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The hospitality industry in recent years has become 

intensely competitive. Better communication between 

industry professionals and educators is important for 

university programs to provide relevant learning experiences 

for students. 

The purpose of this study was to determine competencies 

that hotel and restaurant professionals deem necessary for 

the success of graduates in the industry. Thirty 

supervisors of hotel and restaurant management majors who 

graduated from the University of North Texas from 1990 

through 19 92 responded to the research questionnaire. The 

supervisors were given 3 6 competencies and asked to rate 

their level of importance. Percentages were used to 

identify the most important competencies. 

The skills most frequently identified as important by 

the industry professionals surveyed were leadership skills, 

professional ethics, personnel management, and understanding 

the different laws that affect hospitality operations and 

management. 



TABLE OF CONTENTS 

Page 

LIST OF TABLES V 

Chapter 

1. INTRODUCTION 1 

Statement of the Problem 2 
Purpose of the Study 3 
Research Questions 3 
Significance of the Study 4 
Limitations 5 
Assumptions 5 
Definitions 5 

2 . REVIEW OF LITERATURE 7 

Introduction 7 
Hospitality Education 8 
Industry Expectations 9 
From Practical Training to an Academic Field..15 
The purpose of Hospitality Education 18 
Summary 2 0 

3 . METHODOLOGY 21 

Population 21 
Instrument 21 
Procedures 22 
Data analysis 23 

4. RESULTS AND DISCUSSION 24 

Conceptual Skills Perceived by Supervisors as 
Important 2 6 

Interpersonal Skills Perceived by Supervisors 
as important 2 9 

Technical Skills Perceived by Supervisors as 
important 32 

Important Competencies Based on Type of 
Establishment 35 

Competencies Considered Important Based on 
Size of Establishment 84 

1X1 



5. FINDINGS AND RECOMMENDATIONS. 125 

Summary of Findings 126 
Implications 133 
Recommendations 135 

APPENDIX .138 

REFERENCES 157 

IV 



LIST OF TABLES 

Page 

Table 

1. Type of Establishment 25 

2. Number of Years in Present Position 26 

3. Conceptual Skills as Evaluated by 
Supervisors . . . . . . . 28 

4. Interpersonal Skills as Evaluated by 
Supervisors . . . . . . . . . . . . 30 

5. Technical Skills as Evaluated by 
Supervisors 32 

6. Important Conceptual Skills in Commercial 
Hotels 36 

7. Important Interpersonal Skills in 
Commercial Hotels 38 

8. Important Technical Skills in Commercial 
Hotels 40 

9. Important Conceptual skills in Fullservice 
Foodservice 43 

10. Important Interpersonal skills in Fullservice 
Foodservice 45 

11. Important Technical Skills in Fullservice 
Foodservice 47 

12. Important Conceptual Skills in Resort 
Hotels 50 

13. Important Interpersonal Skills in Resort 
Hotels 53 

14. Important Technical Skills in Resort 
Hotels 55 

15. Important Conceptual Skills in Fastfood 
Establishments 58 

v 



Table Page 

16. Important Interpersonal Skills in Fastfood 
Establishments 60 

17. Important Technical Skills in Fastfood 
Establishments . . . . . . . . . . . 62 

18. Important Conceptual Skills in Contract 
Foodservice . . . . . . . . . . . 64 

19. Important Interpersonal Skills in Contract 
Foodservice . 67 

20. Important Technical Skills in Contract 
Foodservice 68 

21. Important Conceptual Skills in School 
Institution . . . . . . . 71 

22. Important Interpersonal Skills in School 
Institution 73 

23. Important Technical Skills in School 
Institution 75 

24. Important Conceptual Skills in Health Care, 
Travel Agency, Airline, and Corporate 
housing 78 

25. Important Interpersonal Skills in Health 
Care, Travel Agency, Airline, and 
Corporate Housing 80 

26. Important Technical Skills in Health Care, 
Travel Agency, Airline, and Corporate 
Housing 81 

27. Important Conceptual Skills in Hotels with 
2 99 or less Rooms 84 

28. Important Interpersonal Skills in Hotels 
with 2 99 or less Rooms 87 

29. Important Technical Skills in Hotels with 
299 or less Rooms 88 

30. Important Conceptual Skills in Hotels with 
between 3 00 and 599 Rooms 91 

vx 



Table Page 

31. Important Interpersonal Skills in Hotels 
with between 3 00 and 599 Rooms 93 

32. Important Technical Skills in Hotels 
between 3 00 and 599 Rooms 95 

33. Important Conceptual Skills in Hotels with 
600 and more Rooms 98 

34. Important Interpersonal Skills in Hotels 
with 600 and more Rooms 100 

35. Important Technical Skills in Hotels with 
600 and more Rooms 101 

36. Important Conceptual Skills in Restaurants 
with 250 and less Seats . 104 

37. Important Interpersonal Skills in Restaurants 
with 250 and less Seats 107 

38. Important Technical Skills in Restaurants 
with 250 and less Seats 108 

39. Important Conceptual Skills in Restaurants 
with between 251 and 499 Seats Ill 

40. Important Interpersonal Skills in Restaurants 
with between 251 and 499 Seats 113 

41. Important Technical skills in Restaurants 
with between 251 and 499 Seats 115 

42. Important Conceptual Skills in Restaurants 
with 500 or more Seats 118 

43. Important Interpersonal Skills in Restaurants 
with 500 or more Seats 120 

44. Important Technical Skills in Restaurants 
with 500 or more Seats 122 

vxi 



CHAPTER 1 

INTRODUCTION 

With approximately 150 hotel and restaurant programs 

turning out graduates each year, there is concern as to 

whether these graduates are qualified and capable of 

competing in the rapidly changing conditions of the hotel 

and restaurant industry (Williams, 1990). A recent panel 

discussion held at the University of Massachusetts at 

Amherst focused on encouraging communication between 

industry professionals, administrators, and educators at 

colleges and universities. Lakosh, who is director of 

employment for Stouffer Hotels and Resorts and a participant 

on the panel, addressed the issue of the preparedness of 

students to meet the needs of the hotel and restaurant 

industry ("Hospitality Recruiters," 1990). Among the common 

concerns related to education, recruitment, and the employee 

selection process discussed by the panel, was the important 

concern of whether education is doing enough to develop 

individuals who can deal efficiently with subordinates, 

peers, superiors, and guests. Panel participant John 

Johnson, who is a director at Stouffer Restaurant Company, 

added that although most universities offer courses in 



communication, there is some doubt that all interpersonal 

skills can be taught. 

Hotel and restaurant management education is often 

criticized as not meeting the needs of the hotel and 

restaurant industry (Goodman & Sprague, 19 91; Lennon, 1989). 

The major criticisms of hotel and restaurant programs 

concern their negligence in providing study of practical, 

applicable topics and conversely the inclusion of irrelevant 

areas of study. Better communication between industry 

professionals and educators is important in order for the 

programs to provide more relevant learning experiences for 

students. 

Students of hotel and restaurant management programs 

have also become critical in the evaluation of their 

education (Pavesic, 1984). With more schools offering 

hospitality education programs, students are increasingly 

questioning the effectiveness of course content, faculty 

qualifications, and department facilities for preparing them 

to compete for better jobs upon graduation. 

Statement of the Problem 

To be an effective manager in the hospitality industry 

in the 1990s and beyond, managers need an array of skills 

which will serve the needs of the employer, the employee, 

and the guests (Rogalla, 1992). In order to increase the 

capabilities of graduates, hospitality educators and 



industry professionals must work together to identify areas 

where students need additional skills to keep pace with 

industry needs. With this in mind, it is important to 

determine competencies that hotel and restaurant 

professionals deem necessary for graduates from the 

University of North Texas. 

Purpose of the study 

The purpose of this study was to determine competencies 

that hotel and restaurant professionals deem necessary for 

the success of graduates from the University of North Texas' 

hotel and restaurant program. 

Research Questions 

The following research questions were developed for 

this study: 

1. What conceptual skills are perceived by supervisors 

as important for the success of graduates in the hospitality 

industry? 

2. What interpersonal skills are perceived by 

supervisors as important for the success of graduates in the 

hospitality industry? 

3. What technical skills are perceived by supervisors 

as important for the success of graduates in the hospitality 

industry? 

4. Based on the type of establishment, what 



competencies are considered most important in the 

hospitality industry? 

5. Based on the size of establishment, what 

competencies are considered most important in the 

hospitality industry? 

Significance of the Study 

Reflecting the many skill levels required in the 

hospitality industry, 2-year colleges and trade schools have 

created programs that generate large numbers of well-

trained, line-level employees and supervisors. On the other 

hand, 4-year programs and general business schools focus on 

preparing students for management positions in the industry 

(Goodman & Sprague, 1991). The main challenge of 

hospitality programs in the future will not be limited to 

competing for students; they will also be forced to compete 

for recruiters' attention. 

The identification of the skills and knowledge required 

in today's changing environment will better enable educators 

to prepare students for success in the industry. This study 

will make a significant contribution to hospitality 

educators' understanding of the competencies considered 

important by industry professionals by identifying these 

competencies. 



Limitations 

Generalization of the findings of this study was 

limited due to the number of graduates who gave permission 

for their supervisors to be contacted. 

Assumptions 

It was assumed that the questionnaire was answered by 

the graduates' immediate supervisors. It was also assumed 

that their answers were accurate and honest. 

Definitions 

Hospitality industry includes hotels, eating and 

drinking establishments, and institutions that offer 

shelter, food, or both to persons away from home 

(Buergermeister, 1983). 

Industry professionals are management representatives 

of firms in the hospitality industry, such as directors and 

managers of hotels and restaurants (Pavesic, 1984). 

Hospitality educators are faculty of four-year higher 

education programs in hospitality education (Pavesic 1984). 

Graduates are students who have earned bachelor of 

science degrees in hotel and restaurant management from the 

University of North Texas. 

Competency is the state or condition of being properly 

or well qualified, capable or adequate for a purpose 

(American Heritage Dictionary). 

Conceptual skills describe the ability to recognize 



interrelationships between the parts of the organization and 

to deal with problems rationally (Trewatha, Newport, & 

Johnson, 1993). 

Technical skills are the skills necessary to perform a 

specific job, usually associated with specialization of 

labor and activities, and often developed by working with 

tools and processes (Trewatha et al., 1993). 

Interpersonal skill is the ability to work with and 

interact with people in a cooperative and informative manner 

(Trewatha et al., 1993). 

Characteristics of establishments are the sizes and 

types of facilities where supervisors of graduates are 

employed. 



CHAPTER 2 

REVIEW OF LITERATURE 

Introduction 

Hospitality management is defined by the Council of 

Hospitality, Restaurant, and Institutional Educators (CHRIE) 

as the decision-making process required for the proper 

allocation of resources in order to achieve the objectives 

of the hospitality industry, such as providing food, 

lodging, and related services (Rogalla, 1992). Lundberg 

(cited in Buergermeister, 1983) described hotel and 

restaurant management as an eclectic discipline which draws 

upon numerous other disciplines. 

In recent years, course content in hospitality 

management programs has been of great interest to educators, 

students, and professionals in the hotel and restaurant 

industry. Economic conditions and technological changes 

have also influenced the way people think about the content 

of education (Taylor & Richards, 1985) . 

Many professional organizations have begun to define 

competencies for persons entering various jobs from 

educational programs. Increasingly, individuals are 

"certified as possessing a particular competency which may 

involve knowledge, skills, ability, attitudes, effective 



behavior, or judgement in relation to an established set of 

criteria" (Mariampolski, Spears, & Vaden, 1980, p. 77). 

Gale and Pol (cited in Mariampolski et al, 1980) maintained 

that a first step in planning educational programs is the 

description of competencies required for successful 

functioning in a position, and suggest that such statements 

can be developed from a survey of experts in the field. 

Hospitality Education 

Hospitality education is a newcomer in comparison with 

university programs that have been in place for many years. 

It has been said that hospitality education is at the same 

stage as were colleges of business administration 25 years 

ago (Williams, 1990). According to Williams, the 120 to 150 

hospitality programs currently housed in various schools or 

departments present a challenge of how to describe each 

program in terms that are commonly measurable. Hospitality 

programs are found in colleges of business, home economics, 

and agriculture, and some are separate schools or colleges. 

The quality of education provided to students is of 

special interest to hospitality management professionals. 

Their concern is due to a lack of common criteria or 

standards with which to assess the quality of education 

received by students. Educational quality is traditionally 

assessed through the evaluation of goals and objectives, 

curriculum, facilities and equipment, faculty, 



administration, finance, and student services (Riegel, 

1990). According to Riegel, despite the best efforts of 

many programs to bolster the content of their curriculum by 

increasing the breadth and depth of substantive knowledge 

and by taking steps to improve the quality of graduates' 

skills, the field of hospitality management is frequently 

characterized as lacking both the substance and good 

reputation of more traditional fields of study. 

The hospitality industry's tremendous growth in recent 

years has created a need for a competitive partnership 

between educators and industry leaders. Education and 

industry, according to Williams (1990), are interdependent. 

The two reasons why education has not been able to provide 

the essential technological understanding for its students 

are, (a) that hospitality education students tend to have 

less than adequate technological skills, and (b) that 

hospitality education is slow to incorporate new technology 

into its programs. There is a great demand for educators to 

anticipate and explore the future of hospitality management 

and to support or even lead the industry. 

Industry Expectations 

Several researchers have studied hotel and restaurant 

administration curricula specifically. Morris (cited in 

Buergermeister, 1983) conducted a research study entitled, 

"Job Competencies Expected of Hotel and Restaurant 
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Administration Graduates with Implication for Curriculum 

Development." The purposes of his research were to (a) 

discover the job competency expectations held by restaurant 

operators in Oklahoma for graduates of hotel and restaurant 

administration of management entry level (b) determine if a 

relationship exists between selected variables and the 

rankings of job competencies and (c) draw implications and 

make recommendations for curriculum development in higher 

education and topic selection for in-service continuing 

education offered by trade hospitality associations. One 

hundred and seventeen restaurant operators responded to his 

survey. His mailed questionnaire asked for information 

regarding the length of time restaurants have been in 

present locations, (b) classification of job competencies on 

a scale of essential to non-essential, and (c) willingness 

of restaurant operators to be involved in the education 

process of hotel and restaurant management students. 

Areas of concern that were indicated by the restaurant 

operators, in rank order, were employee training, 

housekeeping, food purchasing, accounting, management 

principles, employee hiring, building renovation and 

maintenance, catering (banquets) problems, and the 

purchasing of equipment. Of the 16 job competencies listed 

by Morris (cited in Buergermeister, 1983), managerial 

activities such as giving instructions well, resolving 

customer complaints, and discipline of employees were ranked 
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as essential by more than 100 of the 117 respondents. 

Technical skills such as interpreting financial statements, 

planning budgets and menus were ranked lowest of the 

essential competencies. 

Mariampolski et al., (1980) conducted a study of 89 

officers, past presidents, and other directors of the 

National Restaurant Association to determine the skills and 

knowledge needed by beginning food-service managers. The 

survey instrument included a list of 62 competency 

statements arranged at random. Subjects were asked to rate 

each competency on a four-point scale which included not 

important; not expected of beginning managers; desirable, 

but not essential; and essential. Most of the technical 

skills considered to be essential by the respondents 

concerned food preparation and purchasing. The human skills 

considered to be essential pertained to staffing and 

employee relations, and the conceptual skills rated as 

essential by the respondents were the coordination of labor, 

equipment, and personnel. Customer satisfaction and the 

realization that profit is an important goal were ranked as 

a high priority. 

Getty, Tas, and Getty (1991) surveyed 60 employers who 

hired 1987, 1988, and 1989 graduates from the hotel and 

restaurant management program at the University of North 

Texas. The purpose of their study was to assess the quality 
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of the graduates based upon their level of competence in 

their current management positions. The instrument used was 

a questionnaire which asked the employers to rate the level 

of satisfaction of each graduate using a five-point scale 

for each of the given competencies. All of the managers 

surveyed reported that the graduates were competent in 8 of 

the 10 most important competencies. The 10 most important 

hotel manager-trainee competencies ranked by hotel managers 

were the following: 

1. Manages guest problems with understanding and 

sensitivity. 

2. Maintenance of professional and ethical standards in 

the work environment. 

3. Demonstration of professional appearance and poise. 

4. Effective written and oral Communication. 

5. Development of positive customer relations. 

6. Positive working relationships with employees based 

on perceptions or work interaction. 

7. Possession of needed leadership qualities to achieve 

organizational objectives. 

8. Motivation of employees to achieve desired 

performance. 

9. Adherence to established personnel management 

policies in supervision of employees. 

10. Knowledge of personnel policies and procedures 

which govern supervisory activities. 
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Before educators and administrators at Tennessee State 

University developed a hospitality education program, they 

determined the kinds of graduates the industry would like to 

hire (Hogan, 1989). A group of hotel and restaurant 

managers nationwide were surveyed to determine what factors 

should be considered in starting a program. The respondents 

indicated that their preferred areas of program emphasis 

were: food service operations, sales, marketing, management, 

rooms management, human relations, finance, housekeeping, 

communications, and hands-on experience. 

Pavesic (1984) surveyed twenty-five existing hotel and 

restaurant programs throughout the country in order to 

initiate a curriculum review at Florida State University to 

determine the strengths and weaknesses of its current 

curriculum. He obtained input from sources outside academe, 

particularly the employers of graduates and recent graduates 

from Florida State University. Twenty-one hospitality 

educators responded. The five subject areas identified by 

the hospitality educators as most important, in rank order, 

were financial analysis, computer application, food, 

beverage and labor cost control, personnel management, and 

hospitality accounting. The industry professionals 

identified supervision and human relations, food, beverage 

and labor cost control, work experience, financial analysis, 

and training and coaching techniques as the most important 

subject areas. Recent graduates listed work experience, 
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financial analysis, food, beverage and labor cost control, 

supervision and human relations, and computer applications 

as the most important subject areas. 

Van Dyke and Strick (1990) surveyed 100 restaurant 

managers and 100 hotel managers in a study to identify the 

characteristics that employers seek in potential managerial 

candidates. Industry experience was the top-sought 

characteristic. People skills, leadership skills, 

managerial skills, communication skills, and a positive 

attitude were also identified as very important. 

Industry professionals have indicated that personality 

characteristics such as human relations and oral 

communication play a vital role in the success of entry-

level managers (Worsfold, 1989). Worsfold surveyed 31 

general managers of a major United Kingdom hotel group to 

identify the characteristics required for success as a hotel 

manager. The most frequently identified characteristics 

were people skills, motivation, personality characteristics, 

and intelligence. 

In a panel discussion held at the University of 

Massachusetts at Amherst ("Hospitality Recruiters," 1990), 

Johnson, a director of employment for Stouffer Restaurant 

Company, stated that the students he has interviewed seem to 

lack the ability to communicate with guests in a hospitable 

manner. During the panel discussion, Tom Horn, manager of 

human resources for ARA services, was asked whether 
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education is addressing the needs of the industry in 

preparing students for positions in food service management. 

Horn stated that one of the major challenges facing 

management trainees and food service directors coming out of 

hotel and restaurant programs is the management of a diverse 

work force. For the first time, graduates are faced with 

the necessity of managing a very diverse group of people; 

therefore, education on college campuses could do more to 

prepare students in understanding the diversity of the work 

force. This idea was supported by Rogalla (1992), who 

suggested that hotel schools need to include international 

and global issues in their programs. A second point 

discussed by Rogalla was that businesses are looking for 

assistance with labor relations in a union environment and 

employee relations in a non-union environment. According to 

Horn, graduates of hotel and restaurant programs have not 

had a broad focus in this area. 

From Practical Training to an Academic Field 

Hospitality education has changed through the years. 

In the 192 0s the curriculum of the most senior program in 

the United States (Cornell University) was deemed worthy of 

college study but not worthy of a degree (Riegel, 1990). 

According to Riegel, a special committee was appointed by 

the American Hotel Association which finally assessed that 

college training was appropriate for hotel managers but that 
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it should deviate from traditional college instruction. The 

committee, which consisted of industry professionals and 

educators, recommended that instruction be conducted in a 

hotel in an urban area and not culminate with the awarding 

of a degree. What eventually evolved at Cornell University 

did not resemble the committee's recommendations; degrees 

are now awarded to graduates in this field. This early 

notion, nevertheless, illustrates the dilemma in the hotel 

and restaurant field created by the perceived need to 

provide hotel and restaurant graduates with practical 

skills training and the need to provide graduates with a 

solid enduring education. Practical training and 

apprenticeships were the strength of early programs. "This 

emphasis on practical skills derives from the traditional 

forms of hotel management training, centered on the unit and 

involving prospective managers working at various levels in 

different hotel departments over a number of years and 

achieving a degree of competence in each area prior to the 

commencement of any managerial appointment" (Lennon, 1989, 

p.112) . 

Michigan State University recently released the results 

of a survey conducted to analyze careers on the rise 

(Rogalla, 1992) . The survey revealed that the most sought 

after college graduate in 1988 in the hospitality industry 

was an individual who majored in hotel and restaurant 

management. In an interview, Ted Brezinski, director of 
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Food and Beverage at the Holiday Inn, Jackson, Michigan, 

commented on the uniqueness of graduates from hotel and 

restaurant programs (Rogalla, 1992). These graduates 

acquire skills appropriate for the industry through hands-on 

experience, working part-time while going to school, and 

required structured internship programs. Brezinski 

addressed the fact that degreed professionals are preferred 

by management and are needed to remain competitive in 

today's segmented markets. Although classroom instruction 

alone can not teach a manager the ins-and -outs of daily 

business problems, students need to learn about current 

issues and technological concepts that are difficult to pick 

up on the job. Classroom instruction also develops critical 

thinkers who are valuable in the hospitality industry. 

Brezinski's comments show the changes hospitality education 

has gone through over the years. 

The Council of Hospitality, Restaurant, Institutional 

Educators (CHRIE) was founded by leaders in the industry, 

educators, and executives in order to improve the quality of 

education and training for hotel, restaurant, and 

institutional occupations. The council's purpose is to 

encourage the professional growth of its members, to promote 

research, and to distribute information. The council also 

assists in the recruitment of prospective students for 

industry careers and helps institutions in locating 

professional staff (Williams, 1990). Based on a concern for 
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quality in hospitality management education programs, an 

independent organization was formed by CHRIE to serve as the 

accrediting body for hospitality management education 

programs at the baccalaureate level. The purpose of 

accreditation is to establish for the public and academic 

community that an organization or specific program has 

achieved or exceeds a predetermined minimal level of 

educational quality (Miller, 1987). Accreditation is viewed 

as a process of evaluation, rather than regulation, which 

serves to further educational quality (Tanke, 1985). 

The National Restaurant Association (NRA) is a source 

of information and guidance on management and technical 

subjects for the food service industry. The educational 

foundation, which is part of the NRA, offers a variety of 

certification programs to help in the self-improvement of 

hospitality management students. These courses can be 

offered as part of course work taken in school for credit 

with a certificate granted from the NRA on completion of the 

course. 

The Purpose of Hospitality Education 

In recent years the hospitality industry has moved from 

a support industry to a major independent industry that 

contributes substantially to the GNP (Williams, 1990). The 

growth of the field has been rapid and financial investment 

from many sources has increased dramatically. Four 
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significant components of the industry - - food, lodging, 

catering, and tourism - - are experiencing rapid changes due 

to the American public's willingness to spend an increasing 

amount of time and money on leisure. According to Warren 

Batts (cited in Williams, 1990), who is president of Daft 

and Kraft, 

there are six trends which are expected to affect the 
foodservice industry over the next few years: the 
carry-out phenomenon, the increased buying of food to 
take home and eat; menu churn, restaurants constantly 
experimenting and adding in response to change in 
public tastes; market saturation, the expansion of 
existing services and products in order to grow; labor 
shortage, the loss of the traditional labor force, 
i.e., teenagers; recent regulating legislation, e.g., 
taxes, minimum wage and drunk driving laws; and 
operational consolidation, made necessary by slow 
growth environment (p.73). 

All of these trends work together to set the agenda for 

education in the field. 

In order to provide students with a better 

understanding of the hospitality field, educators must 

anticipate and explore the future of the hospitality 

industry (Cullen & Dick, 1989). As Rogalla (1992) pointed 

out, "the hospitality industry must be visionary with 

respect to planning changes and effective in implementing 

it. Education must be pro-active to these new visions" 

(p.11). In the past, hospitality management education has 

concentrated on technical subjects; however, today's 

college graduate is more likely to have additional course 

instruction in marketing and management (Umbreit, 1987). 
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Therefore, as the hospitality industry continues to change 

and grow, hospitality education programs must keep abreast 

with the industry by providing well qualified graduates with 

the required skills. 

Summary 

The literature reviewed in this chapter indicates that 

both industry professionals and educators have concerns 

about whether students are being properly prepared for the 

hospitality field. Due to rapid changes and growth in the 

industry, industry professionals and educators must develop 

a dialogue which is focused on common concerns related to 

education. 



CHAPTER 3 

METHODOLOGY 

Population 

The population of this study were supervisors of hotel 

and restaurant management majors who graduated from the 

University of North Texas from 1990 to 1992. Alumni records 

were used to identify 209 graduates of the hotel and 

restaurant management program from 1990 through 1992. Sixty 

one graduates granted permission for their supervisors to be 

contacted. Thirty supervisors responded to the survey. 

Instrument 

A self-administered questionnaire adapted from 

instruments used in previous research by Getty, Tas, and 

Getty (1991), and Mariampolski, Spears, and Vaden (1980) was 

used to collect data. Permission was granted by both 

parties for use of these instruments (see appendix A). 

The questionnaire consisted of two parts (see appendix 

B). The first part of the questionnaire asked the 

supervisors to rate the level of importance of 3 6 

conceptual, technical, and interpersonal competencies for 

the success of the graduates in the hospitality industry. A 

four-point scale ranging from very important (1) to not 

important (4) was used. The second part of the 

21 
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questionnaire asked supervisors about the type and size of 

their establishments, and general background questions such 

as the supervisors' position, number of years in present 

position, and education level. 

A cover letter was enclosed with each questionnaire. A 

copy of the cover letter is shown in appendix C. The first 

paragraph introduced the study and described the purpose of 

the study. The second paragraph stated how industry 

professionals could help make the study a success. The 

third paragraph noted that all responses would be 

confidential and included a telephone number. Respondents 

were asked to complete the questionnaire by December 25, 

1993. A stamped, self-addressed envelope was included to 

increase the response rate. 

Procedures 

Approval of the use of human subjects was granted by 

the graduate school office prior to data collection. A 

pretest consisting of 25 graduate students and faculty at 

the school of merchandising and hospitality management was 

conducted to test for readability and clarity of the 

questionnaire. Upon completion of the pretest, an 

information sheet was mailed to each of the graduates asking 

them to identify their place of work, position, and name of 

immediate supervisor (see appendix D). A cover letter 

explained the purpose of the study. Reminder letters were 
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sent to the non-respondents two weeks after the first 

mailing (see appendix E). A telephone follow-up was made to 

non-respondents two weeks after the second mailing. 

A questionnaire (appendix B) and cover letter 

(appendix C) was then mailed to each supervisor identified 

by the graduates from the University of North Texas. 

Returned questionnaires were carefully monitored. The 

varying rates of returned questionnaires were recorded using 

a return rate graph. The day on which questionnaires were 

mailed was labeled day one on the graph, and every day 

thereafter, the number of returned questionnaires were 

logged on the graph. 

A letter was sent to encourage non-respondents to 

participate (appendix F) two weeks after the first mailing. 

Three weeks after the first follow-up letter was mailed to 

the nonrespondents, a second follow-up letter and another 

copy of the questionnaire was mailed to nonrespondents 

(appendix G). 

Data Analysis 

The data were analyzed using frequency distributions 

and percentages. A summary of the most important 

competencies, as evaluated by the supervisors, was provided 

with the appropriate use of tables. Competencies were 

presented in rank order in the tables. 



CHAPTER 4 

RESULTS AND DISCUSSION 

This research was designed to answer the following 

questions: (1) What conceptual skills are perceived by 

supervisors as important for the success of graduates in the 

hospitality industry? (2) What interpersonal skills are 

perceived by supervisors as*important for the success of 

graduates in the hospitality industry? (3) What technical 

skills are perceived by the supervisors as important for the 

success of graduates in the hospitality industry? (4) Based 

on the type of establishment, what competencies are 

considered most important for the success of graduates in 

the hospitality industry? (5) Based on the size of the 

establishment, what competencies are considered most 

important for the success of graduates in the hospitality 

industry? 

In order to answer these questions the data were 

analyzed by computing frequencies and percentages. The 

purpose of this chapter is to report the data collected from 

the survey. The research questionnaire is shown in appendix 

B. 

Sixty graduates from the University of North Texas' 

hotel and restaurant management program granted permission 

for their supervisors to be contacted. Thirty supervisors 

24 
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responded to the survey questionnaire. Ten of the 

respondents were general managers, nineteen were assistant 

managers or department heads, and one respondent was a line 

supervisor. Table 1 shows the number of respondents 

employed in different hospitality facilities. 

Table 1 

Type of Establishments (N = 30) 

Type of establishment Number of 
respondents 

Percentage 

Hotel/Commercial 9 30 

Foodservice/Fullservice 6 20 

Hotel/Resort 5 16.7 

Foodservice/Fastfood 2 6.7 

Contract foodservice 2 6.7 

School institution 2 6.7 

Health Care 1 3.3 

Travel Agency 1 3.3 

Airline 1 3.3 

Corporate Housing 1 3.3 

The numbers range from nine respondents employed in 

commercial hotels to one respondent each employed in each of 
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the following: health care foodservice, a travel agency, an 

airline, and corporate housing. 

The number of years the respondents have worked in 

their positions ranged from six months to thirty-two years. 

Table 2 shows the distribution of the number of years in 

four selected categories. 

Table 2 

Number of Years in Present Position (N = 30) 

Number of years Number of 
Respondents 

Percentage 

Up to 2 14 46.7 

3 to 5 9 30 

6 to 10 3 10 

11 or more 4 13 .3 

Of the thirty respondents, 46.7% had worked in their 

present position for two or less years, 3 0% had worked 

between 3 and 5 years, 10% had worked between 6 and 10 

years, while 13.3% had been in their present position for 11 

years or more. 

Conceptual Skills Perceived by 

Supervisors as Important 

Questions 1 through 13 on the questionnaire were 

identified as the questions pertaining to conceptual skills 
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(see appendix B). One hundred percent of the respondents 

identified following established personnel management 

procedures for supervision of employees as either very 

important or important. Sixty seven percent of the 

respondents rated this competency as very important, while 

33% rated it as important. Maintaining professional and 

ethical standards in the work environment, and exhibiting 

knowledge of personnel policies and procedures which govern 

supervisory activities were identified by 97% of the 

respondents as important conceptual skills for the success 

of graduates in the hotel and restaurant industry (see Table 

3) . 

Possessing leadership qualities to achieve 

organizational objectives, and delegating responsibility and 

authority to personnel according to department objectives 

were identified by 96% of the respondents as important. 

Managing life threatening situations, such as fire and 

bomb threats was identified by 13% of the respondents as not 

important. The respondents who categorized this conceptual 

skill as not important managed foodservice operations. Two 

managed fast food establishments and two managed fullservice 

establishments. 
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Table 3 

Conceptual Skills as Evaluated by Supervisors (N =30) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 27(90%) 2(7%) _ 1(3%) 

2. Possesses leadership 

qualities 22(73%) 7(23%) _ 1(3%) 

3. Follows established 

personnel management 

procedures 20(67%) 10(33%) _ _ 

4. Knowledge of personnel 

policies 17(57%) 12(40%) 1(3%) 

5. Delegates responsibility 

and authority to 

personnel 16(53%) 13(43%) _ 1(3%) 

6. Assists in development 

and control of 

departmental 

productivity 16(53%) 10(33%) 3(10%) 1(3%) 

7. Analyzes factors 

influencing the 

controllability of 

profits 15(50%) 12(40%) 2(7%) 1(3%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

8. Manages life threatening 

situations 12(40%) 

9 o Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 11(34%) 

10. Identifies operational 

strategies 9(30%) 

11. Assists in development 

of an effective 

management program 8(27%) 

12. Assists in operational 

and strategic planning 7(23%) 

13. Assists in establishing 

organization objectives 

and their priorities 7(23%) 

(27%) 6(20%) 

12(40%) 

15(50%) 

16(53%) 

18(60%) 

6(20%) 

6(20* 

4(13%) 

4(13%) 

4 (13%) 

1(3%) 

2 (7%) 

1(3%) 

17(57%) 6(20%) 

Interpersonal Skills Perceived by 

Supervisors as Important 

Questions 14 through 21 and question 25 were identified 

on the questionnaire as the questions pertaining to 

interpersonal skills (see appendix B). The five 

interpersonal skills identified as either very important or 
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important by the respondents (see Table 4) were: (a) manages 

guest problems with understanding and sensitivity (97%), (b) 

demonstrates professional appearance and poise (97%), (c) 

motivates employees to achieve desired performance (97%), 

(d) develops customer relations (96%), and (e) achieves 

positive working relationship with employees (93%). 

Table 4 

Interpersonal Skills as Evaluated by Supervisors (N =30) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Manages guest problems 

with understanding and 

sensitivity 26(87%) 3(10%) 

2. Develops customer 

relations 25(83%) 4(13%) 

3. Achieves positive 

working relationship 

with employees 21(70%) 7(23%) 

4. Demonstrates professional 

appearance and poise 21(70%) 8(27%) 

5. Motivates employees to 

achieve desired 

performance 20(67%) 9(30%) 

1 (3%) 

1(3%) 

1(3%) 

1(3%) 

1(3%) 

1(3%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

6. Appraises employee 

performance 13(43%) 

7. Manages employee 

grievances 10(33%) 

8. Conducts informative 

and valid interviews 

with prospective 

employees 7(23%) 

9. Promotes a cooperative 

un ion-management 

relationship61 5(17%) 

14(47%) 2(7%) 

16(53%) 3(10%) 

19(63%) 3(10%) 

1(3%) 

1(3%) 

1(3%) 

11(37%) 4(13%) 6(20%) 

a 3 individuals did not rate this competency 

More than half of the respondents had their businesses 

in the state of Texas. They indicated that a majority of 

Texas hotels are non-union. Twenty percent of the 

respondents identified promoting a cooperative union-

management relationship as not important, while 10% did not 

rate this competency. Fifty four percent of the 

respondents, however, indicated this competency as 

important. 
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Technical Skills perceived by 

Supervisors as Important 

Questions 22 through 24 and questions 2 6 through 3 6 on 

the questionnaire were identified as questions pertaining to 

technical skills (see appendix B). Ninety percent of the 

respondents identified determining staffing requirements 

that relate to menu and service as either very important or 

important. Eighty four percent identified using front 

office equipment and reservation systems as important, while 

80% identified planning sanitation schedules and procedures 

that conform to state and local regulations, and 

understanding the different laws that affect food service 

operations and management as important (see Table 5). 

Preparing weekly, monthly, and annual financial reports was 

identified by 20% of the respondents as not important, while 

17% of the respondents identified processing hotel arrivals 

and departures as not important (see Table 5). 

Table 5 

Technical Skills as Evaluated by Supervisors (N =3 0) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Determines staffing 

requirements that relate 

to menu and service 14(47%) 13(43%) 3(10%) _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

2. Uses past and present 

information to predict 

future reservations 12(40%) 

3. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 12(40%) 

4. Follows legal requirements 

associated with hotel 

operators3 11(37%) 

5. Understands the different 

laws that affect food 

service operations and 

management3 

6. Develops work flow 

patterns to meet 

specific operational 

requirements 

7. Uses front office 

equipment and 

reservation systems 

effectively 

9(30%) 6(20%) 

12(40%) 5(17%) 

11(37%) 3(10%) 

10(33%) 14(47%) 3(10%) 

8(27%) 15(50%) 5(17%) 

3(10%) 

1(7%) 

4(13%) 

2 (7%) 

2 (7%) 

8(27%) 17(57%) 3(10%) 2 (7%) 

(Table continues) 
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(Table 5 continued) 

Competency Very Important Somewhat Not ( 

Important Important Important 

8. Plans menus that conform 

to budget and cost 

requirements3 8(27%) 13(43%) 5(17%) 3(10%) 

9. Prepares weekly, monthly, 

and annual financial 

reports 7(23%) 13(43%) 4(13%) 6(20%) 

10. Develops reliable revenue 

and expense tracking 

systems 7(23%) 12(40%) 9(30%) 2(7%) 

11. Establishes a maintenance 

schedule for equipment 

and facilities 6(20%) 17(57%) 2(7%) 5(17%) 

12. Processes hotel arrivals 

and departures15 6(20%) 11(37%) 6(20%) 5(17%) 

13. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures13 6(20%) 13(43%) 5(17%) 4(13%) 

14. Plans menus that identify 

food items accurately 

(truth in menu) 6(20%) 12(40%) 6(20%) 6(20%) 

a One individual did not respond 

b Two individuals did not respond 
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Important Competencies Based on Type of Establishment 

Commercial Hotels 

Nine of the thirty industry professionals were employed 

in commercial hotels. All nine respondents identified the 

conceptual skill of maintaining professional and ethical 

standards in the work environment as very important. The 

following conceptual skills were rated either very important 

or important (see Table 6) by all respondents: (a) possesses 

leadership qualities to achieve organizational objectives 

(very important 77.8%, important 22.2%), (b) delegates 

responsibility and authority to personnel according to 

department objectives (very important 55.6%, important 

44.4%), (c) exhibits knowledge of personnel policies and 

procedures which govern supervisory activities (very 

important 55.6%, important 44.4%), and (d) follows 

established personnel management procedures for supervision 

of employees (very important 44.4%, important 55.6%). 

Analyzing past and present information to effectively 

predict future marketing strategies was identified by 11.1% 

of the respondents as not important. 
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Table 6 

Important Conceptual Skills in Commercial Hotels (N =9) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 

in work environment 9(100%) _ _ _ 

2. Possesses leadership 

qualities 7(77.8%) 2(22.2%) _ _ 

3. Delegates responsibilities 

and authority to 

personnel according to 

department objectives 5(55.6%) 4(44.4%) _ _ 

4. Exhibits knowledge of 

personnel policies and 

procedures 5(55.6%) 4(44.4%) _ _ 

5. Assists in the development 

and control of 

departmental employee 

productivity 5(55.6%) 3(33.3%) 1(11.1%) 

6. Follows established 

personnel management 

procedures 4(44.4%) 5(55.6%) _ _ 

7. Assists in operational 

and strategic planning 4(44.4%) 4(44.4%) 1(11.1%) _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

8. Analyzes factors 

influencing the 

controllability of 

profits 4(44.4%) 5(55.6%) _ 

9. Assists in establishing 

organization objectives 

and their priorities 3(33.3%) 5(55.6%) 1(11.1%) 

10. Identifies operational 

strategies 3(33.3%) 

11. Manages life threatening 

situations 3(33.3%) 

12. Assists in development 

of an effective 

management program 3(33.3%) 

13. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 3(33.3%) 4(44.4%) 1(11.1%) 

5(55.6%) 1(11.1%) 

5(55.6%) 1(11.1%) 

4(44.4%) 2(22.2%) 

1(11.1%) 

Seven of the nine interpersonal skills were rated 

either very important or important by all respondents. 

Promoting a cooperative union-management relationship was 

rated by 44.4% of the respondents as important, while 11.1' 

rated it as not important. Three individuals did not rate 
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this competency (see Table 7). 

Table 7 

Important Interpersonal Skills in Commercial Hotels (N =9) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 9(100%) _ _ _ 

2. Manages guest problems 

with understanding and 

sensitivity 9(100%) _ _ _ 

3. Demonstrates professional 

appearance and poise 8(88.9%) 1(11.1%) _ _ 

4. Achieves positive 

working relationship 

with employees 8(88.9%) 1(11.1%) 

5. Motivates employees to 

achieve desired 

performance 7(77.8%) 2(22.2%) __ _ 

6. Appraises employee 

performance 6(66.7%) 3(33.3%) _ _ 

7. Manages employee 

grievances 5(55.6%) 4(44.4%) _ _ 

(Table continues) 
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(Table 7 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

8. Conducts informative 

and valid interviews 

with prospective 

employees 3(33.3%) 6(66.7%) _ _ 

9. Promotes a cooperative 

union-management 

relationship3 2(22.2%) 2(22.2%) 1(11.1%) 1(11.1%) 

a 3 individuals did not evaluate this competency 

The technical skill following legal requirements 

associated with hotel operations was identified by 100% of 

the respondents as either very important or important. 

Using past and present information to predict future 

reservations, and using front office equipment and 

reservation systems effectively were rated important by 

88.9% of the respondents. As indicated in Table 8, 88.8% of 

the respondents identified determining staffing requirements 

that relate to menu and service as important. None of the 

technical skills were rated as not important by industry 

professionals employed in commercial hotels. 



40 

Table 8 

Important Technical Skills in Commmercial Hotels (N =9) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Uses past and present 

information to predict 

future reservations 5(55.6%) 3(33.3%) 1(11.1%) _ 

2. Determines staffing 

requirements that relate 

to menu and service 4(44.4%) 4(44.4%) 1(11.1%) _ 

3. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 4(44.4%) 3(33.3%) 2(22.2%) _ 

4. Follows legal requirements 

associated with hotel 

operations 3(33.3%) 6(66.6%) _ _ 

5. Develops work flow 

patterns to meet 

specific operational 

requirements 3(33.3%) 4(44.4%) 2(22.2%) _ 

6. Develops reliable revenue 

and expense tracking 

systems 3(33.3%) 4(44.4%) 2(22.2%) 

(Table continues) 
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(Table 8 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

7. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 3(33.3%) 4(44.4%) 2(22.2%) 

8. Plans menus that conform 

to budget and cost 

requirements 3(33.3%) 4(44.4%) 2(22.2%) _ 

9. Processes hotel arrivals 

and departures 3(33.3%) 3(33.3%) 3(33.3%) 

10. Prepares weekly, monthly, 

and annual financial 

reports 3(33.3%) 3(33.3%) 1(11.1%) 

11. Uses front office 

equipment and 

reservation systems 

effectively 2(22.2%) 6(66.7%) 1(11.1%) 

12. Plans menus that identify 

food items accurately 

(truth in menu) 2(22.2%) 5(55.6%) 2(22.2%) _ 

13. Understands the different 

laws that affect 

foodservice operations 

and management 2(22.2%) 5(55.6%) 2(22.2%) 

(Table continues) 
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(Table 8 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

14. Establishes a maintenance 

schedule for equipment 

and facilities 2(22.2%) 4(44.4%) 3(33.3%) 

Fullservice/foodservice 

Six of the industry professionals who responded to the 

survey were employed in fullservice foodservice 

establishments. The conceptual skills identified by 100% of 

the respondents as being very important or important were: 

(a) follows established personnel management procedures for 

supervision of employees (very important 83.3%, important 

16.7%), (b) maintains professional and ethical standards in 

work environment (very important 83.3%, important 16.7%), 

(c) possesses leadership qualities to achieve organizational 

objectives (very important 83.3%, important 16.7%), (d) 

delegates responsibility and authority to personnel (very 

important 50%, important 50%), (e) analyzes factors 

influencing the controllability of profits (very important 

50%, important 50%), and (f) exhibits knowledge of personnel 

policies and procedures (very important 33.3%, important 

66.7%). Managing life threatening situations such as fire 
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and bomb threats was identified by 33.3% of the respondents 

as not important (see Table 9). 

Table 9 

Important Conceptual Skills in Fullservice/foodservice 

(N -6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 5(83.3%) 1(16.7%) _ _ 

2. Maintains professional 

and ethical standards 

in work environment 5(83.3%) 1(16.7%) _ _ 

3. Possesses leadership 

qualities to achieve 

organi zat ional 

objectives 5(83.3%) 1(16.7%) _ _ 

4. Delegates responsibility 

and authority to 

personnel 3(50%) 3(50%) _ _ 

5. Analyzes factors 

influencing the 

controllability of 

profits 3(50%) 3(50%) 

(Table continues) 
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(Table 9 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

6. Assists in the development 

and control of 

departmental employee 

productivity 3(50%) 2(33.3%) 1(16.7%) _ 

7. Exhibits knowledge of 

personnel policies and 

procedures 2(33.3%) 4(66.7%) _ _ 

8. Assists in establishing 

organization objectives 

and their priorities 2(33.3%) 2(33.3%) 2(33.3%) 

9. Assists in development of 

an effective program 2(33.3%) 2(33.3%) 2(33.3%) _ 

10. Manages life threatening 

situations such as fire 

and bomb threats 2(33.3%) 1(16.7%) 1(16.7%) 2(33.3%) 

11. Assists in operational 

and strategic planning 1(16.7%) 5(83.3%) _ _ 

12. Analyzes past and present 

information to 

effectively predict 

future marketing plans 1(16.7%) 3(50%) 2(33.3%) _ 

13. Identifies operational 

strategies 1(16.7%) 3(50%) 2(33.3%) 
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Six interpersonal skills were identified as either very 

important or important by the respondents. These 

interpersonal skills were: (a) demonstrates professional 

appearance and poise (very important 83.3%, important 

16.7%), (b) develops customer relations (very important 

83.3%, important 16.7%), (c) manages guest problems with 

understanding and sensitivity (very important 83.3%, 

important 16.7%), (d) achieves positive working relationship 

with employees (very important 83.3%, important 16.7%), (e) 

motivates employees to achieve desired performance (very 

important 66.7%, important 33.3%), and (f) conducts 

informative and valid interviews with prospective employees 

(very important 16.7%, important 83.3%). Fifty percent of 

the respondents identified promoting a cooperative union-

management relationship as not important (see Table 10). 

Table 10 

Important Interpersonal Skills in Fullservice/foodservice 

(N =6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Demonstrates professional 

appearance and poise 5(83.3%) 1(16.7%) _ _ 

(Table continues) 
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(Table 10 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

2. Develops customer 

relations 5(83.3%) 1(16.7%) _ _ 

3. Manages guest problems 

with understanding and 

sensitivity 5(83.3%) 1(16.7%) _ _ 

4. Achieves positive working 

relationship with 

employees 5(83.3%) 1(16.7%) _ _ 

5. Motivates employees to 

achieve desired 

performance 4(66.7%) 2(33.3%) _ _ 

6. Conducts informative and 

valid interviews with 

prospective employees 1(16.7%) 5(83.3%) _ _ 

7. Appraises employee 

performance 1(16.7%) 4(66.7%) 1(16.7%) _ 

8. Manages employee 

grievances 1(16.7%) 3(50%) 2(33.3%) _ 

9. Promotes a cooperative 

union-management 

relationship 1(16.7%) 1(16.7%) 1(16.7%) 3(50%) 

The technical skills considered important by the 

respondents were understanding the different laws that 

affect foodservice operations and management (100%) and 
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determining staffing requirements that relate to menu and 

service (100%). Five technical skills were rated not 

important by 33.3% of the respondents. These were: (a) 

processes hotel arrivals and departures, (b) inspects 

cleaned rooms according to standard operating housekeeping 

procedures, (c) follows legal requirements associated with 

hotel operations, (d) plans menus that identify food items 

accurately, and (e) plans menus that conform to budget and 

cost requirements. One respondent did not rate five of the 

competencies as indicated in Table 11. 

Table 11 

Important Technical Skills in Full Service/foodservice 

(N =6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Understands the different 

laws that affect food-

service operations and 

management 4(66.7%) 2(33.3%) _ _ 

2. Determines staffing 

requirements that 

relate to menu and 

service 3(50%) 3(50%) _ _ 

(Table continues) 



(Table 11 continued) 

48 

Competency Very Important Somewhat Not 

Important Important Important 

3. Uses front office 

equipment and 

reservation systems 

effectively 2(33.3%) 

4. Establishes a maintenance 

schedule for equipment 

and facilities 2(33.3%) 

5. Plans sanitation schedules 

that conform to state 

and local regulations 1(16.7%) 

6. Develops work flow 

patterns to meet 

specific operational 

requirements 1(16.7%) 

7. Prepares weekly, monthly, 

and annual financial 

reports 1(16.7%) 

8. Uses past and present 

information to predict 

future reservations 1(16.7%) 

9. Develops reliable revenue 

and expense tracking 

systems 1(16.7%) 

3(50%) 1(16.7%) 

3(50%) 1(16.7%) 

4(66.7%) 1(16.7%) 

2(33.3%) 2(33.3%) 1(16.7%) 

2(33.3%) 2(33.3%) 1(16.7%: 

2(33.3%) 2(33.3%) 1(16.7%) 

1(16.7%) 3(50%) 1(16.7%) 

(Table continues) 
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(Table 11 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

10. Processes hotel arrivals 

and departures3 

11. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures9 

12. Follows legal requirements 

associated with hotel 

operations3 

13. Plans menus that identify 

food items accurately 

(truth in menu)a 

14. Plans menus that conform 

to budget and cost 

requirements3 

2(33.3%) 1(16.7%) 2(33.3%) 

2(33.3%) 1(16.7%) 2(33.3%) 

1(16.7%) 2(33.3%) 2(33.3%) 

1(16.7%) 2(33.3%) 2(33.3%) 

1(16.7%) 2(33.3%) 2(33.3%) 

a One individual did not rate this competency 

Hotel/Resort 

Five survey respondents were employed in resort hotels 

The five conceptual skills these respondents identified as 

important are shown in Table 12. These conceptual skills 

were: (a) follows established personnel management 

procedures for supervision of employees (100%), (b) 

maintains professional and ethical standards in work 
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environment (very important 80%, important 20%), (c) 

possesses leadership qualities to achieve organizational 

objectives (very important 80%, important 20%), (d) 

delegates responsibility and authority to personnel 

according to department objectives (very important 60%, 

important 40%), and (e) exhibits knowledge of personnel 

policies and procedures (very important 60%, important 40%). 

Twenty percent of the respondents identified assisting in 

development of an effective management as not important. 

Table 12 

Important Conceptual Skills in Resort Hotels (N =5) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 5(100%) _ _ _ 

2. Maintains professional 

and ethical standards 

in work environment 4(80%) 1(20%) _ _ 

3. Possesses leadership 

qualities to achieve 

organizational 

objectives 4(80%) 1(20%) _ _ 

(Table continues) 
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(Table 12 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

4. Analyzes factors 

influencing the 

controllability of 

profits 4(80%) _ 1(20%) _ 

5. Delegates responsibility 

and authority 3(60%) 2(40%) _ _ 

6. Exhibits knowledge of 

personnel policies and 

procedures 3(60%) 2(40%) _ _ 

7. Analyzes past and present 

information to 

effectively predict 

marketing strategies 3(60%) 1(20%) 1(20%) _ 

8. Identifies operational 

strategies 3(60%) 1(20%) 1(20%) _ 

9. Manages life threatening 

situations such as fire 

and bomb threats 3(60%) 1(20%) 1(20%) _ 

10. Assists in the 

development and control 

of departmental 

employee productivity 2(40%) 2(40%) 1(20%) _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

11. Assists in operational 

and strategic planning 2(40%) 

12. Assists in development 

of an effective 

management program 2(40%) 

13. Assists in establishing 

organization objectives 

and their priorities 1(20%) 

1(20%) 

2(40%) 

2(40%) 

2(40%) 2(40%) 

1(20%) 

All the respondents identified the following 

interpersonal skills as either very important or important 

as indicated in Table 13: (a) demonstrates professional 

appearance and poise, (b) manages guest problems with 

understanding and sensitivity, (c) develops customer 

relations, and (d) motivates employees to achieve desired 

performance. Forty percent identified promoting a 

cooperative union-management relationship as not important 
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Table 13 

Important Interpersonal Skills in Resort Hotels (N =5) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Demonstrates professional 

appearance and poise 4(80%) 1(20%) _ _ 

2. Manages guest problems 

with understanding 

and sensitivity 4(80%) 1(20%) _ _ 

3. Develops customer 

relations 3(60%) 2(40%) _ _ 

4. Motivates employees to 

achieve desired 

performance 2(40%) 3(60%) _ _ 

5. Achieves positive working 

relationship with 

employees 2(40%) 2(40%) 1(20%) 

6. Conducts informative and 

valid interviews with 

prospective employees 2(40%) 1(20%) 2(40%) _ 

7. Appraises employee 

performance 1(20%) 3(60%) 1(20%) _ 

8. Manages employee 

grievance 1(20%) 3(60%) 1(20%) _ 

(Table continues) 
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(Table 12 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

Promotes a cooperative 

un i on-management 

relationship _ 2(40%) 1(20%) 2(40%) 

The five important technical skills identified by the 

respondents were: (a) follows legal requirements associated 

with hotel operations (very important 60%, important 40%), 

(b) develops reliable revenue and expense tracking systems 

(very important 40%, important 60%), (c) uses front office 

equipment and reservations systems effectively (very 

important 20%, important 80%), (d) processes hotel arrivals 

and departures (very important 20%, important 80%), and (e) 

establishes a maintenance schedule for equipment and 

facilities (very important 2 0%, important 80%). Preparing 

weekly, monthly, and annual financial reports was indicated 

by 2 0% of the respondent as not important (see Table 14). 
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Table 14 

Important Technical Skills in Resort Hotels (N =5! 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows legal requirements 

associated with hotel 

operations 3(60%) 

2. Determines staffing 

requirements that relate 

to menu and service 3(60%) 

3. Develops reliable revenue 

and expense tracking 

systems 2(40%) 

4. Understands the different 

laws that affect food 

service operations and 

management 2(40%) 

5. Plans menus that identify 

food items accurately 

(truth in menu) 2(40%) 

6. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(40%) 

2(40%) 

1(20%) 1(20%) 

3(60%) 

2(40%) 1(20%) 

2(40%) 1(20%) 

2(40%) 1(20%) 

(Table continues) 
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Competency Very-

Important 

Important Somewhat 

Important 

Not 

Important 

7. Uses past and present 

information to predict 

future reservations 2(40%) 1(20%) 2(40%) 

8„ Uses front office 

equipment and 

reservation systems 

effectively 1(20%) 4(80%) . _ 

9. Processes hotel arrivals 

and departures 1(20%) 4(80%) _ 

10. Develops work flow 

patterns to meet 

specific operational 

requirements 1(20%) 3(60%) 1(20%) 

11. Prepares weekly, monthly, 

and annual financial 

reports 1(20%) 3(60%) _ 

12. Establishes a maintenance 

schedule for equipment 

and facilities 1(20%) 4(80%) _ 

13. Plans sanitation 

schedules and 

procedures that conform 

to state and local 

regulations 1(20%) 3(60%) 1(20%) 

1(20%) 

(Table continues) 
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(Table 14 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

14. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures _ 5(100%) _ _ 

Fast Food 

Two survey respondents were industry professionals 

employed in the fast food industry. In this category two 

conceptual skills were rated by 100% of the respondents as 

important. These were follows established personnel 

management procedures for supervision of employees, and 

identifies operational strategies. Fifty percent of the 

respondents rated six conceptual skills not important as 

indicated in Table 15. 
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Table 15 

Important Conceptual Skills in Fastfood Establishments 

(N = 2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 1(50%) 1(50%) _ _ 

2. Identifies operational 

strategies 1(50%) 1(50%) _ _ 

3. Exhibits knowledge of 

personnel policies and 

procedures 1(50%) _ 1(50%) _ 

4. Maintains professional 

and ethical standards 

in work environment 1(50%) _ _ 1(50%) 

5. Analyzes factors 

influencing the 

controllability of 

profit 1(50%) _ 1(50%) _ 

6. Analyzes past and present 

information to 

effectively predict 

marketing strategies _ 1(50%) 1(50%) _ 

7. Assists in operational 

and strategic planning _ 1(50%) 1(50%) _ 

(Table continues) 
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(Table 15 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

8. Assists in establishing 

organization objectives 

and their priorities 

9. Assists in development 

of an effective 

management program 

10. Delegates responsibility 

and authority to 

personnel according to 

department obj ectives 

11. Possesses leadership 

qualities to achieve 

organizational 

objectives 

12. Assists in the 

development and control 

of departmental 

employee productivity 

13. Manages life threatening 

situations such as fire 

and bomb threats 

1(50%) 1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 1(50%) 
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One respondent rated all interpersonal skills either 

very important or important, while the other rated them all 

not important for the success of graduates in the 

hospitality industry (see Table 16). 

Table 16 

Important Interpersonal Skills in Fastfood Establishments 

(N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 1(50%) _ _ 1(50%) 

2. Manages guest problems 

with understanding 

and sensitivity 1(50%) _ _ 1(50%) 

3. Motivates employees to 

achieve desired 

performance 1(50%) _ _ 1(50%) 

4. Appraises employee 

performance 1(50%) _ _ 1(50%) 

5. Conducts informative 

and valid interviews 

with prospective 

employees _ 1(50%) _ 1(50%) 

(Table continues) 
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(Table 16 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

6. Achieves positive working 

relationship with 

employees _ 1(50%) _ 1(50%) 

7. Manages employee 

grievances _ 1(50%) _ 1(50%) 

8. Demonstrates professional 

appearance and poise _ 1(50%) _ 1(50%) 

9. Promotes a cooperative 

union-management 

relationship _ 1(50%) _ 1(50%) 

Three technical skills were rated important by 100% of 

the respondents in this category. These technical skills 

were: (a) uses past and present information to predict 

future reservations, (b) uses front office equipment and 

reservations systems effectively, and (c) plans menus that 

conform to budget and cost requirements. Three technical 

skills were rated not important by 50% of the respondents as 

shown in Table 17. 
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Table 17 

Important Technical Skills in Fastfood Establishments 

(N = 2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Uses past and present 

information to predict 

future reservations 1(50%) 1(50%) _ _ 

2. Uses front office 

equipment and 

reservations systems 

effectively 1(50%) 1(50%) _ _ 

3. Plans menus that conform 

to budget and cost 

requirements 1(50%) 1(50%) _ _ 

4. Plans menus that identify 

food items accurately 

(truth in menu) 1(50%) _ 1(50%) 

5. Determines staffing 

requirements that 

relate to menu and 

service 1(50%) _ 1(50%) 

6. Plans sanitation schedules 

and procedures 

that conform to state 

and local regulations 1(50%) _ 1(50%) _ 

(Table continues) 



63 

(Table 17 continued) 

Competency Very 

Important 

Important Somewhat 

Important 

Not 

Important 

7. Follows legal requirements 

associated with hotel 

operations 1(50%) _ 

8. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 1(50%) _ 

9. Processes hotel arrivals 

and departures 1(50%) _ 

10. Develops reliable revenue 

and expense tracking 

systems _ 1(50%) 

11. Establishes a maintenance 

schedule for equipment 

and facilities _ 

12. Understands different 

laws that affect food-

service operations and 

management _ 1(50%) 

13. Develops work flow 

patterns to meet 

specific operational 

requirements _ 1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 1(50%) 

1(50%) 

1(50%) 

(Table continues) 
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(Table 17 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

14. Prepares weekly, monthly, 

and annual financial 

reports _ 1(50%) _ 1(50%) 

Contract Foodservice 

Two survey respondents were employed in contract 

foodservice. Both respondents rated all but two conceptual 

skills as either very important or important as shown in 

Table 18. Table 19 shows that both respondents rated all 

interpersonal skills as important. 

Table 18 

Important Conceptual Skills in Contract Foodservice 

(N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Delegates responsibility 

and authority to 

personnel according to 

department objectives 2(100%) _ _ _ 

(Table continues) 
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(Table 18 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

2. Exhibits knowledge of 

personnel policies and 

procedures 2(100%) 

3. Maintains professional 

appearance and poise 2(100%) 

4. Possesses leadership 

qualities to achieve 

organizational 

obj ect ives 2(100%) 

5. Assists in the development 

and control of 

departmental employee 

productivity 2(100%) 

6. Follows established 

personnel management 

procedures 1(50%) 

7. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 1(50%) 

8. Manages life threatening 

situations such as fire 

and bomb threats 1(50%) 

1(50%) 

1(50%) 

1(50%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

9. Analyzes factors 

influencing the 

controllability of 

profits 

10. Assists in operational 

and strategic planning 

11. Assists in establishing 

organization objectives 

and their priorities 

12. Assists in development 

of an effective 

management program 

13. Identifies operational 

strategies 

2(100%) 

2(100%) 

2(100%) 

2(100%) 

1(50%) 1(50%) 



67 

Table 19 

Important Interpersonal Skills in Contract Foodservice 

(N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 2(100%) _ 

2. Demonstrates professional 

appearance and poise 2(100%) 

3. Manages guests with 

understanding and 

sensitivity 1(50%) 1(50%) 

4. Achieves positive working 

relationship with 

employees 1(50%) 1(50%) 

5. Motivates employees to 

achieve desired 

performance 1(50%) 1(50%) 

6. Conducts informative and 

valid interviews with 

prospective employees _ 2(100%) 

7. Appraises employee 

performance _ 2(100%) 

8. Manages employee 

grievances _ 2(100%) 

(Table continues) 
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(Table 19 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Promotes a cooperative 

union-management 

relationship 2(100%) 

The technical skill concerned with developing work flow 

patterns to meet specific operational requirements was rated 

important by both industry professionals (see Table 20). 

Table 2 0 

Important Technical Skills in Contract Foodservice 

(N = 2) 

Competency Very Important Somewhat Not 

Important Important Important 

Prepares weekly, monthly, 

and annual financial 

reports 1(50%) 

Determines staffing 

requirements that 

relate to menu and 

service 1(50%) 

1(50%) 

1(50%) 

(Table continues) 
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(Table 20 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

3. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 1(50%) _ _ 1(50%) 

4. Develops work flow 

patterns to meet 

specific operational 

requirements _ 2(100%) _ _ 

5. Understands the different 

laws that affect food-

service operations and 

management _ 1(50%) _ 1(50%) 

6. Plans menus that identify 

food items accurately 

(truth in menu) _ 1(50%) _ 1(50%) 

7. Plans menus that conform 

to budget and cost 

requirements _ 1(50%) _ 1(50%) 

8. Develops reliable revenue 

and expense tracking 

systems _ _ 1(50%) 1(50%) 

(Table continues) 
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(Table 20 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Uses past and present 

information to predict 

future reservations 

10. Uses front office 

equipment and 

reservation systems 

effectively 

11. Processes hotel arrivals 

and departures 

12. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 

13. Follows legal 

requirements associated 

with hotel operations 

14. Establishes a maintenance 

schedule for equipment 

and facilities 

2(100%) 

2(100%) 

2(100%) 

2(100%) 

2(100%) 

2 (100%) 

School Institution Foodservice 

Two respondents were in school institutional 

foodservice. Tables 21, 22, and 23 show the levels at which 

they rated the conceptual, interpersonal, and technical 

skills. Both professionals rated all but two conceptual 
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skills as very important. Assisting in establishing 

organization objectives and their priorities, and assisting 

in operational and strategic planning were rated as 

important. All interpersonal and technical skills were 

rated by the two industry professionals in school 

institutional foodservice as very important. 

Table 21 

Important Conceptual Skills in School Institution 

Foodservice ( N -2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 2(100%) _ _ _ 

2. Delegates responsibility 

and authority to 

personnel 2(100%) _ _ _ 

3. Exhibits Knowledge of 

personnel policies and 

procedures 2(100%) _ _ _ 

4. Maintains professional 

and ethical standards 

in work environment 2(100%) _ _ _ 

(Table continues) 
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(Table 21 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

5. Possesses leadership 

qualities to achieve 

organizational 

object ives 2(100%) 

6. Assists in the development 

and control of 

departmental employee 

productivity 2(100%) 

7. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 2(100%) 

8. Assists in development of 

an effective management 

program 2(100%) 

9. Identifies operational 

strategies 2(100%) 

10. Manages life threatening 

situations such as 

fire and bomb threats 2(100%) 

11. Analyzes factors 

influencing the 

controllability of 

profits 2(100%) 

(Table continues) 



73 

(Table 21 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

12. Assists in operational 

and strategic planning _ 2(100%) _ _ 

13. Assists in establishing 

organization objectives 

and their priorities _ 2(100%) _ _ 

Table 22 

Important Interpersonal Skills in School Institution 

Foodservice (N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 2(100%) _ _ _ 

2. Manages guest problem 

with understanding and 

sensitivity 2(100%) _ _ _ 

3. Conducts informative and 

valid interviews with 

prospective employees 2(100%) _ _ _ 

4. Achieves positive working 

relationship with 

employees 2(100%) _ _ _ 

(Table continues) 
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(Table 22 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

5. Motivates employees to 

achieve desired 

performance 2(100%) _ _ _ 

6. Appraises employee 

performance 2(100%) _ _ _ 

7. Manages employee 

grievances 2(100%) _ _ _ 

8. Promotes a cooperative 

union-management 

relationship 2(100%) _ _ _ 

9. Demonstrates professional 

appearance and poise 2(100%) _ _ _ _ _ 
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Table 23 

Important Technical Skills in School Institution Foodservice 

(N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops work flow 

patterns to meet 

specific operational 

requirements 2(100%) 

2. Prepares weekly, monthly, 

and annual financial 

reports 2(100%) 

3. Develops reliable revenue 

and expense tracking 

systems 2(100%) 

4. Uses past and present 

information to predict 

future reservations 2(100%) 

5. Uses front office 

equipment and 

reservation systems 

effectively 2(100%) 

6. Processes hotel arrivals 

and departures 2(10 0%) 

(Table continues) 
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(Table 23 continued) 

Competency Very 

Important 

Important Somewhat 

Important 

Not 

Important 

7. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 2(100%) 

8. Follows legal requirements 

associated with hotel 

operat ions 2(100%) 

9. Establishes a maintenance 

schedule for equipment 

and facilities 2(100%) 

10. Understands the different 

laws that affect food-

service operations and 

management 2(100%) 

11. Plans menus that identify 

food items accurately 

(truth in menu) 2(100%) 

12. Determines staffing 

requirements that 

relate to menu and 

service 2(100%) 

(Table continues) 
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(Table 23 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

13. Plans sanitation 

schedules and 

procedures that conform 

to state and local 

regulations 2(100%) _ _ _ 

14. Plans menus that conform 

to budget and cost 

requirements 2(100%) _ _ _ 

Health Care, Travel Agency, Airline, and Corporate Housing 

The data from the respondents employed in healthcare, 

travel agency, airline, and corporate housing were combined. 

All four respondents rated the competency, maintains 

professional and ethical standards in the work environment, 

as very important. As indicated in Table 24, none of the 

conceptual skills were rated as not important. 
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Table 24 

Important Conceptual Skills in Health Care, Travel Agency, 

Airline, and Corporate Housing (N =4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 

in work environment 4(100%) _ _ _ 

2. Follows established 

personnel management 

procedures 3(75%) 1(25%) _ _ 

3. Exhibits knowledge of 

personnel policies 

and procedures 2(50%) 2(50%) _ _ 

4. Possesses leadership 

qualities to achieve 

organizational 

objectives 2(50%) 2(50%) _ _ 

5. Assists in development 

and control of 

departmental employee 

productivity 2(50%) 2(50%) _ _ 

6. Manages life threatening 

situations such as fire 

and bomb threats 2(50%) 1(25%) 1(25%) _ 

(Table continues) 
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Competency Very 

Important 

Important Somewhat 

Important 

Not 

Important 

7. Analyzes factors 

influencing the 

controllability of 

profits 2(50%) 1(25%) 1(25%) 

8. Delegates responsibility 

and authority to 

personnel 1(25%) 3(75%) 

9. Assists in establishing 

organization objectives 

and their priorities 1(25%) 3(75%) _ 

10. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 1(25%) 1(25%) 2(50%) 

11. Assists in development 

of an effective 

management program _ 4(100%) _ 

12. Assists in operational 

and strategic planning _ 3(75%) 1(25%) 

13. Identifies operational 

Strategies _ 2(50%) 2(50%) 
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Two interpersonal skills were rated by all four 

respondents as very important as indicated in Table 25. 

These were manages guest problems with understanding and 

sensitivity, and motivates employees to achieve desired 

performance. None of the interpersonal skills were rated as 

not important. 

Table 25 

Important Interpersonal Skills in Health Care, Travel 

Agency, Airline, and Corporate Housing (N =4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Manages guest problems 

with understanding and 

sensitivity 4(100%) 

2. Motivates employees to 

achieve desired 

performance 4(100%) 

3. Develops Customer 

relations 3(75%) 

4. Manages employee 

grievances 3(75%) 

5. Achieves positive working 

relationship with 

employees 3(75%) 

6. Appraises employee 

performance 2(50%) 

1(25%) 

1(25%) 

1(25$ 

2(50%) 

(Table continues) 
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(Table 25 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

7. Demonstrates professional 

appearance and poise 2(50%) 2(50%) _ _ 

. Conducts informative and 

valid interviews with 

prospective employees _ 3(75%) 1(25%) _ 

9. Promotes a cooperative 

union-management 

relationship _ 3(75%) 1(25%) _ 

Although none of the technical skills were rated as not 

important, the ratings by the respondents as indicated in 

Table 26 shows that they were evenly distributed between the 

categories very important and important. 

Table 2 6 

Important Technical Skills in Health Care, Travel Agency, 

Airline, and Corporate Housing (N = 4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows legal requirements 

associated with hotel 

operations 2(50%) 2(50%) _ _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

2. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(50%) 2(50%) 

3. Uses past and present 

information to predict 

future reservations 2(50%) 1(25%) 

4. Develops work flow 

patterns to meet 

specific operational 

requirements 1(25%) 3(75%) 

5. Prepares weekly, monthly, 

and annual financial 

reports 1(25%) 3(75%) 

6. Uses front office 

equipment and 

reservation systems 

effectively 1(25%) 3(75%) 

7. Determines staffing 

requirements that relate 

to menu and service 1(25%) 3(75%) 

8. Plans menus that conform 

to budget and cost 

requirements 1(25%) 3(75%) 

1(25%) 

(Table continues) 
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(Table 26 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures'1 1(25%) 2(50%) _ _ 

10.Establishes a maintenance 

schedule for equipment 

and facilities _ 4(100%) _ _ 

11. Understands the different 

laws that affect food-

service operations and 

management _ 4(100%) _ _ 

12. Plans menus that identify 

food items accurately 

(truth in menu) _ 3(75%) 1(25%) _ 

13. Develops reliable revenue 

and expense tracking 

systems3 _ 2(50%) 1(25%) _ 

14. Processes hotel arrivals 

and departures51 _ 2(50%) 1(25%) _ 

a One individual did not rate these competencies 
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Competencies Considered Important Based on Size of 

Establishment 

Six respondents were employed in hotels that had 299 or 

less rooms. In this category, the two most important 

conceptual skills as indicated in Table 27 were maintaining 

professional and ethical standards in the work environment 

(very important 83.3%, important 16.7%), and possessing 

leadership qualities (very important 83.3%, important 

16.7%) . Managing guest problems with understanding and 

sensitivity was rated the most important interpersonal 

skill, while using past and present information to predict 

future reservations was rated as the most important 

technical skill (see Tables 28 and 29). 

Table 27 

(N = 6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 

in work environment 5(83.3%) 1(16.7%) 
-

(Table continues) 
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(Table 27 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

Possesses leadership 

qualities to achieve 

organizational 

objectives 5(83.3%) 1(16.7%) _ 

3. Analyzes factors 

influencing the 

controllability of 

profits 4(66.7%) 2(33.3%) _ 

4. Follows established 

personnel management 

procedures 3(50%) 3(50%) _ 

5. Delegates responsibility 

and authority to 

personnel 3(50%) 3(50%) _ 

6. Exhibits knowledge of 

personnel policies and 

procedures 3(50%) 3(50%) _ 

7. Assists in operational 

and strategic planning 3(50%) 3(50%) _ 

8. Identifies operational 

strategies 3(50%) 3(50%) _ 

9. Assists in the development 

and control of 

departmental employee 

productivity 3(50%) 3(50%) _ 

(Table continues) 

2 . 
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(Table 27 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

10. Assists in establishing 

organization objectives 

and their priorities 3(50%) 2(33.3%) 1(16.7%) _ 

11. Assists in development 

of an effective 

management program 3(50%) 2(33.3%) 1(16.7%) _ 

12. Manages life threatening 

situations such as fire 

and bomb threats 2(33.3%) 4(66.7%) _ _ 

13. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 2(33.3%) 3(50%) 1(16.7%) 
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Table 28 

Important Interpersonal Skills in Hotels with 299 or less 

Rooms (N =6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Manages guest problems 

with understanding and 

sensitivity 6(100%) _ _ _ 

2. Achieves positive working 

relationship with 

employees 5(83.3%) 1(16.7%) 

3. Demonstrates professional 

appearance and poise 4(66.7%) 2(33.3%) _ _ 

4. Develops customer 

relations 4(66.7%) 2(33.3%) 

5. Motivates employees to 

achieve desired 

performance 4(66.7%) 2(33.3%) _ _ 

6. Appraises employee 

performance 3(50%) 3(50%) _ _ 

7. Manages employee 

grievances 2(33.3%) 4(66.7%) _ _ 

8. Conducts informative and 

valid interviews with 

prospective employees 1(16.7%) 5(83.3%) _ _ 

(Table continues) 
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(Table 28continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Promotes a cooperative 

union-management 

relationship3 _ 2(33.3%) _ 1(16.7%) 

a 3 individuals did not rate this competency 

Table 29 

Important Technical Skills in Hotels with 299 or less Rooms 

(N =6) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Uses past and present 

information to predict 

future reservations 4(66.7%) 2(33.3%) _ _ 

2. Determines staffing 

requirements that 

relate to menu and 

service 3(50%) 3(50%) 

3. Plans menus that conform 

to budget and cost 

requirements 3(50%) 3(50%) _ _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

4. Develops reliable revenue 

and expense tracking 

systems 3(50%) 

5. Follows legal requirements 

associated with hotel 

operations 

6. Develops work flow 

patterns to meet 

specific operational 

requirements 

7. Processes hotel arrivals 

and departures 

8. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(33.3%) 

9. Prepares weekly, monthly, 

and annual reports 2(33.3%) 

10. Uses front office 

equipment and 

reservation systems 

effectively 

11. Plans menus that identify 

food items accurately 

(truth in menu) 1(16.7%) 

2(33.3%) 2(33.3%) 

2(33.3%) 4(66.7%) 

2(33.3%) 3(50%) 1(16.7%) 

2(33.3%) 3(50%) 1(16.7%) 

3 (50* 

1(16.7%) 5(83.3%) 

1(16.7%) 

3(50%) 1(16.7%) 

5(83.3%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

12. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 1(16.7%) 

13. Understands the different 

laws that affect food-

service operations and 

management 1(16.7%) 

14. Establishes a maintenance 

schedule for equipment 

and facilities 1(16.7%) 

4(66.7%) 1(16.7%) 

4(66.7%) 1(16.7%) 

3(50%) 2 (33.3%) 

Based on hotels with between 3 00 and 599 rooms, the 

most important conceptual skills were: a) following 

personnel management procedures for supervision of employees 

(very important 80%, important 20%), b) delegating 

responsibility and authority to personnel according to 

department objectives (very important 80%, important 20%), 

c) exhibiting knowledge of personnel policies and procedures 

which govern supervisory activities (very important 80%, 

important 2 0%), and d) maintaining professional and ethical 

standards in the work environment (very important 80%, 

important 20%. see Table 30). Twenty percent of the 
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respondents indicated that analyzing past and present 

information to effectively predict future marketing 

strategies, and assisting in operational and strategic 

planning as not important. Demonstrating professional 

appearance and poise was identified by 100% of the 

respondents as very important, while 2 0% rated the 

competencies manages employees grievances and promotes a 

cooperative union-management relationship as not important. 

The technical skill developing reliable revenue and expense 

tracking systems was identified by 100% of the respondents 

as very important (see Tables 31 and 32). 

Table 3 0 

Important Conceptual Skills in Hotels with Between 3 00 and 

599 Rooms (N =5) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 4(80%) 

2. Delegates responsibility 

and authority to 

personnel 4(80%) 

3. Exhibits knowledge of 

personnel policies 

and procedures 4(80%) 

1(20%) 

1 (20%) 

1(20%) 

(Table continues) 
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Competency Very 

Important 

Important Somewhat 

Important 

Not 

Important 

4. Maintains professional and 

ethical standards in 

work environment 4(80%) 

5. Possesses leadership 

qualities to achieve 

organizational 

objectives 3(60%) 

6. Manages life threatening 

situations such as fire 

and bomb threats 3(60%) 

7. Analyzes factors 

influencing the 

controllability of 

profits 2(40%) 

8. Assists in the development 

and control of 

departmental employee 

productivity 1(20%) 

9. Identifies operational 

strategies 1(20%) 

10. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 1(20%) 

1 (20%) 

2(40%) 

2(40%) 

2(40%) 1(20%) 

3 ( 6 0 % ) 

3 (60S 

1(20%) 

1(20%) 

2(40%) 1(20%) 1(20%) 

(Table continues) 
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(Table 3 0 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

11. Assists in establishing 

organization objectives 

and their priorities 

12. Assists in development 

of an effective 

management program 

13. Assists in operational 

and strategic planning 

3(60%) 2(40%) 

3(60%) 1(20%) 

2 (40%) 2 (40%) 1 (20%) 

Table 31 

Important Interpersonal Skills in Hotels with Between 3 00 

and 599 Rooms (N =5) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

appearance and poise 5(100%) _ 

2. Develops customer 

relations 4(80%) 1(20%) 

(Table continues) 
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(Table 31 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

3. Manages guest problems 

with understanding and 

sensitivity 4(80%) 1(20%) _ _ 

4. Achieves positive working 

relationship with 

employees 2(40%) 2(40%) 1(20%) _ 

5. Motivates employees to 

achieve desired 

performance 2(40%) 2(40%) 1(20%) 

6. Appraises employees 

performance 2(40%) 2(40%) 1(20%) _ 

7. Manages employees 

grievances 2(40%) 2(40%) _ 1(20%) 

8. Conducts informative and 

valid interviews with 

prospective employees 1(20%) 2(40%) 2(40%) _ 

9. Promotes a cooperative 

union-management 

relationship _ _ 3(60%) 1(20%) 
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Table 32 

Important Technical Skills in Hotels with Between 3 00 and 

599 Rooms (N =5) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops reliable revenue 

and expense tracking 

systems 5(100%) 

2. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(40%) 

3. Follows legal requirements 

associated with hotel 

operat ions 1(20%) 

4. Uses past and present 

information to predict 

future reservations 1(20%) 

5. Determines staffing 

requirements that 

relate to menu and 

service 

6. Prepares weekly, monthly, 

and annual financial 

reports 1(20%) 

1(20%) 2(40%) 

3(60%) 1(20%) 

1(20%) 3(60%) 

1(20%) 2(40%) 2(40%) 

2(40%) 1(20%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

7. Uses front office 

equipment and 

reservation systems 

effectively 

8. Establishes a maintenance 

schedule for equipment 

and facilities 

9. Develops Work flow 

patterns to meet 

specific operational 

requirements 

10. Processes Hotel arrivals 

and departures 

11. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 

12. Understands the different 

laws that affect food-

service operations and 

management 

4(80%) 

3(60%) 

3(60' 

1(20%) 

4(80%) 1(20%) 

3(60%) 2(40%) 

2(40%) 

2(40%) 

3(60%) 2(40%) 

(Table continues) 
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(Table 32 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

13. Plans menus that identify 

food items accurately 

(truth in menu) _ 2(40%) 3(60%) _ 

14. Plans menus that conform 

to budget and cost 

requirements __ 2(40%) 3(60%) _ 

Three supervisors employed in hotels with 600 or more 

rooms responded to the survey. The results show four 

conceptual skills were rated as very important by all 

respondents. These were: (a) maintains professional and 

ethical standards in work environment, (b) possesses 

leadership qualities to achieve organizational objectives, 

(c) analyzes past and present information to effectively 

predict future marketing strategies, and (d) assists in 

operational and strategic planning (see Table 33). All 

interpersonal and technical skills as shown in Table 34 and 

35 were rated as either very important or important. 
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Table 33 

Important Conceptual Skills in Hotels with 600 and more 

Rooms (N = 3) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 

in work environment 3(100%) _ _ _ 

2. Possesses leadership 

qualities to achieve 

organizational 

objectives 3(100%) _ _ _ 

3. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 3(100%) _ _ _ 

4. Assists in operational 

and strategic planning 3(100%) _ _ _ 

5. Follows established 

personnel management 

procedures 2(66.7%) 1(33.3%) _ __ 

6. Assists in the development 

and control of 

departmental employee 

productivity 2(66.7%) 1(33.3%) _ 

(Table continues) 
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(Table 33 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

7. Assists in development 

of an effective 

management program 2(66.7%) 1(33.3%) _ _ 

8. Identifies operational 

strategies 2(66.7%) 1(33.3%) _ _ 

9. Analyzes factors 

influencing the 

controllability of 

profits 2(66.7%) 1(33.3%) 

10. Delegates responsibility 

and authority to 

personnel 1(33.3%) 2(66.7%) 

11. Exhibits knowledge of 

personnel policies 

and procedures 1(33.3%) 2(66.7%) _ _ 

12. Assists in establishing 

organization objectives 

and their priorities 1(33.3%) 2(66.7%) _ _ 

13. Manages life threatening 

situations such as fire 

and bomb threats 1(33.3%) _ 2(66.7%) _ 
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Table 34 

Important Interpersonal skills in Hotels with 600 and more 

Rooms (N = 3) 

Competency Very Important Somewhat Not 

Important Important Important 

3(100%) 

3(100%) 

1. Develops customer 

relations 

2. Manages guest problems 

with understanding 

and sensitivity 

3. Conducts informative and 

valid interviews with 

prospective employees 3(100% 

4. Achieves positive working 

relationship with 

employees 

5. Motivates employees to 

achieve desired 

performance 

6. Maintains professional 

appearance and poise 3(100%) 

7. Appraises employee 

performance 

8. Manages employee 

grievances 

3(100%) 

3(100%) 

2(66.7%) 1(33.3%) 

2(66.7%) 1(33.3%) 

(Table continues) 
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(Table 34 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Promotes a cooperative 

union-management 

relationship 1(33.3%) 2(66.7%) 

Table 3 5 

Important Technical Skills in Hotels with 600 and more Rooms 

(N 3) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows legal requirements 

associated with hotel 

operat ions 3(100%) 

2. Understands the different 

laws that affect food-

service operations and 

management 3(100%) 

3. Plans menus that identify 

food items accurately 

(truth in menu) 3(100%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

3 (100%) 

4. Determines staffing 

requirements that 

relate to menu and 

service 

5. Develops work flow 

patterns to meet 

specific operational 

requirements 

6. Prepares weekly, monthly, 

and annual financial 

reports 2(66.7%) 

7. Uses past and present 

information to predict 

future reservations 2(66.7%) 

8. Uses front office 

equipment and 

reservation systems 

effectively 

9. Processes hotel arrivals 

and departures 2(66.7% 

2(66.7%) 1(33.3%) 

1(33.3%) 

1(33.3%) 

2(66.7%) 1(33.3%) 

1(33.3%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

1(33.3%) 

10. Establishes a maintenance 

schedule for equipment 

and facilities 2(66.7%) 

11. Plans sanitation 

schedules and 

procedures that conform 

to state and local 

regulations 2(66.7%) 1(33.3%) 

12. Develops reliable revenue 

and expense tracking 

systems 2(66.7%) 1(33.3%) 

13.Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 1(33.3%) 2(66.7%) 

14. Plans menus that conform 

to budget and cost 

requirements 1(33.3%) 2(66.7%) 

Restaurants in which the respondents were employed were 

placed into three categories. Those with 250 or fewer 

seats, those with between 251 and 499 seats, and those 

restaurants 500 or more seats. Ten respondents were 
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employed in restaurants with 250 or fewer seats. In this 

category, the most important conceptual skill was identified 

as maintaining professional and ethical standards in work 

environment. Two interpersonal skills, developing customer 

relations and managing guest problems with understanding and 

sensitivity, were considered very important (see Tables 3 6 

and 37). Table 38 shows that determining staffing 

requirements that relate to menu and service was the most 

important technical skill in this category. 

Table 36 

Important Conceptual Skills in Restaurants with 250 and less 

Seats (N =10) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Maintains professional 

and ethical standards 

in work environment 9(90%) _ _ 1(10%) 

2. Follows established 

personnel management 

procedures 8(80%) 2(20%) _ 1(10%) 

(Table continues) 
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(Table 3 6 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

3. Possesses leadership 

qualities to achieve 

organi zat ional 

obj ectives 

4. Analyzes factors 

influencing the 

controllability of 

profits 

5. Exhibits knowledge of 

personnel policies 

and procedures 

6. Identifies operational 

strategies 

7. Assists in operational 

and strategic planning 4(40%) 

8. Delegates responsibility 

and authority to 

personnel 4(40%) 

9. Assists in development 

and control of 

departmental employee 

productivity 4(40%) 

7(70%) 2(20%) 

6(60%) 3(30%) 

5(50%) 4(40%) 1(10%) 

5(50%) 3(30%) 2(20*1 

5(50%) 1(10%) 

5(50%) 

4(40%) 1(10%) 

(Table continues) 

1(10%) 

1(10%) 

1(10%) 

1(10%) 
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Competency Very Important Somewhat Not 

Important Important Important 

10. Assists in establishing 

organization objectives 

and their priorities 4(40%) 

11. Assists in development 

of as effective 

management program 4(40%) 

12. Manages life threatening 

situations such as fire 

and bomb threats 3(30%) 

13. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 2(20%) 

3(30%) 3(30%) 

3(30%) 2(20%) 

2 ( 2 0 % ) 2 ( 2 0 % ) 

1(10%) 

6(60%) 2(20%) 
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Table 37 

Important Interpersonal Skills in Restaurants with 250 and 

less Seats (N = 10) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 

2. Manages guest problems 

with understanding 

and sensitivity 

3. Achieves positive working 

relationship with 

employees 

4. Maintains professional 

appearance and poise 6(60% 

5. Motivates employees to 

achieve desired 

performance 

6. Appraises employee 

performance 

7. Manages employee 

grievances 

8. Promotes a cooperative 

union-management 

relationship 2(20%) 

8(80%) 1(10%) 

8(80%) 1(10%) 

6(60%) 3(30%) 

3 (30%) 

5(50%) 4(40%) 

3(30%) 5(50%) 1(10%) 

1(10%) 

1(10%) 

1(10%) 

1(10$ 

1(10%) 

1(10%) 

2(20%) 5(50%) 2(20%) 1(10%) 

2(20%) 2(20%) 4(40%) 

(Table continues) 
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(Table 37 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

9. Conducts informative and 

valid interviews with 

prospective employees 1(10%) 8(80%) _ 1(10%) 

Table 3 8 

Important Technical Skills in Restaurants with 250 and less 

Seats (N =10) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Determines staffing 

requirements that 

relate to menu and 

service 6(60%) 3(30%) 1(10%) _ 

2. Understands the different 

laws that affect food-

service operations and 

management 4(40%) 5(50%) _ 1(10%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

3. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 4(40%) 

4. Uses front office 

equipment and 

reservation systems 

effectively 

5. Establishes a maintenance 

schedule for equipment 

and facilities 3(30%) 

6. Uses past and present 

information to predict 

future reservations 3(3 0%) 

7. Plans menus that conform 

to budget and cost 

requirements3 3(30%) 

8. Processes hotel arrivals 

and departures3 3(3 0%) 

9. Develops reliable revenue 

and expense tracking 

systems 2(20%) 

4(40%) 2(20%) 

3(30%) 5(50%) 2(20%) 

5(50%) 2(20%) 

3(30%) 3(30%) 

1(10%) 3(30%) 

1(10%) 2(20%) 

1(10%) 

2 (20%) 

3 (3 0' 

3(30%) 4(40%) 1(10%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

10. Develops work flow 

patterns to meet 

specific operational 

requirements 2(20%) 

11. Prepares weekly, monthly, 

and annual financial 

reports 2(20%) 

12. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures3 2(20%) 

13. Follows legal 

requirements associated 

with hotel operations3 2(20%) 

14. Plans menus that identify 

food items accurately 

(truth in menu)9 2(20%) 

3(30%) 3(30%) 

3(30%) 2(20%) 

2(20%) 3(30%) 

2(20%) 3(30%) 

2 (20%) 

3(30%) 

2 (20%) 

2 (20%) 

1(10%) 4(40%) 2(20%) 

a One individual did not rate these competencies 

Two supervisors employed in restaurants with between 

251 and 499 seats responded to the survey. The results of 

the most important competencies in this category are shown 

in tables 39, 40, and 41. All conceptual and technical 

skills were rated as either very important or important, 
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while all interpersonal skills were rated as very important. 

Table 3 9 

Important Conceptual Skills in Restaurants with between 251 

and 499 Seats (N = 2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Follows established 

personnel management 

procedures 2(100%) _ _ _ 

2. Delegates responsibility 

and authority to 

personnel 2(100%) _ _ _ 

3. Maintains professional 

and ethical standards 

in work environment 2(100%) _ _ _ 

4. Assists in the development 

and control of 

departmental employee 

productivity 2(100%) _ _ _ 

5. Exhibits knowledge of 

personnel policies and 

procedures 1(50%) 1(50%) _ _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

6. Possesses leadership 

qualities to achieve 

organi zat ional 

objectives 1(50%) 

7. Assists in development 

of an effective 

management program 1(50%) 

8. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 1(50%) 

9. Identifies operational 

strategies 1(50%) 

10. Manages life threatening 

situations such as fire 

and bomb threats 1(50%) 

11. Analyzes factors 

influencing the 

controllability of 

profits 1(50%) 

12. Assists in operational 

and strategic planning _ 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

1(50%) 

2(100%) 

(Table continues) 
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(Table 3 9 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

13. Assists in establishing 

organization objectives 

and their priorities 2(100%) 

Table 40 

Important Interpersonal Skills in Restaurants with between 

251 and 499 Seats (N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 2(100%) 

2. Manages guest problems 

with understanding and 

sensitivity 2(100%) 

3. Conducts informative and 

valid interviews with 

prospective employees 2(100%) 

4. Achieves positive working 

relationship with 

employees 2(100%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

5. Motivates employees to 

achieve desired 

performance 2(100%) 

6. Appraises employee 

performance 2(100%) 

7. Manages employee 

grievances 2(100%) 

8. Demonstrate professional 

appearance and poise 2(100%) 

9. Promotes a cooperative 

un ion-management 

relationship3 1(50%) 

One individual did not rate this competency 
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Table 41 

Important Technical Skills in Restaurants with between 251 

and 499 Seats (N =2) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Uses past and present 

information to predict 

future marketing 

strategies 2(100%) 

2. Follows legal requirements 

associated with hotel 

operat ions 2(100%) 

3. Determines staffing 

requirements that 

relate to menu and 

service 2(100%) 

4. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(100%) 

5. Develops work flow 

patterns to meet 

specific operational 

requirement 1(50%) 1(50%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

6. Prepares weekly, monthly, 

and annual financial 

reports 1(50%) 1(50%) 

7. Develops reliable revenue 

and expense tracking 

systems 1(50%) 1(50%) 

8. Uses front office 

equipment and 

reservation systems 

effectively 1(50%) 1(50%) 

9. Processes hotel arrivals 

and departures 1(50%) 1(50%) 

10. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 1(50%) 1(50%) 

11. Establishes a maintenance 

schedule for equipment 

and facilities 1(50%) 1(50%) 

12. Understands the different 

laws that affect food-

service operations and 

management 1(50%) 1(50%) 

(Table continues) 
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(Table 41 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

13. Plans menus that identify 

food items accurately 

(truth in menu) 1(50%) 1(50%) __ _ 

14. Plans menus that conform 

to budget and cost 

requirements 1(50%) 1(50%) _ _ 

The final category of restaurants with 500 or more 

seats had four survey respondents. All respondents rated 

the conceptual skills of possessing leadership qualities to 

achieve organizational objectives, and assisting in 

development and control of departmental employee 

productivity as very important (see Table 42). Table 43 

shows that five interpersonal skills were rated as very 

important: (a) develops customer relations, (b) manages 

guest problems with understanding and sensitivity, (c) 

achieves positive working relationship with employees, (d) 

motivates employees to achieve desired performance, and (e) 

demonstrates professional appearance and poise. 

Six technical skills as indicated in table 44 were 

rated not important by 25% of the respondents. These were: 
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(a) uses front office equipment and reservation systems 

effectively, (b) follows legal requirements associated with 

hotel operations, (c) uses past and present information to 

predict future reservations, (d) processes hotel arrivals 

and departures, (e) inspects cleaned rooms according to 

standard operating housekeeping procedures, and establishes 

a maintenance schedule for equipment and facilities. 

Table 42 

Important Conceptual Skills in Restaurants with 500 or more 

Seats (N =4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Possesses leadership 

qualities to achieve 

organizational 

objectives 4(100%) __ _ _ 

2. Assists in development 

and control of 

departmental employee 

productivity 4(100%) _ _ _ 

3. Maintains professional and 

ethical standards in 

work environment 3(75%) 1(25%) _ _ 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

4. Delegates responsibility 

and authority to 

personnel 2(50%) 

5. Assists in operational 

and strategic planning 2(50%) 

6. Analyzes past and present 

information to 

effectively predict 

future marketing 

strategies 2(50%) 

7. Follows established 

personnel management 

procedures 1(25%) 

8. Exhibits knowledge of 

personnel policies 

and procedures 1(25%) 

9. Assists in establishing 

organization objectives 

and their priorities 1(25%) 

10. Assists in development 

of an effective 

management program 1(25%) 

2(50%) 

2(50%) 

2(50%) 

3(75%) 

3(75%) 

3(75%) 

3(75%) 

(Table continues) 
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(Table 42 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

11. Analyzes factors 

influencing the 

controllability of 

profits 1(25%) 3(75%) _ _ 

12. Identifies operational 

strategies 1(25%) 3(75%) _ _ 

13. Manages life threatening 

situations such as 

fire and bomb threats 1(25%) _ 3(75%) _ 

Table 43 

Important Interpersonal skills in Restaurants with 500 or 

more Seats (N =4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Develops customer 

relations 4(100%) _ _ _ 

2. Manages guest problems 

with understanding 

and sensitivity 4(100%) _ _ _ 

(Table continues) 
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(Table 43 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

3. Achieves positive working 

relationship with 

employees 4(100%) _ _ _ 

4. Motivates employees to 

achieve desired 

performance 4(100%) _ _ _ 

5. Demonstrates professional 

appearance and poise 4(100%) _ __ _ 

6. Conducts informative and 

valid interviews with 

prospective employees 2(50%) 2(50%) _ _ 

7. Appraises employee 

performance 1(25%) 3(75%) _ _ 

8. Manages employee 

grievances 1(25%) 3(75%) _ _ 

9. Promotes a cooperative 

un i on-management 

relationship 1(25%) 3(75%) __ _ 
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Table 44 

Important Technical Skills in Restaurants with 500 or more 

Seats (N =4) 

Competency Very Important Somewhat Not 

Important Important Important 

1. Determines staffing 

requirements that 

relate to menu and 

service 3(75%) 1(25%) 

2. Understands the different 

laws that affect food-

service operations and 

management 2(50%) 2(50%) 

3. Plans menus that identify 

food items accurately 

(truth in menu) 2(50%) 2(50%) 

4. Plans sanitation schedules 

and procedures that 

conform to state and 

local regulations 2(50%) 2(50%) 

5. Uses front office 

equipment and 

reservation systems 

effectively 2(50%) 1(25%) 1(25%) 

(Table continues) 
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Competency Very Important Somewhat Not 

Important Important Important 

6. Follows legal requirements 

associated with hotel 

operations 2(50%) 1(25%) 

7. Develops work flow 

patterns to meet 

specific operational 

requirements 1(25%) 3(75%) 

8. Plans menus that conform 

to budget and cost 

requirements 1(25%) 3(75%) 

9. Prepares weekly, monthly, 

and annual financial 

reports 1(25%) 

10. Develops reliable revenue 

and expense tracking 

systems 1(25%) 2(50%) 

11. Uses past and present 

information to predict 

future reservations 1(25%) 2(50%) 

12. Processes hotel arrivals 

and departures 1(25%) 2(50%) 

2(50%) 1(25%) 

1(25%) 

1(25%) 

1(25%) 

1(25%) 

(Table continues) 
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(Table 44 continued) 

Competency Very Important Somewhat Not 

Important Important Important 

13. Inspects cleaned rooms 

according to standard 

operating housekeeping 

procedures 1(25%) 2(50%) _ 1(25%) 

14. Establishes a maintenance 

schedule for equipment 

and facilities 1(25%) 2(50%) _ 1(25%) 



CHAPTER 5 

FINDINGS, IMPLICATIONS, AND RECOMMENDATIONS 

Introduction 

This study examined competencies deemed necessary by 

hospitality professionals for the success of graduates from 

the hotel and restaurant program at the University of North 

Texas. Chapter four presented the analysis of data 

collected through a questionnaire mailed to employers of the 

graduates. 

The findings provide information from thirty 

supervisors of hotel and restaurant majors who graduated 

from the University of North Texas from 1990 through 1992. 

The data were analyzed by computing frequencies and 

percentages to identify the most important competencies as 

evaluated by the supervisors. Of the thirty respondents, 

ten were general managers, nineteen were assistant managers 

or department heads, and one respondent was a line 

supervisor. 

Due to the limited response rate, it is impossible to 

state that these data represent the opinions of all the 

employers of hotel and restaurant graduates from the 

University of North Texas. Difficulty was experienced in 

getting responses from students for four reasons: 
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(a) Addresses in the alumni list used, although frequently 

updated, were not current, (b) Most graduates probably felt 

that their job performance was going to be evaluated even 

though confidentiality was assured, (c) The graduates were 

not motivated to respond since they probably did not see how 

the study would benefit them, (d) The survey questionnaire 

was mailed to the population during the Christmas vacation 

which is usually a busy period in the hospitality industry. 

Uniqueness of Study 

Several researchers have studied job competencies 

expected of hotel and restaurant graduates in the past. 

This study was different in that actual employers of 

graduates from the hotel and restaurant management program 

at the University of North Texas were the population of the 

study. 

A similar study was conducted by Getty, Tas, and Getty 

(1991), but involved employers of 1987 through 1989 

graduates from the hotel and restaurant management program 

at the University of North Texas. 

Summary of Findings 

The results of this study show that the conceptual 

skills most frequently identified as important by 

supervisors in all categories were: (a) follows established 

personnel management procedures for supervision of 

employees, (b) maintains professional and ethical standards 
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in work environment, (c) exhibits knowledge of personel 

policies and procedures which govern supervisory activities, 

and (d) possesses leadership qualities to achieve 

organizational objectives. The important interpersonal 

skills in all categories were: (a) manages guest problems 

with sensitivity and understanding, (b) demonstrates 

professional appearance and poise, and (c) motivates 

employees to achieve desired performance. Determining 

staffing requirements that relate to menu and service, using 

front office equipment and reservation systems effectively, 

and understanding the different laws that affect foodservice 

operations and management were the important technical 

skills most frequently identified by supervisors in all 

categories. 

The competencies identified as important in the 

different categories are as follows: 

Commercial Hotels 

The conceptual skills identified by 100% of the 

respondents as either very important or important were: (a) 

maintains professional and ethical standards in work 

environment, (b) possesses leadership qualities to achieve 

organizational objectives, (c) delegates responsibility and 

authority to personnel according to department objectives, 

(d) exhibits knowledge of personnel policies and procedures 

which govern supervisory activities, and (e) follows 

established personnel management procedures for supervision 
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of employees. 

All interpersonal skills were identified as either very 

important or important except for promoting a cooperative 

union-management relationship. This competency was rated 

important by 44.4% of the respondents, while 11.1% rated it 

not important. Following legal requirements associated with 

hotel operations was the only technical skill identified by 

100% of the respondents as either very important or 

important. 

Fullservice/foodservice 

Five conceptual skills were identified by 100% of the 

survey respondents as either very important or important. 

These were: (a) follows established personnel management 

procedures for supervision of employees, (b) maintains 

professional and ethical standards in work environment, (c) 

possesses leadership qualities to achieve organizational 

objectives, (d) delegates responsibility and authority to 

personnel according to department objectives, and (e) 

analyzes factors influencing the controllability of profits. 

The important interpersonal skills were: (a) 

demonstrates professional appearance and poise, (b) develops 

customer relations, (c) manages guest problems with 

understanding and sensitivity, (d) achieves positive working 

relations with employees, and (e) motivates employees to 

achieve desired performance. 
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Understanding the different laws that affect 

foodservice operations and management, and determining 

staffing requirements that relate to menu and service were 

identified by 100% of the respondents as very important or 

important. 

Resort Hotels 

Following established personnel management procedures 

for supervision of employees was identified as a very 

important conceptual skill by 100% of the respondents. The 

following interpersonal skills were identified as important 

by the respondents: (a) demonstrates professional appearance 

and poise, (b) manages guest problems with understanding and 

sensitivity, (c) develops customer relations, and (d) 

motivates employees to achieve desired performance. 

Following legal requirements associated with hotel 

operations and developing reliable revenue and expense 

tracking systems were indicated to be important technical 

skills. 

Fast-food 

One hundred percent of the respondents identified 

following established personnel management procedures, and 

identifying operational strategies as important conceptual 

skills. In this category 50% of the respondents rated all 

the interpersonal skills as not important. Using past and 

present information to predict future reservations, using 

front office equipment and reservation systems effectively, 
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and planning menus that conform to budget and cost 

requirements were the technical skills identified as 

important. 

Contract Foodservice 

Five conceptual skills were identified as very 

important by 100% of the respondents. These were: (a) 

delegates responsibility and authority to personnel 

according to department objectives, (b) exhibits knowledge 

of personnel policies and procedures which govern 

supervisory activities, (c) maintains professional and 

ethical standards in work environment, (d) possesses 

leadership qualities to achieve organizational objectives, 

and (e) assists in the development and control of 

departmental employee productivity. All interpersonal 

skills were rated either very important or important by the 

respondents in this category. Developing work flow patterns 

to meet specific operational requirements was rated by 100% 

of the respondents as important. 

Health care. Travel Agency, Airline, and Corporate Housing 

Maintaining professional and ethical standards in work 

environment was rated by 100% of the respondents as very 

important. All but two interpersonal skills were identified 

as either very important or important by the respondents. 

Ten of the fourteen technical skills were identified as 

either very important or important. The four technical 

skills not identified as either very important or important 
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were: (a) uses past and present information to predict 

future reservations, (b) plans menus that identify food 

items accurately (truth in menu), (c) develops reliable 

revenue and expense tracking systems, and (d) processes 

hotel arrivals and departures. 

Competencies considered important based on size of 

establishment were as follows: 

Hotels with 299 or less Rooms 

Although Ten of the thirteen conceptual skills were 

rated as either very important or important by 100% of the 

respondents, two were considered very important by 83.3% of 

the respondent. These were maintaining professional and 

ethical standards in work environment and possessing 

leadership qualities to achieve organizational objectives. 

Managing guest problems with understanding and sensitivity 

was identified by 100% of the respondents as a very 

important interpersonal skill. The technical skill 

concerning the use of past and present information to 

predict future reservations was identified by 66.7% of the 

respondents as very important. 

Hotels with between 3 00 and 599 Rooms 

Six conceptual skills were identified as either very 

important or important by 100% of the respondents, but 80% 

considered the following as being very important: (a) 

follows established management procedures for supervision of 

employees, (b) delegates responsibility and authority to 
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personnel according to department objectives, (c) exhibits 

knowledge of personnel policies and procedures which govern 

supervisory activities, and (d) maintains professional and 

ethical standards in work environment. 

The interpersonal skill of maintaining professional 

appearance and poise was identified by all respondents as 

very important. Developing reliable revenue and expense 

tracking systems was rated very important by 100% of the 

respondents. 

Hotels with 600 and more Rooms 

The following were identified as very important 

conceptual skills by 100% of the respondents: (a) maintains 

professional and ethical standards in work environment, (b) 

possesses leadership qualities to achieve organizational 

objectives, (c) analyzes past and present information to 

effectively predict future marketing strategies, and (d) 

assists in operational and strategic planning. All 

interpersonal and technical skills were rated either very 

important or important by the respondents employed in this 

category. 

Restaurants with 250 or less Seats 

Maintaining professional and ethical standards in work 

environment was identified by 90% of the respondents as very 

important. Ninety percent of the respondents identified six 

interpersonal skills as either very important or important, 

but 80% identified developing customer relations, and 
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managing guest problems with understanding and sensitivity 

as very important. Determining staffing requirements that 

relate to menu and service, and understanding the different 

laws that affect foodservice operations and management had a 

90% rating. 

Restaurants with between 251 and 499 Seats 

In this category, all skills - conceptual, 

interpersonal, and technical were identified as either very 

important or important for the success of graduates in the 

hospitality industry. 

Restaurants with 500 and more Seats 

The conceptual skills, possessing leadership qualities 

to achieve organizational objectives and assisting in 

development and control of departmental employee 

productivity were rated as very important by 100% of the 

respondents. All interpersonal skills were identified as 

either very important or important. Although six technical 

skills were rated as either very important or important, 

determining staffing requirements that relate to menu and 

service was identified as very important by 75% of the 

respondents. 

Implications 

The following implications were drawn from this study: 

Employers in nine of the twelve categories used in the 

study indicated leadership and professional ethics as 

important competencies. Current literature shows that 
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business ethics is an issue that continues to be in the 

limelight. Employers need people they can trust with every 

aspect of their businesses. They as owners or managers 

would hope that new hires would take great interest in the 

business and manage it as if it were their own. 

Leadership in the hospitality industry is another 

important issue. Managers today need to be able to take the 

initiative, and be able to lead their employees in all 

aspects of the job. They should be able to direct, control, 

and train all their subordinates on the job. 

Issues concerning personnel management were also 

frequently identified as important by the industry 

professionals. The hospitality industry is facing increased 

diversity in terms of ownership, workforce, and tourists. 

Although college students are usually in a setting where 

they interact with people of different cultures and 

backgrounds, managing and understanding a diversified 

workforce may be difficult. 

Besides courses in diversity, international and global 

issues would help students understand the needs of guests 

from different parts of the world. Educators should take 

note of the increased international traffic. 

Interpersonal skills play a vital role in the 

hospitality industry. Dealing with both the guests and 

employees can be a delicate matter. Customer satisfaction 

may be the ultimate goal of any facility, but employees' 
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positions must also be taken into consideration. 

Employers in six of the twelve hospitality segments 

studied indicated the importance of understanding the 

different laws that affect foodservice operations and 

management, and the laws that affect hotel operations. With 

the increase of law suits in the hospitality industry, 

knowledge of all relevant laws should be implemented and 

adhered to. Knowledge of these laws are important not only 

because of the large sum of money an establishment may lose 

when faced with a lawsuit, but the reputation of the 

facility could be at stake which could lead to a loss of 

customers. 

Recommendat ions 

The information generated from this study indicates the 

following: 

1. The hospitality program should continue to address 

course objectives such as leadership, motivation, service, 

and professional appearance found in SMHM 3450 Demonstration 

Techniques, 4250 Quantity Food Production and Management, 

4730 Hotel and Restaurant Systems, and 4750 Professional 

Development Seminar. 

2. More emphasis should be placed on business ethics in 

direct connection with issues concerning the hospitality 

industry. 



136 

3. Greater emphasis on diversity, and international and 

global issues concerning the hospitality industry are 

obvious. Educators should take note of the increasingly 

diversified American workforce and the growing international 

tourist market in the United States. 

4. Consideration should be made about initiating a 

course that extensively deals with legal aspects in the 

hospitality industry. BLAW 343 0 Basic Law is a required 

course but extensive discussions about the different laws 

that affect hospitality operations and management would 

better enhance the understanding of students in this 

section. 

5. Increased rapport should be encouraged between 

educators and industry professionals. Guest speakers from 

the industry could be utilized to discuss current issues of 

interest in the industry. 

6. Although hands-on experience is provided to students 

in courses such as SMHM 1470 Principles of Food Preparation, 

SMHM 2550 Dining Room Service and Management, SMHM 3500 

Advance Field Experience, SMHM 3700 Hotel Front Office 

Management, and SMHM 42 50 Quantity Food Production and 

Management, students should be encouraged to work at least 

part time in the hospitality industry. The work experience 

acquired while going to school increases the students' 

ability to handle situations that may not or can not be 

taught in the classrooms. 
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7. Research should be done to compare the curriculum at 

the University of North Texas' hotel school with other 

universities with similar programs. 

8. Research should be undertaken to find out how 

prepared the graduates from the hotel program at the 

University of North Texas feel on entering the work force. 
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1423 Beechwood Terrace 
Manhattan, Kansas 66502 
July 25, 1993 

Kone Ole-Sein 
316 Fry Street, Apt. 251 
Denton, Texas 76201 

I give you permission to use the instrument, or any 
part thereof, from the Mariampolski, Spears, and Vaden 
research article in The Cornell Quarterly, Vol. 21, No. 
3, pages 77-81. 

Mamjyo 6. 
Marian C. Spears, PhD, RD 
Professor Emeritus 
Kansas State University 
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University of North Texas 
School of Merchandising and 

Hospitality Management 

September 24, 1993 

Kone Ole-Sein 
316 Fry Street, Apt. 251 
Denton, TX 76201 

Dear Ms. Ole-Sein: 

You have my permission to use the research instrument, in whole or in part, 
administered in following study: 

Getty, Juliet M., Richard F. Tas, and Robert L. Getty (1990), "Quality Assessment of 
Hotel & Restaurant Management Graduates: Are We Meeting Our Mission?" 
Hospitality Research Journal, Annual Conference Proceedings, 14(2), 393-404. 

Sincerely, 

x j u i i - e t M • tcrcq; 
Juliet M. Getty 
Division of Hotel & Restaurant Management 

P.O. Box 5248 • Denton, Texas 76203-5248 
817/565-2436 • TDD 800-735-2989 
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1 4 2 

COMPETENCIES ANALYSIS QUESTIONNAIRE 

Directions: Please rate level of importance (check appropriate column) of the following competencies to the 
cess of graduates in the hospitality industry. 

Competencies 
VI - Very Important 
I - Important 
SI - Somewhat Important 
NI - Not Important 

Competencies 
VI - Very Important 
I - Important 
SI - Somewhat Important 
NI - Not Important 

1 2 3 4 

Follows established personnel management procedures for supervision of employees. 

Delegates responsibility and authority to personnel according to department objectives. 

Exhibits knowledge of personnel policies and procedures which govern supervisory activities. 

Maintains professional and ethical standards in work environment. 

Possesses leadership qualities to achieve organizational objectives. 

Assists in the development and control of departmental employee productivity. 

Analyzes past and present information to effectively predict future marketing strategies. 

Assists in operational and strategic planning. 

Assists in establishing organization objectives and their priorities. 

. Assists in development of an effective management program. 

. Identifies operational strategies. 

. Manages life threatening situations such as fire, bomb threat, etc. 

. Analyzes factors influencing the controllability of profits. -

. Develops customer relations. 

. Manages guest problems with understanding and sensitivity. 

. Conducts informative and valid interviews with prospective employees. 

. Achieves positive working relationship with employees. 

. Motivates employees to achieve desired performance. 

. Appraises employee performance. 

. Manages employee grievances. 

. Promotes a cooperative union-management relationship. 

. Develops work flow patterns to meet specific operational requirements. 

. Prepares weekly, monthly, and annual financial reports. 
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Competencies 
. VI - Very Important 
. I - Important 
. SI - Somewhat Important 
. NI - Not Important 

Competencies 
. VI - Very Important 
. I - Important 
. SI - Somewhat Important 
. NI - Not Important 

1 2 3 4 

L Develops reliable revenue and expense tracking systems. 

i. Demonstrates professional appearance and poise. 

i. Uses past and present information to predict future reservations. 

. Uses front office equipment and reservation systems effectively. 

. Processes hotel arrivals and departures. 

. Inspects cleaned hotel rooms according to standard operating housekeeping procedures. 

. Follows legal requirements associated with hotel operations. 

. Establishes a maintenance schedule for equipment and facilities. 

. Understands the different laws that affect food-service operations and management. 

. Plans menus that identify food items accurately (truth in menu). 

. Determines staffing requirements that relate to menu and service. 

. Plans sanitation schedules and procedures that conform to state and local regulations. 

. Plans menus that conform to budget and cost requirements. 

PLEASE PROCEED TO SECTION B. 
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Directions: Please fill in the information requested or check one number for each question unless otherwise 
;tructed. 

Which best describes your establishment? (Please check only one) 

1. 
2. 
3. 
4. 
5. 
6. 
7. 

) Hotel/Commercial 
) Hotel/Resort 
) Hotel/Motel - No foodservice 
) Foodservice/School institution 
) Foodservice/Full service 
) Foodservice/Fast food 
) Other (Please specify) 

What is your position in the establishment? 

Number of years in present position? 

Do you have a bachelor degree? 

1. ( ) Yes 2. ( ) No 

If yes, is your degree in: ( Please check all that apply). 

1. ( ) Hotel and Restaurant Management 
2. ( ) Business Administration 
3. ( ) Arts and sciences 
4. ( ) Other (Please specify) 

If you are in the hotel business, please indicate number of guest rooms in your establishment. 

1. ( ) 20 or fewer guest rooms 
2. ( ) 21 to 40 guest rooms 
3. ( ) 41 to 60 guest rooms 
4. ( ) 61 to 80 guest rooms 
5. ( ) 81 to 100 guest rooms 
6. ( ) 101 or more guest rooms (Please specify) 

If you are in the restaurant business, please indicate number of seats in your establishment. 

1. ( ) 20 or fewer seats 4. ( ) 61 to 80 seats 
2. ( ) 21 to 40 seats 5. ( ) 81 to 100 seats 
3. ( ) 41 to 60 seats 6. ( ) 101 or more seats (Please specify) 

Thank you for your time and participation! 
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Dear : 

I am a graduate student in the School of Merchandising and 
Hospitality Management at the University of North Texas. I need 
your help in completing my thesis requirement which focuses on 
the assessment of hotel and restaurant graduates from the 
University of North Texas. 

Enclosed is the questionnaire which is being mailed to 
supervisors of graduates from the hotel and restaurant management 
program at the University of North Texas. I would appreciate it 
if you would take a few minutes of your time to complete the 
survey. Your information, suggestions, and comments are very 
important to the success of this study. 

The results from this survey will help identify characteristics 
that you as an industry professional find most important in your 
employees. Having better qualified and prepared graduates from 
our hospitality program will benefit both the industry and the 
university. 

Your responses to this survey will be confidential. If you have 
any questions, please contact me at (817) 565-9536 or my major 
professor, Dr. Reynolds, at (817) 565-2436. 

Please return your completed survey by December 25, 1993. I 
sincerely appreciate your cooperation. 

Sincerely, 

Kone Ole-Sein 

Enclosure 
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Dear Alumnus: 

I am a graduate student in the School of Merchandising and 
Hospitality Management at the University of North Texas. As a 
graduate from this department, I need your help in completing my 
thesis requirement which focuses on the assessment of Hotel and 
Restaurant Division graduates from the University of North Texas. 

Enclosed is an information sheet which is being mailed to all 
graduates from the hotel and restaurant management program at the 
University of North Texas from 1990 through 1992. I would like 
to contact your present supervisor in order to find out the 
competencies expected of graduates going into the hospitality 
industry today. 

The results of this survey will help the hotel and restaurant 
management division better review and improve the curriculum. As 
a graduate of the University of North Texas you are in a position 
to help in curriculum review. 

I sincerely appreciate your cooperation. If possible, please 
return your completed information sheet in the enclosed postage 
paid envelope by October 25, 1993. If you have any questions, 
please contact me at (817) 565-9536 or my major professor, Dr. 
Reynolds, at (817) 565-243 6. Your responses to this survey will 
be confidential. 

Thank you. 

Sincerely, 

Kone Ole-Sein 

Enclosure 
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UNIVERSITY OF NORTH TEXAS 

I. LAST NAME 

BIRTH (MAIDEN) NAME 

FIRST NAME 

II. PLACE OF WORK 

POSITION 

NAME OF SUPERVISOR 

WORK STREET ADDRESS 

AREA CODE 
CITY STATE ZIP WORK PHONE NUMBER 

THANK YOU FOR YOUR TIME AND PARTICIPATION 
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Dear Alumnus: 

I am a graduate student in the School of Merchandising and 
Hospitality Management at the University of North Texas. This 
letter serves as a follow-up to the letter I previously mailed to 
you. If you have mailed back the completed information sheet, I 
appreciate your assistance. If you have not, I request your help 
by completing the enclosed information sheet; your help is needed 
to make this a valid study. 

Your input is very important to the success of this research 
study. If you have any questions please contact me at (817) 565-
9536 or my major professor, Dr. Reynolds, at (817) 565-2436. 

I look forward to receiving your completed information sheet. 

Thank you 

Sincerely, 

Kone Ole-Sein 

Enclosure 
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UNIVERSITY OF NORTH TEXAS 

I. LAST NAME 

BIRTH (MAIDEN) NAME 

FIRST NAME 

II. PLACE OF WORK 

POSITION 

NAME OF SUPERVISOR _ 

WORK STREET ADDRESS 

( ) 

AREA CODE 
CITY STATE ZIP WORK NUMBER 

THANK YOU FOR YOUR TIME AND PARTICIPATION! 
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Dear 

I am a graduate student in the School of Merchandising and 
Hospitality Management at the University of North Texas. This 
letter serves as a follow-up to the questionnaire I previously 
mailed to you. If you have mailed back the completed 
questionnaire, I appreciate your assistance. If you have not 
already returned the completed competencies analysis 
questionnaire, I request your help by completing and mailing it 
back. 

Your input is very important to the success of this research 
study. If you did not receive the questionnaire and need one, 
please contact me at (817) 565-9536 or my major professor, Dr. 
Reynolds, at (817) 565-2436. 

I look forward to receiving your completed questionnaire. 
Thank you. 

Sincerely, 

Kone Ole-Sein 
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Dear : 

I am a graduate student in the School of Merchandising and 
Hospitality Management at the University of North Texas. This 
letter serves as a follow-up to the competencies analysis 
questionnaire, that I mailed to you on December 15, 1993. 

In case you did not receive it, a copy..of the questionnaire is 
enclosed. Please complete the questionnaire and mail it back in 
the enclosed addressed, postage-paid envelope. Your input is 
very important to the success of this survey. 

I look forward to receiving your completed questionnaire. 
Thank you. 

Sincerely, 

Kone Ole-Sein 

Enclosure 
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