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h e  ab ility  to  id en tify  th e  skills a n d  com p etenc ie s  re 

q u ire d  fo r  to m o rro w s  in d u s try  lead ers is essential 

for co m p an ies  th a t  h o p e  to  re m ain  co m petitive . Som e 

firm s, su ch  as M a rr io tt  In te rn a tio n a l a n d  C h o ice ,1 have m ad e  

id en tify in g  lead ersh ip  com p etenc ie s a  priority . Id en tify in g  ap 

p ro p ria te  co m p eten cies  helps sen io r m anagers in  selecting , 

dev elo pin g , a n d  co ach in g  fu tu re  leaders, as w ell as m ap p in g  

career p a th s  a n d  p la n n in g  m a n ag em en t succession. In  th is 

a rtic le  w e p re se n t a  le ad e rsh ip -co m p ete n cy  m o d e l th a t  is in 

d u s t r y  sp e c if ic  a n d  f u tu re  b a se d . O u r  g o a l in  c re a tin g  

th is  m o d e l w as to  pro v id e th e  h o sp ita lity  in d u s try  w ith  a 

fu n c tio n a l-c o m p e te n c y  m o d e l th a t:  (1) o rg an iza tio n s  can  

use to  dev elop  th e ir  o w n  m o d e l for lead ersh ip  d ev elo p m en t,

1 For a detailed  discussion o f  th e leadership-com petencies m odels o f  Mar~ 

r io tt  an d  C hoice hotels, see: C athy  A. E nz an d  Judy  Siguaw, “Best Prac 

tices in  H u m an  Resources,” Cornell Hotel and Restaurant Administration 

Quarterly, Vol. 41, N o. 1 (February  200 0), pp. 4 8 -6 1 .

(2) em ployees can  use to  u n d e rs ta n d  th e  com peten cies  th ey  

n eed  fo r ad v an cem en t, (3) h o sp ita li ty  schools can  use to  de 

sign  cu rric u lu m , a n d  (4) s tu d en ts  can  use to  cra ft career paths. 

W e first describe  th e  n a tu re  a n d  use o f  co m p ete n cy  m od els 

a n d  th e n  describe o u r  study . W e ex am ine th e  critical co m p e 

tencies th a t  w e fo u n d  to  be im p o rta n t (a n d  th ose th a t, su r 

p risingly, are n o t as im p o rta n t) . L ast, w e con sid er  th e  po s 

sible uses for th e  in du stry -w id e m o d el th a t w e have developed .

Competency Models
A  co m p e te n cy  m o d e l is a  desc rip tive to o l th a t identifies th e  

know ledge , skills, ab ilities, a n d  b eh av io r ne ed ed  to  p e rfo rm  

effectively in  an  o rg an iz a tio n .2 D esig n ed  to  h e lp  a n  org aniza-

2 A .D . Lucia an d  R. Lepsinger, The Art and Science of Competency Models
(San Francisco: Jossey-Bass, 1999).
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t io n  m e e t its s trateg ic objectives th ro u g h  b u ild 

in g  h u m a n -re so u rc e s  ca p a b ility , c o m p e te n c y  

m o d e lin g  has b een  in  existence since th e  1970s, 

s ta r tin g  w ith  th e  firs t m ode ls created  b y  D av id  

M cC le llan d .3 Such  m odels  g ain ed  p o p u la rity  in  

th e  late  1980s a n d  rem ain  in  use today.

C o m p e te n c y  m ode ls focus o n  beh av io r ra th e r  

th a n  o n  p e rso n a lity  traits, because p e rso n a lity  

tra its  are  u su ally  h a rd  to  m easu re  accu rately .4 

E xpressing  desirab le  tra its in  behavioral te rm s is

T h e  d e v e lo p m e n t  o f  a  c o m p e t e n c y  m o d e l  
c a n  h e lp  p r o v id e  g u id a n c e  f o r  a  h o s t  o f  d i f 

f e r e n t  H R  p r a c t ic e s  a n d  e n s u r e  t h a t  t h o s e  
p r a c t ic e s  a r e  c o n s is te n t .

essential fo r a  co m p e te n cy  m o d e l to  be usefu l as 

a  h u m an -re so u rc es  to o l, because th e  m o d e l m u s t 

n o t  o n ly  d efin e th e  com p eten c ie s necessary fo r 

effective p e rfo rm an ce  b u t also in d ica te  h o w  to  

tell w h en  a p a rticu la r  co m p ete n cy  is b e in g  d e m 

on strated . M o st co m p etency  m odels express traits 

a n d  ch arac te ris tics  in  beh av io ra l te rm s o n  th e  

g ro u n d s  th a t  beh av io r is th e  observable m anifes 

ta t io n  o f  p e rso n a lity  tra its  a n d  characteristics . 

C o m p e te n c ie s  are d eem ed  critical fo r in c lu sio n  

in  a  m o d e l w h en  th ey  d is tin g u ish  su p erio r p e r 

fo rm ers fro m  p o o r  perform ers.

C o m p e te n c y  m od els  are less specific th a n  is 

th e  jo b  analysis typ ically  p e rfo rm ed  for specific 

p o sitio n s, a n d  m odels  can  en co m pass a  w h ole  

fam ily  o f  jo bs . C h o ic e  H o te ls  In te rn a tio n a l, for  

exam ple, deve lo ped  co m p e te n cy  m od els for each 

o f  th e  to p  fo u r levels o f  its o rg an iz a tio n  (i.e., se 

n io r  v ice p res id en t, vice p re s id en t, sen io r d irec 

to r, a n d  d ire c to r) . In  so d o in g , th e  c o m p a n y  

fo u n d  th a t  th e  co m p eten c ie s for success o f  a  se 

n io r  vice p re s id en t w ere sim ilar to  th o se  need ed  

fo r th e  o th e r  th ree  po sitio n s.

3 R.J. M irabilc, “E verything You W anted  to  K now  ab out 

C o m pe tency  M odeling ,” Training and Development, Vol. 

51, N o. 8 (1997), pp . 7 3 -7 7 .

4 See: Lucia and  Lepsinger, op. cit.\ and  A C A s C om pe ten 

cies Research Team , “T he Role o f  Competencies in  an  Inte

grated H R  Strategy,” ACA Journal, Sum m er 1996, pp. 6 -2 1 .

Using Competency Models
C o m p e te n cy  m odels prov ide a  co m m o n  language 

fo r d iscu ssin g  capabilities a n d  pe rform an ce . T h e  

d ev e lo p m e n t o f  a  co m p e te n cy  m o d e l ca n  help  

prov id e  g u id an ce  for a  h o s t o f  d ifferen t H R  p rac 

tices a n d  ensu re  th a t  th ose  practices are consis 

te n t. Specifically, co m p eten cy  m odels can  be used 

as a  fo u n d a tio n  fro m  w h ic h  to  estab lish  c rite ria  

for a b ro ad  array  o f  H R  system s.5 F or ins tance , 

lis ted  be low  are e ig h t H R  activ ities th a t  can  be 

g u id ed  o r  en h a n c ed  w ith  th e  use o f  a  w ell-devel 

o p ed  co m p e te n cy  m od el.

(1) Recruitment and selection. L oo kin g  be 

y o n d  skills to  p e rfo rm an ce  d im en sio ns  

su ch  as te am w ork , co m p e te n cy  m odels 

can  h elp  to  estab lish  w h a t i t  takes to  d o  

w ell o n  th e  jo b . A rm ed  w ith  th is  in fo r 

m a tio n , co m p an ies can  focus re c ru itm e n t 

do llars o n  f in d in g  th e  greatest n u m b e r  o f  

prosp ectiv e em ployees w h o have th e  rig h t 

m ix  o f  com p etenc ie s  for th e  jo b  in  ques 

tio n . T h e  c o n te n t o f  ap p ro p ria te  selec tion  

in s tru m e n ts  (e.g., s tru c tu re d  in terview s, 

ro le  plays) can  ta rg e t th e  key  c o m p e te n 

cies— a n d , hence, th e  w h ole package o f  

n eed ed  skills a n d  ab ilities. B eyond th e ir  

usefulness in  im p ro v in g  selection  too ls, 

co m p e te n cy  m ode ls also prov id e  can d i 

da tes w ith  a  clear a n d  realistic  p ic tu re  o f  

ex p ec ted  behavior.

(2) Training and development. A ssessing gaps 

b e tw een ex isting  em ployee skills a n d  

th o se  id en tif ie d  b y  a co m p ete n cy  m o d el 

can  be ex trem ely  usefu l in  dev ising  a  

lo n g -te rm  strateg ic p lan  fo r lead ersh ip  

tra in in g  a n d  d ev elo p m en t. Id en tif ic a tio n  

o f  th e  skills ne ed ed  to  p e rfo rm  effectively 

m akes i t  easier to  en su re th a t  th e  design  

a n d  delivery  o f  tra in in g  are alig ned  w ith  

th e  o rg an iz a tio n s  objectives. W h e n  a 

co m p e te n cy  m o d el is used  as th e  fo u n d 

a tio n  fo r tra in in g  objectives, in d iv id u a l 

lead ersh ip  gaps can  be  assessed a n d  a 

tra in in g  p lan  devised  to  address 

deficiencies.

5 Sec: R M cLagan, “G rea t Ideas Revisited: C om peten cy  

M odels,” Training and Development, Vol. 50, N o. 1 (1996), 

pp . 6 0 -6 5 ; an d  Lucia and  Lepsinger, op. cit.
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(3) Performance appraisals. P erfo rm an ce - 

m an a g e m e n t system s can  be  en h an ced  

b y  a co m p e te n cy  m o d e l th a t  p rovides a 

sha red  se t o f  exp ec ta tion s rega rd in g  w h a t 

is im p o rta n t a n d  w h a t w ill be m o n ito re d  

a n d  m easured . C o m p e te n c y  m od els  he lp  

m anagers to  focus p erfo rm an ce -ap p raisa l 

d iscussions o n  critical aspects o f  beh av 

ior, th u s  p ro v id in g  a  stra teg ic  to o l for 

c o n s is te n t a n d  m ean in g fu l ev a lu a tion .

(4) Coaching, counseling and mentoring. 
C o m p e te n c y  m od els are  o ften  used  as th e  

basis fo r 3 6 0-deg ree  feedback , in  w h ic h  a 

m an ag er receives p e rfo rm an ce  in fo rm a 

t io n  fro m  all relevan t sources ( in c lu d in g  

superv isor, su b o rd in a te s , self, peers, an d  

cus to m ers , i f  app licable ). C o aches an d  

advisers can  use th e  in fo rm a tio n  so g a th 

e red  to  g u id e  th e  em ployee in  d es ig n in g  a 

d ev e lo p m en t p lan  a n d  m ak in g  critical- 

skill im p ro v em en ts . T h e  c la rity  a n d  

specificity  o f  c o m p e te n cy  m od els  enab le 

coaches a n d  m en to rs  to  reinforce desired  

b eh av io r a n d  tie  pe rfo rm an ce-m an ag e- 

m e n t system s to  necessary  com p eten cies .

(5) Reward systems. A  trem en d o u s  pe rcentage  

o f  a  h o sp ita lity  o rg an iz a tio n s  o p e ra tin g  

expenses is d ev o ted  to  em ployee c o m p en 

s a tion . T o  a ttrac t, re ta in , a n d  m otiv a te  

em ployees, rew ard  system s m u s t be eq u i 

tab le  a n d  lin k ed  to  desired  behavior. 

C o m p e te n c y  m od els can  be ex trem ely  

usefu l fo r d e fin in g  th e  b eh av io r th a t  w ill 

be rew arded .

(6) Career development. F o r em ployees w h o  

asp ire  to  reach  th e  ne x t level o n  a  career 

p a th , a  co m p e te n cy  m o d e l serves as a  

m ap . C o m p e te n c y  m od els m ake  em ploy 

ees aw are o f  th e  b eh av io r a n d  skills 

n eed ed  to  ad v an ce a n d  achieve success, 

a llow ing  th e m  to  prep a re  accord ingly.

(7) Succession planning C o m p e te n c y  m od els  

can  be used  to  id en tify  possib le  succes 

sors fo r critical jo b s  by  c larify ing  th e  

req u irem en ts  for  th e  jo b  a n d  p ro v id in g

a m e th o d  fo r assessing a  p a rticu la r  

c an d id a te  s readiness. W ith o u t  a  clear 

u n d e rs ta n d in g  o f  th e  com p etenc ie s  

n eed ed  b y  fu tu re  leaders, i t  is d iff ic u lt for

a firm  to  m easure  its “b en ch  s tren g th ”—  

th a t  is, to  d e te rm in e  w h e th e r  th e  o rg an i 

z a tio n  has p eo p le  w ith  th o se  capabilities 

a n d , i f  it does, w h o  th e y  are.

(8) Change management. O rg an iz a tio n s  can  

w o rk  to w ard  a n  u n c e rta in  fu tu re  b y  cre 

a tin g  m odels  th a t  are based  o n  co m p e 

tencies th a t  m ay  b e necessary  fo r fu tu re  

leaders, as w ell as co m p eten c ie s ne ed ed  

for c u rre n t o p eratio ns .

A  c o m p e t e n c y  m o d e l  is  u s e fu l  f o r  b u i ld in g  

a n  in t e g r a t e d  f r a m e w o r k  f o r  d e v e lo p in g  a  

c o m p a n y 's  h u m a n - r e s o u r c e s  s y s te m .

C o m p ete n cy  m odels con fer several advantages 

o n  a  com p any . F irst, a  co m p e te n cy  m o d e l is use 

fu l for  b u ild in g  an  in te g ra te d  f ra m ew o rk  for d e 

ve lo p in g  a co m p an y  s hu m an -re so u rc es system . 

U sed  consisten tly , su ch  a m o d e l sh o u ld  lead  to  

im p rov ed  a n d  co n sis te n t p e rfo rm an ce  s tan dards. 

M o re  im p o rta n t, th e  m od el can  be a  critical gu ide 

d u rin g  pe rio d s o f  in s ta b ility  a n d  chan ge. M o re 

over, m ak in g  H R  decisions o n  th e  basis o f  care 

fu lly  dev elo ped  co m p e te n cy  m od els  reduces le 

g a l c h a l le n g e s  to  th o s e  d e c is io n s .6 F in a lly , 

w ell-dev eloped  co m p e ten cy  m odels  en h an ce  a 

com p any 's ab ility  to  co m m u n ica te  w ith  its em 

ployees rega rd in g  th e  b eh av io r co n n ec ted  w ith  

success, th e re b y  inc reas in g  th e  f irm s ab ility  to  

achieve its business ob jectives.7

Leader Competencies for the 

Lodging Industry
W ith  p o in t  n u m b e r  e ig h t in  m in d , w e so u g h t to  

devise a  fu tu re -o rie n te d  le ad e rsh ip -co m p ete n cy  

m o d e l fo r th e  lo d g in g  in du stry . W e co n sid er th is 

en d eavo r to  be im p o r ta n t g iven  th e  absence o f  

a n  in d u s try -fo c u se d  m o d e l th a t  w o rk s across

6 O n e  should  include specific com petencies in the  job  de 

scrip tion  to  reduce legal liability, especially i f  th e com pe 

tencies will be used for perform ance appraisals.

7 A C A  Team , pp . 6 -2 1 .
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EXHIBIT 1

Self m a n a g e m e n t :  D im e n s io n s  o f  a c o m p e te n c y  fa c to r

Factor

Dimensions

Characteristics A c ts  in  a n  e th ic a l 
m a n n e r

T re a ts  p e o p le  fa ir ly  

T re a ts  p e o p le  w i t h  

r e s p e c t

D is p la y s  c o n s is te n c y  

b e t w e e n  w o r d s  a n d  

a c t io n s

C o n s id e rs  e th ic a l im p li 

c a t io n s  p r io r  t o  ta k in g  
a c t io n

P r o te c ts  c o n f id e n t ia l  

in fo r m a t io n

•  E f fe c t iv e ly  h a n d le s •  D e a ls  c o n s tr u c t iv e ly •  A d a p ts  to  c h a n g in g

m u lt ip le  d e m a n d s  a n d w it h  o w n  fa i lu r e s c irc u m s ta n c e s

c o m p e t in g  p r io r it ie s a n d  s e tb a c k s •  W o r k s  c o n s tru c t iv e ly

•  M a n a g e s  t im e  to •  S e e k s  fe e d b a c k  f r o m u n d e r  s t r e s s  a n d

e n s u r e  p ro d u c t iv i ty o th e rs p re s s u re

•  S p e n d s  t im e  o n  t h e •  A d ju s ts  b e h a v io r  in •  W o r k s  e f f e c t iv e ly  in

m o s t  im p o r ta n t  is s u e s , r e s p o n s e  t o  f e e d  a m b ig u o u s  s itu a t io n s

n o t  ju s t  t h e  m o s t b a c k  a n d  e x p e r ie n c e •  V ie w s  p r o b le m s  as

u r g e n t  o n e s •  P u rs u e s  c o n t in u a l o p p o r tu n it ie s  a n d

le a rn in g  a n d  s e lf m is ta k e s  a s  p ro g re s s

d e v e lo p m e n t

•  D e m o n s t r a t e s  a w a r e 

n e s s  o f  o w n  s t r e n g th s

a n d  w e a k n e s s e s

m an y  organization s. (O u r  research fo u n d  n o  cu r 

re n t m odels  for h o sp ita li ty  leadersh ip .) H av in g  

an  in d u stry -w id e  m o d e l is im p o rta n t because it  

can  in fo rm  s tu d en ts  a n d  em ployees alike ab o u t 

th e  ex p ec ta tion s  for fu tu re  leaders as id en tif ied  

by  senior-level m anag ers . F urtherm ore, an  indu s 

try-w ide m odel helps to  p a in t a  com prehensive pic 

tu re  o f  th e critical skills needed  by  th e  entire  indu s 

try, th e re b y  assisting  sen io r m anagers in  h o te l 

organizations as they  devise an d  im p lem ent th eir 

rec ru itm ent, selection, a n d  developm ent systems.

L o o k in g  a h ead . W e focused  o u r  co m p ete n cy  

m o d e l o n  m an ag erial b eh av io r th a t  in d u s try  ex 

ecu tives an tic ip a ted  w o u ld  be n eed ed  te n  years 

fro m  now. W e w an te d  a  m od el th a t co u ld  be used 

as a  p ro to ty p e  to  g u id e p eo p le s  asp ira tion s in  

th e  co m in g  years a n d  to  create fu tu re  leaders. A sk 

in g  leaders to  focus o n  th e  fu tu re  is a  c o m m o n  

ap p ro a c h  w h e n  b u ild in g  co m p e te n c y  m od els, 

a lth o u g h  th e  re su lt in g  m o d e l m ay  n o t  id en tify  

all necessary  co m p eten c ie s (given th a t  o n e  ca n 

n o t  see th e  fu tu re ) .8 T h e  essential lim ita tio n  in  

ask ing  c u r re n t leaders to  p ro jec t fu tu re  co m p e 

tencies is th a t  th ey  m ay  be u n ab le  o r  un w illin g

8 Forecasting in to  the fu ture is a techn iqu e tha t has been 

used by a  variety o f  firm s, inclu ding  P D I, D D I, and  H ay 

M anagem ent. W e used Linkage, In c .s  systems m eth od , 

by  asking pa rticipants to  forecast behavior th a t m igh t be 

im p o rta n t in  the fu ture. See: Introduction to Competency 

Modeling (Lexington, M A: Linkage, Inc., 1997).

to  d efin e  th e  fu tu re  d iffe ren tly  fro m  th e  present. 

H ow ever, m a n y  th o u g h tfu l executives are ab le to  

en visio n  a n d  p la n  fo r a  fu tu re  th a t  is n o t sim ply  

a  re flectio n  o f  th e  p resen t, h ig h lig h tin g  behavior 

th a t  th e y  see as increasingly  im p o rta n t.

U sing  a  n u m b e r  o f  d iffe ren t co m p eten cy  s tu d 

ies as a  s ta r tin g  p o in t ,9 w e c o n s tru c te d  a  prov i 

s io na l b eh av io ra l-co m p e ten cy  m o d e l th a t  cap 

tu re d  th e  m o s t- im p o rta n t d im en sio n s o f  leaders* 

b eh av io r across several industries . U sin g  th is pre 

l im in a ry  m o d e l, w e re fin e d  th e  c o m p o n e n ts  

th ro u g h  h o sp ita li ty  m anagers* fe ed b ack .10 W e 

collec ted  managers* co m m en ts  by  survey ing  in 

d ividuals from  a ro u n d  th e  g lobe w h o pa rtic ipa ted  

in  sen io r-lev e l e x e c u tiv e -e d u c a tio n  p ro g ra m s  

a t C o rn e ll U niversity . In  o u r  p ilo t survey, re-

9 For exam ple, see: R.J. M irabile, “A  M odel for C o m p e 

tency-based C areer D ev elopm ent,” Personnel (April 1985), 

pp. 3 0 -3 8 ; H.F. Evarts, “T h e  C om pe tency  P rogram m e o f  

th e A m erican M anagem ent A ssociation,” Journal of Man
agement Development, Vol. 7 , N o. 6 (1988), pp. 4 8 -5 6 ; 

P.K. Z ingheim , G .E . Ledford, an d  J.R . Schuster, “C om pe 

tencies an d  C o m pe tency  M odels: D oes O n e Size F it All?,” 

ACA Journal, Spring 1996, pp. 5 6 -6 5 ; an d  D . Blancero, 

J. Boroski, an d  L. Dyer, “Key C om petencies for a Trans 

fo rm ed H um an-resources O rganization : Results o f  a Field 

Study,” Human Resource Management, Vol. 35, No. 3 (1996), 

pp. 3 8 3 -4 0 3 .

10 To develop  th e  co m pe te nc y  m od el, th e  custo m ized - 

generic-model m ethod was used (see: D . Dubois, Competency- 
based Performance Improvement: A Strategy For Organiza
tional Change (Am herst, M A: H R D  Press, 1993).
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sp o n d e n ts  co u ld  a d d  a d d it io n a l co m p e te n c ies  

th a t  th e y  felt w ere b ec o m in g  increasing ly  im p o r 

ta n t  a n d  e lim in a te  th ose item s th a t  th ey  d eem ed  

in a p p ro p ria te .

Based o n  th e  feed back  fro m  th e  p ilo t study , 

w e m o d ified  th e  co m p e ten cy  m o d e l to  reflect 

h o sp itality -specific  behavior. In  th is  fash io n , w e 

arriv ed  a t a  fina l co m p e te n cy  m o d e l co n sis ting  

o f  8 o v erarch ing  factors, 2 8  d im en sio n s, a n d  99  

specific behavioral com p etencies. T h e  factors a n d  

d im en sio n s  w ere de riv ed  fro m  th e  li te ra tu re  o n  

c o m p e te n c y  m o d e ls  a n d  th ro u g h  h o s p i ta l i ty  

managers* feedback . T h e  e ig h t o v erarch ing  fac 

to rs are co m m u n ica tio n , critical th in k in g , im p le 

m e n ta tio n , in d u s try  k n ow ledg e , in te rp e rso n a l 

skills, lead ersh ip , self-m an ag em en t, a n d  s tra te 

g ic p o s itio n in g . E ach  o f  th o se  factors co m p rised  

u p  to  six d im en sio n s  th a t  c ap tu re d  va rio us  as

pects o f  th a t  factor. L eadersh ip , for exam ple, is 

co m p o sed  o f  th e  fo llow ing  six d im ens io ns : d e 

velop ing  o thers, em bracin g  change, fo rtitu de , fos 

te r in g  m o tiv a t io n , le a d e rsh ip  ve rsa ti lity , a n d  

te am w o rk  o r ie n ta tio n . As a n o th e r  exam ple, Ex 

h ib i t  1 show s th e  behavioral item s a n d  d im e n 

sions for  th e  se lf-m an ag em en t factor.

W e listed  th e  99  h o sp ita li ty  com p etenc ie s  in  

a  survey  th a t  w as faxed w o rld w id e  to  73 5  sen io r-  

level in d u s try  executives a t va rious h o te l co m p a 

nies. U sin g  a fiv e -p o in t L ik e rt-ty p e  scale ra n g 

in g  fro m  1 (n o t a t all im p o rta n t)  to  5 (ex trem ely  

im p o rta n t) , re sp o n d en ts  w ere asked  to  rate  th e  

im p o rta n c e  o f  each  o f  th e  9 9  co m p eten c ie s o r  

skills fo r a  sen ior-level m an ag er te n  years from  

n o w  (see th e  acco m p an y in g  list o n  th is  page a n d  

th e  n ex t) . A  to ta l o f  137  in d u s try  lead ers re 

s p o n d e d  e ith e r  o n lin e  o r  v ia  re tu rn  fax, y ie ld in g  

a  respon se ra te  o f  18 .6  pe rcen t. Participants* p o 

s itio n s ran g ed  fro m  d ire c to r  to  C E O  o r  ch a ir  o f  

in te rn a tio n a l h o te l cha in s a n d  co rp o ra tio n s . R e 

sponse rates for executive-level em ployees are n o 

to r io u s ly  low , a n d  o u r  re sp o n se  ra te  fo r  th is  

sam ple w as typ ica l fo r th is  p o p u la tio n .11

11 Previous stud ies o n  C E O s have show n response rates to  

be in  the 13- to  20-pe rcent range. See: B.R. Agle, R.K. 

M itchell, an d  J.A . Sonnenfeld , “W h o  M atters to  CEO s? 

A n Investigation o f  Stakeholder A ttribu tes an d  Salience, 

C o rp o ra te  Perform ance, an d  C E O  Values,” Academy of 
Management JoumaU Vol. 42  (1999), pp . 5 0 7 -5 2 5 .

L is t o f  9 9  lo d g in g  c o m p e te n c ie s

(1 )  A n tic ip a tes  o b s ta c le s  a n d  d e v e lo p s  co n t in g e n c y  p lan s

(2 )  A d a p ts  to  c h a n g in g  c ir cu m stan ce s

(3 )  M a n a g e s  tim e  to  e n s u re  p ro d u c tiv ity

(4 )  M o n ito rs  p ro g res s  o f o th e rs  a n d  re d irec ts  e ffo rts  w h e n  n e c e s s a ry

(5 )  W o rk s  e ffe c tiv e ly  in a m b ig u o u s  s itu a tio n s

(6 )  P re p a re s  p e o p le  to  u n d e rs ta n d  c h a n g e s

(7 )  S e e k s  fe e d b a c k  fro m  o th e rs

(8 )  W o rks  to w ard  w in -w in  so lu tio n s  w ith  o th e rs  w h e n e v e r  p o ss ib le

(9 )  S te e rs  con flic ts  a w a y  fro m  p e rso n a litie s  a n d  to w ard  issu e s

(1 0 )  P ro v id e s  e m p lo y e e s  a c c e s s  to  in fo rm atio n

(1 1 )  T a k e s  a  s ta n d  w h e n  reso lv in g  im p o rtan t issu e s

(1 2 )  In te g ra te s  p la n n in g  e ffo rts  ac ro ss  w o rk  g ro u p s  o r fu n c tio n a l units

(1 3 )  D is p lay s  co n s is te n c y  b e tw e e n  w o rd s  a n d  ac tio n s

(1 4 )  Id e n tifies  m e a s u ra b le  ac tio n  s te p s  th a t su p p o rt th e  h ote l's  s tra teg y  
an d  m issio n

(1 5 )  W o rks  co n s tru c tiv e ly  u n d e r s tres s  a n d  p res su re

(1 6 )  A c ts  in a n  e th ic a l m a n n e r

(1 7 )  P re s e n ts  id e a s  in a  co n v in c in g  m a n n e r

(1 8 )  E x p re s s e s  d is a g re e m e n t in a  ta c tfu l a n d  s en s itive  m a n n e r

( 1 9 )  T re a ts  p e o p le  w ith  res p ec t

(2 0 )  C o n s id e rs  a  b ro a d  ra n g e  o f fac to rs  (in te rn a l, e x te rn a l, a n d  tren d s ) 
w h e n  so lv in g  p ro b le m s  a n d  m a k in g  d e c is io n s

(2 1 )  T ra n s la te s  b u s in ess  s tra te g ie s  into c le a r  o b je c tiv es  an d  tac tic s

(2 2 )  B rin g s  to g e th e r d iffe ren t p e rs p e c tiv e s  a n d  a p p ro a c h e s  a n d  c o m b in es  
th e m  in c re a tiv e  w a y s

(2 3 )  S u m m a r iz e s  a n d  c la rifie s  w h a t p e o p le  sa y  to  e n s u re  u n d ers ta n d in g

(2 4 )  C o a c h e s  o th e rs  in skill d e v e lo p m e n t

(2 5 )  C h a lle n g e s  o th e rs  to  m a k e  to u g h  ch o ic es

(2 6 )  W o rk s  to  u n d e rs ta n d  w h y  o th e rs  res is t c h a n g e  in s te ad  o f fo rcing  
o th e rs  to  a c c e p t c h a n g e

(2 7 )  A cc u ra te ly  id en t ifies  s tren g th s  a n d  w e a k n e s s e s  in o th e rs

(2 8 )  S ta y s  in fo rm ed  ab o u t in d u s try  p rac tic es  a n d  n e w  d e v e lo p m e n ts

(2 9 )  E x a m in e s  a n d  m o n ito rs  tre n d s  in th e  h o te l b u s in ess

(3 0 )  U n d e rs ta n d s  th e  a g e n d a s  a n d  p e rs p e c tiv e s  o f o w n e rs , s taff 
m e m b e rs , m a n a g e rs , a n d  o th e r p a r tie s

(3 1 )  C la rifie s  e x p e c ta tio n s  to  s taff m e m b e rs  a b o u t a ss ig n m en ts , ro les , 
an d  res p o n s ib ilities

(3 2 )  S e le c ts  le a d e rs h ip  s ty le  m o s t a p p ro p r ia te  fo r th e  s itu a tio n

(3 3 )  P ro v id es  c h a lle n g in g  a s s ig n m e n ts  to  fac ilita te  d e v e lo p m e n t

(3 4 )  A p p lie s  c ro ss -fu n c tio n a l k n o w le d g e  to  u n d e rs ta n d  an d  so lve  
p ro b lem s

(3 5 )  E x p re s s e s  c o n fid e n c e  in p e o p le ’s c o m p e te n c e  to  d o  th e ir  jo b s

(3 6 )  A d d re s s e s  a n d  w o rk s  th ro u g h  con flic t

(3 7 )  In te ra c ts  w ith  p e o p le  in a  d ire c t a n d  o p e n  m a n n e r

(3 8 )  V ie w s  p ro b le m s  a s  o p p o rtu n ities  a n d  m is ta k e s  a s  p ro g re ss

(3 9 )  W o rks  to  es tab lis h  s tro n g re la tio n s h ip s  w ith  o w n e rs

(4 0 )  U n d e rs ta n d s  a n d  h a rn e s s e s  in d iv id u a l d iffe re n ce s  to c re a te  a  
c o m p etitive  a d v a n ta g e

(list continues on the next page)
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L is t o f  9 9  lo d g in g  c o m p e te n c ie s  (continued from previous page)

(4 1 )  D e v e lo p s  ac tio n  p la n s  to  m e e t c u s to m e r n e e d s

(4 2 )  R e d u c e s  re d u n d a n c ie s  in p ro c e s s e s  a n d  p ro c e d u res

(4 3 )  G iv e s  sp e c if ic , tim ely , a n d  co n s tru c tive  fe e d b a c k

( 4 4 )  A d ju s ts  b e h a v io r  in re s p o n s e  to  fe e d b a c k  an d  
e x p e r ie n c e

(4 5 )  M o d e ls  th e  c h a n g e s  e x p e c te d  o f o th e rs

(4 6 )  C o n s id e rs  a lte rn a tiv e s  b e fo re  m a k in g  d e c is io n s

(4 7 )  L is ten s  to  p e o p le  w ith o u t in te rru p tin g

(4 8 )  P ro te c ts  co n f id en tia l in fo rm a tio n

(4 9 )  E n c o u ra g e s  e m p lo y e e s  to  u se  th e ir  in itia tive  to  
re m e d y  p ro b le m s  w h e n  th e y  first o c cu r

(5 0 )  T a k e s  c a lc u la te d  risks  w h e n  a p p ro p r ia te

(5 1 )  B u ilds  n e tw o rks  w ith  p e o p le  in s id e  a n d  o u ts id e  th e  
h o te l

(5 2 )  S p e n d s  tim e  o n  th e  m o st im p o rta n t issu es , n ot ju s t 
th e  m o st u rg e n t

(5 3 )  C o m m its  o rg a n iz a tio n a l re s o u rc es  fo r  c o m m u n ity  
e v e n ts

(5 4 )  C o n s id e rs  p ro s  a n d  c o n s  o f p ro p o s ed  so lu tio n s  to  
p ro b lem s

(5 5 )  D e v e lo p s  n e w  sy s te m s  o r  p ro c e s s e s  fo r in c rea se d  
e ffic ie n cy

(5 6 )  E n c o u ra g e s  o th e rs  to  e x p re s s  th e ir  v ie w s , e v e n  
co n tra ry  o n e s

(5 7 )  L is te n s  ca re fu lly  to  inp u t a n d  c o n c ern s  e x p re s s e d  
b y  o th e rs

(5 8 )  D e a ls  co n s tru c tiv e ly  w ith  o w n  fa ilu re s  a n d  m is ta ke s

( 5 9 )  H a n d le s  m u ltip le  d e m a n d s  a n d  co m p etin g  p rio rities

(6 0 )  K n o w s  th e  s tren g th s  a n d  w e a k n e s s e s  o f co m p etito rs

( 6 1 )  D e fin e s  a n d  s e ts  u p  q u a lity  s ta n d a rd s  fo r e m p lo y e e s

(6 2 )  G iv e s  o th e rs  th e  au th o r ity  n e c e s s a ry  to  acc o m p lish  
th e ir  o b je c tiv es

(6 3 )  A d ju s ts  le a d e rs h ip  a p p ro a c h  to  fit o th e r in d iv id u a ls

(6 4 )  In vo lv es  o th e rs  in c ritica l d ec is io n s  th a t a ffe c t  th e m

(6 5 )  U n d e rs ta n d s  c o m p le x  co n c e p ts  a n d  re la tio n s h ip s

(6 6 )  D e le g a te s  en o u g h  o f o w n  w o rk  to  o th e rs

(6 7 )  Id en tifie s  a n d  d e fin e s  p ro b le m s

(6 8 )  D e te rm in e s  w h ich  o f m a n y  p ro b le m s  m a y  b e c o m e  
cr ise s

(6 9 )  D e fin e s  p rio rities  fo r th e  s ta ff

(7 0 )  C o n fro n ts  p ro b le m s  e a r ly  b e fo re  th e y  b e c o m e  
u n m a n a g e a b le

(7 1 )  W o rk s  a s  a  m e m b e r  o f a  te a m

(7 2 )  C o ns iders  e th ical im plications prior to taking action

(7 3 )  G e ts  others  in te res ted  and  involved in th e  ch an ge  
process

(7 4 )  C re a te s  n eed ed  sys tem s  an d procedu res to 
support ch an g es

(7 5 )  K eeps  o thers up d ated  w ith inform ation

(7 6 )  C o ns iders  cus to m er n eed s  w h en m aking decisions

(7 7 )  C o n sid ers  th e  effects  of decisions on com m unity  
w ell-b e in g

(7 8 ) C h am p ion s  n ew  id eas  an d initiatives

(7 9 ) F ocuses  on im portant inform ation w ithout being  
dis tracted  by u n n ecessary  de ta ils

(8 0 ) E m ploys a  te am  approach to so lve  p roblem s w hen  
appropriate

(8 1 )  U n derstand s o w n ers ’ and s takeh o lders ’ valu es  and  
h ow  they  p erce ive  things

(8 2 )  In fluences and sh ap es  o w n ers ’ and s takeh o ld ers ’ 
decisions

(8 3 ) R eco g n izes  and  se iz es  stra teg ic  opportunities in 
th e  environm ent

(8 4 ) P rom otes  respect an d apprec ia tion  for d iversity  
and  individual d ifferences

(8 5 ) T rea ts  peop le  fairly

(8 6 )  A llow s o thers to lead  un d er the  appropria te  
circum stances

(8 7 ) P ursu es  continual learn ing  and se lf-d evelo pm en t

(8 8 ) P rom otes  quality  initiatives

(8 9 ) D e libe ra te ly  allow s d irect reports to use the ir own  
m ethods for com pleting  tasks

(9 0 ) D em o nstra tes  aw are n e ss  of ow n strengths and  
w e akn esses

(9 1 ) U n derstand s o rganiza tiona l s trengths and  
w eakn e sse s

(9 2 )  W rites  in an  effective m an n er

(9 3 )  A ctively and  freq uen tly  listens directly  to custom ers

(9 4 ) S e es  how  things fit in th e  big picture

(9 5 ) P rom otes  team w o rk  am on g groups; d iscourag es  
“us versus  th em ” thinking

(9 6 ) Inspires an d m otivates  others

(9 7 )  M ake s  sound decisions un d er tim e  pressure  and  
w ith lim ited resources

(9 8 )  S p e aks  c learly  an d  a rticu lately in a  variety  of situations

(9 9 ) Builds partnersh ips  and a lliances with com m unity  
organiza tions
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Key Competencies Identified
C o m p e te n c y  in  s e l f  m a n a g e m e n t  is th e  

ov erarch in g  fac to r th a t  was ra te d  h ig h es t b y  o u r  

resp o n d en ts , fo llow ed by  kn ow ledg e o f  strateg ic 

p o s itio n in g , im p le m e n ta tio n  sk ill, a n d  critical 

th in k in g . (E xh ib it 2  sum m arizes th e  ratings.) T h e  

se lf -m an ag em en t fac to r achieved  a m ean  im p o r 

tan ce  score o f  4 .3 2  o u t  o f  5. T h is  fac to r consists 

o f  fo u r behaviora l d im en sio n s, nam ely : (1) e th 

ics a n d  in tegrity , (2) tim e  m an ag em en t, (3) flex 

ib ility  an d  adaptab ility , a n d  (4) self deve lo pm ent. 

L oo kin g  a t th e  behavioral d im ensio ns w ith in  each 

c o m p e te n cy  factor, w e fo u n d  th a t  th e  beh av io r 

o f  a c tin g  e th ically  o r  w ith  in te g rity  w as th e  m o s t 

im p o r ta n t to  th e  re sp o n d in g  sen io r leaders. Post- 
hoc Scheffe tests fro m  an  analysis o f  varian ce re 

vealed  th a t  th is  b eh av io ral d im e n s io n  o f  self 

m a n a g e m e n t w as ra te d  s ig nifican tly  h ig h e r  th a n  

th e  o th e r  th re e  d im en sio n s. T h e  e th ic s - in te g r ity  

d im en s io n  co n ta in s  six specific  behaviora l co m 

p eten cies , su ch  as “T reats p eo ple  w ith  resp ec t,” 

“D isp lay s co n sis te n c y  b e tw een  w o rd s  a n d  ac 

t io n s ,” a n d  “C o n sid e rs  eth ical im p lica tio n s  p r io r  

to  ta k in g  ac tio n ” (see E x h ib it 1). T h e  ov errid in g  

im p o rtan ce  o f  eth ical beh av io r is co n s is te n t w ith  

prev io u s c o m p e te n cy  m ode ls devised  by  m an ag 

ers o u ts id e  th e  lo d g in g  in d u s try .12 T h e  o th e r  

specific  co m p ete n c ies  th a t  fall u n d e r  th e  self 

m a n a g e m e n t fac to r are: “W o rk s co n s truc tive ly  

u n d e r  stress a n d  p ressu re,” “Seeks feedback  from  

o th e rs ,” a n d  “Spends tim e  o n  th e  m o s t im p o r 

ta n t  issues, n o t ju s t th e  m o s t u rg e n t.” O vera ll, 

self-m an ag em ent skills encom pass ac tions related  

to  th e  pe rso n a l characteristics  o f  th e  leader a n d  

h o w  she o r  h e  h an dles  h im se lf  o r  herself.

C o m p e te n c y  in  s trateg ic  p o s itio n in g  was th e  

ov e ra rch in g  fac to r  co n s id e re d  to  be  seco n d  in  

im p o rta n c e  fo r fu tu re  leaders. T h is  fac to r co m 

prises th e  fo llow ing  fo u r  d im en sio ns : (1) aw are 

ness o f  cu s to m er needs, (2) c o m m itm e n t to  qu al 

ity, (3) m an ag in g  stak eho ld ers, a n d  (4) co n cern  

for  co m m u n ity . E xam ples o f  beh aviors  th a t  fall 

u n d e r  these d im en sio n s  in c lu d e  “In fluen ces a n d  

shapes ow ners’ an d  stakeholders’ decisions,” “P ro-

12 See com petency  research reports done by consulting firms 

s u c h  as P e rs o n n e l D e c is io n s  I n te r n a t io n a l  (w w w . 

personneldecisions.com ) an d  C en ter  for Creative Leader 

sh ip (www.ccl.org).

EXHIBIT 2

L e a d e r s h ip -c o m p e te n c y  m o d e l fo r  th e  lo d g in g  in d u s try

Factor Mean Dimension Mean

Self management 4 . 3 2 E th ic s  a n d  in te g r ity 4 . 5 8 a

T im e  m a n a g e m e n t 4 .2 8

F le x ib il i ty  a n d  a d a p ta b il i ty 4 .2 2

S e l f  d e v e lo p m e n t 4 .1 2

Strategic positioning 4 .1 7 A w a r e n e s s  o f  c u s to m e r  n e e d s 4 . 3 9

C o m m it m e n t  to  q u a lity 4 .2 6

M a n a g in g  s ta k e h o ld e rs 4 .2 1

C o n c e rn  fo r  c o m m u n ity 3 . 6 7 b

Implementation 4 . 1 6 P la n n in g 4 . 2 3 c

D ir e c t in g  o th e rs 4 .1 5

R e -e n g in e e r in g 4 .0 2

Critical thinking 4 . 1 5 S tr a te g ic  o r ie n ta t io n 4 . 2 4 d

D e c is io n  m a k in g 4 . 1 8

A n a ly s is 4 .1 7

R is k  ta k in g  a n d  in n o v a t io n 4 .0 3

Communication 4 .1 2 S p e a k in g  w i t h  im p a c t 4 .2 7

F a c il ita t in g  o p e n  c o m m u n ic a t io n 4 . 1 4

A c t iv e  l is te n in g 4 . 0 6

W r i t t e n  c o m m u n ic a t io n 4 .0 6

Interpersonal 4 . 0 9 B u ild in g  n e tw o r k s 4 .2 0 ®

M a n a g in g  c o n f l ic t 4 .0 7

E m b ra c in g  d iv e rs ity 4 .0 1

Leadership 4 . 0 9 T e a m w o r k  o r ie n ta t io n 4 . 2 5 f

F o s te r in g  m o t iv a t io n 4 . 1 9

F o r t itu d e 4 . 1 4

D e v e lo p in g  o th e rs 4 .0 2

E m b ra c in g  c h a n g e 3 .9 8

L e a d e rs h ip  v e r s a t i l i ty 3 .9 7

Industry knowledge 4 . 0 9  B u s in e s s  a n d  in d u s try  e x p e r t is e  4 . 0 9

Notes:

a  “Ethics and  in teg rity ” scored s ig n ifica n tly  h ig h er  th a n  th e  o th er  th re e  d im e n s io n s  
in th is  fa c to r ( p < . 0 1 ) .

b “C o ncern  fo r  c o m m u n ity ” scored  s ig n ifica n tly  lo w e r th an  th e  o th e r th ree  
d im en s io n s  in th is  fa c to r ( p <  .0 1 ) .

c “P la n n in g ” sco red  s ig n ifica n tly  h ig h er  th an  “ R e -en g in e er in g ” (p  <  .0 5 ) .

d “S tra te g ic  o rien ta t io n ” sco red  s ig n ific an tly  h ig h er th an “ R isk  tak in g  and  
in n o va tio n ” ( p <  .0 5 ) .

e “B uilding  n e tw o rk s” is s ig n ifican tly  h ig h e r th an  “E m b rac in g  d iv e rs ity ” ( p  <  .0 5 ) .

f  “T ea m w o rk  o rien ta t io n ” scored s ig n ifica n tly  h ig h er th an  d id “D eve lo p in g  o th e rs ” 
(p  <  .0 5 ) , “E m b rac in g  ch an g e ” (p  <  .0 1 ) , and  “ L eadersh ip  ve rs a tility ” (p  <  .0 1 ) .
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m otes  q u a lity  in itia tiv es,” a n d  “C o n sid ers cus 

to m e r  need s w h en  m ak in g  dec is io n s.” T h is  fac 

to r  c learly  captures  th e  h o sp ita li ty  in d u s try ’s ser 

vice o r ie n ta tio n . T h e  sen ior  m anagers w h o m  w e 

surveyed  suggested  th a t  fu tu re  lo d g in g -in d u stry  

leaders n eed  to  be v ig ilan t in  th e ir  c o m m itm e n t 

to  b o th  q u a li ty  a n d  th e  needs o f  a  va riety  o f  d if 

f e re n t s ta k e h o ld e rs , in c lu d in g  o w n e rs , W all 

S treet, em ployees, a n d  cu stom ers .

Im p le m e n ta tio n , critical th in k in g , a n d  co m 

m u n ic a tio n  skills w ere also de em ed  “extrem ely  

im p o r ta n t” by  sen io r m anagers. Leaders o f  th e  

fu tu re  w ill n eed  to  possess a  s trateg ic o r ie n ta tio n  

a n d  a p p ro ach  to  d ec is io n -m ak in g  th a t  p e rm its  

th e m  to  b o th  p la n  a n d  redesign  th e ir  o rgan iza 

tion s. In  a d d itio n , c o m m u n ic a tin g  persuasively, 

lis ten ing , a n d  en ab lin g  o th e rs  w ill be essential 

skills fo r m anag ers h o p in g  to  reach  sen ior  lead 

ersh ip  p o sition s.

In d u s try  know ledge, leadersh ip , a n d  in te rp e r 

so n al skill w ere factors th a t, w h ile  im p o rta n t, 

w ere ran k ed  low er th a n  th e  o the rs  by  o u r  resp on 

d e n ts . T h e  re la tiv e ly  lo w  sco re  fo r  in d u s try  

kn ow ledg e  seem s to  sug gest th a t  th e  im p o rtan ce  

for leaders o f  in d u stry -sp ec ific  exp ertise  is d e 

creasing  as tim e  goes o n . O n e  reason for this is 

th a t in du stry  expertise can be acquired by an  adep t 

leader, w hile th e capacity for flexibility in  a  chang 

ing  business env iron m en t can be ha rd  to  learn an d  

often  is in he rent in  an  ind iv idual’s personality  and  

sk ill se t. I n te rp e r s o n a l  a n d  le a d e rs h ip  sk ills  

also scored lower th an  d id  o th er  factors. W e fo u n d  

i t  p a rticu la rly  in te res tin g  th a t  th e  d im en sio n s o f  

d e v e lo p in g  o th e r s ,  e m b ra c in g  d iv e rs ity  a n d  

ch an ge , a n d  lead ersh ip  versatility  w ere v iew ed as 

som e o f  th e  least-essential skills for  th e  fu tu re .

C o n c e rn  for c o m m u n ity  w as a  p a rticu la rly  

lo w -ra te d  d im e n s io n  o f  s tra te g ic  p o s itio n in g . 

Scheffe post-hoc tests revealed th a t  th is d im e n 

s io n  was ra te d  s ig nifican tly  low er th a n  th e  o th e r  

th ree strateg ic-p ositio n in g  d im ensions. A lth o u g h  

th is  d im en s io n  is n o t  typ ically  in c lu d ed  in  c o m 

p e te n c y -m o d e lin g  re se a rch , w e ( in c o rre c tly )  

th o u g h t th a t  i t  m ig h t be im p o rta n t to  h o sp ita l 

i ty  leaders because o f  th e ir  extensive co n n ec tio n s  

w ith  local c o m m u n ity  events a n d  activ ities. T h is  

d im en s io n  co n sis ted  o f  th ree item s: “C o m m its  

o rg an iz a tio n a l resources fo r c o m m u n ity  ev en ts,” 

“C o ns id ers th e  im p a c t o f  decisions o n  c o m m u 

n ity  w ell-b ein g ,” a n d  “B uilds p a rtn e rsh ip s  a n d  

alliances w ith  c o m m u n ity  org an iz a tio n s .” C o n 

tra ry  to  o u r  th in k in g , th e  resu lts revealed th a t 

th o se  th re e  w ere am o n g  th e  lo w est-ra ted  o f  all 

99  item s p resen ted  o n  th e  survey. W h e n  co m 

p a red  to  o th e r  activ ities, a  co n cern  for a n d  rela 

t io n sh ip  w ith  th e  local c o m m u n ity  in  w h ic h  th e  

c o m p a n y  op era te s  does n o t  seem  to  be a  core 

co m p e te n cy  n eed ed  for fu tu re  h o sp ita li ty  lead 

ers. O n  th e  o th e r  h a n d , co m p etenc ies th a t  ap 

pear  to  be th e  likely  core a ttr ib u tes  o f  fu tu re  lead 

ers are  eth ics, aw areness o f  cu s to m er needs, tim e  

m a n a g e m e n t, sp eak in g  w ith  im p ac t, c o m m it 

m e n t to  quality , a n d  te am  o rien ta tio n .

Using Industry-wide Competency 

Models
W e believe th a t  c o m p ete n cy  m od els can  be  im 

p o r ta n t  in  b u ild in g  a n  effective h u m an-resou rces  

system . T h e y  can  also h e lp  in  ed u ca tin g  fu tu re  

gen era tio n s  o f  leaders by  g u id in g  u n iv ersity  fac 

u lties in  design ing  curricu la to  m ee t th e  in d u stry ’s 

fu tu re  needs. A n  increasing  n u m b e r  o f  u n iv er 

s ity  pro g ra m s are focusin g  o n  co m p ete n cy  b u ild 

in g  in  an  e ffo rt to  p rep are s tu d en ts  for a  specific  

in d u s try .13 F o r exam ple, th e  m aste r o f  m anage 

m e n t in  h o sp ita lity  (M M H ) p ro g ra m  a t C o rn e ll 

U n iversity  assesses en te rin g  stu d en ts  against th ree  

core co m p eten c ie s th a t  are deem ed  necessary for 

g rad u a tio n . T h ese  com p etenc ie s  are leadersh ip  

skills, te am w o rk  a n d  grou p -p ro cess  skills, an d  

w rit te n  a n d  oral c o m m u n ic a tio n  skills. S tu d en ts 

are evaluated th ro u g h  an  assessm ent center as they  

en te r  th e  M M H  p ro g ram  an d  are g iven feedback  

a t th e  e n d  o f  th e  assessm ent center, as w ell as af 

te r  each  su b se q u en t sem ester. I f  th ey  have w eak 

nesses in  an y  o f  th e  th re e  com p etenc ie s, th e  s tu 

d en ts  m u s t m ak e  p lans to  im prove th e ir  skills. 

S tudents* c o m p e te n c y  d e v e lo p m e n t is fu r th e r  

s u p p o rte d  by  special m od ules  offered  by  faculty  

m e m b e rs  to  e n h a n c e  k e y  sk ill a reas . T h e s e  

m o d u le s  c o n ta in  b o th  lecture a n d  ex perien tial 

c o m p o n e n ts .

In du stry-sp ec ific  co m p e te n cy  m odels can  also 

h e lp  s tu d en ts  seek o u t  e m p lo y m en t a n d  career 

tracks th a t  w ill give th e m  am ple o p p o rtu n ity  to

13 See: Journal of Management Education, Volum e 25, N o. 2 

(a special issue o n  com petency-based education , 2001).
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deve lop  n eed ed  skills. T h e  m o d e l presen ted  here  

prov ides a  co m p reh ens iv e  fram ew o rk  to  in fo rm  

fu tu re  m anagers a b o u t w h a t w ill be  ne ed ed  o r 

ex pected  to  lead  fu tu re  lo d g in g  firm s. A  g o o d  

co m p e te n cy  m o d e l serves as b o th  a  ro ad m a p  a n d  

a p ro to ty p e  fo r ach iev ing  success.

E m ployees in  lo d g in g  o rg an ization s m ay  f in d  

th is  m o d e l usefu l as a  genera l g u id e  fo r se lf  d e 

v e lo p m e n t. In  th e  absen ce  o f  an  in s titu tio n a l 

p ro g ram  to  he lp  develop  a p ro m is in g  m anager, a 

c o m p e te n cy  m o d e l can  be used  b y  an  in d iv id u a l 

to  design  a n d  p lan  h e r  o r  h is o w n  career choices.

Last, in d iv id u a l lo d g in g  org an iza tion s can  use 

th is  in d u stry -w id e  m o d e l to  b u ild  th e ir  ow n  spe 

cific m od el. O n c e  an  o rg an iz a tio n  has tailo red  

th e  m o d e l to  its specific  needs, th a t  firm  can  use 

th e  m o d e l in  a  v a rie ty  o f  w ays. F o r ex am ple, 

C h o ic e  H o te ls  In te rn a tio n a l n o w  uses its co m 

pe ten cy  database  to  p e rfo rm  a n n u a l readiness as

sessm ents to  d e te rm in e  m an ag ers’ lead ersh ip  ca 

pab ility . T h e  com p etenc ies in  C h o ic e ’s m o d e l are 

th e  basis for th e  co m p an y ’s se lection , p ro m o tio n , 

an d  succession  p la n n in g . M a r r io t t  em ploy s a  

sys tem -w ide lead ersh ip -d ev e lo p m en t in itia tiv e , 

called  th e  B en ch stren g th  M an ag e m e n t System , 

w h ich  is used  by  cu rren t sen ior m anagers to  bu ild  

leadersh ip  capacity. U sing  th e  tools a n d  m easure 

m en ts  fro m  th is  system , M a rr io tt’s sen io r m a n 

agers are  resp o n sib le  fo r  id e n tify in g  p o te n tia l 

leaders a n d  en su rin g  th a t  th o se  ind iv id ua ls d e 

velop  th e  skills an d  com p etencies n eed ed  to  carry  

th e  c o m p a n y  fo rw ard . T a rg e te d  d e v e lo p m e n t 

p lans  are c rea ted  to  assist sen io r m anagers in  fill 

in g  critical p o s itio n s  th a t  are “stre tc h ” assign 

m e n t s  fo r  h i g h - p o t e n t i a l  m a n a g e r s .  T h e  

B e n c h s tre n g th  M a n a g e m e n t S ys tem  pro v id es  

M a rr io tt w ith  a  co n s is te n t ap p ro ach  to  eva lua t 

in g  its lead ersh ip  p o te n tia l a n d  ensures th a t  th e  

co m p an y  focuses o n  core capabilities th a t  are key 

to  fu tu re  success. M
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