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New Hospitality Management Study Emphasizes Importance of Clear Expectations and Rewards within Hotel Human
Resources 

Conventional wisdom suggests that content employees provide the best service. As a consequence, many managers begin
their customer-service strategy by addressing employee satisfaction. However, a new hotel management study by two Cornell
University professors suggests a different starting point for service excellence, known as workplace climate. 

Noting the prevalence of the belief regarding employee satisfaction, professors Michael Sturman and Sean Way - both of the
School of Hotel Administration - tested the effects of this conventional wisdom in a chain of Asian hotels. They found that
workplace climate helps drive service excellence, but employee satisfaction does not. 

The newly issued hospitality management study, ’Questioning Conventional Wisdom: Is a Happy Employee a Good
Employee, or Do Other Attitudes Matter More?,’ is available at no charge from the Center for Hospitality Research website
at http://www.hotelschool.cornell.edu/research/chr/pubs/reports/2008.html. 

’Workplace climate expresses the idea of clear expectations and rewards regarding an employee’s job,’ said Way, an assistant
professor of human resource management. ’When employees have a firm understanding of a hotel’s policies and procedures,
and when they know how their performance will be judged, a hotel has a strong workplace climate. This leads to a solid
service performance.’ 

’On the other hand, looking at the supervisory ratings for the hotel chain that we studied, we could not find any support in our
data for the idea that satisfied employees do a better job,’ added Sturman, an associate professor of human resource
management. ’If anything, we found it works the other way around. A job well done makes employees feel good about
themselves.’ 

Newly Released Hotel Management Study Supports Human-Resource Report Findings in Other Industries 

Sturman and Way conducted their hotel human resource study in the food-and-beverage departments of 40 properties
operated by an Asian hotel chain. While they do not claim that their findings can be generalized beyond that chain, they also
note that researchers in other industries have had similar results. Several other studies have likewise found no support for the
popular idea that employee satisfaction leads to customer satisfaction. 

’We must add that there are many reasons that a hotel manager would want to ensure their employees’ happiness,’ cautioned
Way. ’Employee satisfaction is a large driver of turnover intentions, for instance. Thus, we believe hotel managers should be
concerned about their employees’ job satisfaction. What managers should not do is expect that their employees’ happiness
will necessarily drive the quality of their hotel’s customer service.’ 

Thanks to the support of the partners listed below, all Cornell Hospitality Reports and Tools are made available free of charge
from the center’s website, www.chr.cornell.edu. 

About the Center for Hospitality Research 

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research designed
to improve practices in the hospitality industry. Under the lead of the center’s 69 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, Fox Rothschild
LLP, HVS, InterContinental Hotels Group, JohnsonDiversey, Inc., Jumeirah Group, LRP Publications, Marriott International,
Inc., Marsh’s Hospitality Practice, Mobil Travel Guide, Nestlé, PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel
Research, Southern Wine and Spirits of America, Inc., SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and
Palaces, Thayer Lodging Group, TIG Global, Travelport, WATG, and WhiteSand Consulting. 

Center friends: 4Hoteliers.com American Tescor, LLC Argyle Executive Forum Caribbean Hotel and Restaurant Buyers
Guide Cody Kramer Imports Cruise Industry News DK Shifflet & Associates ehotelier.com EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.com hospitalitynet.org Hotel Asia Pacific Hotel China HotelExecutive.com Hotel
Interactive Hotel Resource International CHRIE International Hotel and Restaurant Association International Hotel
Conference International Society of Hospitality Consultants (ISHC) iPerceptions KPMG Japan/Global Management
Directions Lodging Hospitality Lodging Magazine Milestone Internet Marketing MindFolio PKF Hospitality Research The
Resort Trades RealShare Hotel Investment & Finance Summit Resort+Recreation Magazine RestaurantEdge.com Shibata
Publishing Co. Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM 
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