lists the top-ten competency statements from the HM educators. There were four 

interpersonal, three administrative, one technical, one leadership, and one conceptual 

competency statements included. In contrast. Table 6 reports the top-ten competency 

statements from the lodging industry professionals. There were seven interpersonal, two 

leadership, and one conceptual competency statements included. Lodging industry 

professionals weighted the interpersonal competencies as more important than the HM 
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educators. On the other hand, the HM educators tend to give more importance to the 

technical and administrative competencies. Thus, there is a possibility that the HM 

educators are emphasizing too much on technical and administrative competencies in 

their curriculum, whereas the industry professionals are looking for entry-level lodging 

managerial trainees with better interpersonal skills. This does not necessarily represent a 

fundamental disagreement between the two groups. Industry professionals do expect 

management-trainees to have technical knowledge. They do not want the HM programs 

to stop teaching basic technical skills. However, what they do appear to want is a 

technically competent person who has strong interpersonal skills. Hospitality educators 

are faced with the need to teach fundamental technical skills. It is easy for these needs to 

overshadow the more difficult interpersonal concepts. Time and resources are used up by 

teaching the technical matters, and thus interpersonal issues are given less coverage. 

There are three competency statements that show up in both groups' top-ten 

ranking (Tables 6 & 7), two of them are interpersonal and one is conceptual. It seems 

there is some degree of agreement in the top-ranked competencies by both groups. 

However, both groups should continue to cooperate and understand each other's needs to 

better bridge their differences. 
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Table 6 Top-ten Competency Statements Ranked by Lodging Industry Professionals 

Domain Competency statement 
Industry (n=47) 

Mean SD 
Interpersonal E.Q. such as emotional control and passion 
Interpersonal Communicate efficiently (orally and in writing) 
Interpersonal Manage guest requests with understanding and sensitivity 
Conceptual Understand unique characteristics of lodging industry 
Interpersonal A.Q. such as positive thinking while facing any difficulty 
Leadership Maintain professional images and ethics at workplace 
Interpersonal Develop positive customer relations 
Leadership Demonstrate professional appearance and behaviors 
, , , Endeavor to achieving positive work relations based on staff 
Interpersonal "̂  ^ 

interaction 
Interpersonal Knowledge of diverse cultures and social customs 

4.72 
4.68 
4.66 
4.62 
4.55 
4.55 
4.53 
4.53 

4.49 

4.49 

0.45 
0.47 
0.52 
0.57 
0.54 
0.54 
0.50 
0.50 

0.55 

0.69 

1 
2 
3 
4 
5 
6 
7 
8 

9 

10 

Table 7. Top-ten Competency Statements Ranked by HM Educators 

Educators (n=57) 
Domam Competency statement 

Mean SD 

R
ank 

Leadership 
Interpersonal 
Interpersonal 
Interpersonal 
Administrati\e 

Leadership 

Interpersonal 
Conceptual 

Technical 

Administrative 

Motivate employees to achieve desired performance 
Communicate efficiently (orally and in writing) 
Communicate efficiently across different departments 
E.Q. such as emotional control and passion 
Accurately implement health and safety regulation 
Efficient decision-making in response to contingencies 
such as fire, severe diseases, and terrorist attacks 
Conduct new staff orientations 
Understand unique characteristics of lodging industry 
Inspect guestroom conditions according to standardized 
procedures 

Understand personnel policies and management 
procedures 

4.70 
4.68 
4.67 
4.58 
4.54 

4.51 

4.49 
4.47 

4.47 

4.46 

0.50 
0.47 
0.48 
0.53 
0.57 

0.60 

0.68 
0.80 

071 

0.63 10 
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CONCLUSIONS 

The present study begins to systematically identify competencies needed by 

hospitality professionals to be successful on the job in Taiwan. Hospitality management 

educators are concemed about the quality of their students' leaming. Industry 

practitioners are concemed about the skills and abilities of hospitality management 

personnel trained in higher education programs. Therefore, educators and potential 

employers may better understand each other by coming to consensus regarding 

competencies needed by hospitality professionals. This study lays a foundation for this 

consensus. Forty-four of the 60 competencies reached consensus. Further discussion 

should resolve differences on the remaining 16 competencies. This study also found that 

both lodging industry professionals and HM educators agreed that leadership, 

interpersonal, and conceptual competencies were the most important for entry-level 

lodging managerial trainees. 

Three competency statements shows up in both industry professional's and HM 

educator's top-ten ranking. These statements are: 

• Communicate efficiently (orally and in writing) 

• E.Q. such as emotional control and passion 

• Understand unique characteristics of lodging industry 

It seems there is some degree of agreement in the top-ranked competencies by both 

groups. Both groups should continue to strive for agreement and alignment of these 

71 



competency statements. Future cooperation between the two groups should be 

encouraged to better understand each others needs and to bndge their differences. 

Implication and Limitation of the Study 

The results of the study may be used as suggestions for realigning HM curricula 

in Taiwan. The statistically similar items offer a strong foundation for curriculum 

development and implementation. The competency listings within the competency 

domains provide guidance to educators to they develop priorities as they work within 

resource constraints. The sixteen items that were statistically different offer grounds for 

further discussion among industry and educational professionals. 

The entry-level lodging managerial trainee competency study may help the 

lodging industry in recruiting entry-level managerial personnel, as well as developing a 

career path for current and future managers. Results may provide an opportunity for the 

industry to develop a list of managerial competencies that can be used in better job 

descriptions. Findings of the study would be valuable to students who currently enroll in 

hospitality management education. It can serve as a reference to students in 

understanding what knowledge or competencies the hospitality industry is looking for in 

hospitality management college graduates. 

Sneed and White (1993) noted that the key to long-term success for hospitality 

managers comes from a balance of education, training, and experience. Utilizing the 

consensus of lodging industry managers and hospitality management faculty regarding 

entry-level managerial competencies is important for establishing effective HM programs 

in Taiwan. 
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CHAPTER IV 

SUMMARY AND CONCLUSIONS 

The hospitality industry in Taiwan has grown rapidly in the last decade. Taiwan 

is now a major tourist destination, with strong further growth predicted. This expanding 

industry requires increasing numbers of qualified personnel to serve the needs of its 

customers. In an attempt to address industry needs, hospitality management programs 

have developed at the university level, growing from seven undergraduate programs and 

one graduate program in 1995 to 64 undergraduate and eighteen graduate programs in 

2002. Because this growth in hospitality programs has been so rapid, there has been little 

opportunity to thoughtfully identify and prioritize essential managerial competencies 

needed by managerial employees in the hospitality industry. 

In order to address this issue, input from hospitality and education professionals 

was solicited using an online survey technique. The project was approved by the Texas 

Tech University Human Subjects Committee (Appendix M). Instruments were developed 

in English, and then ttanslated into Chinese by the researcher. It was then translated back 

into English by two educators who understood both English and Chinese. The second 

English translation was then compared to the original to ensure the same understanding 

was achieved (Appendix C). 

For the first phase of the study, the researcher adapted a previous study (Tas, 1988) 

completed in the US to compile a list of 70 competency statements that served as the 

basis for investigation. This list was organized based on the Sandwith (1993) managerial 

competency-domain model. A modified three-round Delphi technique, suggested by 
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Duffield (1993) and Jenkins and Smith (1994), was used to complete the data collection. 

An expert panel consisting of 25 lodging industry professionals and 25 HM educators 

(Appendix E) evaluated the 70 statements for importance to the hospitality industiy. The 

panel also offered nine additional items for inclusion. Sixty items (51 of the original 70 

statements plus the nine additions) were considered worthy of inclusion on the final 

competency list (Appendix D). 

In the second phase of the study, the list of 60 competency statements from phase 

I was then submitted to an initial sample of 35 hospitality management personnel and 160 

hospitality educators. This group was asked to complete the web-based survey and then 

forward it to colleagues utilizing a snowball technique. Importance rankings were based 

on a 5-point Likert scale. Rankings were compared using ANOVA to determine 

congruence between perceptions of the two groups. 

Based on the 104 usable responses (Appendix I), full consensus was established 

on 44 items. Perceptions regarding the remaining 16 items were statistically different 

between hospitality professionals and hospitality program educators (Appendix K). 

Certain competencies, such as interpersonal skills included "E.Q. such as 

emotional control and passion," "communicate efficiently orally and in writing," 

"manage guest requests with understanding and sensitivity" were rated as the most 

important competencies by both lodging industty personnel and HM academic educators. 

These data remind us that entry-level managerial trainees truly function as 

communicators among customers, staff, colleagues, and upper-level adminisfrators. 

The HM educators gave high marks to two technical competencies, which were 
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"conduct new staff orientations" and "inspect guestroom conditions according to 

standardized procedures." These skills were not identified by the industry professionals 

as their top-ten competencies required for entry level lodging managers. Of the 16 

competencies found with significant differences, six were technical competencies. All 

six of these competencies received higher score from HM educators than from lodging 

industry professionals. The difference may be caused by the perception of the HM 

educators that basic technical skills are important to get the graduates started in the 

industry. On the other hand, the industry professionals may fett that these skills are more 

property or organization specific (their way of doing things) and can easily be taught 

during the ttaining process. However, comparing to previous studies (Table 8), this study 

confirmed that leadership, interpersonal, and conceptual competencies are the most 

important competencies. 

Table 8. Comparison of Studies for Important Findings 

Domains 

Leadership 

Administrative 

Interpersonal 

Technical 

Conceptual 

Tas 

1988 

X 

X 

Okeiyi 

1994 

X 

X 

Tas 

1996 

X 

X 

X 

Kay 

2000 

X 

X 

X 

X 

X 

Lin 

2002 

X 

X 

Tsai 

2004 

X 

X 

X 
Note: X important fmdings 

Implications and Recommendations 

The results of this study have important ramifications for both lodging industry 

practitioners and HM educators in hospitality field in Taiwan. Educators and industry 

practitioners established a new relationship and worked together to determine the most 
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important competencies needed for entry level management trainees in Taiwan. This 

collaboration was important because it began a process of cooperation and mutual 

assistance. Both groups identified that leadership, conceptual, and interpersonal 

competencies was more important than the technical competencies for entty level lodging 

managerial trainees. The relationship between competency and curriculum in hospitality 

field needed further exploration. Considering the fact that competencies in interpersonal 

skills are always emphasized in businesses, especially for the hospitality industty, this 

finding is important but not surprising. Although the lodging industty professionals did 

not emphasize the technical competencies as much as the HM educators did, they both 

indicate that these competencies are basic qualities and requirements for people who 

pursue a career in the lodging industty. As identified in this study, 24 technical 

competency statements were agreed by both the lodging industty professionals and HM 

educators as an important skill for an individual in the lodging industty. 

Thus, the data and findings furnish us with a sense of the functions for which 

practitioners in the industty are now responsible, as well as their assessment of what 

current and future HM academic programs should prepare students to do. For persons 

responsible for the adminisfratton and planning of HM curriculum in higher education, 

both the similarities and the differences found in the study should be considered in order 

to develop an inclusive HM program. HM academic educators must not think they 

educate students only for entty-level positions; students must also be prepared for the 

positions of greater responsibilities which they will assume in the future. 
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The results of this study lay the groundwork for the development of a competency 

based education in HM programs in Taiwan. The basic competencies for lodging entty-

level managerial frainees have been identified. The differences of opinion between the 

lodging industty personnel and HM academic educators were also identified. Further 

interaction is necessaty to come to final agreement regarding the 16 items that have 

significant differences between perceptions of lodging practitioners and educators. What 

remains now is for academic faculty to take responsibility for assessing whether or not 

students have mastered these identified competencies and to provide a series of leaming 

experiences to ensure that these competencies are developed. 

Limitations of the Study 

A convenient sample and snowballing technique were used to access to members 

of the targeted population. These techniques increase the risk of non-representative 

samples. Therefore, respondents might not be representative of the targeted population 

and thus the results may not be generalized. 

This study was also planned on the following assumptions: 

1. The sample represents lodging industty professionals and HM educators in 

Taiwan. 

2. The vocabulaty of hospitality entty-level managerial competencies, as used in the 

survey instrument, adopted and ttanslated from Tas, was understood by respondents and 

that no definittons are needed in the instrument itself 

3. The list of lodging entty-level managerial competencies was valid and sufficientiy 

inclusive to meet the expectattons of most lodging operations in Taiwan. 
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4. The questionnaire survey instrument was sufficiently inclusive of lodging entty-

level managerial trainee competencies to be meaningful in making recommendations for 

curriculum. 

5. The following factors might limit validity and /or generalization of study findings. 

6. All scales of measurement items were self-reported rather than observed. That 

might result in a variance for this study. 

7. Questionnaires might vaty in appearance in different browsers and on different 

monitors. Therefore respondents might see different views of the same question and not 

receive identical visual stimulus. 

8. Computer and web accessibility might vaty due to different job descriptions. For 

example, faculty might have better accessibility to a computer with internet connection 

than lodging industty managers do. 

Suggestions for Further Research 

Future research is needed to refine and define the competency statements used in 

the present study. For example, "effectively handle staff grievances and complaints" can 

easily fit into either the administtattve or interpersonal domains. Clearer definition and 

refinement of competency statements will ensure that each competency statement can be 

easily identify with a competency domain in the Sandwith managerial competency-

domain model. 

Although the present study identified and ranked the essential managerial 

competencies, it did not further investigate the factors that cause differences in opinion 

among the industty professionals and HM educators. There are 16 competency 
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statements in this study with significant differences. This could lead to further studies to 

investigate and identify factors that caused these differences as well as other differences 

that will help in bridging hospitality education and the industty. 

Due to the rapid growth of HM programs within the past few years in Taiwan, it 

is essential for the HM programs to evaluate their curriculum and may be adopt 

competency based education to better serve both the students and industty. Future 

studies may use current results and competency models as guide to realign HM 

curriculum with industty needs. 

This research only studies the competencies requirements of entty level lodging 

managerial ttainees. A comprehensive competency studies for the hospitality industty 

could provide valuable information to both industty professionals and HM educators. 
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APPENDIX A 

HOSPITALITY MANAGEMENT PROGRAMS IN TAIWAN 
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Program Growth in Hospitality, Tourism, and Leisure Management and Related 
Programs 1968-2003 

1968-1995 1996-1997 1998-1999 2000-2001 2002-2003 Total 

Undergraduate 

Master 

Doctoral 

Total 

Percentage 

7 

1 

0 

8 

9.8% 

3 

1 

0 

4 

4.9% 

10 

5 

0 

15 

18.3% 

18 

6 

1 

25 

30.4% 

26 

4 

0 

30 

36.6% 

64 

17 

1 

82 

100% 

Source. Homg, J. (2003). The development of Taiwan's hospitality education from the 
hospitality education models in the US and Austtalia. Joumal of Taiwan National 
University Education, 48(2). p 127. 
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U N I V E R S I T Y 

Collee* of Human Sciences 
Office of the Dean 

aox-in62 
Lubbock. TX 7940<J-I162 
(806)742-3031 
FAX: (806)742-1849 

June 10, 2004 

Dear Hospitality Colleague: 

This letter serves as an introduction to Frank Tsai, Chao-Jen who is a doctoral 
student in Hospitality Administration at Texas Tech University. He is in the late 
stages of his academic program and is novi/ preparing to conduct his graduate 
research project. Frank will be conducting two on-line surveys regarding the 
competencies desired in entry level hospitality managers in Taiwan, Data 
collected will be used in a summary fashion, with no one person's response 
identifiable. 

In order for Frank to complete his research, he needs your assistance in two 
ways Frank will be seeking email addresses of hospitality managers and 
hospitality faculty members to serve as a research population. All email 
addresses will be kept private and not shared or distributed in any way. In 
addition, he needs willing recipients to complete the survey and to recommend 
the survey to their colleagues. As a hospitality professional, we would very much 
appreciate your assistance in completing the project. Results should be of 
interest to the Taiwanese hospitality community. 

Thank you very much. 

Sincerely. 

Ben K. Goh. Ph'.D Lynn Huffman, Ph.D. 
Associate Dean Chairperson 
Dissertation Committee Co-Chair Dissertation Committee Co-Chair 
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^^Mmmmmi^o itm%$fmitmi^\E^mtm(Modified Delphi Method)̂  

i^: D^mm^; 2)tiAs*w#o ^s^jp^m^^j^DHioi, mt^TMt!fy^^i:xM 

$^fi^##o wtmitmmmmn^iii^r-mm^T:, mmm^^mmz: 002-1-
806-698-1908 m^^ismMmAWMM'l^M: 0920-489-438^ mXi^Mi^SmM 

m% 

mmm-}\mxA^mm'^m^. 
J l ^ g r g : Goh, K. Ben, Ed.D. 8c Huffman, Lynn. Ph.D. 

franktsai58@yahoo.com.tw or chaoien.tsai@ttu.edu m^ft 
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APPENDLX C 

PHASE I 

ROUND I SURVEY 

93 



Section 1. Professional competency 

Instruction: Based on your professional knowledge and understandings, please selected 
essential competency statements for the entty-level lodging managerial 
trainees. 

1 = MM^mm^ti 2 = yr-mM.^m^Ai 
1 = Essential 2 = Not essential 

l^ 1. mmBmA^mn 
Compile housekeeping reports 

2. wn^mm^mM^, mu-. m^. MS^^WS i 
Provide various banquet services, including French, American, and 
Buffets 

3. mi^^wjmR^WAm±m i 

Assess on-job training for personnel support 

Develop work flow according to specific operations 

Design menus for restaurants, parties, and special events 

Efficiently utilize space and organize restaurant facilities 

7. mmw^mmm^m^. ^^Rmmn i 
Receive, store and distribute raw materials in accordance with existing 
procedures 

Accurately purchase ingredients, beverages, and miscellaneous 
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9. iEmmmmmmi^m^ i 2 
Correctly and consistently compile regular night reports 

10. itmmmnmfMi^j^mRm^^^m^m^m 1 2 
Adopt standardized approaches in sound room rate structure calculations 

n.i^mM^RM^.^m^fWM^Mm^^ 1 2 
Use past and current documentations to predict future revenues and expenses 

i 2 . J S t i l ^ ^ M ^ J t ^ i = J i M l 1 2 
Continue to use established personnel management regulations to 
supervise staff 

u.^mM^mmmm^mm. 1 2 
Manage guests' requests with understanding and sensitivity 

14. mMMM^mRmm 1 2 
Demonstrate professional appearance and behaviors 

15. mmm^^B^i^mfmm, mia-. m^. m^Rsm^Brnf 1 2 
Understand the interior design principles in guest rooms, including 
color scheme, fabrics, and overall display 

16. w^mmmi'fmmmw^jmm 1 2 
Assist the development of operational feasibility assessment 

17. itf^M^RMimmnmwi^MmnjB 1 2 
Use past and current documentations to predict future hotel reservations 

\^.^mMV(UTi'f'^^m-^^, ma-, ^ i^ . MAmmRm^i^m 1 2 
Efficient decision-making in response to contingencies such as fire, 
severe diseases, and terrorist attacks 

i9.itmmm^s^^mxi'fmmB:mRmm^m \ 2 
Operate front-desk equipment and use work-related computer programs 

20. m.n^&mmmmi'f 1 2 
Perform bar services 

95 



21. ^xi^m^mn^mmmRni^nmmi:!;!. 
Maintain professional images and ethics at workplace 

22. Wi&}±immmnf^^ 
Assist in operational strategy planning 

23. w^^^mmmn^mnRm^-^ 
Assist in planning and maintenance of various organizational budgeting 

24.mM^xmfBmRj^. mm^ 
Prepare staff timesheets, weekly and monthly schedules 

25.mm^m^m^mmAm 
Effectively interview prospective employees 

26. ^¥iMm'\^^mBRmm^ 
Analyze periodical financial and statistic reports 

2i.±mmmj3m, mu-. ^^R^i-mm 
Plan food and beverage functions, such as banquet and catering services 

28. ikm'^^mmm^mtmm^B 

Conduct housekeeping duties in accordance with existing standards 

Endeavor to achieve positive work relations based on staff interaction 

30. mtjmmmAm 
Conduct orientations for new staffs 

31. ^M^^^TcrUJf, ma-, if*^. mmmmRmm 
Clearfy identify market segments, such as commercial, govemmental 
organizations, and business conventions 

32. ^^mnj^ikmtL^mmxi^xmmm 
Develop strategies to solve operational problems 

33. mmmxiammmmmn 
Motivate employees to achieve desired performance 
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34. =icW$i^Mxiifiji^f] umm^ti 
Have leadership for hospitality sector 

35. iT^#^. ^tR'wm-^^^^w-m^ 
Decide menu pricing for restaurants, banquets, and special events 

36. Wi^'^^mALmmMiR^u^nii^^m 
Assist to develop and prioritize organizational objectives 

37. W J i f i ^ l f H i M i a ^ 
Conduct staff appraisals 

38. mALm^pzmmmiEmmm 
Develop positive customer relations 

39. §Af l^^f# , mtLU: isinRm^ 
Process guest receptions, arrivals and departures 

40. iS:m^x^/mxmmm^m^mm 
Promote cooperative management and relations with the union 

41. mMm'^^mm^mtLmmMR^±M^ 
Accurately implement health and safety regulations 

42.isawa^P^Mi4Si] 
Assist to establish and maintain staff productivity 

43. ummmi'fmmnmummBfB^ 
Inspect guestroom conditions according to standardized procedures 

44. iEmmmmmmn 
Accurately conduct food and beverage audits 

45. tmMm'\^mmRmfm^ 
Analyze periodical financial and statistic reports 

46. j^iffrM^RMimnnmnm^M^^mm^ 
Analyze current and past documentations to predict future market strategies 

2 
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47.ffi^J^f^\Mftp°p$ 
Organize housekeeping trolleys 

48. tmrnmA^mm^^ 
Evaluate training programs for new staffs 

49. ±mR^m§^mAi 
Plan and support new personnel's training 

50. ummmmumm^.xyt6^mi i 
Delegate duties and authority in accordance with departmental objectives 

51. ^n^mmmti i 
Communicate efficiently (orally and in writing) 

52. mi-^MmftmABRmEmm i 
Prepare periodical financial and statistical reports 

53. ±mRxmmx^Mm\m i 
Plan and support staff training 

54. ^ALmmmmnmmmm^^Mi'f^m i 
Develop purchasing specifications to meet operational objectives 

55. mmm^mixn^mmn^ i 
Design dining space to meet operational needs 

56. Wi^±mmmRmm^m'^mm^ i 
Assist to plan sales, promotional adverts, and public relations strategies 

5i.^mt&mmx^mmi^ i 
Effectively handle staff grievances and complaints 

58.efij^x, -tti. mnR^^nMnm i 
Control staff, food, beverage and other operational costs 

59. TMAmM^R'^mTj^ 1 
Understand personnel policies and management procedures 
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60. ^^fr^m-^mmmmmmm 
Analyze any possible factors that may influence profitability 

6\.mmmmmi'fm^MM 
Meet any hotel operation legislations 

62. "^mmum^xvx^mAm 
Conduct in-services to support personnel 

63. iEmmmmmm. itWRmm^MnitL^nB 
Accurately manage phone calls, posts, and computer reservation system 

64. ^^^mAL^itmnmnmnfm. 
Assist to develop an effective energy management system 

65. t^irii^f^±wr«m 
Identify operational problems 

66.^miimmmm\ 
Perform all duties at the front office cashier 

67. mAL-^mm^^mm^M 
Establish reliable finance tracking system 

6^.tmmm. ^^Rwm-^^^mw-
Assess menus for restaurants, banquets, and special events 

69. ^^Mmmm-\i^u±^^m^m 
Assist to develop any preventative procedures 

70. iEmm^^Mm'\i.mimmmmm^m 
Accurately compile periodical operational data to benefit any computer analyses 

ii.mi^MmAmMm^um^mm, mri^:x±^^^7oxi 

Beyond the 70 competency statements listed, please descnbe any other essential 
competency statement(s) for entty-level lodging managerial trainees based on your 
professional knowledge and understandings: 
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m=.^i^.mAnn 
Section 2 Demographic information 

Instruction: According following items, please select an option that describes yourself the 
best. 

tt^ij Gender ^ Male ic Female 

^B Age 21 i^L^T Under 21 years old 
21 30;^ years old 
31 - 40 M years old 
41 - 50 j ^ years old 
51 - 60 ;^ years old 
60 ^LUX Above 60 years old 

^ W f l S ( S a ^ M ) Education 
^ "t" tUT Below junior high school 
^ ^ Junior high school 

i ^ ^ ' ^ i ^ ? ^ Senior higher school 
J ] ^ Five-year technical college 
I^M- Two-year technical college 
H S Four-year technical college 
A^ University 
51X Master 
1$X Doctorate 
^-t: (tmm^m-. other 

100 



{iKSPn Department serve 
§ ^ ^ r i room division 
^1)1 nP n Food and beverage division 
H f ^ ^ n Marketing department 
i^l^nPn Financial department 
Atj^Mp^f^ Human resources department 
^ ' & (Ifi¥^ffl|!(sE): Other 

^ I S Position 
%%mm 
mmim 
^m 
Ma 
wm 

General manager 
Assistant general manager 
Director 
Manager 
Assistant manager 

S-S (tmm^m: other 

ffil^B^fa^ Length in current positior 
-^ux 
1 - 3 ^ 
3 - 5 ^ 
5 - 7 ^ 
7 - 9 ^ 
9 ^ l ^ X 

I 

Less than one year 
years 
years 
years 
years 
More than nine years 

miMAmmm^Mmti± (Email address) 

!BM1t^f&^f^^^^' Thank you for completing this survey. 

101 



APPENDLX D 

PHASE I 

ROUND n SURVEY 

102 



Section 1. Professional competency 

Instruction: Based on your professional knowledge and understandings, please weight the 
competency statement's importance for the entty-level lodging managerial trainees. 
mmm •. i=^^^^fi^, 2=?f̂ fî , 3=^ji, i=m.m, m5=imm.mo 
(l=Most unimportant, 2= Unimportant, 3= Neutral, 4=Important, 5=Most important) 

1. yt6^mmm^&m'^'\^ 1 2 3 4 5 
Understand unique characteristics of lodging industty 

2. M^M^nrntn^ti, ma-. m> ^. ^R^m 1 2 3 4 5 
Knowledge of multiple languages 

3. ^w-itL^mmmmmw^mn^fj 1 2 3 4 5 
Communicate efficiently across different departments 

4. B^Pia i^f i f i 1 2 3 4 5 
Knowledge of diverse cultures and social customs 

5. ^^mm^ti, mtu: mm. ©#^ m^muR^mm^i 
1 2 3 4 5 

Self development, such as reading, critical think, and career planning 

6. m^^^E.Q., MA^mmK, mn-. 'm^nm. mmRmm't^ 
1 2 3 4 5 

E.Q. such as emotional control and passion 

7. mm^m^.Q.> Mmmmii^JE]^^^^' mu-. m^. ^%-hRn-i^^m^n 
1 2 3 4 5 

A.Q. such as positive thinking while facing any difficulty 

8. -^^^ifmim'^mcMm. 1 2 3 4 5 
Understand all the administrative procedure in hotel 
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9. mnMmnik^^u^msji-m']^^'!^^^ mn-. mmm'f^ 
1 2 

Use developed technology to help daily operation 

mm 

lo.mmm^Aiimmn^ 
Compile housekeeping reports 

11. iffei£Ki)IIMi5:iJ#A»̂ »iJ 

Assess on-job training for personnel support 

Develop work flow according to specific operations 

1 

13.^1 ;#s# îj-^s]&<]^misit 
Design menus for restaurants, parties, and special events 

14. ^^iimm^mu^wmmB^m i 
Efficiently utilized space and organized restaurant facilities 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

i5.m!immmm^m^^ ^^R^mm^ 1 2 3 4 5 
Receive, store and distribute raw materials in accordance with existing procedures 

16. iE5iifesmi4s#t̂ ^ m^R^^mm 1 2 3 4 5 
Accurately purchase ingredients, beverages, and miscellaneous 

ii.iEmmmmmmm^n^ 1 2 3 4 5 
Correctly and consistently compile regular night reports 

18.'\tmmmnmmi£BmRm^mmBm^m 1 2 3 4 5 
Adopt standardized approaches in sound room rate structure calculations 

1 9 . 3 l t M l ^ ^ M S * W S l X 1 2 3 4 5 
Continue to use established personnel management regulations to supervise staff 

20. m^M^i^Mmm^r^m 1 2 
Manage guest requests with understanding and sensitivity 

3 4 5 
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21. mmum^mRmm 1 2 3 4 5 
Demonstrate professional appearance and behaviors 

22.mmmm^i^^]^mfmm, miu-. m^. m^Rmm^j^mf 
1 2 3 4 5 

Understand the interior design principles m guest rooms, including color scheme, 
fabrics, and overall displays 

23.^^mmi'fmmm-^'iTmm 1 2 3 4 5 
Assist the development of operational feasibility assessment 

24.itP^M^Rmi:^mmmm^^mnB 1 2 3 4 5 
Use past and current documentations to predict future hotel reservations 

25.^mn^uxi'fm±m'^^, miu-. AI^. mAmmR^A^f^m 
1 2 3 4 5 

Efficient decision-making in response to contingencies such as 
fire, severe diseases, and terrorist attacks 

26.it^mm^s^m^xi^mmMRmm^m. 1 2 3 4 5 
Operate front-desk equipment and use work-related computer programs 

2i.^xi^m^mwmmmmRn^m.mm.m 1 2 3 4 5 
Maintain professional images and ethics at workplace 

2S. Wi^^tmMitnm^i^ 1 2 3 4 5 
Assist in operational strategy planning 

29.Wj^^mmmw^mnRmn 1 2 3 4 5 
Assist in planning and maintenance of various organizational budgeting 

30.mmrnxmr^mRM. mm^ 1 2 3 4 5 
Prepare staff timesheets, weekly and monthly timetables 

3\.±mmmM^, ma-. ^^R^mmm 1 2 3 4 5 
Plan food and beverage functions, such as banquet and catering services 

32. i^w^^mmm'^m^fnm^j^ 1 2 3 4 5 
Conduct housekeeping duties in accordance with existing standards 
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33. mt^xi'f^^s.m, ^timixmm^Emxmm 
Endeavor to achieve positive work relations based on staff interaction 

2 3 4 34. t^DIL^ifilAl 
Conduct new staff orientations 

35. tmBj^^mALwmmxwxm-^m 
Develop strategies to solve operational problems 

36. mm^xi:xmmmmm^ 
Motivate employees to achieve desired performance 

2cw]@^a^t&ij 37. Jc^M^MXiiiiJl^w] 
Have leadership for hospitality sector 

38. w^&i'^n\mALM^7ji^R^^Bjm^^m 
Assist to develop and priorities organizational objectives 

39. ^^tmn^mxmit 
Conduct staff appraisals 

40. m^Lm^pt^mnrnjEmmmw^ 
Develop positive customer relations 

4i.§Aws#. mu: m^Rm^ 
Process guest receptions, arrivals and departures 

42. mnM^^mm'tw-itL^'^MR^±M^ 
Accurately implement health and safety regulation 

43.^at=S^F^pX4Mij 
Assist to establish and maintain staff productivity 

44. mwumi'fMttmm^ii^^j^f^^ 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

Inspect guestroom conditions according to standardized procedures 
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45.iEmmmmm^n 1 2 3 4 5 
Accurately conduct food and beverage audits 

46.tmMm^mAmRmnm'^ 1 2 3 4 5 
Analyze periodical financial and statistic reports 

4 7 . | f f e i f J i A a i a ^ & ^ ^ * 1 2 3 4 5 
Evaluate training programs for new staffs 

48. ±mR^mmmAmm 1 2 3 4 5 
Plan and support new personnel training 

49. ^wmmMmti 1 2 3 4 5 
Communicate efficiently (orally and in writing) 

50. ±mR^W:mX^mnim 1 2 3 4 5 
Plan and support staff training 

5\.w^^±mmmRmnm^m'Mmm 1 2 3 4 5 
Assist to plan sales, promotional adverts, and public relations strategies 

52. ^^tm&mmx^mmi^ 1 2 3 4 5 
Effectively handle staff grievances and complaints 

53. JMAmM^R'^mTj^ 1 2 3 4 5 
Understand personnel policies and management procedures 

54. mmmmmi'f'^^MM 1 2 3 4 5 
Meet any hotel operation legislations 

55.wmMm^^.xi:x^mAm 1 2 3 4 5 
Conduct in-services to support personnel 

56. iEmmmmmm. m^RmmMmmitLmnjj^ 1 2 3 4 5 
Accurately manage phone calls, posts, and computer reservation system 
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57. l^a^^^^Wt^Mtalt* 1 2 3 4 5 
Assist to develop an effective energy management system 

5s.tmm,mi'fxmmm 1 2 3 4 5 
Identify operational problems 

59.WimMmmmi^m^±^^mmm 1 2 3 4 5 
Assist to develop any preventative procedures 

60. jEmmm^Mmnmi'fnmummm^m 1 2 3 4 5 
Accurately compile periodical operational data to benefit any computer analyses 
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Demographic information for Delphi study respondents (n=23) 

Demographic charactenstic HM educators (%) Lodging industty 
professionals (%) 

Gender 
Male 4(17.34) 6(26 09) 
Female 7 (30.43) g (26.09) 

Age 
<21 years old 0 0 
21-30 years old 2(8.70) 0 
31 - 40 years old 6 (26.09) g (34.78) 
41 -50 years old 2(8.70) 4(17 39) 
51-60 years old 1(4.35) 0 
>60 years old 

Education 
High school 0 2 (8.70) 
Five-year technical college 0 1(4.35) 
Two-year college 0 0 
Four-year college/university 0 4(17.39) 
Masters 5(21.74) 5(21.74) 
Doctorate 6 (26.09) 0 
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Provide vanous banquet services, including French, American, and Buffets 

2. i^mm^RMimmmm^^m^^ 
Use past and current documentations to predict future revenues and expenses 

Perform bar services 

4. W?:S[iikffi|5t|fi5l̂ *̂ AM 
Effectively interview prospective employees 

5. 6^mMm'\immf^Rm^m^ 
Analyze periodical financial and statistic reports 

Clearly identify market segments, such as commercial, govemmental 
organizations, and business conventions 

7. IT^^^^ ^^R'^^mi^^^MW-m^ 
Decide menu pricing for restaurants, banquets, and special events 

8. iSimmx^m^m^inmR'^m. 
Promote cooperative management and relations with the union 

9. j^mM^RMi^mmmm^M^^mmw^ 

Analyze current and past documentations to predict future market strategies 

Organize housekeeping trolley 

ii.mMmrmm^mytjfmm 
Delegate duties and authority in accordance with departmental objectives 

12. mmmm'\immBRmmm 
Prepare periodical financial and statistical reports 

u.mALmmumnmmmm-^^Mi'f^m 
Develop purchasing specifications to meet operational objectives 
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14. gSst̂ ŝfHi un^mw m^ 

Design dining space to meet operational needs 

Control staff, food, beverage and other operational costs 16. 53't/T^fflort^^W',ui,.iM.K^.^. 
Analyze any possible factors that may influence profitability 

Perform all duties at the front office cashier 

18. m^^m^ti^^mmst 
Establish reliable finance tracking system 

Assess menus for restaurants, banquets, and special events 
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m^m 
^^mm')MmxA^mm'^M.^.^m±mmAm^c, ^mmmw^ 

t-m^^'^^tEmmmm^.M^Rmmm^mmm'^mA^mmmmMum 

JSAro1#,^Mhttp: / /FreeOnlineSurveys. com/rendersurvey. asp?id=69511 » i t H S ^ P o ^ 

mmm^^MpmEMm^Amm^Rmm'^m.^.^mmmmif^, mmfmm 3 -
mm. M7it^m%^^m^mmmm^Rmmmm^ 
m. mmMMmmn, mi^.^tmmf^mm, BAM 

nmm^^o mMmiitrnmrnm^^nnx-mmmij, mmm^MMC- 002-1-
806-698-1908 ̂ Jig^?f3I,i^AMAM^J^ffl: 0920-489-438o WX^Mi^^mM 

mum 
mmm ll»$n: 

^mm-nmxA^mm'^m^. 
g : Goh. K. Ben. Ed.D. & Huffman, Lynn. Ph.D. 
^ : franktsai58@yahoo.com.twor chaoien.tsai(g),ttu.edu 

3 B -

m f̂ 
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Section 1. Professional competency 

Instruction: Based on your professional knowledge and understandings, please weight the 
competency statement's importance for the entty-level lodging managerial trainees. 
mmm -. i=imx-mm, 2=x-mm, 3=^11, 4=mm, m^^immm^ 
(l=Most unimportant, 2= Unimportant, 3= Neutral, 4=Important, 5=Most important) 

1. ^ ^ S M ^ t l M H I f t t 1 2 3 4 5 
Understand unique characteristics of lodging industty 

2. Mm^m^^trnti, mia-. m. ^. MRB^ 1 2 3 4 5 
Knowledge of multiple languages 

3. ^w-itL^m^m^mm^mn^ti 1 2 3 4 5 
Communicate efficiently across different departments 

4. m^m^^M 1 2 3 4 5 
Knowledge of diverse cultures and social customs 

5. ummm^ti, ma-, mm. s%> ^R^m^^R^mmm 
1 2 3 4 5 

Self development, such as reading, critical thinking, and career planning 

6. tf,^^^E.Q., mA^mmm, mu-. mmB%u m^Rmm't^ 
E.Q. such as emotional control and passion 1 2 3 4 5 

1 2 3 4 5 
A.Q. such as positive thinking while facing any difficulty 

8. rmm^^m'^jmrfmitm 1 2 3 4 5 
Understand all the administrative procedure in hotel 
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9. mnmmn^&ffu^mm-mm'f'^, ';'«•= m^mi'fmi 
1 2 

Use developed technology to help daily operation 

i^ 10. mmm^A^mmi 
Compile housekeeping reports 

1 2 

11. tm^mmmR^nAm±m 
Assess on-job training for personnel support 

m 12. ititxj^^i^, mM.mmi'fmmr^ 
Develop work flow according to specific operations 

1 3 . ^ ^ ;#i5:#^iJ-^wjS<]mi^l5st 
Design menus for restaurants, parties, and special events 

14. ^itmm^mu^wmm^u^m i 
Efficiently utilized space and organized restaurant facilities 

3 4 5 

4 5 

3 4 5 

3 4 5 

3 4 5 

3 4 5 

15. mmw^nimmMm^. u^Rmxm^ 1 2 3 4 5 
Receive, store and distribute raw materials in accordance with existing procedures 

16. iEmmmmmm^^. m^R^%m^ 1 2 
Accurately purchase ingredients, beverages, and miscellaneous 

17. iEmmmmmBmmm /±. 1 

3 4 5 

3 4 5 
Correctly and consistently compile regular night reports 

18. mmmmnmmiiBmRm^mmBm^m 1 2 3 4 5 
Adopt standardized approaches in sound room rate structure calculations 

\9.mm'^^M^Mnmmx 1 2 3 4 5 
Continue to use established personnel management regulations to supervise staff 

20. mmM^i^mmm^mm 1 2 
Manage guest requests with understanding and sensitivity 

3 4 5 
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2\.mMMm^mRmm 1 2 3 4 5 
Demonstrate professional appearance and behaviors 

22. mmmm^B^\>^mmm, mi^-. iife> ^ ^ 4 s s t i § ^ i s i t 
1 2 3 4 5 

Understand the interior design principles in guest rooms, including color scheme, 
fabrics, and overall displays 

23.w,mmmi'fm^y.u^'^ffmm 1 2 3 4 5 
Assist the development of operational feasibility assessment 

24.^mM^RM^mnmmm^^^m)^ 1 2 3 4 5 
Use past and current documentations to predict future hotel reservations 

25.^mM^RXi'f^^m'^^, mu: Ai^. MAmmRm^'i^m 
1 2 3 4 5 

Efficient decision-making in response to contingencies such as 
fire, severe diseases, and terrorist attacks 

26.i^mmm^^mmxi'f^mt^mRmm^m. 1 2 3 4 5 
Operate front-desk equipment and use work-related computer programs 

2i.^xifm^mw^MmmRn^nmMm 1 2 3 4 5 
Maintain professional images and ethics at workplace 

28. Wi^±tmmm^m^ 1 2 3 4 5 
Assist in operational strategy planning 

29. ^^^m^mnmm^iRmw 1 2 3 4 5 
Assist in plaiming and maintenance of various organizational budgeting 

3o.mmmxmm^RB. Miji^ 1 2 3 4 5 
Prepare staff timesheets, weekly and monthly timetables 

3\.±mmmMk, mu: s^R^\-')^Mm 1 2 3 4 5 
Plan food and beverage functions, such as banquet and catering services 

32. m&'^^^um'Hm^mm^B 1 2 3 4 5 
Conduct housekeeping duties in accordance with existing standards 
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33. ss^xftfi^jsif), ^tim^xmmjEMxmm 1 2 3 4 
Endeavor to achieve positive work relations based on staff interaction 

34. MDIIMifiiAM 
Conduct new staff orientations 

35. nmnj'i^mAL^\immxi'f±.m<^m 
Develop strategies to solve operational problems 

3 4 5 

3 4 5 

36. MmMxiixmmmmm^t 1 2 3 4 5 
Motivate employees to achieve desired perfonnance 

37. =i:W$I^MXii?iJl^B] ^mm^ti 
Have leadership for hospitality sector 

3 4 5 

38.^^{^n]mALmwM^R^^tjm^^m 1 2 3 4 5 
Assist to develop and priorities organizational objectives 

39.^^±mf^m.Xm^± 1 2 3 4 5 
Conduct staff appraisals 

40. mAL^^^:tmmmiEm&^mif. 1 2 3 4 5 
Develop positive customer relations 

4\.2^Ammw< viu: mnRM^ 1 2 3 4 5 
Process guest receptions, arrivals and departures 

42. m^m'^^mm'kmiLmmMR^±M^ 1 2 3 4 5 
Accurately implement health and safety regulation 

43. l^lftWSgPnMX^M^ 1 2 3 4 5 
Assist to establish and maintain staff productivity 

44. mmmmi'fmmm^ummBm 1 2 3 4 5 
Inspect guestroom conditions according to standardized procedures 

45. jEmt^mmm^^n 1 2 3 4 5 
Accurately conduct food and beverage audits 
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46. tfi^mmiim:iBRmm^ 1 2 3 4 5 
Analyze periodical financial and statistic reports 

47. If fei?JiAMDmW^^ 1 2 3 4 5 
Evaluate training programs for new staffs 

48. j ^ t i J & ^ S i r J i A M I I I , ^ 1 2 3 4 5 
Plan and support new personnel training 

49. ^n^MMn^tl 1 2 3 4 5 
Communicate efficiently (orally and in writing) 

50. ±mR^W:^X^m.tjm 1 2 3 4 5 
Plan and support staff training 

5\.Wi^±mmmRmm^m'^mm^ 1 2 3 4 5 
Assist to plan sales, promotional adverts, and public relations strategies 

52. ^mtrnmrnx^tji^mi^ 1 2 3 4 5 
Effectively handle staff grievances and complaints 

53. rmAmm^R'^MTj^ 1 2 3 4 5 
Understand personnel policies and management procedures 

54. mum^mi'fm^MM 1 2 3 4 5 
Meet any hotel operation legislations 

55.^mMmmmxi:x^mAm 1 2 3 4 5 
Conduct in-services to support personnel 

56. ]Emmmmmt^. m^Rmm^.m.mitLmmB 1 2 3 4 5 
Accurately manage phone calls, posts, and computer reservation system 
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57. t^a^^W^fl^t^MWaltM 1 2 3 4 5 
Assist to develop an effective energy management system 

58.m^Mm'f±m^M. 1 2 3 4 5 
Identify operational problems 

59.w^^Mmmmn.mu±mmm 1 2 3 4 5 
Assist to develop any preventative procedures 

60. iEmmst^Mmi^Mi'fmmmmm^m 1 2 3 4 5 
Accurately compile periodical operational data to benefit any computer analyses 
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• fHAS^ Demographic information 

t^^i^B^: i^xn^mmm^, '^(^)m~mn^m^mm 
Instruction: According following items, please check ( V) an option that describes 

yourself the best. 
1. tt^ij Gender 5. 

^Male 
^ Female 

¥S^Age 
21 M W T under 21 
21 30 ;^ years old 

mn(^mm) Position 

31 - 40 ;^ years old 
41 - 50 ;^ years old 
51 - 60 ;^ years old 6. i-
60;^l^Xabove60 

f5[Wfl;S Education 
H S 4-year technical college 

A^ University 
51X Master 

^ X f i Department chair 
i ^ S Professor 
ffl'Ji![S Associate professor 

l i S I ^ S Assistant professor 
eî fp Instructor 
^il^(tmm^m) Other 

r^Btfa^ Length of cunent position 
~~^^X Under 1 year 
1-3 ^ year 
3-5 ^ year 
5-7 ^ year 
7-9 ^ year 
9 ^ liJ,X above 9 years 

MX Doctorate 
^i\\L(tmmmm Other i. m^ui^mmm^mmm'? 

How did you receive this survey? 
Mmmj^n^ma^^m^mmiM 
From the researcher directly 
mwi^mMmmmm$iMMm 
From a forwarded message 
n%(mm$^mm other 

ffii[^4 S (nT^i i ) Course taught 
^J^Mf^ Housekeeping 
m^^M F&B management 
•ftrii^Tli Marketing 
i^f^WSI Financial Management 
^m^Wm^m Other 
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Phase II Demographic Profile of Respondents (n=104) 

HM Educators 

Gender 
Male 
Female 

Missing data 

Age 
<21 years old 
21 -30 years old 
31 - 40 years old 
41 - 50 years old 
51 - 60 years old 
>60 years old 
Missing data 

Education 
Below high school 
Higher school (general/career) 
Fi\ e-year technical college 
Two-year technical college 
Four-year technical college 
University 
Master 
Doctoral 
Other 
Missing data 

Position 
Department chair person 
Full professor 
Associate professor 
Assistant professor 
Instructor 
General manager 
Vice general manager 
Director 
Manager 
Assistant manager 
Other 
Missing data 

Length at current position 
< 1 year 
1-3 years 
3 - 5 years 
5 - 7 years 
7 - 9 years 
> 9 years 
Missing data 

Industry 
professionals Overall 

11 
21 

5 
16 
11 
1 

1 
27 

5 

4 

23 

4 
6 
6 
4 
2 
11 

10 
14 

6 
10 
8 
1 

2 
2 
11 

7 

3 

1 
5 
10 
8 

21 
35 
48 

11 
26 
19 
2 
0 
46 

2 
2 
11 
0 
8 
30 
8 
2 
41 

3 
0 
5 
4 
23 
1 
0 
1 
5 
10 
9 
43 

6 
12 
10 
8 
3 
19 
43 

(20.19%) 

(33.65%) 

(46.15%) 

(10.58%) 
(25.00%) 

(18.27%) 
(1.92%) 

(0%) 
(44.23%) 

(1.92%) 
(1.92%) 
(10.58%) 

(0%) 
(7.69%) 

(28.85%) 
(7.69%) 

(1.92%) 
(39.42%) 

(2.85%) 
(0%) 

(4.81%) 
(3.85%) 

(22.12%) 
(.96%) 
(0%) 

(.96%) 
(4.81%) 

(9.65%) 
(8.65%) 

(41.35%) 

(5.77%) 
(11.54%) 

(9.65%) 
(7.69%) 

(2.85%) 
(18.27%) 

(41.35%) 
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Domain 

Competency statement 

Lodging 
Industry 

HM 
Educators Overall 

Mean SD Mean SD Mean SD 

Administrative 

Assist in planning and maintenance of various 
organizational budgeting 
Conduct staff appraisals 

Evaluate training programs for new staffs 

Meet any hotel operation legislations 

Understand personnel policies and management procedures 4.17 
Use past and current documentations to predict future hotel _ . j , 
reservations 
Accurately compile periodical operational data to benefit 
einy computer analyses 

Conduct in-services to support personnel 

Understand all the administrative procedure in hotel 

Conceptual 
Self development, such as reading, critical think, and career 
planning 

Understand unique characteristics of lodging industry 

Interpersonal 

Communicate efficiently (orally and in writing) 

Communicate efficiently across different departments 

E.Q. such as emotional control and passion 

Endeavor to achieving positive work relations based on staff ^ ^^ 
interaction 

Assess on-job training for personnel support 

Assist to develop and priorities organizational objectives 

Conduct new staff orientations 

Correctly and consistently compile regular night reports 

Develop positive customer relations 

Effectively handle staff grievances and complaints 

Knowledge of multiple languages 

Plan and support staff training 

Process guest receptions, arrivals and departures 

Leadership 
Efficient decision-making in response to contingencies such^ ^^ 
as fire, severe diseases, and terrorist attacks 

Maintain professional images and ethics at workplace 4.55 

4.11 0.48 

3.79 

4.13 

4.04 

4.23 

4.04 

4.00 

4.02 

4.45 

4.62 

4.68 

4.47 

4.72 

4.04 

3.94 

4.32 

3.70 

4.53 

4.02 

4.30 

4.21 

4.47 

078 

0.92 

0.88 

073 

0.79 

4.07 

4.12 

4.21 

4.28 

4.46 

075 

0.86 

0.94 

0.54 

0.57 

0.47 

0.69 

0.45 

0.55 

0.69 

0.84 

0.84 

075 

0.50 

0.94 

0.55 

072 

0.58 

0.65 

0.54 

4.18 

4.00 

3.98 

4.18 

4.47 

4.58 

4.35 

3.84 

4.21 

4.49 

3.84 

0.73 

1.00 

0.67 

0.67 

0.63 

0.92 4.23 0.71 

4.51 

4.37 

0.60 

0.78 

0.83 

0.80 

0.80 

4.42 0.63 

4.31 0.40 

4.68 0.47 

4.67 0.48 

0.53 

0.90 

0.84 

0.67 

0.68 

1.01 

4.40 0.70 

4.28 0.67 

4.25 0.71 

4.28 0.70 

4.37 0.70 

4.46 0.50 

0.60 

0.67 
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Lodging HM 
Domain Industry Educators Overall 

Competency statement Mean SD Mean SD Mean SD 
Technical 4.04 0.48 

Adopt standardized approaches in sound room rate structure , „ . „ „ . . . . „„„ 
calculations 

Assist the development of operational feasibility assessment 4.00 0.91 4.23 0.66 

Assist to establish and maintain staff productivity 4.02 0.71 4.09 0.83 

Conduct housekeeping duties in accordance with existing , QQ nnf. 410 A 05 
standards 

Design menus for restaurants, parties, and special events 3.62 0.57 3.63 0.84 

Develop work flow according to specific operations 4.32 0.84 4.32 0.74 

Efficiently utilized space and organized restaurant facilities 3.94 0.79 3.77 0.98 

Identity operational problems 4.28 0.58 4.40 0.62 

Operate front-desk equipment and use work-related ^ ^g 0 69 4 00 1 00 
computer programs 
Plan food and beverage functions, such as banquet and - gg Q g^ ^ 95 0 89 
catering services 
Accurately conduct food and beverage audits 3.87 0.80 4.16 0.82 
Accurately purchase ingredients, beverages, and ^ g^ Q ^^ ^ j ^ QJ-J 
miscellaneous 
Assist in operational strategy planning 4.09 0.75 4.12 0.60 
Assist to plan sales, promotional adverts, and public ^ g^ ^gj ^ J Q Q g^ 
relations strategies 
Develop strategies to solve operational problems 
Prepare staff timesheets, weekly and monthly timetables 3.96 0.95 4.04 0.87 

Receive, store and distribute raw materials in accordance ^ g^ Q g^ 3 ̂ ^ Q yg 
with existing procedures 
Use developed technology to help daily operation 4.09 0.62 4.16 0.65 

4.11 0.73 4.33 0.69 
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g^g^gg^gng^^lgfemgnfeR^^^ Industry Professionals' Score 
Lodging industry 

Competency statement professionals 

(n=47) 

HM educators 
(n=57) 

Mean SD Mean 
E.Q. such as emotional control and passion 

Communicate efficiently orally and in writing 

Manage guest requests with understanding and sensitivity 

Understand unique characteristics oflodging industry 

A.Q. such as positive thinking while facing any difficulty 

Maintain professional images and ethics at workplace 

Develop positi\e customer relations 

Demonstrate professional appearance and behaviors 

Endeavor to achieving positive work relations based on staff interaction 

Knowledge of diverse cultures and social customs 

Process guest receptions, arrivals and departures 

Communicate efficiently across different departments 

Self development, such as reading, critical think, and career planning 

Efticient decision-making in response to contingencies such as fire, severe 
diseases, and terrorist attacks 

Develop work flow according to specific operations 

Conduct new staff orientations 

Operate front-desk equipment and use work-related computer programs 

Knowledge of multiple languages 

Continue to use established personnel management regulations to 
super\ ise staff 

Identify' operational problems 

Accurately implement health and safety regulation 

Meet any hotel operation legislations 

Plan and support staff training 

Have leadership for hospitality sector 

Understand personnel policies and management procedures 

Motivate employees to achieve desired performance 

Conduct staff appraisals 

Develop strategies to solve operational problems 

Assist in operational strategy planning 

Use developed technology to help daily operation 

Accurately manage phone calls, posts, and computer reservation system 

Assess on-job training for personnel support 

Note. * Means significantly different by professional position (lodging industry professionals or H M 

educators) using O n e - w a y A N O V A at/» < .05. 

SD 

4.72 

4.68 

4.66 

4.62 

4.55 

4.55 

4.53 

4.53 

4.49 

4.49 

4.47 

4.47 

4.45 

4.40 

4.32 

4.32 

4.30 

4.30 

4.28 

4.28 

4.23 

4.23 

4.21 

4.17 

4.17 

4.15 

4.13 

4.11 

4.09 

4.09 

4.06 

4.04 

0.45 

0.47 

0.52 

0.57 

0.54 

0.54 

0.50 

0.50 

0.55 

0.69 

0.58 

0.69 

0.54 

0.65 

0.84 

0.84 

0.69 

0.55 

0.68 

0.58 

0.73 

0.73 

0.72 

0.67 

0.79 

0.75 

0.92 

0.73 

0.75 

0.62 

0.70 

0.69 

4.58 

4.68 

4.32 

4.47 

4.25 

4.37 

4.40 

4.14 

4.35 

4.21 

4.37 

4.67 

4.18 

4.51 

4.32 

4.49 

4.00 

4.25 

3.96 

4.40 

4.54 

4.28 

4.28 

4.44 

4.46 

4.70 

4.12 

4.33 

4.12 

4.16 

4.33 

3.84 

0.53 

0.47 

0.91* 

0.80 

0.63* 

0.67 

0.70 

0.79* 

0.90 

0.53* 

0.70 

0.48 

0.80 

0.60 

0.74 

0.68 

1.00 

0.71 

0.68* 

0.62 

0.57* 

0.67 

0.70 

0.54* 

0.63 

0.50* 

1.00 

0.69 

0.60 

0.65 

0.61* 

0.84 
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Competency Statements Ranked by Lodging Industry Professionals' Score 
Lodging industry 

professionals 
(n=47) 

Competency statement 
HM educators 

(n=57) 

Evaluate training programs for new staffs 

Accurately compile periodical operational data to benefit any computer 
analyses 

Effectively handle staff grievances and complaints 

Understand all the administrative procedure in hotel 

Assist to establish and maintain staff productivity 

Assist to develop any preventative procedures 

Assist the development of operational feasibility assessment 

Evaluate training programs for new staffs 

Conduct in-ser\ ices to support personnel 

Use past and current documentations to predict future hotel reservations 

Plan food and beverage functions, such as banquet and catering services 

Prepare staff timesheets, weekly and monthly timetables 

Inspect guestroom conditions according to standardized procedures 

Efficiently utilized space and organized restaurant facilities 

Assist to develop and priorities organizational objectives 

Conduct housekeeping duties in accordance with existing standards 

Accurately conduct food and beverage audits 

Assist to develop an effective energy management system 

Accurately purchase ingredients, beverages, and miscellaneous 

Adopt standardized approaches in sound room rate structure calculations 

Receive, store and distribute raw materials in accordance with existing 

procedures 

Assist to plan sales, promotional adverts, and public relations strategies 

Assist in planning and maintenance of various organizational budgeting 

Understand the interior design principles in guest rooms, including color 
scheme, fabrics, and overall displays 

Correctly and consistently compile regular night reports 

Analyze periodical financial and statistic reports 

Design menus for restaurants, parties, and special events 

Mean SD Mean SD 

Compile housekeeping reports 

4.04 

4.04 

4.02 

4.02 

4.02 

4.02 

4.00 

4.00 

4.00 

3.98 

3.96 

3.96 

3.96 

3.94 

3.94 

3.89 

3.87 

3.87 

3.85 

3.85 

3.85 

3.85 

3.79 

3.74 

3.70 

3.66 

3.62 

3.43 

0.88 

0.75 

0.94 

0.94 

0.71 

0.74 

0.91 

0.81 

0.86 

0.92 

0.83 

0.95 

0.69 

0.79 

0.84 

0.76 

0.80 

0.99 

0.75 

0.91 

0.66 

0.81 

0.78 

0.85 

0.75 

0.92 

0.57 

0.97 

4.21 

4.18 

4.28 

3.98 

4.09 

4.33 

4.23 

4.33 

4.00 

4.23 

3.95 

4.04 

4.47 

3.77 

4.21 

4 18 

4.16 

4.35 

4.14 

4.11 

3.96 

3.70 

4.07 

4.11 

3.84 

4.19 

3.63 

3.81 

0.67 

0.60 

0.67 

0.83 

0.83 

0.64* 

0.66 

0.64* 

0.78 

0.71 

0.89 

0.87 

0.71* 

0.98 

0.67 

0.85 

0.82 

0.58* 

0.77 

0.98 

0.78 

0.84 

0.73 

0.72* 

1.01 

0.81* 

0.84 

0.83* 

Note. * Means significantly different by professional position Godging mdustiy professionals or H M 

educators) using One -way A N O V A a\.p< .05. 
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UNIVERSITY,,/ 
NORTHTEXAS 

School of Merchavdising and Hospitality Management 

Acaedited by The Accreditation Commission for Programs in Hospitality Administration 
Recipient of the American Textile Manufacturers Institute Award for Excellence 

July 15, 2004 

Chao-jen Tsai 
5911 72"" Street 
Lubbock, Texas 79424 

Dear Mr. Tsai: 

You have my permission to use the research instalment from the following study: 

Tas, R.F. (1988). Teaching future managers. Cornell Hotel and 
Restaurant Administration Quarterly. 29(2), 41-42. 

If you have any questions, please feel free to contact me. 

Sincerely 

Richard F. Tas, Ph.D. 
Professor 

RFT 
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Texas Tech University 
Institutional Review Board for the Protection of Human Subjects 

Office of Research Services 
203 Holden Hall/MS 1035 

742-3884 

June 2, 2004 

Dr. Kok Goh 
Ed Nutrition & Rest-Hotel Mgmt 
Mail Stop: 1162 

Regarding: 100043 Bridging Hospitahty Education and the Industry 

Dr. Kok Goh: 

The Texas Tech University Protection of Human Subjects Committee approved your claim for an exemption for the 
proposal referenced above on 05/13/2004. 

Exempt research is not subject to continuing review, but any modifications that (a) change the research in a 
substantial way, (b) might change the basis for exemption, or (c) might introduce any additional risk to subjects 
should be reported to the IRB, before they are implemented, in the form of a new claim for exemption or a proposal 
for expedited or fiill board review. 

Extension of exempt status for exempt projects that have not changed is automatic. You should inform the Secretary 
of the Committee when the exempt research is completed (at least via response to yearly reminders) so that the file 
can be archived. 

Best of luck on your project. 

Sincerely, 

Richard P. McGlynn, Chair 
I^otection of Human Subjects Committee 
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