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The purpose of this smdy was to propose parameters for an effective, regional hotehstaurant 

(HOfRE) administration program at the commmity college Ievei in Canada -a program with an 

entreprenem-al focus that wodd address the needs of independent, s m d  and medium-sized 

enterprises USMES) but wouid also be useN for employment in chab ope--ons or large 

independent oprations. The study presents the conclusions of the ovedi research and rnakes 

recommendations to industry. colleges, and the government, including the Conference Board of 

Canada, These recommendations address various needs of the HO/RE industry, education and 

training. It includes data and the original i n t e ~ e w  instmment. It aiso makes cecornmendations for 

further studies. 

An interview instrument was developed and piioted. The cesearcher interviewai 34 ISME 

ownedmanagers h m  the catchent area of Assiniboine Community College in Brandon, Manitoba. 

They were chosen because they provide a full-senrice food and beverage menu and are open the year 

round. The instrument asked questions pertaining to employment skills, schooVworkplace education 

and training, employment possibilities and background information. 

The survey and the literature review reveaied important fuidings: 

1. The employability skills profile of the Conference Board of Canada was found to be inadequate 

by the respondents, because it barely mentioned hands-on practical skilIs or leadership skiils for 

managers. ûf the skills the profile did deal with, owners considered teamwork skius most 

important, foiîowed by persoual behavioral skük, and academic skills. 

2. The ISME owner/managers thonght that vocational technical skills were the most important ones 

to be developed at a community coliege, compareci to employabiiity and business knowledge and 

career competencies. 



A HORE administration or management program should be a progressive program which answers 

the economic needs of the community. The pgram shodd foltow pmven principles and philoso- 

phy of vocational education which stress the intedependence of school and community. 

The development ofentrepcenearïaI ski& wouid enhance the students' understanding of the 

various aspects of business and seff'mployment- 

An upgraded individnalued CO-op program was found to be desirable and should include a 

rotation through various departments in a hotel and restaurant business. 

In small and medium-sized hotel or restaurant operaîions, a manager shodd be a generalist rather 

than a sector specialist. 

Knowledge of other languages. cross-dtural education and gender issues should be fostered. 

Linkages with the comrminïty and mentorship are possible and should be pursued. 

The hoteVrestaufaat administration or management education program would benefit by 

developing greater iïnkages with regional and nationai tourism assets, aad cesource development 

(such as agriculture, f i shg and viticulture). 

Cumculum development should be based on research into comrnunity needs. and the DACUM 

(or similar) process. (DACUM = Designing A CumculUM) 

Previous work experience should be a prersquisite. A three-year apprenticeship-type program is 

suggested which combines theory and practical industry training (for exarnple, half-time in the 

classroom, half-time in the workplace). 

Advaaced standing should be given to a joumey person cook. 

A hoteYrestaurant administration or management education program should be intemationally 

com~etitive with t o ~  ~roarams in Europe and the United States. 
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The h b l e m  and Its Settiag 

Introduction 

This smdy investigates the parameters for an effective, entrepreneurid, regional, hoteY 

restaurant nianagement training program in Manitoba, Canada It includes basic and developmentd 

research hto  the planning of programs that will consider the training oeeds of independent, small and 

medium-sized hotel and restaurant operatioos. Its objective is to develop mon effective guiding 

parameters for HoteV Restaurant Administration Pnigrams in community coilege environments. 

Research into ihe rraining needs of d and mediam-sized establishments has been scarce. 

There is ".. .litde, if any, indication that basic research is being performed" in hospitality research, 

Khan and OIsen stated (Corndi. Educators' Fomm, '88). Similarly, Quinn, Lamour and McQuillan, 

(1992. p. 12) wrote: TraditiooaIly. researchers in the field of hospitality management have tended 

not to explore issues in the area of srnail business management but have instead concentrated on the 

An interesthg development in our times is the rapid expansion of the hospitality and tourkm 

business. In Apd 1995 the Canadian govemment created the Canadian Tourism Commission (CTC). 

This orgauization describes itseif as a private/pubiic sector partnership between tourism industry 

businesses and associations, provincial and territorial govemments, and the Govemment of Canada. 

The purpose of the C[Y: is to finance and market Canadian tourism products within Canada and in 

other countries. In creaing the CTC the federal goverameut and private industry recognized the 

growth potential of tourism for the economy. This promises job creation for Canadians (CTC, 1996). 

Tourism is destined to become one of Canada's major mdustries in the future, espe- 
cially in the area of srnail business development. It can revitalize the economy of 
cornrnunities suffering h m  a lack of markets for their manufactured goods. 
(Tirnrnons, 1994, p. 22) 



However, the training in many two and three-year college hotel and restaurant administration 

(HOREA) programs in Canada appean to be overly academk for the needs of s d  business. These 

pmgrams seem to be diRaed towards large hotels or restaurant chahs and they place Limited em- 

phasis on the vocational, technical and other s W  reqaued in independent, small and medium-sized 

enterprises. 

Researchers have pointed out that no oniversdy accepted definition of a small or medium- 

sized enterprise ( S m  is available. For the purpose of the cesearch part of this sndy.  the Statistics 

Canada measmement is used: small businesses have 50 or fewer employees, and medium-sized busi- 

nesses have 51 to 100 employees. 

There were 920,729 businesses with empIoyees in Canada in 1992, a 30% increase since I982. 

Of these, 97% had fewer than 50 employees, and 99% had fewer than 100 employees, Srnall and 

medium-sized businesses account for 85% of all new jobs created in Canada since 1979. SMEs were 

estimated to contnbute some 57% of total private-sector gross domestic products (GDP) in 1992 

(Industry Canada, 1994, December). 

The vaIue of srnaIl business creation is not new. This cm be seen fiom a statement at the be- 

giming of the twentieth century, stiü valid today: 

,...midi businesses are, on the whole, the best educators of the initiative and versa- 
tiüty which are the cbief sources of industriai prognss. (Marshall, 19 19, as quoted in 
Bannok & Albach, 199 1) 

'What govemment can and must do is create the climaîe and provide the support to help smail 

and medium-sized busiaesses to grow, prosper, and create more jobs" (Liberal Party of Canada, 

1993). Govemments see in tourism a major job generator, especially for young people, "the ones 

facing the highest levels of unemployment" (Timmons, 1994, p. 52). This is the case in Manitoba. In 

a presentation to the Manitoba Hotel Association in October 1995. Manitoba's Deputy Premier and 

Minister of hdastry, Trade and Tounsm, Jim Downey, stated that the provincial govemment has 



identified tourisrn as one of the six sectors of emerging opportunities, because of its strong growth 

poten tiai (Downey, J., 1995, author's personal notes). 

With reference to small and mediumsized businesses and their human resource needs, a con- 

cem exists in some parts of the world that training efforts may be aimed at the wrong size of hospital- 

ity operations. These thoughts ans expressed in this chapter and in the foiiowing quotation: 

Available data clearly indicate that smaU and medium-sized businesses make up the 
vast majority of travel and tourism industry enterprises both globaily and in the Asia- 
Pacific region. It is uonic, therefore, tbat so little human resource research bas fo- 
msed specifically on this segment of the industry and that the unique needs and con- 
cerns of d - m e d i u m  travel indnstfy firms are, to Say the Ieast, imperfectly under- 
stood. (Gee and Men, 1994, August, p. UIii 

Considetation of Maority and Size 

Most Canadians see tourism as big business. This view was obvioasly shared by the Canadian 

Tourisrn Commission (CTC) when it starteci to work with the tourism industry in 1995 and early 

1996- It is partiaIly correct, if big airLines, cruise ship Lines, corporate hotel and restaurant chahs 

corne to mind, but most businesses in the tourism(bospitaiity field are of srnail to medium size. Yet 

the big ones get al1 the attention and glory. 

In Februq 1996, after one year of existence, the CTC received a wake-up cal1 fiom owners 

and operators of SMES wbo intervened and expcessed ftustration, saying that: 

... the C E  was run by and for a few major players in the tourism industry who can 
'post the big nurnben', and yet they point out, it is the smaüer operators upon which 
the industry was founded and who still form the backbone of the industry. (Canadian 
Tourism Commission, 1996, March, p. 2) 

The Entrepreneurship and Smaii Business Office States that 54.7% of accommodation, food 

and beverage seNices have fewer than 50 employees, and 66.1% have fewer than 100 employees 

(Industry Canada, December 1994). The conclusions are based on Statistics Canada data. 

More specific information based on the numbers of employees in hotels or restaurants with liq- 

uor licenses is not available for al1 of Canada. Some US. information is avaiIabIe, however, and Ca- 



nadian hotel data based on room numbers is available. Also. Manitoba data based on employee num- 

bers was compüed hi a Waterbouse Hospitality Consultants and Prairie Research Associates 

Inc. study (1993, Janaary). This study ranks the sizes of Manitoba's hotels and restaurants by the 

nurnbea of employees. These sources are discussed in the foilowing patagraphs. This study places 

some importance on whether hotels and restaurants have Liquor ticenses. because it assumes that a 

graduate of a hoteUrestaurant administration program wodd be howledgeable in managing both li- 

censed and nnlicensed enterprises equaiiy weU. 

Table 1: 

U.S. Homitalitv Entemises with RestaurantdDininn Rooms and Licruor License* 

Employees 
Totals up to 24 up to 49 up to 99 over 100 

Hotels and Motels 42,484 28,96 1 32,295 34,495 7,989 

100% 68,17% 76.02% 8 120% 18.80% 

Eating and Drinking 446,618 298,2L7 333,163 35 1,857 94,76 1 
Places 100% 66.77% 74.67% 78.78% 21.22% 

* Source of data: U.S. S m i l  Business Administration, Office of Advocacy (1993). 

Information on U.S. hotels and restaurants with Liquor iicenses is presented in Tabie 1. It indi- 

cates that about thmequarters 0fU.S. hotels and motels, as well as eating and drinking places, have 

49 or fewer employees (d-SM). About 80% of their liquor-Licensed establishments have 99 or 

fewer employees (dm-sized). Oniy about 20% of establishments have over 100 employees 

(large-sized). The mearcher was also able to obtaui some comparative data from Switzerlmd, which 

suggests that the Swiss siniatioa is not that different from Manitoba, Canada. For example 9496 of 

Swiss hotels had 49 or fewer employees in 1985 (Susame Stuecklin, personal communication, 

Febmary 5, 1997, S wiss Hotel Association). 



Ofien the hotel industry uses rental units (rooms) to indicate size. This was done in the CTC's 

February 1996 repoh The smdy offers the followiag classifications for the accommodation hdusny: 

Large properties have 200 or mon rental uni& medium-sized properties have 50-199, and small 

properties have up to 49. Significantly, the CTC f o ~ d  that 84% of Canadian botels are mail and 

medium-sized and geuerate 49% of the revenue h the hotel sector. In the United States, by compari- 

son, 50% of lodgiog properties have 75 or fewer mms (American Hotel & Motel Association, 1995, 

January). Of ai l  hotels in Canada, 16% are classified as large. Hal€ of al l  large properties are 

affliated with a chain or franchise group, while only about one-third of medium properties and very 

few srnall proprties report any affiliation. Approximately 85% of the hotels have restaurants. while 

80% have bars and lounges, and 69% have meering mm. Two-thirds of the small and medium- 

sized hotels depend heavüy on the sales of food and beverages; these represent 42% of their revenue. 

The larger the hotel the less it depends on food and beverage revenue. Most ecoaomy-class proper- 

ties am srnail. most mid-range and upscde pmperties are medium-size, and most laxary properties 

are large. In Canada, 77% of hotels are unaffiiated (compared to 3246 of hotels with 20 beds or more 

in the U.S.). 62% of Ieisare travelers prefer d properties while 38% prefer medium-sized proper- 

ties and 27% large propetiies. (Canadian Tourism Commission. 1996, Febmary) 

Accordhg to the C T C ' s  size classüication for hotels (including motor hotels) and the informa- 

tion providecl by Travel Manitoba (1996) only 7 hotels in Wiipeg are large (over 200 rooms). AU 

other hotels in Manitoba are medium-sized (5û-199 rooms) or small (up to 49 rooms). Further inves- 

tigation presented in Table 2 reveals that the average hotel in Winnipeg with a dining room and liq- 

uor license has 86 roorns, while the average Brandon hotel has 43 moms. The average curai hotet, 

drive-in mort or fly-in mort has 15 moms or fewer. The average hotel in Manitoba has 27 rooms. 

By law any establishment in Manitoba with a hotel and üquor license must have a dining room- In the 

traditional tourism country Switzerland, the average hotel had 21 rooms in 1993 (Susanne Stuecklin, 

persona1 communication, February 5, 1997. Swiss Hotel Association). 



Table 2: 

Manitoba Homitalitv Entermises with RestaurantdDininp: Rooms and Licnior License 

Type of Establishment Nnmbers Average Nwnber of 
Rooins/Es tablisbment 

Hotels: 
W'ipeg 
Brandon 

Rural Manitoba 
Drive-in Resotts 
Fly-in Resorts 

Totals 311 27 
* Travel Manitoba (1996) 
*In each category the cstablisbment with the most mms was omincd so the average (median) would be closer to the mean. 

In 1996 Manitoba had 1947 restaurants, including fast-food restaurants. Of these, 757 are li- 

censed (O. Lee. researcher for the Canadian Restaurant Association, personal communication, No- 

vember 19,1996). If the 757 licensed restaurants are added to the 3 l l licensed hospitahty enterprises 

(See Table 2) there are 1068 licensed establishments in the province. AU of these establishments 

have dining roorns where meais and aicohotic beverages are serveci. 

Accordhg to a survey done for the Manitoba Tourisrn Education Council (MTEC) (Price Wa- 

terhouse Hospitality Consultants and Prairie Research Associates Inc., 1993, January) 768 of Mani- 

toba food and beverage operations and 85% of accommodation operations reported fewer than 24 

employees. In Switzerland "nearly two-thirds of ail food operations have rhree empfoyees or fewer" 

(Gehri, 1985, p. 1 l), and 84% of al1 hotels reported kwer  than 19 employees in 1985 (Susanne 

Stueckiin, personal communication, Febmary 5, 1997, Swiss Hotel Association). 

The majority of Manitoba restaurants (76%) and US. eating and drinking places (671, see 

TabIe 1) likely have an organhtional structure sûuiiar to that depicted in Figure 1. Figure 1 shows 

the approximate organizational structure for a licensed restaurant of up to 24 employees. It is also 

intended to clarify the primary occupational activities an ownedmanager takes part in, and the work 



he or she is ïmmersed in. It crin be assumed that much of the owner/manager's t h e  wiU be spent in- 

teracting with empIoyees and their work, which mostly entaiis food preparation and service skïib. 

Figure 1: Basic ûrgaaization Chart for a Restaurant of up to 24 Employees 

The majority of Manitoba and U.S. hotels Wrely have an organizational smicttue similar to that 

depicteci in Figure 2 (appmximately 85% of Manitoba hotels and close to 70% of U.S. hotels - S e e  

Tabie 2). They have up to 24 Mi-tirne employees (3744-40 hours), who wiü be the key employees 

OwnenllYrnrgen 
(Kitchen Chef and HostlHosters) 

1 
1 r 1 

within the organization. Additional employees will be part-the, which is a common pattern in this 

Ïndustry. Employees are oRen reqaired for b s  ihan 8-hour shifts to cover meals or other busy times. 

RecepüonTstlCashbrlClerk 
Dining Room Service Attendants 

Cookr 
Kitchen helpen 

An organization of this size ofien requkes oniy two organizational levels, This means that own- 

Bar Tender 
Bar Service Anendrnls 

edmanagers are deeply immefsed in the vocational skill areas of theu ernployees. They must be 

subject experts to be able to manage effitively- The cbart shows the maximum potentid of distinct 

departmenfi at the indicated size of operation, When examining the different departments (kitchen, 

restaurantfdining rwm, barfente rtainment, and c a t e ~ g )  it must be noted that half of the departrnents 

require food and beverage expertise. Dependhg on circumstances the hotels may have some depart- 

ments combined, but the skiii requirernents for ownedmanagers wiU remain the saine. Even if the 

hotel has more than 24 employees, ownerf operators must be experts in the areas to be supervised, 

unless the organization is so big that the ownerfoperatots are removed by several management levek 

fmm the actud work area 



Figure 2: Basic Organization Chart for a Hotel with up CO 24 Full-Time Employees 

Restaurant Front Desk Maintenance 

Catering Housekeeping Vendor' 
Meeting Rooms /Enteetainment Room 

* Note: In Manitoba becr is soid to the public for home coriswnption tfuough a beer store d e c i  vendor which is frequently 
part of the üquor Licensc granted to SI& m medium-sinxi hot&. 

Consideration of Various Other Issues 

Over the coming years there will likely be increased oppottunities for additional growth in the 

hotel and restaurant sector: 

Hotel rooms are expaed to grow h m  105 miiiîon worldwicfe to 18.4 million by 
the year 2000. Operators will have to target their market segments and provide 
authentic destination experiences. Growth in the top and bottom (economy) is ex- 
pec ied....IncreasiOgIy, a mgion's cornpetitiveness will be based on its ability to dif- 
fecentiate among consamers and provide a unique experience. (Whitehoase, J. S., 
Newman, Chas, 1994, pp. 4-5) 

The market place is also changing. As the North Amencan population ages. seoion are looking 

for more intimate lodging and food s e ~ k  estabüshments (Timmons, p. 138). However, Little train- 

ing for ibis business sector exists. Cuilen and Dick (1988, p. 54) point out that the career needs of the 

aspiring entrepreneur have been Iargely neglected even though "more than 55% of students in four- 

year hospitality management programs intend to be in business for themselves within 10 years after 

graduation." They also indicate that the entrepreneurid option "is more popular among hospitality 

students than among students of traditional business schools" (p. 55). 

Straw polis by the cesearcher in two-year hoteYrestaurant (HORE) community college pro- 

grams have revealed that up to half of the students dream of opening their own hospicality business. 

However, the environment of the 1950s and 60s is long gone, when many people with little related 

education and training could successfnlly operate a restaurant or hotel including full food and 



beverage service. In the western world, the hospitality industry has become a complex and competi- 

tive business of retail characteristics, requiring advanced technicai and management skills. 

As we have seen, most hotels and restaurants in Manitoba and in Canada are smali and me- 

dium-sized. They r e p e n t  most of the employment potential for aspiring managers. It is also evident 

that most aspiring managers requùc food aad beverage expertise as well as clerk and management 

cornpetencies if they wish to pmspr in the friture. These handssn s u s  areas aü represent employ- 

ment or enaepnnePnal potential, yet there is a tendency to fonis on the training requirements of the 

accommodation sector and specific clerk-type (cognitive) sMs. An exarnpie focusing on clerk-type 

skills is a study of staff'ing needs done 'Tn response to concems raised by the Hotel Association of 

Canada" (KPMG, Abt Associates, and Mana Research Ltd. (1995, Fidi, p. 1): The Human Resource 

Stuùy of the Cadian Acconunodation Industry (p. 49): 

Whether learned through formai, high-school-level education or through task-spe- 
cific training appmaches, the desired accommodation employee of the future-at al1 
Ievels and job types-will need to have a more enhanced skiil base. The enhanced 
skiii base might include some or aii of the foliowing: cornputer Literacy, problem 
solvùig, task orientation, advanced commWLication skills, positive attitude, assertive- 
ness, multi-lingual capability, sales orientation, 

Growth of multi-skillùig will Iikely see a m e r  broadening of the skiil base of indiv- 
idual accommodation industry employees. Multi-skilling-and mobiiity between pos- 
itions at different hotels withïn the same chain-improves the desirability of the job. 

A comment that demonstrates a bias t o w d  (front office) clerk-type skiils suitable for large 

operations can be fonnd in recomrnendation 10 of the sarne report. It states that "maùitaining accred- 

ited teaching facilities at cumnt levels of technology adoption should be viewed as an essential step 

in providing knowledgeable, job-ready graduates" (p. 76). By "current levels of technology adoption" 

they rnean cornputers. No corresponding recommendation could be fouad conceming lab facilities 

and equipment for more "basic," less fashionable teaching of artisanal coobg. dining room service 

or bartending skills which surely are of concern to Canadian HORE SMES, 



Mso, many writers stress the need for business management skills. However, the approach is 

often unbalanced, because they neglect to mention that many SMEs dso depend on a high Ievel of 

craft type skills training, innovation and creattivity to address niche markets: 

The need of small ami medium-sked ownedopemted businesses should be given 
specijk attention in the development of trahihg materiais. Tbis type of establish- 
ment comprises the majority of Canadian accommodation businesses-as opposed to 
total ntunber of rooms or employees. Many of these businesses have srnail manage- 
ment team-sometimes one or two individ-d rehtively modest staffing lev- 
els. Skill requirements at the ownedoperator level include basiness planning, finan- 
cial management, human resource management, marketing and general management 
expertise. (KPMG et al.. 1995, Fali, p. 73) 

The focus on tbe de&-type cequirements of large enterprkes is dominating the hospitality 

business, and as described by Jameson (1996): "There is a tendency to concentrate on the accommo- 

dation sector of the kdustry, and there is a lack of research on smaU firms in the hospitality iadustry 

in general.. ." Not only does mearch tend to focus on the accommodation sector, but training and 

education focus mainly on large hotel and restaurant enterprises: ". ..most hospitality educators have 

been obsessed with large hospitality organkitions, and have negfected the smaü firm in their teach- 

ing and leaming strategies" (Jamesoa, 1996, p. 12). 

When cornparhg the skitls required to manage or administer companies of various sizes, Deeks 

(1976, p. 220) condudes that, "given the market environment within which most small fums operate, 

the srnail Company will cequùe a dinecent mix of managerial s M s  from large companies." He points 

to a taxonomy of different needs (Deeks, p. 227). This is supported by Storey (1994, p. 5): "Too of- 

ten the large-firm mode1 is taken as given and the srnail firm is assumed to be a 'scaled-down' ver- 

sion of a large firm." 

In an article, Public Policy and S d l  Hospitality Firms. Rhodri Thomas (1995) writes: 

That al1 serious commentators now recognize the heterogeneity of the small business 
sector (including dflerences in gmwth orientation), and appceciate that these organi- 
zations cannot be considered to be merely scaled-dom versions of larger enterprises, 
clearly sipals the need for ngoms research in the context of particular industries. In 
spite of the fact that much of the hospitality industry is still dominated by srnail firms, 
we have littie understanding of their dynamics- (p. 72) 



Thomas alsû concludes by arguing that "greater attention needs to be given to s r n a i l - h  re- 

search, so that those giving advice on the effective management of such organizations might do so 

from a s e a m  knowledge base and to ensure that the deliberations of policy makers are infomed by 

Many students inte~ewed expressed a stmng interest in such d - s a l e  businesses 
(d hotels/motels, smaii inns. lodges, d resocts, bed and breakfasts)- either as 
an employee or as a long term ownership goal. Many of these students, however, 
wished to enter the industry through a larger accommodation business or chah as a 
meaas of gaining a wider spectmm of experieace. (KPMG et al, 1995, Fail, p. 53) 

However. often there is a gulf between relevant training and education and the realities of the 

srnall business world. This is evident in the comment of a recent hote1 management graduate, quoted 

1 now realize that while 1 graduated with a decent degree 1 had no real awareness of 
the skills I had to offer, 1 had no ideas at al1 of career opportwiitis within srnaII 
businesses, and no relevant experience. Thinking about it now, 1 couldn't manage my 
way out of a paper bag-let alone manage my career. (p. 17) 

In Manitoba, as in most of North America, the education and training in coUeges for the hospi- 

tality sector often concentrates on and is intendecl for medium and large-sized hotels and restaurants 

affiliated with chains. An inspection of textboks and teaching materials used for hoteVrestaurant 

administration (HO/RE) programs reveaIed that they are focused on large hotels. Organization charts 

such as those presented in Figures 1 and 2 could not be fonnd, aithough they apply to the overwhelm- 

ing majority of hoteYrestaurant businesses, For HO/RE administration graduates these businesses 

represent the bulk of friture management employment and entrepreneurial potential. Prograrns suited 

for SMEs and their personnel were not avaiIable until the arriva1 of the Manitoba Tourism Resource 

Council o. Management-related prograrns are not available. Community colkges do not cater 

to this sector, dthough supported by the tax dollars of many srnall and medium-sized hotels and res- 

taurants, The reasons for this are historical and descri'bed in the following paragraphs. 



Traditiondiy, training in continental Europe bas been craft-ociented, encouraging s d l  busi- 

ness. This is ïndicated by k i r  many technicd apprenticeship program, such as those for cooks, 

bakers, pastry chefs, and butchers. Training in English-speaking counuies is frerIaentiy onented to- 

wards business adminisiration, and favors Iarger opemtions, "In Britah, the aîtitude of post-war gov- 

emments towards industry could best be srunmed up in the expression 'big is best'. Large sale op- 

entions were favored because economists and poliîicians believed îbat they were more profitable 

than small company business" (Quïnn, Lamour, and McQnillan, 1992, p. 11). 

Engiish-speaking corntries appear to be uifluenced by their colonial pas& emphasizing in edu- 

cation the ability to manage human resowces and market products. Examples of British marketing 

and sales abilities in the hospitality field inclnde Sherry, Porto, and Rhhe wine (referred to as Hock), 

Bordeaux wines ( r e f e d  to as Claret) and many other desirable products. Britons made these prod- 

ucts famous around tbe worfd. 

These countries have continueci to develop in those areas and when sophisticated craft-oriented 

skilis were m shoa suppiy they frequently imported ttiese capabilities h m  continental Europe. They 

saw littIe need to develop these skiiis themselves, preferring to buy them. Thecefore it is typical. for 

example, for North Americans in the hospitality field to Say, 'Why should 1 leam to cook, when 1 c m  

hire one and administer hirn/her?" Doing so, a North American fias already excluded many smail 

business opportunities in the hotel and restaurant field. 

We see few s d .  independent, quality operations cequiring cefineci food preparation and 

se+ skiils. nin by people who are native to Manitoba. Instead, these are usually owned and oper- 

ated by individuais who have been educated and trained elsewbere. However, we find quite a few 

Canadians in positions where clencal and low-level administrative skills are required (e-g. motels). 

Except for cooking apprenticeship training, there is no hospitality-industry-based generic training 

available in Canada comparable to that offered in the traditional tourist countrks of Central Europe. 

Most training there is generic and apprenticeship-based, addressing the training needs of operations 



both srnall and large. Apprentices may join a cookuig, restaurant management or hotel management 

program. OAen one program is supplemented with a shorter second one built on the fust one. 

With the rise to power of Margaret Thatcher, who became the Conservative prime minister of 

Britain in 1979, interest in small business increased. SmaU business was viewed as having the poten- 

tial to stimulate rnuch-needed economic regeneration- The Conservative party piatform was adjusted 

and caiied upoa to change the attitude towa<ds srnall business, ''to create an atmosphere in which the 

number of d businesses would increase." The main reason for this was to create jobs (-M. et 

al, 1992, p. 11). Since about that tunt many other English speaking countries adopted similar poli- 

cies to encourage the small business sectot. 

Rwts of the HoteVResfaurant Industry in Canada 

"L'Auberge Le Vieux Saint Gabriel" in old Montreai, not far but "L'Hôtel de Ville" or City 

Hall, is the oldest inn in North America. According to the owners, this establishment has been serv- 

ing Canadians since 1754. Its predecessor, an establishment that shared some of the same wds, goes 

back another cenmry. The "Auberge," with good food, severai dining rmms, seared timber columns, 

massive fieldstones, hide-away fieldstone tunnel, and a Beauchemin Street scene from long ago, is an 

interesthg restaurant to visit (Kalman, 1988, p. 1010). 

Regarding hotels, "there are two traditions in Canada: The Uin or roadhouse and the urban ho- 

tel. In early settlements many hooseholds took ovemight guests; those with inn Licenses could charge 

for the service,, ." (Kalman, 1988). Wiliard's Hotel (1795) and Cook's Tavem (1822) both from the 

Williamsburg township and now part of the Upper Canada Village near Cornwall on the St- Law- 

rence river, an two Ontario examples (Kalmari, 1988). They provided stopphg places for commer- 

cial havelers and immigrants dong the King's Highway and on b a t s  on the St. Lawrence Eüver. 

Symmes Inn (183 1) at Aylmer, Quebec, near Ottawa, strategically located at a boat landing on the 

Ottawa river and immortalized by William Henry Bartlett, boasted a table supplied "with the best the 



country affords" (Kalmaa, p. LOLO). Aylrner is somewhat out of the way on the Ottawa river. There- 

fore it is conceivable thaî many travelers stopped there maidy for the excellent cooking and service. 

m a t  did these i . s  Iwk me? In many western movies we can see them. They were ofien built to 

resemble large houses, fiequentiy with the addition of two tiers of verandabS. 

The start of the second tradition is descnbed by Kalman: ''In the early L9th century, some ho- 

tels in large Caaadian cities were p l m e d  on a lavish scale. Rasco's Hotel in Montreai, opened in 

1836 and s î i l l  standing today, is a 5-stoiy stone building that once accommodateci 150 guests" 

(Kalman. 1988. p. 10 1 1). This hotel is one blwk h m  Le Vieux Saint Gabriel, noted above. Larger 

hotels followed in the most fashioaable styles of the day, The Windsor Hotel in Montreal built by G. 

H. Worthington, 1876-78 in the Second Empire style was an example. With the amival of the rail- 

ways in the 1880s the fmt wood-fiamed Swiss-style dining stations and hotels were buiit for travel- 

ers, followed by large resort hotels and elaborate French Chateau style hotels in Canadian cities at 

the tuni of the century (Kalman, p. 101 1). It is the descendants of these Iarge hotels that present-day 

hotel administration programs tend to serve- North Amencan colleges do not appear to cater to the 

training needs of owners or operators of smaller, full-senrice hotels and inns. 

The HoteVRestaurant Industry in Manitoba 

A report prepared for the Manitoba Hotel Association over two decades ago indicates the pur- 

pose and state of the hotel industry at that time: 

In most respects, the hotels of today are simüar to the h s  of the past. Today's hotel 
is stiii pnmarily in existence to provide the traveler with a cornfortable place to sleep 
and good food and drink. Secondarily, most hotels receive patronage h m  local resi- 
dents wishing good food away from home and a warm fiiendly gathering place. 

The hotel industry in Manitoba is cunently oriented primarily toward meeting the 
needs of local resident., providing a gathering place for beverage and food senrice 
away h m  home. However, Manitoba hotels so provide, in most communities, the 
primary lodging and food service facility for travelers. Thus Manitoba hotels play an 
important role in the commnnities in which they are located. (Burch, Findlay, 
McFarlane, 1973, March, p. 16) 



Many hotels in Manitoba stiU provide good senrice to traveIers and their communities in the 

1990s. "However they are often not sufficiently modern in their appearance and food and beverage 

service to appeal to traveters fbm western European and Asian countries, who increasingly arrive 

from overseas, Indeed, In Manitoba and elsewhere in Canada, the tenn 'hotel' is sometimes used for 

a facility coosisting mainiy of a mndown institutional beer drinking mm, with Little culture or per- 

sondity. Similady, 'hotel' tooms in those circumstances may provide an unpleasant surprise to visi- 

tors fiom abroad" (E. Beauchamps, petsonal communication, December 3, 1996). This should be 

changed. According to Webster's International Dictionary, the wod hotel is of French origin. It de- 

rives h m  hostel. Hotel describes a large private mansion, stately home or a public official residence, 

"Hôtel de Vue" is the French word for city hall. The French word "Hôtel Dieu" is the expression 

used for hospitafs in French toms. It foliows that a hotel is by origin a house of some culture, dignity 

and civility, not a beer parlor. Manitoba's iodustqr shodd follow internationally-accepted terrns and 

adjust to these nom.  The Engiish langage has other words available such as inn, roadhouse. 

AIready in 1973 the Manitoba Hotel Industry Productivity S tudy (p. 39) lamented the fact that 

the typical hotel was not doing well in its food department: ''If al the face were known, it is proba- 

bly losing money. It could do quite a bit better." The upgrading and enhancement of food service is 

again mentioned under diversification proposais in the 1989 study by Hikel, Duguid, and Macdonaid- 

prepared for the Manitoba Hotel Association (The Present and Future Viability of the Manitoba Ho- 

tel Indusrry, p. 101). This report points out that by Iaw hotels are in the f o d  business. 

AU too maay hoteliers have given this "end" of their activity short shrift. This does not 
mean that every botel in Manitoba has to operate a European style dining room. It does 
mean that the present hotel clientele, and others in the area participating dong with 
other Canadians in a significant inmase in the consumption of meals outside the home 
(sic). The hotel industry bas no choice but to go a€ter a significantly greater percentage 
of this expanding market. This can best be done by identifying Iocally unique, distinc- 
tive and authentic markets which hotels can serve. This may range aLl the way from a 
hotel in rural area speciaüzing in hearty, country-style breakfasts. 



Then as now, nonexistent or insufficient food preparation training for hture hoteliers causes 

many missed opportruiities. A hotelier or restaurateur who has not had the chance to leam profes- 

sional cooktog wiU always feel insecure managing this area, and may not respect pmfessionals in this 

occupation. The hotel and ces*uirant industry rrquins people who have the basic knowledge and 

skills to prepare anci serve nuûitious food in an appealing* sanitary. and economical way. The indus- 

try requires operators and managers who can fimction in a professionai cmking environment and c m  

administer kitchen mattets effectively by applying basic professionul kitchea competencies instead of 

just a lay person's or amatenr's knowledge. 

It also appears that "the improvements in food and eatiag facïlities to the point that local mi- 

dents would corne to the hotel to eat," which the 1973 Hotel Iadustry Productivity Study mentions 

(Burch et al., 1973, p. 16) have not taken place in many instances. The m o n  for the knowledge 

deficit compared to earlier times may be that adequate trainhg of upcomùig management potential 

directed towatds the needs of SMEs bas not taken place in Manitoba and therefore capital invest- 

ments have not been made. In many cases, video lottery tenninals have arrived sooner than improved 

hotel and restaurant skïlls (E. Archambault, personal communication, December 3, 1996). 

A professional chef comrnands a substantial salary, possibly ranging fmm $30,000 to $80.000. 

If the ownedoperator or partner m a small or medium-sued operation has no kitchen experience, the 

enterprise must hue a chef. If oae parnier has good kitchen expenence they can Save that expense. in 

the traditiond tounsm couotries one ownerfoperator of srnaii and medium-sized businesses often has 

a professional cooking background (Hans Schweiw, professional chef, personal communication. 

January 15, 1997). This is rare in Manitoba. 

The hoteUrestaurant industry is a complex retail business. It demands detaiied knowledge of 

food and beverage preparation and service, This is a fundamental skiU. At a tirne of vigilance con- 

ceming dru& driving, hotels anywhere have excellent potential for increased room sales. By offenng 



hearty or memomble food s e ~ c e  complemented by excellent beverage services and sleeping ac- 

commodations, al i  requüements are covered. 

Manitoba and its HospitalityîTotubm Assets 

Manitoba is the keystone province, Iocated in the center of Canada It has a thrïving intema- 

tional airport and numeroas srnaMer airports, excellent bïghways for motorists or bus travelen, pas- 

senger rail service for railway buffs, and has access to the oceans of the world through its port at 

Churchill. The province has vas& diverse land and water resources, which are valuable assets for sec- 

tors such as recreation, tourism, agriculture, and fishing. 

Tourism is already a major industry in Manitoba, and the ptential to expand the sec- 
toc is t d y  enormous. - .Manitoba's tourism sector can be buiit on several strengths, 
including: a vast naturai environment katuring thousands of clean, sandy-shored 
fieshwater lakes; world-class fishing, hunting and recreational opportuuities; beauti- 
h l  parks and wilderness areas; Manitoba's diversity in cultural, cecreational, and 
heritage products and urban activities; professional sports and intemationally ac- 
claimed festivals; major international conventions and sporting events; historical and 
cultural products; vast northem terrain and sight seeing adventure tours; fnendly 
communities and commWUty events; and a cornmitment to sustainable development 
that will enswe the conservation of environmental assets vital to our tourism sector. 
(Manitoba Framewock for Economic Growth, May 1993) 

Knowledge of destinations and otkr cultures bas increased through education and 
wide-spread use of television, cornputers. and other information technology . . .These 
trends bave produced a mvel consumer who is cmnt ly  more knowledgeable about 
travei opportunities. This sophistication has led to a consumer who is more demand- 
ing and increasingly seeking experiences of a more specific nature. (Wfiitehouse et 
al., 1994, p. 1) 

To a tourist travehg on the Trans-Canada Highway, the province may appear Rat and uninter- 

estùig. This is not so. One has only to drive amund the province to experience its vacied landscape. 

Manitoba has no mountains with hordes of towists, but it bas iakes, bills, vaileys, sand dunes, for- 

ests. marshes and tundra in or near many communities. It lends itself to rural sightseeing tours. WhiIe 

the world's cities and major tourist destinations fil1 up with people, many people want to flee heavily 

populatd areas and long for wide open spaces such as Manitoba offers. 

Recognizing the uniqueness of the Pmvince, and its relatively untapped potential for 
the International Touring Vacationer, industry Canada-Tourism, Manitoba commis- 



sioned a study to examine relatively unchartecl waters relevant to establishment of 
Touring Corridors and Loops in the Province. (Canzeal, 1994, p. 6) 

Tbere are about fiffeen such routes estabfished, adding to the overail attractiveness of the area 

as a travel destination- With the development of these travel conidors and lwps Canadians will dis- 

cover the beauty of their own country. They wiii increasingly use the services provideci on these 

scenic routes, especidy if the complementary supports such as accommodation and food s e ~ c e s  are 

of a high quality. 

Modem Canadian Cuisine is the pduct of years of development and adaptation of 
cooking meihods brought €mm the European homes of the settiers who now make up 
our nation. In this strange new country they fond foods they had never seen before, 
they also found that Canada's native Indians were eating f d s  and using techniques 
completely new to them. F m  them they discovered venison, buffdo, pincherries, 
saskatoon bemes, wild rice and varions kinds of tea. 

With two of the world's great oceans at either end of Canada, it is Little wonder that 
tbe Atlantic and Pacific fisberies yield up s e a f '  in great quantity and variety, and, 
due to the cold northern water, of excellent qnality. 

. . .Quebec is a treastue-chest of recipes bas& on French cookery and adapted to Ca- 
nadian produce. Many French-Canadian recipes (also used in Manitoba) 300 years old 
are salt in use, and Quebec onion soup and tourtière (a speciai pork pie) are known ai l  
over Canada and far beyond. (Canadian Govemrnent, circa 1967) 

More than 25 years ago Quebec researched the traditional dishes of various regions, following 

the exampie of traditional tourism corntries. These recipes were compiled, pubtished, and promoted 

and are still king used by many citizens and testauratem. A version of this program continues to- 

day. Quebec restaurants that offer regional dishes can receive special citations to be posted outside 

their doors. (Researcher' s notes.) 

Manitoba was settied by people of many origins. The original residents or First Nations include 

the Inuit in the northemmost parts, the Chipewyan and Dene in the north and the Cree in the central 

areas- The Ojibwa and the Sioux (Dakota and Lakota Nations) hhabit the southern parts of the 

province. The Metis people (Canadians of Fremch/Aboriginal origins) are scattered around the prov- 

ince, including Binscarth, Ste. Anne, SL Ambroise, St. Eustache, and St. Lazare to name a few. 



(Marie Gregory-West and Doreen Beaupre, persmal communication, Marçh 4, 1997) French- 

speakmg Canadiaas are located in St. Lazan. Ste. Rose h Lac. St. Pierre lolys, Ste. Anne and in the 

area south of Portage la Rune. ukrahian-speaking Canadians can be fomd in the municipalities of 

Mouutah South (nottb west of Wl~uu~pegosis), aronnd Riding Mottntain Park and in Dauphin, Ethel- 

bert and Rossbm. G~RII~IIS ma.  be found in the municipalities of Morris and Cartier, Mennonites 

settled around Steinbach, Altona and Winkler and there is a vibrant Iewish community in Wipeg, 

Icelandic settiers homesteaded in the Intedake district near G d  and Erikson. 

With leadership, encouragement and expertise a similar approach could be taken h m  as in 

Quebec, supplementing Folklorama (a mdticuiturai and food festival in the Festival du 

Voyageur, the Ukrainian Festival, and the new touring corridor and loop program. 

Three of the four major North Amencan flyways pass over Manitoba and wild game is 
abundant. Many kinds of fish are found and whiie whitefish is caught in many inland 
provinces, S e W  whitefish is especially knowu. (Canadian Government, circa 1967) 

"The province's 100,000 sparlling.. .Iakes are aiive with 80 fish species" (National Geographic 

Society, 1990, 122). Wheat fields, forests, and wetlands offer high-qyality and sometimes unique 

food products. Many kinds of fish products are available: pickerel, trout (brook, lake and rainbow). 

channel catfish, arctic whitefish, smallmouth bass, Iake stwgeon, Wiumipeg Goldeye, cap, northem 

pike (jackfish), mullet (sucker), even caviar- Pork and wild boar, domesticated or wild poultry, beef, 

and specialized meats such as bison, ostrich, fallow deer, and soon-to-be-legaiized eUc are al1 avail- 

able in Manitoba A wide range of grains and seed crops are grown, ranging from wheat to flax to 

lentils to wild rice. Few places have the quaiity, variety and abundance of food prodrrcts available for 

processing as does Manitoba The appeal of these food products is indicated by the success of Mani- 

toba cooks and chefs at the Culinary Olympics in FrankfWMain, Germany in 1992 and 1996. 

Among many regional cooking teams fiom around the world, the Manitoba team eamed two silver 

medals (Peter Czayka, team captain, personal communication, January 15, 1997). 



Manitoba needs stili more cooks and chefs with pride in our products, supported by know- 

ledgeabie, entrepreneurial hotetiers and restauateurs. There is an increasing need for better-trained 

hotel and restaurant employees, owmers and operators in rurai areas, This human cesource potential 

cm only be trained in our regionai colleges. Culinary students, cwks and chefs should be made 

aware that ai i  over Manitoba there ate career oppo-ties and growth potentiai beyond "once a 

cook, always a cook." However, the cooking brochures fiom Red River Community College and 

Assiniboine Comrnunity College generaliy speak about a career that ends with cooking, 

Significantiy, the Canadian Hotel and Restaurant History (Canadian Hotel & Restaurant, 1993, 

September) and reports of the Manitoba Hotel Association reveaI that there is a strong emphasis on 

issues connectd with liquor sales, and now ais0 garning and marketing. 

In Manitoba we are unable to compete with amenities provided by smali and medium-sized 

businesses available in the traditional tourisrn corntries of continental Europe. Developing and creat- 

ing new service potentiai in these small businesses would pmvide increased business, potential ern- 

pioyment and revitalized rural areas. 

Hospitality Sectoc Edacation and Training 

Three principal hotel- and restaurant-related associations exist in Manitoba which are affiliated 

with national associations in Ottawa or Toronto: the Manitoba Hotel Association, the Manitoba Res- 

taurant & Food Senrices Association, and the Chefs and Cooks Associaaon. The Canadian Hotel As- 

sociation in Ottawa offers a Certwed Hospitality Housekeeping Erecutive, a Certped Ruums Divi- 

sion Erecurive and the Certijied Hotel Administrution Program. They are based on matecial provided 

by the Educationai Institute of the American Hotel & Motel Association (1992). The Canadian Res- 

taurant Association in Toronto provides a Food SeMce Management Program. The Chefs and Cooks 

Association offers an apprenticeship program in al1 Canadian provinces except Quebec. Al1 other 



training is offeced through the provincial and temtorial associations (such as MTEC) affiliated with 

the federally fnnded Canadian Toorism H u ~  Resoorce Council in ûttawa. 

One important consideration of vocational ducation is that leamhg materials should be 

geared to the needs of the leamer. Not al1 of the information in the housekeeping materiai provided 

by tbe Hotel Association of Canada appües to Canadian circumstances. For example. it deals with 

OSHA (the United States Occupational Safety and Health Act). This information is of limited use to 

Canadian leamers. as our laws are different fhm those m the USA. Equivalent Canadian legislation 

is covered by f ' e r a i  and provincial government Iaws and departments, such as WHMIS, the Work- 

place Hazardous Materials Infomation System. On average. Canadian hotels are smaller than those 

in Our neighbor to the south. There is a lot of ballast to be leamed that has to do with the sheer size of 

urban Amencan hotels and their many layers of administration, and their multitude of policies, 

procedures, and business forms. Aithough material h m  other countries certainly can be used. 

education and training materials must be adapted and should be relevant to cùcumstances at hand. 

Similar facts apply to the Cenifed Food Service Munagement correspondence program pro- 

vided by the Canadian Restaurant Association. The program was developed by them in 1987 with 

financiai assistance fkom the Canada Employment and Immigration Commission. This program 

seemed to be primarily developed for big (corporate) operations. The emphasis was on administrative 

procedures rather than food. Within the curriculum program the word 'food' is replaced constantly 

by the word 'product'. That the program is primady for managers of large units is confirrned by 

those who successfully completed certification. as indicated in the marketing brochure. Few srnall, 

independent operators could be found although it can be assumed that most members of the Canadian 

Restaurant Association are srnail and independent. 

For the p s t  number of years the only national hospitality-related association that offered much 

of substance ui ternis of training and education for Canadian youth has been the Canadian Chefs and 

Cooks Association with their three-year apprenticeship program. Although this organization ranks 



Iow in the hospitaiity indust~~, in temis of financial mwas and importance, it has shown a high de- 

gree of social responsibility and leadership towards trauimg and educating Canadians in their sphere 

of interest. The members shodd be congratulateci for not waiting for govemment h d e d  or initiated 

plans. They acted and put a sensible plan into practice, a type of program approach that could be 

duplicated by any other industry association. 

Apart h m  the conespondence pmgrams explaincd above, the foifowing programs are avail- 

able in Manitoba (Canada): 

A three-year c d  apprenticeship program in the industzy. 

MTEC certification for tourism professionais in many occupations such as food and beverage 

semer, fiont desk agent, bartendet and many others hcludhg management positions, and the 

Hotektaurant Administration college prograrns (14 months at school, 5-6 months at work). 

MTEC Youth Intemship pmgrams 

Lookiag at these programs, we must conclude that the Hotel and Restaurant Administration 

Rograms ofEered at Red River Community College in Wmnipeg and Assiniboine Community Col- 

Iege in Brandon offet the most suitable programs in the province for the promotion of uniquely Mani- 

toba cuisine and the development of advanced skilIs in the HO/RE business, 

An example ofa couotry with highly developed skills in the hospitality field is Switzerland. It 

is known for f d  products, such as cheese and chocolates, and is also known for its hospitality and 

tourism industry, with many smali successfbl hotels and restaurants. It is recognized around the 

world for its excellent HO/RE training. Swiss hoteliers and restaurateurs and their professionai asso- 

ciation have a bug involvement in training and education of their personnel. The Swiss Hotel Asso- 

ciation, which fiuictions &y in G e m  and French, is the founder of the oldest hotel school in 

the world. Swiss hoteliers, restaurateurs, and cooks with a knowledge based on highly developed vo- 

cational technical skills head the finest five star establishments around the world. They have the fol- 



lowing major training programs avaiiabk to bcnefit their hospitality industry, which consists mostly 

of SMEs as in Nortb America: 

three-year cookiag apprenticeship program, 

three-year cestaorant semer apprenticeship program, 

thcee-year hotelier apprenticeship program, 

state approved public vocationai hotel schooIs, and their top program, a 

four-year hotel management program. (Réne Cornu, personal couunUIUcation, Jaauary 17, 1997) 

(University and master programs in the vocational occupations, having the potential to lead to 

the right and capacity to manage and create business ventares, are not coosidered here.) 

The Iast-mentioned program is offered at the hotel management school, Ecole Hôtelière in 

Lausanne, owned and operated by the Swiss Hotel Association for more than LOO years, The school's 

primary purpose was to train the sons and daughters of Swiss hoteliers for their future role as orner/- 

operators of theu parents' hotels. However, other interestecl youngsters were also accepted as sni- 

dents. Half the training tirne is spent at school, haif the time at work. 

Untii approximately 30 years ago this program was a three-year program, each year with a dif- 

ferent focus: a culinary, a dining room service, and an administrative oriented year. Half of each year 

consisted of theory at school, and half consisted of practical work in Swiss hotels. Under the influ- 

ence of modem time requirements (and influence from the CorneU University's School of Hotel Res- 

taurant Administration, NY) a fourth year was added requinng the Iearning of higher management 

skiils as they are known in North America. 

In other traditional tourism countries such as Austria and Germany, similar structures exist: a 

cook apprenticeship program, a restaurant service program (which was changed to a restaurant busi- 

ness program), and a hotel business program, and hotel schooIs. Tbere are also master programs 

which may be taken after complethg the apprenticeship programs and several years of experience. In 



continental European countries, students oRen aitend hotel schools after complethg a cook appren- 

ticeship program, to acqaire the necessary service and hotei administrative skiils for the fast track 

mode, SpeciaIized hospitality, tomansm and business FOcuSed univemfS1ty diploma programs are also 

available. Cooking experience is usually highiy recornrnended by those hotetiers who know their 

business because of the importance witbia the SMEs and the more certain career saccess as a hote- 

tier, often in intemational settings. 

After this short excursion to Europe, let us remni close to the geographical center of North 

Americz In the Manitoba Plan for Renaving Education: Nav Directions, A Fouruiàtion for Excel- 

- lence (1995, June, p. 9) it is stated: 'The goal of the curriculum development process is to develop 

world class curricula that compare favorably with hose of other leading countries." This statement is 

important. If we wkh to compete in the world arena with our Hotel Restaurant Administration Pro- 

grams, we shouid review the best program availabie worldwide, and take advantage of the fact that 

we use two languages (French and Engiish) in Canada which are also used in internationaüy success- 

tùI traditional tourism countries. 

Language c m  be an impediment to the flow of u i f o d o n .  Although one of the officiai lan- 

guages of Manitoba is French. most of the information that we receive or consider for advancement 

is from EngIish speakuig countnes. Given that the United States is Our large neighbor to the south 

and that we betong to the English-speakuig Commonwealth ihis is not surpnsing. In Canadian hotel 

and restaurant research to date only sources fiom Enghh spiking countries are taken into consid- 

eration. This is supported by Kaspar (1994, p. 53) who wrïtes: "Gecman authors ody refer mainly to 

German language commwications md Amenfans mention only American or English works." An 

exarnple is the Human Resources S e  of the Canadkn Accommo&tion Industry ( 1995) where 

Amencan and Austraüan Monnation is taken into consideration for recommendations. However, in a 

tirne of rapid information exchange, it may be usehl to look to other sources of knowledge such as 

those available in French (fiom Switzerland, France, or Belgium). As in Manitoba, most S wiss hotels 



are independent, mafi and medium-sized, There may be ISME development and training material 

available suitable for modification and translaaon fiom French hto  English. 

In a report on pst-secondary education in Manitoba entitied "Doing T b g s  Differently" (The 

University Educatioa Commission, 1993) the mission of post-secondary education is defined as: "a 

system to contn'bute to the cplhiral, sociai and economic development of Manitoba, Canada and the 

world by the creation, preservation and communication as weil as application of bowledge-'' Ac- 

cording to the Manitoba Annual Report (1994-95, p. 70) the province and its secretariat has as its 

objective to support the community colleges in their delivery of a quaiiîy, comprehensive and com- 

munity-responsive program of education and skiils training to meet the needs of adult Manitobans 

and the Manitoba labor market. 

In ber speech at the convocation of Assiniboine Community CoUege, June 7, 1996, Ektident 

Brenda Cook addressed the graduating students: T o u  give us the proud satisfaction of knowing we 

have heIped to cultivate and stimulate another generation of Manitobans who will make an important 

contribution to the economic development of our region and our nation," A number of the graduates 

of whom she was proud were fiom the HospitalityRonrism Administration Program. Assiniboine's 

HOIRE program is one in which the coUege takes pride, 

It is the view of the cesearcher that HoteYRestaurant Administration students can contribute to 

the economic development of our region and o w  nation if the parameters of the HOIRE program are 

adjusted to the tme needs of HOIRE ISME operations, locally and elsewhere in North America Such 

programs must focus better on the needs of full-service, independent small and medium-sized hospi- 

tality operations. They must take uito consideration regional, entrepreneurhi, and vocationai techni- 

cal cumculum aspects. The general over-emphasis on management skifi rather than artisanal, voca- 

tional technical skUs at the beginning of a HO/RE career may lead to insufficient understanding of 

these complex businesses. "Canadian children are not only competing with the children at the next 



desk; they are c o m p e ~ g  with children Ïn other countrîes whose education systems give them a 

better start in We" (Liberai Party of Canada, 1993). 

According to Kneaer (1962) hoteIs and restaurants are more complex than orner busiwsses, 

because not oniy are goods stored, received, processecl and sold on-site but in a hospitality business 

they are also consumed on the premises- This places increaseâ importance on human interaction. 

Knener distinguishes between three mjor vocational work envhaments in hospitality SMEs: 

the production environment, or kitchen, 

the senrice environment, or dining room, and 

the ~IericaVadministrative environment, or front desk and ensuing management. 

There are three points to be made: (1) Kmost of the hotel and restaurant businesses are small 

or medi~msized, firture ownerIopetators must be exposed to aü three of these areas if they want to 

be effective operators. Oral skills are no cepplacement for detaüed knowledge. (2) The individual must 

be occupationally socialized enough to appreciate different work environments and function effec- 

tively in them. (3) A kitchen is not only important on its own, its product is upgraded by professional 

service. Cuisine is important to the hotel management because traditionaiiy in small and medium- 

sized operations it is a major reason for high room occupancy rates. 

Hotel and restaurant students who have insufficient vocationai technical roots may leave these 

businesses for other industries. Today we witness considerable discussion about Iifelong leaming. By 

its nature the HO/RE hdustry is weii suited for this concept. Many top managers of luxury hoteis 

around the worid have proven that starting in the kitchen provides a solid "platfonn of skills" for 

later success. They simply ciimbed career ladders one m g  at a time without leaving this industry. 

Summary: 

Aithough the majority of (üquor) licensed hoteb and restaurants in North Amenca are small or 

medium-sized, cesearchers have tended not to research into ownership and management competency 



requirements for such enterprises- The vast majocky of these businesses in Manitoba, Canada, Swit- 

zerland and the Unitteci States and elsewhere have fewer than 25 ernployees. When Iooking at the or- 

ganizationai structure of such hotels and restaurants it is fomd that half of their activity centers te- 

quire strong vocational technical (cwking and service) and artisanal skills- Approximately 85% of ail 

hotels have restaurants, while 80% have bars and bunges, and 69% have meeting mms, Two-thüds 

of SME hotels depend heaviiy on the sales of food and beverages; these tepcesent 42% of their 

revenue, 

Aithough career opportunities in SMEs are thoaght to increase, with govemments, education, 

and students manifesthg increased interest, the skiU requirement for such enterprises appear to be 

insufficiently understood. Many stakeholders, such as educators, edilcational administrators and 

students assume that smaU businesses are just scaled down large businesses requiring no different 

knowledge and training considerations. Research has proven this to be wrong. 

Traditional training in Engiish speakuig coutries was focused on large business development, 

marketing, saIes, finance and human resource skills, However, durhg the last 20 years (since 

Margaret Thatcher's ascent to power in Britain) the focus of goveniments has shified towards small 

business development to create more jobs. 

In Canada, there exist two traditions regarding hotel and restaurant development: the inn or 

roadhouse and the urban hotel, It is the descendants of large uhan hotels that present-day hotel ad- 

ministration programs tend to serve in North Arnerican coiieges. 

The HoteVrestaurant industry in Manitoba plays an important d e  in its communities for its 

citizens and tounsts but the food and beverage preparation and service training for (future) hoteliers 

and restaurateurs is insufficient, This is documenteci since 1973 (Burch et ai., p. 16). The province 

has many tourism assets such as vast, diverse land, water, food and cultural resources. Touring com- 

dors and loops bave k e n  developed, However more culinary skills among future hoteliers and res- 

taurateurs are required. 



Hospitality sector education is wrongiy focused or insufficieot Manitoba, HOIRE administra- 

tion coliege programs offer the best potentiai to develop the advanced skills required in this business 

sector. A cornparison w*th Swiss hoteUrestaurant education is given. Research points towards the 

HOIRE program of the Ecole Hôtelière in Lausanne which has trained students for over a cenhuy, 

workuig closely with iodustry to meet its requirements. Half of die student's time is spent in school 

and half in the industry. 

If one wishes to develop world class training pmgrams research in other (French) language ar- 

eas (France. Belgium, Switzerland) may be recpired who have based their training on HO/RE ISMEs. 

Parameters of such management training programs shouid be adjiisted to the true needs of entrepre- 

neuial. regional and vocationai technical curriculum aspects. SME hotellrestaurant operators must 

be thoroughly howledgeabk and occupationaiiy socialized in the kitchen, the restaurant s e ~ c e  and 

in the clericaüadministrative environment, to fiinction effectively. These facts also point to a Iife- 

long k h g  envimamot. a concept that is very suited for the H m  indushy 

The following sections represent the core of thk chapter: ( I )  the purpose of the study; (2) need 

for the study; (3) statement of the problem; (4) assurnptions; (5) limitations; (6) delimitations; (7) 

definitions of terms and abbreviations; (8) and a section relatïng to the organipation of the study. 

Perpase of the Study 

The purpose of this study was to explore and assess new panuneters for an effective, entrepre- 

neurial, regionai hotel and restaurant management training program in Canada 

The scope of this study also included aa examination and assessrnent of the skills required to 

manage or become an operatodowner of an independent maIl medium-sized enterprise (ISME). 

The foUowing research questions were examineci: 

1. What are the princip Les and philosophy of a hotel'restaurant management training program? 

2. What is the significance of hotel'restaurant emplayment skills, such as 



(a) employability. Ieaders hip, 

(b) vocational technicai, 

(c) business knowledge and caieer cornpetencies, and 

(d) th& relative importance. 

3. What is the importance of school und workphce education und training, such as 

(a) prerequisite work experience, 

(b) the nature and duration of c w p  work experience, 

(c) the relation of school to workplace training, 

(d) the leogth and nature of the program, 

(e) the scope of course snbjects to be covered, 

(0 the regional and national emphasïs of hospitaiity/tourism related knowledge. 

(g) intemationalization and globalisaiion, including second language skills 

(h) linkages with industry, including mentorship 

(i) curriculum planning and evduation, 

value and significance of entrepreneurid education, 

(k) teaching methods and integration of knowledge. 

Need for the Study 

Such a study was needed because: 

If it is accepted that smaü hospitality omis are an increasingly important growth area of 
the economy, and that hoapitality graduate c a ~ e r s  are increasiogly ükely to develop in 
the smali finns sector, then it is contended that research needs to be undertaken on the 
provision of hospitality courses and specific course content which deals with small firms. 

An assessrnent needs to be made if this curent course provision is appropriate to gradu- 
aies who wish to develop c a ~ e r s  in srnall hospitality finw. Jarneson (1996, p. 18) 

Pavesic (1993. p. 291) writes that cumcula of many HO/REA college programs are copies of 

HOlRE college prognuas offered elsewhere in North Arnerica The researcher is under the impres- 



sion that there is very Limited regional researcti input: If these prograrns have direct input h m  the 

industry. it is primarüy h m  large operations (corporate recruiters), and their contact pople (those 

who have the the to attend sach meetings), such as human resource people, and association repre- 

sentabves. who oftea have limited HOIRE operational experience. Few of these pmgrams are "home 

grown" and few take into consideration regionai touristic needs- Teaching towards large operations 

excludes teaching towards small operations; teaching towards smail operations incituies large opera- 

tions. Thus teaching towards s m d  operations is more genenc and beneficid. 'Wospitality graduates 

do go to work in small/medium-sized hospitality fimis and employment gtowth is predicted to grow 

especially at the managerial lever' (Jarneson. p. 12). Non-affiliated HO/RE operators and young en- 

trepreneurs require a different and more complex set of sküis because they have to rely more on their 

own resources. Up to haif of HO- students hope to open their own d business. Ap- 

ptoximately 80% of Manitoba hoteUrestatuants are srnail or medium-sized- 

Statement of the Pmblem 

What kind of cucricuium program is required for creating, effectively operating, and managing 

a fuil service, ISME (HO/RE)? What kind of an education and training program is required for 

graduates to be internationally competi tive? 

The researcher meyed the international iiterature and non-affiliated smati and medium-sized 

hotels and restaurants in Manitoba to find out what exists, 

Assumptiom 

The following assumptions were made in relation to this study: 

1. Owners/operators of the smali and medium-sized hospitality businesses were involved in the 

daily operation of their businesses. 

2. Ownerdoperators saw the d to upgrade their facilities and staff to be intemationaily competitive. 



3. Owners/operators were able and wüling to fnniish time and other resources to make improved 

training possible. 

4. Owner/operators could be adequaîely sarveyedlpresented. 

Limitations 

The IUnitations of this study were as foiiows: 

1. Four out of 38 hoteVrestaursillt owner/operators were unable to coiiperate in this study. 

2. The study was limited by the interpcetation placed on the wording of the instrument and the re- 

spondents' tnithfnlness in answering the questions. 

3. The findings cm not be generalized to other geographical areas of Canada. 

Deümitations 

The delimitations of tbis study were as foIIows: 

1. Because of the small number, the whoie population was interviewed except the four establish- 

ments which deciined. 

2. Only ownerdoperators of ISME (Hom were surveyed who offetod a full food menu with a 

variety of cornes, food items (meat, fish, poultry) and preparation methods. 

3. Only ownerhperators who required the services of experienced, trained cooks or chefs at the 

jowney person levei were surveyed. 

4. OnIy ownerdoperators of ISME (Hom, who were open year round were investigated. 

5. Only ownerdoperators who offereà a full liquor menu including cocktails, wines, beers and 

Iiquors, were surveyed. 



Definition of Terms and Abbreviations 

The following definitions are offered for clarification. 

Administrator: A petson who directs, coordinates or controls (without owaership) the activities of 

subordinates. The expression is primariiy used in big firms. 

Affiliateci HoteURestaurant: A hotel or restaurant affiliated with a chain. 

Assiniboine Communitv Colle~e ( A C n  A regional college in southwestern Manitoba (Brandon) of- 

king post-secondary vocational programs. 

Association of Canadian Comnunitv Collems (ACCCI: The nmbrella organization of Cmadian 

community coiieges with its head office in Ottawa, Ontario. 

Business Education: mat  aspect of the total educational program which provides die knowledge. 

skilis, understanding and attitudes needed to perform in the business worId as a producer and/or 

consumer of goods and services that business offers. 

Canadian Tounsm Human Resource Council CïHRQ The councii serves as a national forum to 

facilitate human resource development activities that support a globally cornpetitive and 

sustainable tourism industry in Canada. See also MTEC. 

Catchment Area: Area from which a coUege draws the rnajority of its students. 

CHRIE: Council on Hotel Restanrant and Institutional Education- An international association of 

hospitality educators with its head office in Washington, DC. 

Co-operative Education: A learning process wbereby tangible, constructive work is incorporated into 

regular academic curricula. This method of education is designed to "close the gap" between 

education and vocation whiie ensurhg that skills taught meet the needs of the industry. in this 

case the hotel and restaurant industry. 

Course: Part of a cUmculum program; a series of lectures or other matter dealing with a teaching/- 

leaming subject within a curriculum program, 



CTC: Canadian Tourism Commission (founded 1995). A private and fedenlly funded commission to - 
market and promote tourism within Canada and abroad. 

Curriculum: Refers to the content or materid for instruction that schools offer the student in order to 

quai.@ himmer for graduation or ceaification in a major field of study. 

DACUM: -g&g A C u m c ~ I ~ ~  A research process in which qpaiified industry representatives 

spec* training requkements in a vocational cumdtm program. 

Emolovability SMls: 'Employability Skills are the generic skills, attitudes and behaviors that em- 

ployer~ look for in new recmits and that they devefop through training programs for current em- 

ployees" m e  Conference Board of Canada, 1993). 

Em~lovment Skill: see HOfRE ernployment skiils. 

Entre~reneurr An individual who undertaka al1 the risks retated to forming and operating a small 

business (Owner-manager). 

F & B: Food and beverage, 

Hands-od~ractical work: PhysicaI work, work that is doue using one's hands feet, and thought- 

HOIRE Em~lovment SkilIs: Skill competencies that include hotel and restaurant-rdated employabil- 

ity skills, vocational technicd skilis, and knowIedge and business career competencies. 

HO/RE: Abbreviation for Hotels/Restanrants. 

H o m :  Abbreviation used for Hotebtaurant  Administration (Program). 

Hosoitalitv: The friendly reception and treatnmt of guests and strangers. 

Hotel: An establishment M y  Iicensed to provide tiquor service and lodging; full course rneais are 

prepared and serveci as weli as consurned by guests (customers); inclodes motor hotels. 

ISME: Abbreviation used for independent (non-affiliated) srnail ( les  than 50 employees) or medium- 

sized (HORE) enterprises (5 1 to 100 employees). Source: Statistics Canada. 

Life-lone Ieaniing Process by which individuals consciously acquire formaI or informai education 

throughout their life spans for personai development or career advancement. 



Manaeer: A person planning, organiPog, and controhg any enterprise, p@cularly business fm. 

Preferred term used in SMEs. More hands-on person than an administraior. 

Mentor: A trusted and experienced counselor or guide; a tacher, tutor, coach. 

Mentorshic The quaiity or state of king  a mentor; Muence, @dance or direction exerted by a 

mentor. 

MTEC: Manitoba Tourism Education Council. This orgmhation is involved in the development of 

occupational standards and certification in the hospitality industry. Like simiiar provincial and 

territorial associations it is afflïated with the Canadian Tourism Human Resource Council in 

Ottawa. 

Non-affiliateci HoteüRestaurant: An independent hotel or restaurant that is aot affliated with a chain. 

Parameters: Lunits or boundaries, guidelines. 

Pro-: A series of courses making np a curriculum. 

Restaurant: An establishment where fidl course meals are prepared and served as wel1 as consurned 

by guests (customers). 

SME: Small, medium-sized enterprise, See also ISME. - 
Stakeholders: Individuals or groups of people (students, teachers. industry) havhg a vocationai inter- 

est in or c o d t m e n t  to craining and education. 

Taxonomv: A classification system of organizing information; in education it serves as a method for 

translating educational aims into instructional objectives. 

Tourism: The occupation of providing information. accommodation, transportation and other serv- 

ices to guests. Also the promotion of tourist travel, especially for commercial pnrposes. 

Vocational Education: That form of education which makes an individual more employabIe in one 

area than in anotber and enables h i d e r  to enter gainfiil employment and progress in that occu- 

pation or position (vocation = calling; h m  Latin vocare, to d l ) .  



Organization of the Shidy 

This research study was developed through five chapters: 

Chapter 1 c o n t a .  the followhg sections: purpose of the study; sigaificame of the study; need 

for the study; sbtement of the problem and subprobIems, assumptions, limitations, and deiimïtations; 

organization of the study; and definitions of terms and abbceviatioas. 

Chapter II outlines the histoncal developrnent of North American and European hotel and res- 

taurant education with its emphasis on large scde chah operations since the 1920s. It describes cur- 

cent global Muences on the HOfREA curriculum, soch as the appmach of Switzeriand which has 

always focused its training more on the needs of small. medium-sized, independent opemtions. It 

clarifies the objectives of various levels and means of education available in Manitoba. The chapter 

contains a review of related literature. 

Chapter IIï desccl'bes the themticai mode1 used the survey population, the data collection 

process, the suwey instrument, the field test, and the statistical analysis performed. 

Chapter N presents the findings and analysis. It summarizes the redts in narrative fom as 

well as tables. 

Chapter V contains the summary, conclusions and recomrnendations for fiirther study. 



Review of Related Literature 

This chapter discusses the literature that was reviewed in the process of preparing this paper. 

Themes researched were the historicd origins of training related to hotel and restaurant management, 

the philosophical fkamework of an effective training program, and the elements it would contain. 

With its maay headings the chaptet reflects the complexity of developing an effective, entrepreneu- 

rial, regional hoteVcestaufant (HOIRE) management program suitable for srnall or medium-sized en- 

terprises (SMEs). Aithough the expressions "administrator" or 6'admÎnistration" are sometimes used 

in this pmject, "manager" and "management" are preferred because these words better reflect the 

characteristics of SMEs (Deeks, 1976, p. 226). 

Whatever the size of the hotel or restaurant, it is necessary to know many details about the 

functioniag of a hospitality enterprise. This is evident from the following statement: 

We know it is impossible for anybody to have a complete and detailed knowledge of 
what goes on in every department of a complex modern business Like an extensive 
five star hotel. In such hoteis, jobs are subdivided and one should have a general idea 
of what goes on in each department. This is why our students foilow courses in food 
and beverage and rooms division management, finance management, marketing and 
information management. One must know about each division in the organization in 
order to judge the meaning and effects of al1 influentid factors as well as be capable 
of mughiy estimating the consequences of hidher decisions. As the manager's tech- 
nical knowledge deepens, the more diable and weU founded his decisions wiIl be. 

... the principles of andragogy are applicable to a hotel management school requiring 
logicd thinking, andysis, planning, creativity and flemiiiity. (von Rotz, 1993, p. 6 1 1) 

What is the value of srnail business and how cm govenunent and educators help small busi- 

ness? Yvon Pfeifer f l982), one of the few authors who expresseci his thoughts about small hotel 

business, wrote the following: 

. ..modern times have re-created a need for the small business. Success however de- 
pends on the educationai and schooling system. It is vital for govemment, education, 



and trade orgaaizations to create and promote oppottunities for the small entrepre- 
neur to acqaire and maiatain the necessary slüils for nifcess in a wocld where bis 
pnsence is ne& for economic, human and environmental reasons. 

In the top international hotel business, Switzerland and the United States are highly regarded 

for their proficieucy in international hotel management. Both countries have intemationally respected 

hotel schools. The USA'S 1eadmg school is Corneu University's School of Hotel Administration in 

Ithaca, NY, founded m 1922 with the fmt collegiate hospitality management program. Switzerland' s 

leading school is the Ecole Hôtelitre in Lausanne near Geneva. fomided by the Swiss Hotel Asso- 

ciation in 1893. This is tikely the oniy hotel school in the world owned and managed by a national 

try arotmd the world and set standards for international hotel management programs. 

Switzeriand is in many people's view the country with traditional uin-keeping for 
tourists, but it has not always been that way- Until the aineteenth century Switzer- 
land was a "poor country"-poor in the sense that it did not possess n a d  re- 
sources, It was inhabiteci by a population of small fanners and artisans in a country 
with high mountains, forests and wild nvers. (PfeZer, 1982) 

With tourism developing, 

...-y famiers s t d  to offer shelter and food to these tourists, and became aware 
at the same time of the economic impact for their environment. This was the start of 
what is known as the Swiss hotel industry; however the terminology is il1 chosen, 
since it has remained at the artisan level and is chamcterized by 

- wann welcome 
- g d  food 
- cornfortable lodging meifer, 1982) 

When the Ecole Hôtelière in Lausanne in Switzerland was founded with 27 students attending 

the initial course more than 100 years ago: 

Jacques Tschumi, a pioneer in the profession, was convinced of the necessity of com- 
bining practical and theoretical hotel training.. . One century later, thousands of former 
students are now managing some of the most prestigious hotels in the world,. . As fu- 
ture administrators, students follow a multi-disciplinary program based on present day 
needs and friture dernands of hotel and restaurant management.. .The philosophy of the 
school is based on two concepts: To aitemate study and practicai training and to re- 
maÏn as close as possible to the realities of the hospitaiity industry. (Ecole Hôtelière de 
Lausanne, 1996, large trilingual brochure) 



Courses covered develop three essential themes: 

me Individuai: developing the ability CO communicate anci live with others, and the 
s k i b  necessary for Ieadership. 

Techicai Kiunv-how: mastering the different skills needed for the different hotel 
aad restaurant sectors. 

Creutivity rmd FlexibiIity: indispnsabIe in the hotel profession to foresee and adapt 
to changes m a constantly evolving world. Smdents t h s  leam, in practicai tenns, 
how to act m the international business world and how to prepare for the hm. 
(Ecole Hôtelière de Lausanne, 1996, large trilingual brochue) 

As these qaotations show, practicd training is a significant factor contributhg to this school's 

century of success. Technicd know-how is important in HORE management, and is an important 

part of vocational education. "History often provides the reason wby things are as they are" (Miller, 

1985). It appears that in North America, comunïty and business leaders pIaced a higher value on 

business education than on practical skilIs- (See also comment by Nespoli, quoted on p. 57.) They 

wanted their sons and daughters to be in charge rather than do the work. However, "frequently, 

values are based on what bas been passed on to us h m  the past and are not the resuit of critical 

thinking" (Miller, 1985, p. 217). 

Historicaî Origins: Vocational Education in Manitoba 

What is vocational education? It is that part of education which enabies the individual to enter 

into gainful employment and progress in that occupation or position (Evans and Hem, 1978). Voca- 

tional technicd education is practical work. Manitoba public schools have offered vocational educa- 

tion for over 100 years. Vocational technical education is more recent, because in many cases until 

after the second world war trades people immigrated to Canada from Europe. 

'The eIements of book-keeping are presented in a practicai and intelligent mannef' (Manitoba, 

Department of Education, Annud Report, 1887, p. 43). This was one of the first statements of the 

superintendent of education in his annual report to the Minister of Education. Ten years later in 1897 

the first business program was taught at the Winnipeg Collegiate institute. It was called the 



"Commercial CourseT' and coasisted of academic and business courses. These were the city's first 

"boom years" and business men who demancieci this program thought that Winnipeg was destined to 

become a great busmess center (Glenn. 1985. p. 52). Offering business courses required a regular 

classroom, book, paper. pens, and pencüs, but no spciai laboratory equipment In the view of an in- 

dustrial technical instnictor this was no great public school concession! In 1908 W. A, McIntyre. 

principal of the normal schml, proposed to add an industrial course consisting of manual training 

(Manitoba, Department of Education, A M U ~  Report, 1909). In 19 10, the tben federal labor muiister 

Mackenzie King noted that Canadians could onty hold their own against modem cornpetition by 

"bringing their worlanen up to the highest degree ofefficiency", and seeiog that "theu industries 

were managed by men second to noae in technical knowledge" (GUIQ, 1980, p. 97). As a conse- 

quence a federal royal commissh on indusaial training and technid education recommended in 

19 13 that manual aainiog be included in school programs. bdergarten to age 1 1 or 12. 

By 1936.133 evening courses were offered in technieai education in Manitoba for regular, and 

unemployed smdents. In 1942, the foundation for Manitoba's present college system was laid with 

the creation of the Mid-west Training Center. This was the first post-secondary, publicly supported 

vocational trainhg facility. It was located in Winnipeg at 1 18 1 Portage Avenue, the present Fletcher 

Building (GIenn, 1985, p. 55). The first commercial cwking course was olTered there in 1949. B y 

1956 a waiting list existed for that course. 

In 1963 a two-year program in Business Administration and Secretarid Science was offered in 

the new Manitoba Institute of Technology, Notre Dame Avenue West- A baking progtarn started in 

1962, and a meat cuniag program in approximately 1964. HoteVMoteVResort Management and a 

Food Senrices Management course started in 1963 in the expauded new Manitoba hstitute of Ap- 

pIied Arts which by then had a School of Business and a School of Commercial Studies at the sarne 

location. In December 1969 the existing Manitoba Institute of Technology, the Institute of Applied 

Arts ( M I T . )  and others were combined in spacious new facilities and calleci Red River Com- 



munity CoLiege (RRCC). At the same time the Northem Manitoba Vocational Center in The Pas be- 

came Keewatin Commanity College and the Manitoba Vocational Center in Brandon became 

Assiniboine Community CoUege (ACC) (Glenn, 1985, pp. 56-78). ACC operates in and outside 

Brandon; it is responsibb for ai l  commtmity coliege agricul~tral training in the province. KCC is in- 

volved in al i  northern Manitoba pst-secondary training- 

The first HOfRE CO-op program in Manitoba started at RRCC 1970-71. A food secvice super- 

visor's program intended primarily for dietary work settings was aiso offered there fiom 1968-72 and 

then again h m  1988-90. RRCC stiiI offers cooking, baking and H O M  programs, but the meat cut- 

ting program, which included sausage making, was discontinued in 1993. ACC started a Hospitalityf- 

Tourisrn (HO/RE) Administration program includhg a ceop component witbùl its business admini- 

stration program in 1988. A pre-employment cookiag program with the potential of obtaining joumey 

person certification began amund the same time in Brandon. 

The First HoteyRestawaat and Cookiug Sebook in Canada 

The fust program for chefs in Canada started at the Centrai School in Toronto in January 1935, 

with thirteen students. "The friture chefs are k i n g  given thorough irainuig in the theory of cooking 

and kitchen management. The theoretical training and a little practicd cooking plus experimental 

chemistry as weli, lasts for two years" (Canadian Hotel & Restaurant 1993, September, p. 32). Ap- 

parently, experimental chemistry had to be included to make the teaching of cooks more palatable to 

acadernically-trairied school masters. After graduating the students were to be placed under experi- 

enced chefs for an apprenticeship, then sent to work in Berlin, Paris, New York, and London for a 

year of experience in the then best-known establishments. 

The first hospitaiity school didn't open until 1945, when "the Ontario Training and RE-Estab- 

lishment (sic) Institute in Toronto began to offer hotel, restaurant and baking courses to some 50 ex- 

service-men as the war began to wind down. Soon after, The Ontario Agricultural College in Guelph, 



Ont. added a hotel course to its cUnicuium. The Following year, 200 students (17 of them women) 

were enrolied at the new hotel management and c a t e ~ g  course at an educational institute in St. Paui 

I'Eremite, east of Montteal. The coume, which covered aU aspects of the hotel business, was re- 

stricted to secvice men and women" (Canadian Hotel & Restaurant, 1993, September). 

The first Canadian Hotel and Resort Administration program started in Toronto at Ryerson In- 

stitute of Technology in Septernbet 1950. with the first graduation in May 1953. The course was a 

the-year program (Darker. 1972). ARer the creation of the Canadian Cornmunity Coilege system in 

the 1960s many colleges started two-year Hotel and Restaurant Admlliistration programs. Red River 

Community College in Wmnipeg started a iwo-year program in 1972 (0. Kimnger, personai com- 

munication, Oct. 12, 1996). 

Canadiau schools took as their guidïng priociple the currïcula of Comeli University's School 

of Hotel and Restaurant Administration (and to some extent, Michigan State University, in Lansing). 

T h e  majonty of other prograrns orighated in consultation with Corneli. .." (Tcess, 1996, My, p. 

28). Comell's School of Hotel Administration was foanded in 1922 out of their Home Economics 

Department. Their currïcula focused on ' h a s s  househo1dst~ such as large hotels and restaurants. 

Like their US counterparts. Canadian schools recmited most of their instructocs fiom large ho- 

tels or chah hotels and restaurants. These had good English skius and business management knowl- 

edge but weak vocational technical cornpetencies. This d t e d  in a curriculum that focuseci more on 

theory and the needs of large hotel and restaurant operatïons. The programs emphasized manage- 

ment, human cesource management, and marketing skitls. The reason for this trend is described by 

the former dean of Cornell's School of Hotel and Restaurant Administration, Bob Beck: 

1 used to get slightly annoyed when hotel corporations, such as Hilton and Sheraton, 
would corne to the hotel sçhool and interview studerits for food and beverage and 
hont office positions. Then they wodd go to the business school and look for poten- 
tial managers, vice-presidents and, finance people and marketing people. So 1 
thought it would be a good deai-we could give hem both a hotel background and a 
business background. (Woods and Lefever, 1993, p. 8) 



With the new s m d  business economy, new parameters may corne into considedon in Mani- 

toba and Canada, emphasipng a foudation of vocationai (artisan) skiils as in Switzerland. comple- 

mented by sound business skills. A perceived problem is tbat existiag Canadian HO/REA prograrns 

do not suffîcientiy address the needs of the d mdependent opecator/owaer or the entrepreneurid 

person who wi~hes to start or manage a d or medium-sized quality hoteYrestaurant opecation. 

Vocational EducatiodEotevRestaurant ami Liberai Arts Education 

Education and Training: Education fosters the development of the whole person without regard 

to practical application. Training deais with the hansmission of plactical skills. Vocational and gen- 

eral education are intimately interwoven. niey arepartneers. Evens and Herr (1978, p. 4) list three 

basic objectives for vocational education in the order of their acceptance: 

L . meeting society 's needs for workers 

2. increasing the options availabie to each student, and 

3. senring as a motivating force to enhance ail types of learning. 

Both authors believe that only a pubticly fiinded school can do justice to tcue vocational educa- 

tion and doubt that a profit-rniaded institution can properiy hiffill these goals: "A program offered by 

an employer may conmiute rnarkedly to meeting the nation's needs for workers (though it set out to 

meet the needs of the employer), but completely negiect the goal of making general education more 

meaningful" (p. 7). "Education is really not a series of separate littIe containers of knowledge, though 

we tend to act as if they were and thereby estabiish fürther barriers to effective learning" (p. 7 1). 

The Phüosophid Fcamework of a HoteilRestatuant Management Program: 
The Stridents, the Tesebers, the Curriculum, and the Schod 

In his book PrUiciples and Philosophy for Vocationai Education Miller (1985) outlines and de- 

scribes guiding, time-proven pnnciples for vocational education and training and a philosophy for 

vocational education. A HORE management or administration program is by its nature a vocationai 



program. Vocationai principles fonn the framework for an effective pst-secondary program along- 

side other subject-specific considerations 

Part of the framewock of a vocational program such as Hû/RE Management are the roles of 

students, teachers, the curriculum and the school. After studyhg the wcitings of Miller, this 

researcher beüeves that the phiiosophy expcessed can provide usefui guidance to hospitality educa- 

tors. Phiiosophy is a set of assumptions used in viewing the wortd. It is useful in solving problems 

and guiding rational bebavior. MiUer (p. 192) qyotes Morris: 

With a well-thoughtat theory or philosophy of education an individuai knows what 
he is dohg aad why. And it is when our practical coaduct becomes more and more 
rational. i.e., increasiagly subject to criticai theov. that we Say it becomes more and 
more professional in character. Tbe mily professional teacher is the individual who 
tempers and redits native impulse with the rationai theory of his d. 

MiUer (p. 193) leads us through several statements and questions to create a sound educational 

phiiosophy for vocational education. These are: 

What is the nature of the Ieamer? 

What is the role of the teacher? 

How does one determine what is to be taught as tmth (curriculum)? 

What is the purpose of schoohg? 

Answering ttiese questions is usefui for creating a Framework for an effective vocational pro- 

gram such as the one dealt with in this thesis. 

n i e  question of the nature of the leamer is answered by Miller (p. 212) as follows: 

"'Leamkg by doing" is a primary theme of vocational education. The idea of involving 
the leamer in some active rote of interacting with things and people in school and 
comuni ty  4 reconstruction of exprience- is clearly conveyed through vocational 
education's phciples. Supe~sed  occupationai expenence is a preeminent exampie of 
involving the person in the transaction called learniag and utilizing cesources that are 
beyond the walls of the classmom. Superviseci occupational experîence means inter- 
action of leamers with the world. It is leamhg by doing.. . 
The person, accordhg to vocational education's principles. is in the process of becom- 
ing. Becorning, in this case, is a jonmey of a Iifetime. (See Lifelong leaming, below.) 



Continuing with Miller (pp. 213-214) the role of the teacher is similar to the leamer. The rotes 

are seen as "closely associated," because both become more knowiedgeable as they p r o p s  in the 

instructional process. Here are some of the principles expresse& "The vocational educator is ex- 

pected to be proféssiondy and occupationaüy competent," Expenence is o h  considered to surpass 

university training in the area of the vocational education occupation to be taught, and the experi- 

enced worker may ody need supplemental preparation in areas related to pedagogy. Just as the 

teachers are expected to provide experience, they are expected to provide experience "learning by 

doing-" The teacher is also viewed as a participant in the leaming process in vocational education. 

For example, the supervised occupational experience not only provides the learner with experience. it 

c m  aiso provide opportunities for the teacher to leam and sray current with developments in the work 

wotld. Returning to the world of woric as an inservice training activity stresses the necessity of iife- 

long learning in maintaining and furthering the teachefs qualifications." 

Miller (p. 2 14) also advises that: 

At no time do the principles of vocationai education suggest that the teacher is the 
final authority in vocational education, It is not a matter of the leamer and the un- 
lemeci. The vocationai educator first depends on the howledge beld by the com- 
munity as a basis for validatïng what to teach, and then the teacher pmceeds with in- 
struction based on the leamer's past experience- Teaching in vocational education 
involves interaction between the teacher and student, both of whom are leamers en- 
gaged in the process of becoming- 

This is supported by Pavesic (1993, p. 292) who writes that no hospitality educator can mord 

to believe that he or she has the definitive solution to the curriculum debate within hospitality educa- 

tion. Hospitality educators need to be open-minded and simultaneously cautious and flexible when- 

ever a different view is presented. 

The D M ~ D I ~  of the curriculum as a ~resentation of tmth is also addresseci- MiUer writes 

it would be "nonsensical to declare that schools are in the business of dispensing 'unauth'." How- 

ever tnith king taught is a "tentative tnith, the best üuth we have to rely on today," because "change 

is among the greatest of certainties, and tmth is subject to change." Therefoe truth in this context is 



not speUed with a capital "Y, he reasons. If tmth is something that is tme or held to be tme or as 

something that is the case, tben ''tmth cm be atfived at through p u p  judgments. Fmm this view- 

point it is possible to declare thai tmth can be arrived at thmugh the combined experîences of educa- 

The vocational education principle ihat emphasizes seeking advice from the commun- 
ity stands out as an iiiustration of the tentative namre of truth in this context. The first 
is recognition of the fact tbat îhe educator is not the soIe person to determine the truth 
and what is to be taught. The teacher, as a reptesentative of the Iearned community, is 
not privileged to have a firmer grasp on tmth than those who Ïnteract with truth in the 
community and who dso expenence the chmgMg nature of truth. The second point is 
that tmth is evolving, making it necessary to change the CIUncnla to keep pace with 
the commdty. The community wouId not experience much change if truth was al- 
ready fuliy deterarined. Tmth is tentative, however, and the advice of the co~ll~~lunity 
is needed to validate the tniths to be taught in the vocational curricuia. (p. 216) 

MiUer also writes that "the conseqaences of what is vaiidated as tmth comprises the overriding 

issue" and "the process how the inqujr mto tmth is made is also important," This leads the re- 

searcher to conclude that many of the curricuia k ing  oseù in HO/REA programs may be discrimina- 

tory because they are addressed towards the minority of hotels and restaurants (which are big) and 

not the majority (which are mal1 or medium-sized). They do not reflect the needs of (regional) com- 

munities, they are not based on the m e  world of work, and they do not reflect the needs of most stu- 

dents who want to become hotel and restaurant managers. They therefore contradict the values or 

philosophy of tnie vocational education. 

The D m s e  of schooling: Miller states that this may be the most important philosophical 

question because it relates to people's values. 6Yal~es  tend to be what we live by. Fiequently. values 

are based on what has been passed on to us h m  the past and are not the resuit of critical thinking. In 

the final analysis, values in t e m  of 'why schooüng' rnay be the primary determinant of what hap- 

pens in schools.. ." Miller continues to explain "that value questions need to be iinked logically to 

questions of reality and tmth." He writes: 

The principle of vocational education supports the daim that the schools of this nation 
belong to the public. A further extension of that claim declares (as was pointed out 
eariier in this chapter (sic) that the community is in the schools. The schools, according 



to vocational educators, are designed to accommodate living today. Schooling, from 
the vocational education viewpoint, is directed towards the needs of the community, 
leamers included- According to this principle, Iiving is not dudistic, with one iife in 
the school and a later H e  in the commWUty. Living is now, and Iearners are members 
of the commnnïty who are able to idenm their needs, Those needs must be considered 
dong with those of other commtmïty members and agencies, @p. 217-218) 

. . .Schools are part of a democratic society that encourages similar values for its 
members. (p. 218) 

Miller continues to explain: 

Superviseci occupational experience takes a second step in helping vocational educa- 
tïon represent living today. The supervised occupational experience moves the 
leamer into other community affairs and locations. The leamer gains new expeti- 
ences in tôe duneasions of human relations, the work ethic, punctuaüty, productivity, 
econoxnics, structures of management, employee employer relations, and a wide va- 
riety of other experiences that are part of the producedworker life in contemporary 
society. Superviseci occupational experknce strengths Iinkages and helps integrate 
commiunity and school. Instructional staff who supernese students gain in personal 
experience and share their own strengths with the communïty. These interactions 
foster the leaming-by-living emphasis found in vocational education. (p. 218) 

The HoteJiRestaumnt (EO/RE) Business and the Concept of LifeIong Learnïng 

"Education must be thought of a joumey, not a destination" (Pavesic, 1993, p. 285). Life-long 

leaming is a pcocess by which individuals consciously acquire formai or i n f o d  education through- 

out their lif'ans for personal development or career advancement. According to Miller (1985. p. 

32) Welong leaniing has been an important concept since at least 19 14 when the Commission on Na- 

tional Aid to Vocationai Education stated that "part-time schools shouid provide for increasing the 

general intekgence for young wotkers and lead to better citizenship. A second purpose should be to 

increase the workers' industriai intelligence and skill, thus leading to the advancement or preparation 

in another liae of work that would provide more favorable possiiüities." Miller also points out that 

educaton should be promoters and should foster a positive attitude to a concept of Lifelong leaming. 

In his book Inmvation and Enh-epreneurship, Peter Dmcker (1995, pp. 263-266) describes the 

individuai in an entrepreneurial society. He States that individuals will have to take increasing re- 

sponsibility for their own learning, relearning and advancement. Today kw people c m  assume that 



what they have Ieamed as youngsters will be the foundation for their whole Me, 'The carpenter can 

still assume, perbaps, that the sWs he acqaiRd as an apprentice and jonnieyman will serve him forty 

yean latef (p. 264). However, most occupations wül change wïthin nfteen years and a person must 

keep changing, wIearning and adjasting to the updated realities, Drucker believes that tradition, con- 

vention, and "corporate policy" wiii be more a hindrance than a help. He suggests that this resulting 

entrepreneurid society will challenge habits and assumptions of schoohg and Ie-g as well as the 

concept of a liberal education. 

When educators, educator administrators, and govemment officials speak about lifelong 

Iearning they speak about careers changing or becomiag obsolete. In his foreword to Weloag learning 

and the new economy (Ontario, Premier's Cound on Economic Renewals, 1994) Deputy Premier 

Thomas Bfzustowsky writes that "most of us wiU change career directions several times over the 

course of our working Lives. Accordingly, we must prepare owselves to leave aside obsolete skills 

and acquise new cornpetencies throughout our lives." 

Many provincial govenunents have strategies to deal with life-long learning. In its Framework 

for Economic Growth (1993, May, p* 35) the Manitoba Govemment commits itsclf to rural economic 

development and as part of this '%O skills training and iifelong leaming, to a focus on innovation, to 

creating an environment conducive to entcepreneurship, enterprise formation, and growth, increased 

cornmitment to value-adding ecoaomic activities and job creotion." 

Perhaps more than in any othet occupation, Melong learning will be a way of Me in a hotell- 

restaurant career. In itself such a career includes several careers- Cooking, serving, administrating, 

rnanaging, and entrepreneurship can be considered the principal ones. They can be learned one after 

the other. In addition there are branching possibiiities, such as the travei-related field. Cornpetencies 

gained earlier can stiil be useful, such as dealing with customers or knowing about excellent food. 

beverage, and guest senrice. One should be able to evalaate d l  those seMces when given the chance 

to organize tours. Also, the skills acquired in this industry are useful in one's private life, There is the 



potential of iif'elong enjoyment of the culture one has acquired in this paaicular field. As long as 

people need to eat, there will be no obsolete cornpetencies in this skill areê One competency cm be 

built on the next while advancing one's career. Therefore it is good economic strategy for govem- 

ments to invest in f d  service training facilities, because by its nature food preparation is the corner- 

Stone occupation of the hospiiality indostry. 'Tifelong leanhg is about acquinng a very broad range 

of knowledge and 5ills. oniy some o f  which may help people diRetIy in their work" (Lifelong 

Leamhg and The New Economy, 1994, p. 10). Let the reader conclude that the hotel/resburant in- 

dustry is lifelong leaming and can be part of the new economy. 

In an arîicle on Hospitaiity Educdon: Here T e ,  Gone Tomomow ? Lewis (1993, p. 28 1) 

quotes a president of a corporate hotel chah saying that: 

It's been a mde awakening of time to realue that what 1 leamed in hotel school has 
becorne somewhat academic. That too often we dweU tw much on %otely things," 
on "codr sniffing," when what we really must do is justïQ our existence every day in 
a capitai-driven world. 

There are a few points to note: The corporate president iikely wodd not have been able to 

climb his career ladder without having attended hotd school, where he leamed HOIRE employment 

skiils. They provided a solid fomdation for his career. They consisted of employabiiity skills. al- 

though they were not known by that title at the the .  He &O Ieamed vocational technicd skills, and 

he learned knowledge and business career competencies (and by coincidence he leamed "cork-sniff- 

ing'" as a somewhat reluctant student). Enjoying work in a cornpetitive environmen& he proved by 

his achievemnt and commnts that working in the hotel industry is a lifelong leaming prwess. And 

while king and becoming an expert in the îïner t b g s  of Me (including cork m g ) ,  this hotelier 

became a successful corporate executive. 

See dso Lifelong Leamhg for Management Personnel as shown in Appendix D, page 201. 

Wine connaisseurs will often sniff the cork ofa  wine bottle to determine if the wine is in good condition. 
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HO/RE Departmenfs and =ion Statements 

In an article mider the heading of Time for a New Mission in ffoqitulity Education, Francis 

Pauze (1993, Sumer,  p. 62) wrote: 

Hospitaiity management programs have aiways had a clear mission: to train and edu- 
cate students for entry-level management positions m the hospitality mdiutcy. With 
this mission and its d t i n g  hplementation, pmgrams developed a reputation of 
beiag too technical, vocationaI. or de-oriented. 

The rescaicher agrees with the first part of the statement, However, as for the comment about 

programs possibly being too techaical, this wodd depend on the focus of the program- This is in part 

the theme of this thesis: How much vocational-technical education is cequiteci and for wbom? 

As explaineci by Miller (1985. p. 217) and qnoted earlier under the heading of nie Purpose of 

Schooling, the foais of the school and therefore also of a community coUege is the comunity it 

serves. Thus. schooliag ought to be is directed towards the needs of the comrnunity. 

This focus or vision of a college should be expressed in its mission statement. A company's 

mission statement uidicates why it exists. Drucker (1974) delineated several key questions addressed 

in a mission statement: 

What is the business of the organization? 

Who are the customers? 

What does the organization offer the customer groups? 

What will the business of the Company be in the fUture and what should it be? 

A HORE program should have its own mission statement even if it is part of a business pro- 

gram. Accordhg to the Council of Hotel. Restaurant & htitutional Education ( C m ,  if a clear 

mission statement is not avdable the program may lack focus and not use the students' time well. A 

two-year program n o d y  serves (firstiy) the regional or local hotel and restaurant ïndustry, other- 

wise it would not be p m  of a the regional c o m n i t y  coliege. In its Handbook of Accreditation 

(CHRIE, 1994, August). the Commission on Accreditation for Hospitality Management (CAHM) 



Programs outlines the importance of a mission and objectives statement for a HO/RE Program with 

the following sbtements: 

1 . To assure that the program is guided by a clear mission appropnate for post secon- 
dary education, the comrntmity of interests serveci, and the cesources available, 

2. To assure that the mission of the program is consistent with the mission of the in- 
stitution. 

3- To assure that the program's statement of mission is translatai into specific objec- 
tives stated in verifiable tenns and consistent with the mission staternent. 

4. To assure that the mission and objectives are cleariy stated and anderstood* and are 
pubiïcly avaihble. 

5. To assure that the mission and objectives are continuously reviewed and evaluated. 

Important questions are connected with issues discussed in tbis section. If a publicly-owned 

comrnunity coiiege did not meet the needs of its community, whom would it serve? If a business ad- 

ministration program did not meet the needs of its commwity, whom would it serve? If a hospitai- 

ityltourisrn administration program wiihin a business division did not meet the needs of its commu- 

nity, whom wouid it serve? These questions point out that schooling must serve its target audience if 

it is to be tmly democratic. 

Elements of an Effective Entreprenearial HoteURestauisat Management Program 

The cesearcher assumeci there were three employment ski11 areas in which a future hoteiier or 

restaurateur should be competent. These are (1) employabilityAeadership, (2) vocational technical, 

and (3) business knowiedge and career cornpetencies. 

Em~iovabiiitv skllls are predomuiantly affective s w s  consisting of academic, teamwork and 

personal management skills. They are important to any employer when W g  positions. 

Vocational technical skilis are job-specific motor skills. Examples are: cooking, senring, 

housekeeping and cornputer skills. 

Business knowledee and career comwtencv skilis are mostly cognitive in nature. They deal 

with creating or operathg a business. and the deveiopment of the management personality. 



Employabiiity, Leadership Skills and a SuccessfbI HoteVRestatuant Career 

Duruig the past decade, employability skilis begim to play a major mie in educaiion in coun- 

tries such as Canada, the United States, the United Kmgdom, and Australia Skilis profiles were cre- 

ated to describe the desirable skills employees shonld develop before entering the wodc force and 

while king employed. The names of these competencies Vary h m  place to place. In the United 

Kingdom they are called 'core skilis' (NcvQ~, 1992), in Austraiia 'key competencies' (Key comp- 

tencies Report, 1993). United States 'necessary sWs'    SC ANS^ pmject, 199 1). and in Canada 

'employabiiity skills' (The Confmofe Board of Canada, 1992). (Jones, 1993. November, p. 3) 

Basic skius are a key to today's small business workplace- They are more than the 3 
Rs, (reading, writhg, a'thmeric) workers must have the 'basic skills plus'. Interper- 
sonal skills and a healthy work ethic are d i c a l  components too. Time and again 
smaii business employers and training experts told us that showing up to work on 
tirne, seIf-initiative, staying the extra 15 minutes to complete a job are ail needed in 
addition to the 3 Rs if workers are to succeed. (Harwood, 1989) 

Jones (1993, pp. 2-5) explained that originaily the= existed a narrower notion of basic skiUs 

requîred for woiiwig. dealùig exclusively with bteracy. However, it was found that ceading, writing 

and arithmetic were not the only abilities that adults required, but that attitude and positive work 

habits also were necessary to gain and cetain employment, and secure advancement. Therefore the 

t e m  'employability skills' came into use. 

In a study to detennine the relationships of basic skiiis to particula. occupations, Jones raises 

several points: One is that most of the employability pronles created for entering the job market, 

"speak simply of SUS needed for employment in hi&-performance workplaces, leaving the concept 

'needed for employment' largely unexamhed." That is, he doubts that they are based on sufficient 

research. He points to researchers who "distinguish between those skills needed for job entry fiom 

those required for job progression" and to a skills pyramid iramework of the Ontario Premier's 

N<NQ = National Council on Vocational Qualifications 
SCANS = Secretary9s Commission on Achieving Necessary Skills 



Cound (1990). In this mode1 distinctions are made between basic, required skills at the bottom, 

workplace skiüs in the middle, and firm ami job-specific skills at the top. Anotiier point: ciBecent 

levels of competencies are Rquued at the top of an organhtion than at other levels. Jones points to 

Drown (1990), 'Pvhere it is clearly suggested that basic skilis (their tenn is enabling skiüs) would 

differ in ciiffereut occupational clusters." 

The Coaference B o d  of Canada's Employability Skills Profile (See Appendix C) is very ge- 

neric, and the cesearcher was unable to find a coherent core competencies profile m Canada for 

becorning an ISME Hom owaedoperator. Specinc HOIRE adminisirative, management and entre- 

preneunal s k i .  shodd be researched and buiit into the curriculum. These skills should be developed 

while acquiriag the HO/RE vocational technical skilis, and later on the HO/RE career competencies 

through suitable methods. m e r  discussion on this subject can be fouad in the section entitled The 

Small and Medium-sized Business and the Entrepreneurial (SME) Perspective- 

The Conference Board's skills profile was based on a sunilar one developed in Michigan 

(1993). The Conference Board was instmmental in creating a "Corporate Council on Education" with 

corporate human resource specialists from large Canadian cornpanies. According to the Conference 

Board's publication, the core purpose of the council was: 

to be a catalyst to engage business and education in partnerships that foster leamhg 
excellence to insure that Canada is cornpetitive and successful in the global econ- 
omy. The Corporate Council on Education invites and encourages -dents, parents, 
teachers, ernployers, labor, community leaders and govemments to use the profile as 
a framework for dialog and action. 

Employability skills consist of academic, personal management and teamwork skills. 

In the workplace, as in schools, the SUS are integrated and used in varying combi- 
nations, depending on the nature of the particnlar job activities". (Conference Board 
of Canada, 1993) 

How are employability skills developed? The Corporate Councii states: 

Employability skills are developed in school and through a variety of life experi- 
ences outside school, The student, the €&y and the education system, supported 
and enhanced by the rest of society, share this responsibility. 



These employaùüity skills were developed by human resource representatives from large Ca- 

nadian cornpzmies. who train most of their own work force For hi&-performance work places. There- 

fore the profile does not specificaüy emphasize any vocationai technicai slalls. Yet these academic, 

teamwork and persona1 management s M s  are ais0 important for the hoteVrestatuant employees and 

employers. in examining them, the msearcher concluded they are importaut not ody  at the staa of 

one's career in HO/RE, but also throaghout one's career in tbis people-intensive business (See Figure 

3). These generÏc skiiis are not only important for begjnning employees but also for supe~sors ,  

managers, operators and ownea themselves. It could be embarrassing for omer/managers k ing  

judged not to have them. For these reasons, the Corporate Council's employability skills were used 

as the first part of the theoreticai mode1 (see Figure 3). 

Dagget (199 1, p. 18) states that when trying to match amïcuia with workplace skills, 

"particular emphasis must be placed on strong and relevant reading, writing, speaking, listening, 

mathematics, and expanded basic skilis taught at the application level or higher." He adds: 

Simple laiowledge or understanding, the Ievel we typically teach to and test at in 
school, is not adeqnate for the workplace today. lob-specific skiils may need to be 
added to the basics in math, science, and laquage arts, but we must begin by making 
sure that those core curriculum areas are relevant to the work world and that they in- 
corporate the expanded basic sMs,  üke probIem solving, knowledge of iaformation 
systems, and workuig as a team. (Dagget, 1991, p. 18) 

But when comparing these general requüements with the real world of work in hotels and res- 

taurants, some doubts pop up as to whether these skiiis are reaily enough for one to be successhil. 

Which other skiils are also necessary? The following comments provide some answers. 

A number of comments were fonnd in hotevrestaurant-related education and human resource- 

related Iiterature that pointed to the importance of people skills. interpersonal skills, and teamwork 

skiiis for people wishing to make a career in the hospitality/tourism field. The factor that is smssed 

over and over is attitude. It is often the decisive factor in the hiring decision, regardless of what kind 

of other cornpetencies a potential employee may have. 



Withont doabt, 'people' skils have an important role to play in the future of hospi- 
taLity managemeni. As hospitaiity companies de-layer and restructure the trend is to- 
wacds developing and sapportmg staff and cremng teum. 
(Messenger, 1994, p. 8) 

An employee's attitude and previous work expenence tend to carry much more 
weight in a king decision than formai andlor informal education and training. A 
positive attitude is a key-usuaiiy "must have"- criterion at the point of hire. 
(KPMG et ai, L995, Falk p. 46) 

The emphasis pIaced on attitude by potential employers shouid be given due consid- 
eration by educationd iustitutioas in both the se1ection of new snidents to hospitality 
programs and the development of course content for theses programs, (KPMG et al., 
1995, Fa, p. 46) 

Core skilIs-incIuding communication (interpersonai skills), teamwork and analyti- 
cal abilities+will be necessary for a larger variety of job types. As a result, an ex- 
pectation exists that the accommodation industry wiU require employees with more 
than high school education in a variety of froot-line positions, a significant dif%er- 
ence fram past trends. 

In addition to the need to acquire new core skiils, employers will be looking to broaden 
the raoge of tasks associated within a given position. (KPMG et al., 1995, Fail, p. 53) 

In their most recent triiinguai brochure and enroiiment infomtion (1996), the Ecole Hôtelière 

in Lausanne, Switzedand, asks what qualities are needed to succeed as a hospitality manager. (This is 

the school of the Swiss Hotel Association.) Here is their sample selection: 

Like workuig with people in a business environment, get on weii with people 
Be a leader: like organipng and motivaihg a tearn 
Be able to work independentiy 
Enjoy the service aspect of hospitaiity and have strong social and interpersonal skilis 
Be good at miderstanding people and their needs 
Be creative and innovaiive, but still have both fket on the ground 
Have a good basic knowledge of accountmg and economics 
and finaiiy, an important quahty for succeeding in hospitality management: 
Be business-muideci and customer oriented! 

The skills on the Ecole Hôtelière's (EH) list tend to be on a higher affective level and are more 

specific and better focused than the employabüity slcills suggested by the Conference Board (CB) of 

Canada. With the CB List one must be able to work with others on a job to achieve best results. The 

EH list says one must like working with people and get on weIl with them. With the CB list one leads 



when appropriate, mobiüzing the group for high performance. On the EH List one must be a leader 

and like organuiag and rnotivating a team. With the CB there is no soch thhg as wodcing independ- 

ently. The M wants one to enjoy the service aspect und have mong sociol anà Nlterpcrsonal skill.. 

With CB one understands and works within the cuiture of the group. The EH List cequices one to be 

good at understanding people and fheirneeds. With the CB, one bas the ability to identiQ and sug- 

gest new ideas to get the job done d v i t y  (sic). The EH List Say that must be creatbe d inno- 

votive but di1 l required to have buth feet on the g r o d  These are aU skiiIs and abüities which 

shouid be developed in a HOIRE management program. 

Citing a number of authors, Knutson and Patton (1992. May, pp. 38-39) point out that top hos- 

pitaiity managers see vision, commimication. trust and perseverance as essential qualities for today's 

business environmentt They also say that a stiong sense of humor and a high Ievel of energy are re- 

quired to ferret out innovative approaches to complex problerns, and that one wodd have to like 

working with people. In the Knutson and Patton study University students voiced concem (p. 40) 

about king sufficiently prepared or king good enoogh to nicceed. They thoaght that building a 

business takes starnina, and sometimes courage. They felt that it was vital for a manager to accept 

and learn h m  criticism. They &O thought that selliig skius were important. As well, rnanagïng 

employees and interacting with guests were seen as critical. 

HoteüRestaumnt (HO/RE) Vocational Technid SLüls 

HO/RE vocationai technical cornpetencies are usually leamed at the start of one's career. They 

may consist of cwking, serving, housekeeping and sirnilar physical work. When practicing these 

skitls a young person l e m s  employability sküls and becornes occupationaüy socialized. These skilis 

may be used less as one's c m r  progresses, especially if one pursaes a career in bigger operations or 

HORE corporate chahs. However. technical s k i h  are important because without them future ho- 

teliers and restaurateurs have an insufficient grounding in this industry and thus may fail. We rnay 



cal1 hem "platform skills** fiom whkh an effective HORE career is launfhed. These skills are often 

more impomiat for smaü and medium-sized operations, because these businesses may not have the 

tirne or resources to train every new employee. Owners or operators of SMEs may still use these 

skills a great deal even at the height of their camrs. Mastering the rehed Food and Beverage skilis 

bas been found to insure a successfril career, and may lead to the highest management positions in 

international luxury hotels. According to Bramilich, C, G., Nebel III, E. C., & Abae, M- L. (in Press, 

p. 2), 45% of hotel gened managers followed the Food and Beverage career path, and 25% the Front 

Office career path. The remaniing 30% came h m  other areas, soch as accounting or marketing. 

In his book, Managirtg Hotek Eflectively: Lessonsfiom outstanding general managers, Nebel 

III States. 'Ten extremely successful GMs (generai managers) of some of America's largest and fui- 

est hotels agreed to participate in a study designed to research hotel GM effectiveness" (p. xxiii). . . 

"Some were, or soon wouid become, regional vice-presidents of their cornpanies. AU had been GMs 

for a number of years. Two graduated from USA hotel schools whïie four were Europeans who had 

graduated from the finest hotel schools in Europe" (p. xxiv). Two had an accounting background, one 

a fiance background and one a physics background. 

It is intereshg to note the relatively high percentage of Europan-trained general managers in 

the survey population. Could it be that the diierent initial focus of their training is the reason for 

their success rate? 

The Europeans integrate a pst deal of technicai-, task- and skill-orieated material 
into the curriculum9 especialiy in the food and beverage area. Typical currïcula tend 
to ernphasize sLill development and practice in mch areas as pastry production, din- 
hg room service and actual accouuting machine and cornputer operation. (Moreo 
and Christianson, 1988,140) 

The Europeans stül place a tremendous amount of emphasis on traditional hospitality 
practices and knowledge with the expectation that the student have in-depth practi- 
cal, indeed what we might cal1 technical, expertise in specific areas, especially food 
and beverage operations. (Moreo and Christianson, 1988 p. 138) 

It is also worth noting that the traditional mode1 of hospitality management practiced 
in Europe provides an excellent basis for those intendïng to manage s d l  enterprises 
in which managers require widespread operational experience. (Messenger, 1994) 



European education generally provides more "handssn" skills than North Amencan education. 

In North America there exists a bias against technicd occupations, work done using one's hands. A 

Winnipeg Free Press articIe, 'Tt's time to get technical" (Maunder, 1996, Jannary 5 )  summarizes 

what is documented ib many books, Vocational education (synonymous with technical vocational 

education) is considenxi second-best by rnost students, parents and teachers. Chris Chenien, a pro- 

fesser at the Univem-ty of Manitoba's F d t y  of Educatioa, is quoted as sayuig: "one of my main 

beefs is the lack of experience of most educational leaders in the entire technical area.. .technology is 

more than just the cornputers." Also quoted is Leonard Harapiak, a school director: 'We have always 

viewed academic skills and technical skills as a hierarchy with academic skills on top," he says. "But 

they are not higher and lower level, they're on a continuum, They are diecent kinds of skills, not 

different leveis. When both are developed, we get at the softer skiils like creative thinking and prob- 

lem solving." 

There are some researchers who point out the skiils shortage in North America. One of them is 

Nespoli (1991). He writes that we need to built more human capital through technical training in 

community colleges. 

America needs more technical training. Our postsecondary education system has 
traditionally been strong in producing professionals, m-entists, and managers but 
weaker at preparing technicians who work at the point of production or service. 
. . .By investhg in technical training, States can btdd the specific human capital that 
is so critically needed in today's econorny. This means technicd training for new 
entrants to the work force and for the cnrrent wodc force. 
. ,.Obviously, the answer (cesearcher: to why conditions are as they are) has some- 
thing to do with the considerable prestige of the professions, and the incornes assoc- 
iated with them. But the preference is also partiy the result of educaton who are not 
doing a good job of promoting techaical training pmgrams and showing their con- 
nections to fplfilling, well paying jobs and careers. (pp. 21 -24) 

in a study by Ransom and Berger on Training for S . f I  Hospitaiity Organizations ( 1984, 

August, p. 39) owners of hospitality businesses were asked about their training cornpetencies, and 

skills needed. 

To determine the areas in which the owners and managers felt they were weak and 
would desire more skills, we asked them how cornfortable they were with specific 



managerid tasks. The respondents were rdatively cornfortable with most tasks on 
onr List, On a sale of 1 (not cornfoctable), to 7 (very comfortable), the mean for ali 
tasks was above 5. Training staff in technical skilis (mean = 5.1) was scored lowest, 
while deaiing with diffidt astomers was ranked highest (man = 5.6). 

Fcom this research we can deduct that the o n e r s  and managers of these s m d  businesses had 

insufficient sk ik  in the techaical occupations to train their ernpioyees. However as quoted in the 

same report, "regardlss of the Iength of a particdar training pend, technical skills received by far 

and away the greatest amount of coverage" (p. 40). Does this not indicate the importance of technical 

skills for the smd hospitality business in North Amerka? In the study by Ransom and Berger (1984) 

it was mentioned that "According to one management theory, as a person moves up the manageriai 

Iadder, humafl and conceptuai skiUs become increasingly important whiie the need for technical 

skilis decreases" (p. 41). Yet in analyzing contemporary hospitality management prograrns fiom the 

point of view chat most hospitality enterprises are small (See Table l), Powers, as quoted by Ransom 

et ai., found that too much emphasis was being placed on the technical aspects of management. He 

suggested that "hospitality education pay more attention to the areas of human and conceptual skills 

in order to produce effective managers for the foture." This statement meant that training emphasis 

should be directed towards management instead of vocationd technical education and training. 

If, as stated below, technicd skills training is done primariiy on the job, then this is to the dis- 

advantage of most d businesses, including those in rurai areas, because few small businesses 

have the time and means to train. SMEs require han&-on technical vocational skiIls. When expand- 

hg the small family owned business called Manor b u s e  Catering S e ~ c e ,  Quinn et al. (1992, p. 14) 

wrote: "the question immediately arose, '1s the product going tu be as consistentiy good, as if we are 

going to provide it ourselves'." To pmvide an up-to-date product, training is required. 

The reqnired technical skiils for most positions may be taught on-the-job according 
to the majority of ernployers. Whiie f o n d  education a d o r  structured training pro- 
gram tend not to be an advantage at the point of hire, such education and training 
are viewed-by employee and employer-as highly advantageous for advancement 
once hired. (KPMG et al, 1995, Fall, p. 46) 



This opinion may Vary, depending on the size of the organization. Smaiier operators may prefer 

that technical education is acqriired thmugh a community coilege, because of the high Lnowledge 

Ievel available at such an institution and also because they may not have the tirne to do much em- 

ployee training. 

While sonte in-house, on-the-job training is required for aii positions, in-house train- 
ing is rwt the onnly educ<tion~truUiing requirement for some occuputions. nie devei- 
opment of specialized skills (e-g. food preparation. accomiting, program manage- 
ment) q u k ~  external training in a fornial or infanna1 setting, in addition to on-the- 
job training andlor some other fonn of practical experience. (KPMG et al ,  1995, 
Fa, p. 50) 

As we have seen, vocational technical education is relevant for HOtRE management education 

and training. A pmgtam intended for small and medium-sized hospitality operations must be bi-focal. 

focusing on establishing a varied techical vocational s u  b w  (and hopeîùily. some artistic flair!) 

and then adding business knowledge and career cornpetencies. 

What is vocationai education? Vocational education for many vocational educators, educated 

both in a trade and education at nniversities, is defined as "that f o m  of education which makes an 

individual more employable in one group of education than in another and enables himher to enter 

into gainful ernployment - and progress in that occupation or position." (Evans and Herr, 1978). 

Does this not also point to Me-long learning? 

There is another point to be made, that in vocationai education and a democratic society people 

are equal. John W. Gardner (1961, p. 134) describes "a piurnlistic appmach to values." Equal respect 

should be given to someone in a techaical profession as to a xnanagerial one. In his book Excellence. 

Can We be E q d  ond Ereelht Tm, Gardner makes the foUowing statement: 

An excellent plumber is infinitely more admirable than an incompetent philosopher. 
The society which scoms excellence in plumbing because plumbuig is a humble ac- 
tivity and tolerates shoddmess in phiiosophy because it is an exalted activity will nei- 
ther have good plumbing nor good phüosophy. Neither its pipes nor its theories wiil 
hold water. (p. 86) 



bCritical thought processes required for the provision of quaiity and effective hospitality serv- 

ices to individuals, f-es, and thek related commulsities of interest" (Pauze, 1993, Summer* p. 62), 

are required by many trades people, not just in activities celated to hospitaiity management. Just c d  

your plumber, if you have a "real" proMem. He also may have to think to fi the pmblem. The same 

appiies to problems a kitchen chef, food server or front desk cledc etc., may eacotmter. In a i l  of these 

occupations critical thought is essential. 

Not everyone sees cornputer sal ls  as k i n g  important; ". . .only three out of four students think 

compater s u s  are important for their c a ~ e r  success" (Knutson and Patton, 1992, May). Hsu (1995) 

States that: (1) Hotel operators "perceived genenc cornputer competencies as important." (2) an 

''Introduction to cornputers with emphasïs on those competencies identaied as very important- 

spreadsheet, word processing, and statisticai analysis." (3) Hotel management programs should ex- 

pose students to a variety of ïndustry-shed software to familiarize them with the basic structures." 

(4) "Students should be equipped with the knowledge of interpreting computer-genemed reports 

and managiag informatim." (5) Remindimg educators and students "that the ultimate purposes of 

Ieaming and using cornputers are to enhance their decision-making skiiIs and to accomplish their jobs 

in the most efficient and effective ways" (pp. 28-29). 

Facilities and equipment required for H O M  progr~ms 

As Moreo and Christianson (1988, p. 146) state: "One can clearly see physicai facilities needs 

as a function of curriculum and the fulfiUment of those needs as a function of resources." This means 

if the intent is academic training for hotel and restaurant managers, then ordinary classrooms would 

do. But if the intent is to teach specific technicd skilis, the need for lab facilities is pa te r .  

Because of the skill orientation in the European curriculum, the facilities for the 
majority of the pmgrams tend to be extensive. In some cases, such as Lausanne and 
Bluche, the physicai plant has been consmicted as a school per se. They osually have 
extensive food and beverage facilities incorporateci into the design as well as dormi- 
tory facilities as part of the program, al1 operated by the students. Many of the other 
programs are hoased in or attached to former hotels. In some cases they continue to 



run as hotels open to the public and in othecs they mn sirnilar to hotels but for use of 
the students and limited public use. (Moreo and Christianson, 1988, 146) 

Specialized facilities are a necessity for teaching cmking, dining room senrice, bartending, 

housekeephg, fiont office, and cornputer skilis. Powers and Riegel (1993, p. 307) point out chat such 

facilities In schools cm be very usefd, because n o d y  "coaventional acadernic courses do not re- 

ward a student 'who is good at getting people to do what he wants, and keeping hem fiom each oth- 

ers' throats'." They elaborate by explainingr 

These are precisely the types of skilis student managers can leam En a food-service 
simulation. and as we noted above, -dents do not only learn by do& but by ob- 
serving their pers as they work through the same problerns themselves. The Iab of- 
fers what very weU may be a specially stnictured Ieaming experience in applied hu- 
man relations, but oftea is not recognized as such. 

Business Knowtedge and CPreer Cornpetencies 

The foliowing section gives an o v e ~ e w  of laiowledge and career competencies that a future 

hotelier or restaurateur will Likely reqphe. Many comments originate h m  sources who are involved 

with writing and reseacch of competencies primarily for large or corporate setthgs. Comments were 

included if they appeared to also benefit operators or managers of SMEs. 

W e  some business knowledge and career competency skills are required at the start of one's 

HO/RE career, the need for them increases as one advaoces in one's career. These skills may include 

major parts of what is also cded life-long learning. Training and Education devoted to developing 

managers is career development relateci. 

According to Moreo and Christianson (1988, p. l a ) ,  the greatest influence on North Amencan 

curricuia is the coilege or university in which a program is located, as well as the particular adminis- 

trative unit in which it is housed (business, home econornics, or k-standing within the university). 

Almost every institution has certain "cote" requirements which must be satisfied before an HRI 

(hotel, restaurant or institutional management) student graduates. Often, these requirements comprise 

almost half the curriculum. The HRJ courses tend to Vary with each program. For exarnple, some em- 



phasize food and beverage operations, others hotel or institutional management, whiie others may 

rocus on fiancial aaalysis. The commoa thread, however, is an emphasis on management more than 

on technid ski11 development. There are skills-oriented courses (e.g-, quantity faod production), but 

they often are approached h m  a management perspective. The= are exceptions, but this is the 

genetaf direction of the American cuflicuia. An exampie of an exception is the curriculum of the 

Culinary lnstitute of Amerka in Hyde Park, N'Y. 

The American emphasis on management skiils is understandable. According to Corne11 Uni- 

versity's Bob Beck, after he was appointeci dean of the School of Hotel and Restaurant Administra- 

tion in 1961, the program k a m e  more business and administration-oriente& As mentioned earlier 

(page 41), the big companies preferred to hire their executives fiom University business schools 

rather than h m  university hotet schoolsIs Therefor the Corne11 hotel school had to adjust its strategy. 

It is conceivable that many other educational mstitutions did likewise- Consequently, 'Wow faculty 

have to be pcepared to give more fiom finance, marketing and computer aspects (Woods and Lefever. 

1993, p- S)," 

It is important to consider the size of operation a program is intended for, when creating a 

curriculum for a HOIRE adminisaation/maaagement program For example, in a large operation, 

there may be Little need for the manager to use practical skills such as cooking or bartending. 

Computer and bookkeeping skiils will usually be more important. However, the smaller the 

operation, the greater the iikeiïhood that the owner or manager rnay need to use hands-on skilIs such 

as cooking, serving, bartending, or housekeeping. 

This question of what kind of usable skiUs will be required in which circurnstances reminds us 

of the high-school education question, Historicaliy, North American bigh schools educated most 

students with the focus on university entrance, but only 25% succeeded, For the remaining 75% the 

provision of many academic skïiis had limiteci value. The same appears to happen generally in HOfRE 

management education in community colleges. Again the skills focus is on the top end, with lots of 



academic skills. The marketing focus is on those who want to become managers of large hotels, where 

the main quirement is knowledge fonised on business management skiiIs. However, few people will 

become generd manager of a fmcy hotel. 

Vocational technical skills necd to be sufficiently b d t  into the currïcuium, because up to 80% 

of licensed hotels and restaurants are smalI or medium-sized (See Tables I and 2), and an important 

part of their income is based on food and beverage sales. Technical slrills have major s le van ce for 

these operations especially if a person with limited m a n s  wished to create a HO/RE business. If a 

penon has professional slrills to invest, he or she may need l e s  money to invest. In a search, Little 

Iiterature was fomd addressing the spnfic ne& of smalier enterprises. General statements concem- 

ing management education requirements were often made without reference to size. 

A usehl model can be found in the European HospitaIity Management Skillk & Knowledge 

Profile (see chart, Appendix D, page 201). The model is based on the Hotel Catering & Institutional 

Management Association's (HCIMA) research into the management skill and knowledge require- 

ments of the European hospitality indusüy. It is descn'bed in the foliowing way: 

As hospitality managers pmgress in theû careers to mach senior level, they require 
more genenc as opposed to industry sped?c skilis. The research also reveaied that 
similar management appmaches are evolving between the hospitatity, tourism and re- 
taii indusnies. In general, younger managers, and particularly those in d e r  or- 
ganizations need more fhctionally specific skilis. (Messenger, 1994, p. 13) 

This model may have celevance for North American circiimstances, although in many cases 

Canadian and US managers may occupy bigher positions at a younger age than indicated in Appen- 

dix D. The research also classifies bmad categories of management activities and areas where man- 

agers felt they were laclring skills. The categones are presented in Appendix E. The HCIMA re- 

searchers point to the curriculum development implications of the two charts (Appendices C and D): 

F'mtly h m  the first chart, educators should take note of the skills and knowledge 
requüed by hospitality managers at different stages in their careers. Secondly there is 
a growing need for continuing professional development programmes for those in 
middle management positions in the industry. (Messenger, 1994, p. 14) 



The foliowing gives a giimpse of what is required of hospitdity managers: 

In the d e r  hospitality enterprise, where operations are iess standardized, individ- 
ual initiative and perforrnaace are very important. Managers in the small business 
sector need a range of skills and knowledge which encompass the specific to the ge- 
neric, (Messenger, 1994, p. 7) 

O v e d i  managers are becoming more business oriented. Associated with this trend is 
the move towaids a more generaüst and less specïaüst manager who in the friture will 
have an appfecl-ation, rather than a tecùnical expertise, of areas snch as food and bev- 
erage operations. In line with this change the skilIs and knowIedge which emerge as 
king most significance (sic) for hospitality managers in the future are those associated 
with business management.. . [cesearcher: this quote refers to larger operations.] 

Today the market place is more cornpetitive and with it has corne a new v i r e m e n t  for 
@ectivejhanckl management (sic) of the business. One senior executive remarked: 
"Managers mnst have the ability to anaiyze the business." (Messenger, 1994, p. 8) 

These findings coincide with Powers and Riegel (1993) who believe that organïzational behav- 

ior, operations management and marketing wil l  continue to be "urely crucial" for the year 2000 and 

beyond. They aiso include "the range of courses concemeà with the numencd analysis of the busi- 

ness: accounting, cost conml, operations analysis, and finance." Both authors descrii how impor- 

tant the subject of otgaaizational behavior is for the hospitaiity industry because this is a people-in- 

tensive business, with staff king part of the consumer experience. They cal1 for deveioping teaching 

strategies that help students acquire a practicai ability to deal with people. 'Tt is not enough to 

understand about managing people; operators must be able to do it" (p. 305)- 

Umbreit (1992, p. 72) points to research that deals with leadership. This involves: vision, 

communication, trust and perseverance and the importance of such subjects as finance/accounting, 

employee relations, and sales/matketing. He discusses six content areas that could be integrated or 

enhanced in existmg undergraduate programs. These are: (1) leadership, (2) human resource man- 

agement, (3) services marketing, (4) financial analysis, (5) total quality management, and (6) com- 

munication s k i k  Most of this advice is Ïntended for managerial positions in the hospitaiity industry, 

but it also is relevant to smaU and medium-sized HO/RE enterprises. 



Another author/tesearcher who concentrates his writing on big hospitaiity and corporate busi- 

ness is Lewis. In one article Lewis expands on Umbreits' "excellent job of delineating the relevant 

curriculum skills," recommends retraining of faculty and immersing them in business literature- 

and for some, not getting tenute." He writes: 

The demand h m  business schools today is for "soft skills-" Given the human re- 
sources problems of the hospitality industry, are we any different? Those [soft]skills 
incIude kadecship and teamwodr; mterpersonal skilis, Uicludïng speakïag, writing, 
and negotiatiag; ethics and human resources; innovation and cteativity; rnanaging 
and using technology; globalisation (not just in a separate course); quaiity 
management; and business as a complex whole instead of as a set of disparate 
fiinctions. (Lewis, 1993, p. 278) 

Other research also points to the importance of human cesource skiZls among hospitality man- 

agement sWs. In a 1996 study by Breiter and Clements, Hospizality Management Curricula for the 

2 1st Cenncry, human resource skills were fonnd to be the most important ones: 

H u m  resource skills are clearly important for success in the hospitality industry. 
Hospitality professionals of the future need to be able to wodc effeaively with guests 
and employees. This suggests that undergraduate pmgrams should empbasize the de- 
velopment of hiunan skills. Therefore educators should consider adding or enhancing 
cornes in organizational behavior, training, leadership, relationsbip management, 
and supervision. (p. 59) 

Hubbard and Popowich (1996) iikewise point to the importance of human resource manage- 

ment. They write: "Because hospitahty is a s e ~ c e  industry, the importance of critical thinking and 

reasoning abilities in human resource management areas is criacal to the niccess of graduates" (p. 39). 

Courses which were ranked lower but still perceived as important were conceptual and plan- 

ning skills. 

Courses should either be devoted to contain strong elements of quality management, 
systems design, process improvement, teamwork, and sustainable development.. .Our 
graduates should be able to design systems and pmctses that cmte excellence in 
hospitality. (Breiter and Clements, 1996, p. 59) 

The increased emphasis on the performance of the business has also led to a demand 
for greater marketing expertise and cunorner orientation (sic) at all levels of man- 
agement. Total Quaiity Management (TQM) is another area which is demanding new 
skills and knowledge. (Messenger, 1994, p. 8) 



Other areas of legislation where midde and junior managers need to have a good 
knowiedge are food safety, fieaith and safiety, including fire reguiations. Overaü, 
managers are finding that dealing with legislation is taking up an ever increasing 
proportion of theu the. (Messenger, 1994, p. 8) 

Although business conditions in Canada may differ h m  those in the USA, thece rnay be more 

similarities between these two corntries than, for example, nraning a business ovemeas. The scope of 

business knowfedge required in Canada and the USA will be similar. The National Business 

Education Association researched, developed, and then published Natioml S t d r d s  for Business 

Education (1995). The standards may provide guideIines for Canadian circumstances because of their 

completeness, pmgressiveness and "phüosophy of continuous quality education." The standards werp 

developed by hundreds of business educators in high schools, coileges, and universities, and business 

professioaals h m  large medium. corporate, and small busmesses. There is nothing similar available 

in Canada at this point, Until there is, the Arnerican standards could be nsed as an orientation for 

many of the business and career competencies when conducting a  DAC^ chart process which is 

discussed in the section on curriculum development and evaluation. 

Where managers in other industries rnove towards the 'New" Management Skills, hotel and 

restaurant managers appear to be weU on theu way to simply s u ~ v e .  In Zemke's (1994) article The 

Tom Peters Seminar (Vintage Books, 1994) is qyoted saying îhat 'Reinventhg civiîization (or a 

business) begins with reinventing thee and me.. .that meaas we both need: A passion for failure, a 

thirst for l e d g  and homework, a bias for action, a taste for ambiguity, an abhorrence of pompous 

and inflexible obfuscators, a wiiiingness to shoot straight, a belief in curiosity of all folks, a hanker- 

ing to be weini, an affection for 'hot' words, a penchant for revolution, a love of laughter, an aver- 

DACUM = -igning AÇuricu&Q& Working with a trained facilitatoc, a gmup of quaiified industry 
representatives mate a chart which describes the skills and subskills required to perform certain work. The 
skills are then classifid and categorized under principal competencies, which become the courses of a 
vocational program. The skilIs and suù-skills become the major teaching objectives. 



sion for tepid nsponses, a determination not to toleraie the Great biight of Dullness, whenever or 

w herever it appears.' 

Gehn (1985) writes "...in the United States pnority is given to technological efficiency and the 

training of high-performance speciaiists and technocrats, whereas in Europe the main emphasis is on 

producing generalists trained m the skills of synthesïs" (p. 3). Tbis Likely means that a European- 

trained student wili hction more adeptiy in a small business environment. 

When teachiag towards srnall businesses a number of different facts must be considered: 

Your smali business rems much more qaickly than larger ones do to the behavior of 
the people in the orgaouaton. B is mon intimate, news traveIs €aster, and the conse- 
qwoces of poor haman relations are more sevece than in a large corporation. As a re- 
sult, "it isn't possible to take the experience and rnethods of a large corporation and 
divide it by ten or 50. (Perry, as  quoted by Ransom & Berger, 1984) 

The Smaii and Medium-sized Business Piid the Entrepreneurhl (SME) Perspective 

In this section, the aspects of management for fouadhg new enterprises are de- 

scribeci. Kao (1992, p. 15) summarizes the stages of enterprise development: 

"Every business must move through four stages of growth: incubation, development, 
consolidation, and cornfort. in  the final stage, the owner can choose between seeking 
continued growth and rnaintaining a steady state." 

Successful training for surviving these stages is a role of entrepreneurid and management edu- 

cation. Many SMEs are managed by their owner or a manager. "The smaU business owner is tmly at 

ease in the hospitaiity industry since the srnd firm is the typical unit of production," Quinn, Lamour 

and McQWllan (1992) state. 

The chailenges of managing a start-up enterprise are quite different from managing an existing 

business. Clayton (1990, May) states: 

The types of demands piaced on a person endeavoring to start a new firm are very 
dflerent h m  the demands pIaced on a manager in an esfablished firm. Accordingly, 
the types of knowledge and sMls required differ significantiy. A review of the topics 
typically covered in entrepreneurship subjects reveals many areas of leaming outside 
the realrn of mail business management. (p. 5) 



Clayton States that in some quarters the beiief exists "that s m d  business management subjects 

cover al1 the basic knowledge areas that a prospective entrepreneur wodd require. This belief is 

When üying to identtifjr needs relatai to training measues for the SME's ownerl- 
managers the relationship between s d  size and management has to be analyzed as 
a first step. Factors characterizhg management of SMEs ace e.g.: 

there is  only a very small management team 
managers have multi-fimctional coles 
there is often lack of specialized persorne1 
idormal control systems are dominant 
there is often shortage of promotable nianpower 
there is considerable scope for dombation by the leader 
the conml of the environment is iimited and there are limited cesources to scm it 
the product range is limited 
there are often only Iimited markets and usuaüy small fùms have only a lirnïted 
market share. 

What is an entrepreneur? It is "an individual who undertakes di the risks related to fonning 

and operating a s m d  business. This involves performing al1 the business fiinctions associated with a 

product or service and includes social responsibüities and legal requirements" (Balogh et al, 1985, p. 

46). Entrepreneurid thought and attitudes, consisting of initiative and creativity, can also be valuable 

for corporate business. Kelly and Doyon (1991, p. 50) use a newly created expression "intrapreneui' 

to describe such an employee working for large organhations. They point out that companies in the 

hospitality and other fields try to encourage "intrapreneurial" activity by giving managers almost 

complete control over some Company cesources and holding them responsible for them. They con- 

clude that there is rwm for both types in the hospitaiity business, the cesource-driven uitrapreneur 

and the opportunity-drîven entrepreneur. There are m y  types of entrepreneurs in the HO/RE field. 

They may be former cooks, service professionais, accountants or bartenders. 

What are the advantages of entrepreneurid education and why do we teach it? Marilyn Kouril- 

sky (1995) writes about three major themes: (1) The demand for entrepreneurship education, (2) edu- 



cationd access to the "Make a Job" option, and (3) economic job creation. She explains that accord- 

ing to a Gallup pou conducted in 1994 seven out of ten high school students want to start their own 

business. Independence. as opposed to monetary gaixis. was the primary motivation for students' an- 

swea. As entrepreneurs, they also wanted to give something back to the communities mat supported 

thek venture, but they ais0 thought they did not know enough about this subject, and expressed a de- 

sire to know more. 

Education bas fbcused on the 'Me-a-job" mentality since at Ieast the second world war. 

"Leaming access is alrnost non-existent for entreprenemhip-the knowledge, skilis and mind set 

needed to create jobs ('de a job') by conceiving and starhg up a businesses" (p. 6). The "take-a- 

job" playing field is bounded by low-skilled minimum-wage jobs on one end and low-level nipervi- 

sory and middie management jobs on the other end. Although many are interested in starting a busi- 

ness, Little in their education has prepared them to foUow tbrough with it. They have üttle idea how 

to think like an entrepreneur and do not know what pitfalls to watch for when creating a business. 

Economic p w t h  tbrough opening aew businesses is a fact now accepted in many couutries. 

Kourilsky (1995) notes that women are now opening businesses at twice the rate of men. During its 

48th session the United Nations adopted a resolution encouraging its rnembers to promote and facili- 

tate the growth of entrepreneurship and the support of local entrepreneurs. 

But these are not afl the reasons. Other points often quoted for encouraging entrepreneurship 

education are: The need for creativïty and hovation, the need for effective "economic adjustment" 

in a rapidly changing economy, the demand for products of entrepreneuriai initiative-new output, 

better output. Consumer trends in buying, increased community focus, attractions to "smaUer," in- 

creased "opportunities" for entrepreneurid initiative especidy in the tourism industry, and the link 

between entrepreneurship and ~e~confidence are important considerations. 

What slcills do entrepreneurs need to operate a business successfully? According to Ashmore 

and Pritz (1983) entrepreneurship expertise requires affective, cognitive and manipulative abilities. 



Researchers describe these skiils and their application for educators in the following way: Aflective 

skills are the more intuitive activïties related to creativity and inventiveness. They are most needed in 

marketing, promotion, and sales effom. They provide the liak with the market place, Affective skiils 

required in entrepcenemiai education can be taiight, Clayton (1989, November) states, by focusing on 

vision, creativiîy. Cognitive skilIs are the reasonuig or logical thought processes, They are related to 

problem-sohg and decision-making. They will be most usefhl in pIanning and maaaging a com- 

pany. Manipulatbe skilk relate to one's manual dexterity in performing a physicd activity, snch as 

computing nabers or bniIding bouses (p. 3). 

The Iast skiil area can also be called psychomotor skiü instead of manipuiative skiiI. The three 

ski11 areas described are analogous to the Twonomy of EducutiomL Objectives developed under the 

guidance of Bloom et al. (1956). Krathwohi et al. (1964) a d  Simpson et al. (1972). They are dealt 

with in Chapter III, page 99. 

Clayton (1989, November) h m  Coafederation College in Thander Bay, Ontario, suggests that 

the objectives of entrepreneurid education at a post-secondary level should include: (1) increasing 

the awareness of entrepreneurship as a career choice, (2) improving students' prospects for business 

survival through a variety of conceptual and applied courses, (3) infofrmflg students not interested in 

entrepreneurship of the nature and importance of entrepreneurship, as weU as the risks and difficul- 

ties encountered by entrepreneurs, and (4) providiag a currkulurn aimed specifically at developing 

entreprenewial behaviors in key employees of firms. 

In tenns of curriculum content, students are intecested in the characteristics, motivation, and 

behavior of entrepreneurs. They want to know what makes them "tick". Entrepreneurid studies 

should focus on vision, creative thinking, generating ideas, intuition, awareness, problem-solving and 

common sense. Other topics are market niche identification and measurement, consumer surveys, 

analysis of cornpetition, selection of advertising approaches, and deaüng with customers and em- 

ployees. Students are intriguai by the discussions of the pressures, demands and problerns faced by 



entrepreneurs. Detailed discussions of woricioad, causes of stress, and personai well-behg are a 

reveIation to students. However they show less interest in discussions of success and fadure factors 

Student Appücant's Suitabiiity and Prereqpisite Work Ehperience 

Many HORE administration or management pmgrams struggle with the chafienge of setting 

adequate entrance reqiurements. In many cases, students complete the academic portions of a pro- 

gram, but when tbey actoaiiy start working m the mdustry they don't üke it as much as they ex- 

pected. When people with training drop out of the industry, this rneans that valuable cesources are not 

used effectively (college resources, student's time, etc.), 

Suitabiliry of applicants should be considered. Many univecsities and coiieges, faced 
with excess demand for accommodation programs, have instituted fomis of screening 
to select "appmpnate" students for accommodation courses. The screeniog criteria 
include past work experience, aptitude, career plans and ïnte~ews/reference 
checkhg with local Uidustry leaders. Rarely is attitude smeoed or even considered. 

"Some peopie are just not to this industry."- General Manager. 

Such attempts to scmn prospective students have had varying degrees of success. In 
those with higher success rates, an integral component of the screeniug process is in 
the student inteMewing and industry spokesperson (e.g., hotel manager, chef). Both 
the spokesperson's and the prospective student's interview notes fom part of the 
matenal evaluated pnor to a decision on admission. (KPMG et al, 1995, Fall, p. 52) 

Some program will not accept studeots unless they have pcïor work expenence. For instance, 

the Ecole Hôtelière in Lausanne requires a minimum of three months expenence in some aspect of 

the HORE business. 

Since two-year, certificate, and diplorna programs are designed for specific work 
settings, it is important that the prospective student be cornfoctable with what is me- 
ly to be his or her first job pnor to entering such a program. (Samuels, 1995, p. 1 1) 

Co-op Work Expeiience as Part of a Program 

Co-operative Education is a leaming process whereby Uidustry provides tangible, consmiciive 

work experiences which reinforce the regular academic curriculum. This method of education is 



designed to "close the gap" between education and vocation while ensuring that skills taught meet 

the needs of tbe industry. Rheams & Saint (199 1) Wnte that "it is generally agreed that these 

academic pmgrams combme classroom IePrning with practical, paid, progressive, on-the job 

experkmce in the carem field. Community coilege students usuaIiy eam both sacaries and college 

credits based on the devant le-g taking place on the job ... Co-op programs are meant to be 

ongoing and developmental, with new 1e-g and ~spoasibilities building on prior advances. True 

c m p  programs h v e  a minimum of two worL temis, which may be consecutive on a full or part-time 

basis, or altematmg wodc tenns, wbich may be consecutive on a W- or part-tïme basis, or altemathg 

school and work tenns"(p. 50). 

Not dl colleges require students to be academically qualifieci to participate in co-op programs. 

'niousands of students have completed degree programs because they could see the relevance pro- 

vided by their co-op jobs. Marginal students have found that they leam more effectively when they 

are able to apply what they leam in the classroom to a job situation. (Rheams & Saint, 199 1 p. 5 1) 

If students had no prior work experience in the HO/RE industry, coop work experience will 

show them what the industry is me. In other cases their views of advancement may be unredistic: 

They anive hen thinking that becoming General Manager is a two-year career objec- 
tive"4wner of srnaIl rural hotel in Western Canada. (KPMG et al., 1995, Fail, p. 52) 

In the introduction to his book Co-operative Education and Eiperiential Leaming, Cantor 

(1995, p. 1) &tes: "Many of the edncation and training progmns, which are g e a d  specifically to 

produce tecbnicaiiy trained workers for our nation's businesses and industries, are seriously out of 

touch with the very businesses they serve. In the Canadian hotellrestaurant indusûy a number of 

problems are comected with cosp  programs. In some cases it is questioned whether hospitality in- 

smictors have relevant hm&-oa experience. h many cases students only receive a narrow exposure 

to HO/RE work rather than training on a continuum as is evident h m  this comment: 

On-the-job training is prefemd over off-site training by employers and employees. 
The suitability of some formal hospitaiity pmgrams and the practical hands-on expe- 
rience of instmctors is questioned by both students and potential employers. However, 



opportu~ties for work experience are not sufficiently advanced except in rare cases- 
so thai most sttrdents gduathg fiom pst-secondary pcograms have only received an 
exposure to tf~e inditstry, rather than tbe practid hands-on experience, chat is neces- 
sary for a smooth transition to the workplace- (KPMG et al, 1995, FsiH, p. 60) 

In some cases qnestions are about the social commitment of HO/RE employers towards 

the students who wish to pume a career in this fieid* Althoagh this commitment is available in many 

other trades and professions it is not found so fieqnently in the hospirality/tourism field as evident 

h m  the foIIowing testimony : 

More "real world" work qerience U reqtùred Ui tandem with educatiun. Many 
universiiy and coliege stridents mtem-ewed for this study cornplahed about the lack 
of r d  wodd job experience during theireducation. If provided at dl, sach work ex- 
perience was o€ten viewed by students as an opportunity for employers to accw 
low-cost labour. In other cases, the devance of the work experience is questioned k 
dation to the educatinal fms. (KPMG et aI, 1995, Fail, p. 51) 

But, there are also o t k  problems in temis of scheduling during the year. Not every student 

can get a c w p  placement wheri required: 

From the employer's point-of-view, the demand by educational institutions for place- 
ment opporttmities far exceeh the avaiiabilïty of supply. This situation resiiilts. in 
part, h m  the volume of students currentiy iu formai accommodation indnstty. edu- 
cational pmgrams and a Iack of synchronïzaîion between hïgh-season demaads of the 
industry and the traditional school year. For example, the school year fot University 
College of the C a n i ' s  touriszn pmgrams has been adjusted to ensure the greatest 
potential placement opportmiity for smdents. (KPMG et al, 1995, Fd. p. 51) 

Changes are reqired in the format ofcosp experience, so that both students and the industry 

benefit: 

Employees need to feel that the tasks being pexfonned during the work experience 
phase are meanin@ additions to d a s a a w  training. A cost-effective approach to 
compensation the employer's point of view needs to be balanad Mth the sai- 
dent's n a d  for reward and tcinforcement (KPMG et al., 1995, Faii, pp. 51-52) 

Coilperaîive education in hoteVtestaunuit administration has bcen available in Manitoba since 

1972 at =CC and since 1988 at ACC. In these pmgrams partnerships arc king created between 

HO/Re departments and busintsscs. However, these partnerships can also be on an association or 

industry-wide basis and can provide benefits to both: 



Partneship (intendeci for CO-operative training: apprenticeship and technical educa- 
tion) with business and hdustry contmue to grow in importance to community col- 
Ieges for a vmiety of reasons: The training is ncedcd, the community colleges have 
the expertise to provide thai üaining efftcientiy and weli. and the colleges o k n  re- 
ceive lucrative benefits for these Linkages. (Cantor, 1995, p. 148) 

One can paraphrase Cantor's reasoaiag by s<atllig tbat hûue HOlRE managea neeû higher 

skills to be eligible for banppa*g jobs and to compte intemationaüy. Tbis creates a need and an 

oppormnity for EIO/RE administration pmgrams to join forces with mdustry for "job training and 

proactive communïty ecocowmic development" (Coiitor, p. 148). By having smdents rotate through 

m o e  than one HORE department. a pool of experieoced fiiture managers is created. Community 

coUeges are regional training and educahn pmviders, and offer "creatïvity to design a pro-- that 

best mets the needs of individuai demographic regiom" (Cantor, p. 15 1). 

Rheams & Saint List key hgredients for a succeSSfPI ca-op program as foiiows: 

(1) Siructwe the program in mch a way and make it of sufficient duration that 
empioyers are motivated to invest in training and use the program as their plimary 
recraiment source. (2) develop c w p  positions mat are so substantive that highly 
educated adnits are chaiienged, (3) locate the positions in the cucricula with great 
profesiionai potential and a dearth of entry-level opportunities. and (4) earn faculty 
support by showing how smdents are recruited and retained rather than lost because 
of the* c w p  participation. (Waddell as quoted by Rbeams & Saint, 199 1, p. 5 1) 

Miller (p. 148) wcites concerning c w p  education and aspects of individualization: "Each ar- 

rangement for îraining should be based on where the leamer is. where the leamcr is going, what 

needs to occur to d e  this possible after considering the opportunities that exist in a given work- 

place. Aithoagh the ided may not be aiways possiile, it ougbt to guide practice." Lamar (1972) as 

quoted by Müler "indicatcs thaî individualid instruction in vocational education through co-opera- 

tive work exprience ïs cnicial if the pmgram ir to be mccessfui." Ilie conclusions of Miller and 

Lamar are supponed by participants in a Councii of Hotet and Restaurants and Institutional Educa- 

tion (CHRIEJ seminar and others. 



The participants at the CH- Experiential Education International Committee Meeting (1996, 

August 8) came to the foilowing conclusions concerniag two-year program goals: 

to provide o p p o h t y  to explore dinerent facets of the industry, 

to deveiop a cornmitment to the inciustry, 

to make sure it Ïs the right nidustry and to develop and set goals and objectives mtually agreed 

upon by indusûy, student and facnity, 

to apply skiiis obtained in a practical setting, 

to provide an intemship experience vs. a 'Yit  job," 

to concentrate oa both skills and management principles. 

Some general points were: Exposwe of students to large ancüor small companies. Only excep- 

tiond students should participate in international intemships. Students should applyhterview with 

school guidance. The acadernic procedures and assignments shoald include a "letter of understand- 

ing" with the site. Schools shonld set minimum standards, with 40 hows minimum per week for three 

months minimum, with student projects, mnii-reports, exposure to supervisory experience. and rota- 

tion required. The internship/co-op education should be paid, preferably hourly, to protect the stu- 

dents. Legal ramifications should be taken into consideration. Housing and transpoctation should be 

provided as appropriate. 

Conceming evaluation questions, the participants felt that at l e s t  one evaluation should be 

done by the employer. There should be a student self-evaluation based on the initial objectives set at 

the beginning of the work tenn. The group felt that intemsbips were partnerships with benefits for 

both sides and that education neeh to take a leud role in dejining that relationshïp. It was felt that 

the intern was both a student and an employee. One person at the property should take ownership of 

responsibility for evaluating the intem. The evaluative criteria should include: punctuality, organiza- 



tion, willùigness to leam, relationships with othcrs, people skills. initiative. wiliingness to take 

on additionai tasks, communication skiUs, and feadcrship ski11s. 

The CHRIE group describeci above feIt there sbould be agreements and contracts between 

college and the company as well as more individuaiized agreements between the stadents and the 

company. There should be specific performance expcctations including clear details of what the 

student wiii be doiag and Iearnhg. An acadekc n<ii>irement that could be meaningful and beneficial 

to the property should be included, such as a pcocedme manual, employee manuals, or industry sur- 

vey. The proprty should take part in gradmg such a project The manager should be available to the 

visiting f d t y  member. This approach is simiiar to theYoath internship Program of the Canadian 

Toocism Human Resoiirce Council (pasonal commPbicatioo, Phiüp Mondor, April6, 1997). 

Rheams & Saint (199 1) describe the large c w p  program at LaGuardia Community College, 

Long Gland, NY, as one that has proven thar long-term involvement in co-op programs has paid OR 

At LaGadia, each fuiI-time student, whether enroihi in a transfer or occupacional program must 

complete three, tbree-month, full-time c k p  assignments. LaGardia has been the fasten-growing 

institution in New York State. (p. 51) 

An interesting and usefid mode1 for au effective CO-operative education program for HOIRE 

students was developed by WïIIiams and Aldrich (1995)- It provides for a clear distinction of what 

knowledge. skills and behaviors students must demonsaaie, and by when they must demonsaate 

them- The authors distinguish between universai objectives, daily objectives, and exit objectives. 

Universai objectives are ptimanly in the behavioral (aüitude) doinain. D d y  objectives are primariIy 

in the skiiis and knowledge domeins. Exit objectives consist of the ability of students to integrate al i  

three domains - IcnowIedge, siciiis, and behavion (attitude) - during their work ternis. The experi- 

entid education "should then k folIowed by a series of sub~e~uent ,  mon sophisticated experientiai 

leaming pro- through which students can develop their abilities on higher levels. 'm ciiffers 

h m  the industry-driven leamhg objectives, cornmody utilùcd in CO-operative education" (pp. 1-2). 
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Length of the Program 

rant administration, it is fornid that most are two-year programs. The co-op experience is either 

between the two years or interspersed over the duration of the program. In generai the programs 

foilow the colleges' operathg pattern. First-year stridents begïa in September and second-year 

students fiais& their program in ApriyMay, appmximaîely 20 months later (The Canadian Tourism 

Human Resource Cound, 1995, Ianuacy). 

The number of two-year career programs at technical comrnunity colleges is ükely to 
experience sizable inmases m enroUment as more and more hospitality industry 
employees r e m  to school to upgrade their knowfedge and skills. Those progtams 
wiii be more attractive to industry employees because of their open admissions pol- 
icy. (Pavesic, 1993, p. 292) 

Generallsts Versos Sectot Specialists 

In An Introduction to Career Opportunities in Hospitafity and Tourism, Riegel (1995, p. 7) 

speaks of four main program components, (1) the major, (2) general education and advanceci learning 

skills, (3) electives, and (4) work experience. He points to the "major" as the tnre core of the hospi- 

tality/tourism college program and writes that "it is difficult to present a single description of the 

major. but, in generai, most wül resemble, to one degree or another, one of five broad categories or 

approaches." These are (1) crafvskill approaches, (2) tourïsm approaches, (3) food systemfiome 

economics approaches, (4) business admmisûation approaches. and (5) combined approaches. The 

combined approach means combining two or three approaches previously menttioned, 

Asshiboine Community CoUege has a two-year college hoteUrestaurant administration pro- 

gram within the business division where this concept is cacried one step M e r .  Student. there select 

between four streams. niese streams are hotel operations, food and beverage operations, marketing 

and sales management, and human tesoutce management. Here is what educator-researchers have to 

Say about this. Powers and Riegef (1993, p. 304) state that 



. . . hospitality programs have prepared graduates who have gone on to careers in ac- 
counting or personnel in hospitality, but they are not their principal market, The field 
is not in the business to prepare sta f f  speciaiists. A student whose career goal is to be- 
corne a CPA [Certified Pubiic Accoantant], a haman cesource manager, or a market 
cesearcher, would pmbably do as weU to study m those speciaiïzed fields. 

The two authors believe that: 

. , . H '  [researcher: hotel, restammt and institutionai management] programs wiU 
continue to teach a broad range of subjects, sach as organizational behavior, market- 
ing, accounting (to give tbree of several possible instances)-but to the degree re- 
sources permit, these subjects should be shaped principally to the needs of people 
heading for a career in hospitality operations, not staff ~ ~ a i i s t s .  Whiie staff roles 
have mcreased m importance in the mdustry, hospitality organizations are dominateci 
by b e  managers and the line offers most graduaies their best chance for a stimulat- 
hg career and professional advancement (p- 304) 

Although individuai courses taüored to local circumstances are appropriate, we suggest 
that to offer majors or concentrations is to nui danger of over-malilrition (p. 307). 

This view is supported by Pavesic (1993, p. 286). He writes that hospitality programs should 

take more of a generalist appcoach. Gehri (1985, p. 14) h m  Switzerland concurs: 

The hospitality industry is a many-faceted, complex discipline and it is quite impos- 
sible to teach in depth everything which would be ~quired to operate in this diversi- 
fied arena. Rather, it is necessary to be generally iafocmed on most ail  aspects, and to 
utilize the diverse talents of others within a cohesive organization in order to produce 
the desireci results. 

Research cited by Samuels (1995) concemhg the knowledge and skiils suggested for hospital- 

ityltourism success indicates that "the danger of specialization when restricted to a narrow field is 

that it can lead to a professional dead end." Samuels's research suggests the need for broad-based, 

industry-specific education, ski11 and knowledge building that relates to a cluster of careers, 

Having versatile training in the hoteUrestaruant skiils is not only beneficial to SMEs. It is aIso 

beneficial to the fiinire manager in big and corporate operations. The "new" manager is not exclu- 

sively a compter manager. He or she is a versatile generalist and entrepreneurid type manager: In an 

article in the magazine Traming, the H u m  Side of Business and titled The 'New' M u l e  Manager, 

Learning to Cover Al1 the Buses, Zemke (1994, p. 42) quotes a r e d k r ' s  comments about more re- 

cent management theocy: "Some people thought you could mn 15 divisions watching your PC on 



your credenza. It may be they believe it less now." Zemke refers to research that contends, "that a 

cadre of 'liberated' and 'empowered' middle managea is key to the long tenn growth and globd 

competitiveness of Amencan corporations. Reseaichers believe that the last decade has lefi incum- 

bents-sumivors, reaiiy+luctant to take risks or innovate." In the same article, four "compass 

points" or qaalities of the "new" manager wiil have to possess weE identified by Waiter Kiechel ID, 

managing editoi of Forime magazine, when mteMewiag top scholars and consultants. These are: 

Speciaiist. The new manager must be an expert in something. Skiils in coordinathg 
are no longer enough. 

Generalist. The new manager must know enough about a variety of difterent disci- 
plines to be able to mediate ammg specialists. Implied.. . is the need for good tisten- 
ing skills. 

Self-Relht. Managers have to l e m  to think of themselves of busniesses of one. 
Maintainhg theu vaiue to the organization is theu problem, not the organization's. 
They must leam to map or orc hestrate their O wn career movement- 

Comected. They must give up mdependence and k o m e  team players. The new 
manager must be good at coordinathg between work teams, as well as king a 
working member of one or more teams. (Zemke, 1994, p- 42) 

It appears, these are ali skills that hotetiers and restaurateurs need to have already now 

including king a generaüst in tenns of business knowledge. - The Human Resome Study of the 

Canadian Accommodation hdustry (KPMG et al, 1995, p. 52) explains the direction of the future 

industry. It States: 

that middle managers are king eliminated, to ceduce cost. Resuit: only the widely knowledge- 

able, experienced assistant manager will have a future. 

that there is a strong interest in s m d  operations. [Comment: A generalist who understands al1 

the facets of the business has a good chance to manage effectively.] 

Hierarchical structures are k i n g  delayered. Empowerment is the key word. Decision-making 

skills wiU have to be enhanced. 



4. Position descriptions are king broadened. "Cori: skills -including communication 

(interpersonal sküls), teamwodc and analytic- abiüties-will be necessary for a larger variety of 

job types-'' [Comment: Multi-skilling in the HOIRE industry is a must, especially for the future 

ho telier/restallfateur.] 

In addition to the need to ac- new core sHls, ernployers will be lwking to broaden the 

range of tasks associated within a given position. (KPMG et ai.. 1995, Fd, p. 53) 

Intemationalilstion, G l o ~ t i o n ,  Language and Gender Issues 

Holt, Evans and CIawson (1994, pp. 17-19) state that "the need for increased multi-cultural 

awareness and for students to be prepared to manage diversity is supported by friture demographic 

trends." They dso Say that "hospitality managers must realize that no longer can a leader permit dif- 

ferences in people to be an obstacle to human mteraction." The authors conclude that teaching re- 

quires more than six hours of instruction and multi-CUIturai education should be uicorporated 

throughout the curriculum in multiple courses. Also, a multi-culturai approach should be taken by 

using a multi-culniral teaching team. 

What is the purpose of diversity training? Rossett and Bickham (1994, p. 41) give samples of 

the purposes that drive diveaity programs: Conpliance: ...if we get sued for racial or sexual dis- 

crimination, at least we'U be able to point to the diversity classes we offered. Hannony: We want our 

people to get along-to understaml and appreciate one another. Inclusion: We want under-repre- 

sented employees to achieve success in this organization. 'We want to help majority employees work 

successhiiiy with diverse colleagues.' Justice: We have to acknowledge it: thece has been inequity 

here and our employees need to uuderstand that 'We're part of a larger effort to nght past wmngs.' 

Tra.fonnation: We want to make certain we've al1 thought long and hard about what new and di- 

verse employees, customen and markets mean to our organization. 'This is al1 part of a process that 



wilI change the way this organization does business. It might even mean changing our core values, 

processes and standards.' 

Williams (1994, p. 32) quotes research indicating that: 

the hospitality industry has identifieci that most graduates of hospitality and touism 
programs lack an understandhg of how to manage a diverse work force. Industry is 
requiring employees to respect diversity and is devoting cesources to assist employ- 
ees in understanding cultural differencesl" 

There is a "need for sensitivity training to address the culhual dflerences among employees. 

Guest prejtxdice towards employees should also be a component of sensitivity trainingt (KPMG et 

al., 1995, Fd, p. 56). 

. ..the number of international travellers to Canada is increasing and becoming in- 
creasingly diverse. Sensitivity to cultural differences will become more of an issue in 
the fitture. (KPMG et al, 1995, Fall, p. 60) 

In his article Hospitaliry Management Educution: Here Today, Gone Tomorrow? Lewis ( 1993) 

writes: 

Hospitality management programs must tum out managers who are more human, sav- 
q, and world Wise-versed in the environment, workplace diversity, and other topics 
that tday's graduates h o w  Little about-who can translate new knowledge into oper- 
ations ... What we teach students today must be relevant to them tomorrow. (p. 282) 

Aimost one-fifth of workers in the accommodation industry have neither Engiish or 
French as theù mother tongue comparai with 15% of the total Canadian work force. 
(KPMG et al, 1995, Fall, p. 55) 

According to C d  Harvey, secondary language consultant for the Brandon School Division 

(personal communication, Oct. 24, 1996) students are encouraged to Iearn a second language. As a 

general d e  Basic French is a compulsory subject in grades four, five and six in Brandon Schools. 



Conceming Europe: "A tremendous emphasis is placed on language. Most programs often re- 

quire knowiedge in two languages other than the official language of the school" (Moreo and Chris- 

tianson, 1988, 140). In the section "Global Village" in an artide titled Language networks t h  d e  

out need to trme1, (''The Europeann weekly, Oct. 10-16,1996, # 335) the following v o t e  is found: 

As information netwodrs become more global, trans-CUIturai education and training 
must respond. 

That is the proposition of the Group of Seven's Theme 3 pilot project, which a b  to 
co-otdinate activities in G7 countries-Canada, France Germany, M y ,  Japan, Brit- 
ain and the United States-and the rest of the world. That means global networks 
wonld back up interactive bguage learning. A conference in Turin on 7-8 October 
f d  on a feasibility study, and brovght together 400 education polÏcy-makers. 

The conference organizers said: In the coming decade professionals will aeed to 
master the Ianguage and understand the culture of at least one other country. This 
scheme wouid bring the leamer into close contact with the target language cegion 
without having to spend long periods abroad. 

Langaage 1e-g is aIso supporteci by Pavesic (1993, p. 293) who mites: "Foreign languages 

will become requirements for both students and faculty because of the increased globalisation of the 

economy and the growing cultuml diversity of the industry and student body." Gehri (1985) gives 

other reasons for leaming foreign languages: 'Tt is perhaps a tmism to repeat that foreign language 

use broadens the mind, improves understanding and tolerance, facilitates negotiations, and renders 

essentid senrices in both professional and personai Me" (p. 10). 

Another important issue is the role of women in the work force. Umbreit and Diaz (1994, pp. 

7-9) point out that 'ihe hospitality industry field is rapidly becoming sex neutrai, a field dominated 

by neither males nor femdes." The proportion of males and fernales who major in hospitality man- 

agement is almost equal. However, women were st i i l  king discriminated against in the hiring proc- 

ess. although research showed that women did not Ieave positions for which they were trahed at a 

greater frequency than men. Literature was showing that not only were there glas ceiiings, but also 

glass walls, inhibithg wornen's career development. 'Tt was the role of education to prepare women 



for occupational challenges in the work force- It was critical that young women were taught how to 

recognk discrimination and stereotyping and how to react positively for change." 

Linking program with the HO/RE industry is important for the success and relevancy of 

programs. When Milier (1985) in his phiIosophy of vocational edacation states tbat the community is 

in the school and the school is in the community? he is advocating such liaks. This concept is aiso 

supporteci by those practitioners and administrators who are close to the reality ancl have contact with 

industry stakeholders- One of them is Tom Norton, President of the Association of Canadian 

Cornmunity CoUeges (ACCC): 

Responding to the meds of local business, industry and community direction is a 
fairly new concept which nanitally fobws the tide which is sweeping away cen- 
Wy-pianned economies- it recognizes that pIanning growth h m  the communïty 
level actudy works. The tradition of most educationai systems bas ken to separate 
them fiom their local communities, therefore, perhaps our greatest comparative ad- 
vantage are our comrnnnity mots- (Norton, 1993, p. 2) 

A year and a half later the following statement was made by Norton (1994-95, p, 2): 

. . .It is also my observation that the coileges and institutes which seem to be men- 
tioned most often are those which are deeply committed to working with their local 
industry and community groups. Nothing prevents ossification more thoroughiy than 
a continuous reminder that we serve cornmunities and must respond to them. 

Lïnkages with the cornmunity are &O important for economic deveiopment, as can be seen 

from tbis statement: 

Noted educator and philosopher John Gardner once observed that communïty 
coileges are the "greatest American educationd invention of the twentieth century" 
(Gardner, 1968)- W e  Gardner's statement may be true for a number of reasons, the 
"invention" that we c d  community colleges is making its greatest contribution by 
carryïng out sbte economic development policies and initiatives. More specificaiiy, 
co~lltnunity colleges are the best vehicles available to states for investing in human 
capital. (Nespoli, 1991, pp. 26-27) 



"No doubt partnersbips between education and indastry would be helpful in coordïnating mu- 

tually beneficial employee and management development prognms. Many industry-education part- 

neahips alrcgdy exkt in hospitdity" (Pavesk, 1993, p. 287). 

John Walsh is a professor "on leave" from the University of Guelph in the School of Hotel and 

Food Administration. He was appointeci Chair of the Education Planning Team for a new coliege 

"Royal Roadr" (Victoria, BC). In his presentation to the Canadian Vocational Association in Winni- 

peg (October 19, 1996) he  outlined his work on the issue 'îvhat rnakes an effective partnership be- 

tween educators and ernployers" in: Beyond the Pilot Praject: The Evofution of Education and Em- 

ployer Pamtmhips Uc C H .  He concluded industry/school paxtnerships have foor stages: 

Stage 1: 

Stage 2: 

Stage 3: 

Stage 4: 

Informai partnership based on the ne& of an individual hstructor for industry affiliation, 

exchange of information and other assistance. No prior partnership exists. There is no 

budget docation and the partnership disappears when the instnrctor leaves. 

Formaked platllled partnership between an educational institution and a businesses con- 

sisting of a budget, CO-op education and other Linkages. '"Buy-in" academic teachers into 

this process is thought to be difficult by Walsh; it does requùP persuasion. 

A genuine "strategy ailiance" consisting of co-management of resources and commoo goals. 

Full partnership, management of resources, opemess, sincereness cequired. makuig it pos- 

sible to ce-engineer procedures and bave the results in writing. Tuniing over educationd 

administrative functions to the advisory board. Be prepared to Iearn h m  the vocational 

side (industry), caU industry representatives together, use the DACUM process. Let them 

meet independently. Pay yotu advisocy board head for his or her work and have them (a) 

hire the staff (b) set the curriculum (c) select the students, (d) evaluate the cumcuhm. 

Hemmings (1984) describes a detailed eight step process for building collaborative 

partnerships between educators and private business and describes their benefits. Among the many 

points she suggests that educators start working seriously with trade associations in occupational 



areas. Employers have to see the benefit of such undeztakhgs, and they usually do. She also points 

out that s d  business needs people with basic hands-on skilis, She gives as an exampte the 

occupation of a secretary. Schools. or techaical colleges must train aspiring secretaries to the Ievel 

when they can type weU enough to be productive in a business setîing. 

Over the past number of years the mentorhg proçess has been formalized and used for educa- 

tional purposes. Some edacational institutioos condiict preparatory courses for becoming or hinction- 

ing as a mentor. These CODCS~S fofos on the goais, hterests, education, @al sliills and expectations 

of the protégé as weiI as on the mentor's sLills OC setting goals, acqniring teaching skilis, building 

Ieamer confidence, and serving as a model. (Cantor, pp. 175-18 1) 

A mentor is a msted, experïenced cowiselor or guide, a person who may uistrnct or tutor. The 

School of Hotel and Restaurant Administration, Comeil University, NY, distinguishes in its new 

HOIRE master program between t h e  types of mentorships: (1) Fuculry advisors. Each student de- 

velops a program of study and receives caceer assistance fkom the advisor whose participation is not 

a mere adjuuct to classroom teaching, but an integral part of the educational process. (2) lndustry 

Mentorships: students have meaaiagful interactions with exeçutives while observing first hand the 

skilis and abilities required to succeed in the iadustry. (3) T e m  Project: real-life development proj- 

ect in which tems of students travel to an actual site, wotk dl semester in related courses, and make 

a fomal analysis and presentation to the developers. These mentorships are advanceci, but could be 

modified to better suit a college environment. 

Both students (young or mature) and employers can benefit €rom a mentorship program: 

An duit  proté& develops self-confidence, gains access to networks previously unat- 
tainable, and masters job-related sWs. And a youthfiil protégé profits fiom having as 
an advocate and role mode1 an adult who acquaints him or her with different cultural 
norms and vaiues concomitant with community college goals. But the rnentoriag d a -  
tionship is not just a one way street; it is mohiaily advantageous as mentors also bene- 
fit fkom the activity. Adults who mentor gain personal satisfaction.. . if the protégé is 
successful, the mentor's owa career and reputation are enhanceci (Cantor, 1995, p. 168) 



Mentorships are also helpfal in other respects. According to the Economic Council of Canada 

(1992). as cpoted in the Liberai Party of Canada (1993, p. 331, "Canada bas one of the worst records 

of school-to-wodr transition- Those leaving school fmd jobs by triai and errer. often wasting their 

own and society's resootces in the proces, Part of the pmbiem is a serious mismatch between the 

jobs available in today's economy and the skilis." Mentors could help rnake the job-search pmcess 

more efficient. 

Teaching Metbodobgy 

Cum~cufum defivery is an important factor in entreprenetuïal studies. A teacher uses whatever 

works, which may involve considerable experimentation. If the teacher can make material 

entertaining, students WU Wrely remember it better. Students respond to mecdotal illustrations, and 

short me-Me scenarios- Teachers must cure about their materiai. Passion has a definite place, "Tt's 

the thrill of victory and the agony of defeat, the excitement of discovery and the drain of the ninety- 

hour week." "Class presentation by articulate, successful or struggiing entrepreneurs is an excellent 

delivery option-both for driving points home and for reinforcing or affinning the subject matter 

taught." An established mentor group of I d  entrepreneurs c m  be calleci upon to help deliver the 

curriculum- (Ciayton, 1990, May, p. 8) 

How can specific skills, knowledge and behaviors, caiied employability skills, be integrated 

into the HO/RE curriculum? The Conference Board worked with many stakeholders, In a report 

Enhancing Empfoyabifity SkifIs: Innovative Partnerships, Projecfs, and Programs (Bloom, 1994), 

case studies or initiatives are featured that can be replicated or rnodified for comm~tnity college 

purposes. For example, podoüos can be developed by students, to identw, develop. and document 

their employability skills by organizing and saving samples of their accompiishments. (This is based 

on the Michigan State Board of Education's Portfiolio information Guide, 1991.) In a second 

example, a summer institute is held to inhise the existing cumculum with employability ski11 



development, A third example uses a co-op edacation program as a tool, That is, the teaching of an 

employability skills seIfevaIuation iessons. Teacher-stadent and employer-student meetings are 

required as weli as the modification of Employer Evaluation on Student on Work Phcement Form 

and a Stdent's Self-Evufuution of EmpIoyabifity Skifk Form. EIiis (1993, November) offers a mode1 

for an eight-day cowse that couid be modified for a pre-site course for smdents who wish to join 

the HO/RE industry and are contemplaihg a career in it, The studenrs wouid take the short course, 

would be entitled to work at a hotei or restaurant for a predetermined time, and then entitled to take 

the HO/RE management program. The triai time wouid help to insure that the student is interested to 

work in that industry, and make a success of it. Spille (1994) proposes a six-step methoâ of 

developing employability skilIs in a ciassroom setting by identifying, adapting, and applying problem 

solving techniques to potential workplace situations. Part of it is developing and using a series of 

occupation-specific modules. 

Many of the higher-level skilis in hotelkestaurant education can be taught by integrating the 

Taxonorny of Educufional Objectives into the instructional process. This is desmiid in Chapter III, 

page 99. Hubbard and Popovich (1996) descnk how this can be achieved in the cognitive domain 

with regard to leadership skills. 

In a study on Undergraduate und Graduate Program Zabel(1992, November, p. 33) points 

out that approximattely three-quarters of programs require courses that emphasize operations planning 

and "62% of the programs required students to take course wock on special topics and problem solu- 

tions. An almot equal number required courses that reqnire the case-study approach." This indicates 

that for knowledge and business career coqetencies many programs are already partially on the 

right track. 

The kind of management training and development rnethods Wely to prove more appro- 
priate in the smali firm context are case studies, problem-solvuig and decision making 
exetcises, business games and simulations, inter-company exchange assignments, proj- 



ect w o h  problem cimics, E x - d  groups, and in-company coaching. Other usehl 
mechods are ~e~appra i sa l s  and self4evelopment techniques,. m e k s ,  1976, p. 286) 

Clayton (1990, May) Writes entrepreneuriai d i e s  are weU suited for 'leaming-by-douig' 

exercises, and assignments which get students out of the classroom or hirary and into the ceal world. 

"Assignments inclucie entrepreneur inte~ews, case stndies, consumer surveys, oppotninity 

identification and assessment exercises, cash flow analysis, simulation exercises, cornpetition 

analysis, planning assignments, and other field work." CIass presentations of assignments to give 

students experience in public speaking and in making a pitch are ais0 used. Clayton uses instructional 

methods such as videos and audio tapes, business experts and entrepreneurs as guest speakers, idea- 

generating execcises, and product development projects, He also uses twenty focxnaiized left- and 

right-brain6 techniques (pp. 8-9). 

Lewis (1993) nom: 

We need to move away from traditionai lecturetype classes towards more active, 
expenentid teaching methods, Schools snch as the University of Western Ontario, 
which have always stressed participative leaming through the case rnethod, have stu- 
dents doing mock confrontations, (p 278) 

. . . As we must teach our students leadership, so must we be led by those who can 
b ~ g  about chat change and prepare f a d t y  for the funire, who will look at hospital- 
ity education with a different perspective, the customer's, and adopt new teaching 
styles, write more enlightened textbooks and articles, and perform more rigorous and 
relevant wearch. @p. 280-28 1) 

See also the sections on Co-op Education Work Enperience as Part of a Program, page 7 1. 

Ex-Ex = Expricnse Exchange 
6 Lefi-side brain functions deai with logical sequential processing. Right-side brain fiinctions deal with 

creativity . 



Curriculum Development and Evduah'on 

Thece is a gnat deal of coacem among HO/RE educaton and iadustiy recmitecs about the 

celevance of their programs. A sarvey of 40 bospitaiity educators reveaied that o d y  15 (37%) of 

those m e y e d  betieved that their own cturidums were "vecy devant" Moreover. only 3 of 19 in- 

d u s ~  recruitem (16%) in the nwcy rated hospitality curriculurns as "very relevant" (Waker, 1992). 

These findings suggest that hospitality currïcala d a feality check, as per Pavesic (1993). The 

same author wrote (1991) that The hospitality programs that curcentiy exist in coUeges of business 

experience interna1 identity and credibüity problems" (Pavesic, 1991. December, p. 1). 

These concerns are aIso shared by students and employers: 

Concem over the applicabiliiy of exrexrsting accommo&tion programs. A great ded of 
concem exists over the "real" input into the development and applicability of couse 
content. Wbile most University and college accommodation pmgrams have a mster 
of e x t e d  advisors consisting of local industry professionais, the amount spent by 
these advisors in development aud nview of corne content is limited by other tune 
dernands. As a resuit, bot6 students and emptoyers are concemed about the appli- 
cabüity and suitability of course content on issues ranging from avaiiabiiity of upto- 
date technology through to supe~sory  ski& More active involvement of these ex- 
temai advisors is necessary to gain real-Me input into curricula development, the 
ability to offer practical work experience and ultimatdy assist in locating employ- 
ment for the graduate, (KPMG et al., 1995, Fall, p. 52) 

What do we teach? '?)O we teach what we know best, what we were taught, what we enjoy 

teaching, what we have experience with, what the textbook happens to include or, what me student 

needs for successîÙ1 employrnent?" (Norton, L985, p. 101). What are the sûategies for deciding what 

to teach? Moving h m  the most subjective to the most objective, the following order applies: 

44Philosophical basis, personal introspection, h c t i o n  approach, cntical incident, deiphi7 techniques, 

DACUM process, occupational research" (p. 102). 'Fhese Iead into the DACUM process. 

' Delphi Survey Mcthod: A panel of expurs is asked for their opinions about a topic. The results are then 
presented to the panel and individuds have the opportunity to modi@ their opinions, The result is allegedly a 
more accurate survey outcorne. 



DACUM @esigning a Curridum) is a Iow-cost, completely performance-based approach to 

learning, It was developed in Canada, is widely recognized, is taught by (arnong others) the Canadian 

Vocational Association and is extensively used in the USA. 

It is based on the ptemises that expert workers can describe their jobs better than 
anyone else can, any job can be effectively and safficiently descrïbed in terms of the 
tasks that successfiil workers in that occupation perform, and di tasks have direct 
implication for the knowledge and attitudes that successful workers must have in or- 
der to perfonn the task correctly, (Norton, 1985) 

Accotding to Norton (1985), the DACUM chart is created by a group of industry stakehoIders, 

working under the guidance of a trained facilitator. The stakehoIders describe ai i  the skills and sub- 

skills required to perform certain worlc. The skiils are then classified and categorized under principal 

competencies, These competencies become the courses of a vocational program and skills and sub- 

skiils become the major teaching objectives. When using the DACUM process to design a cumcu- 

lum, great care must be taken to select participants who have mastered the skills and knowledge 

needed in their iadustry. This mean, for SMEs in the HO/RE industry, that DACUM participants 

must have practicd, ha&-on knowledge of these businesses. 

One of the principles of vocational education is that it is a continuous process: Miiler's re- 

search (1985, pp, 163-164) describes evduation (a) as a process to ascertain program progress, (b) a 

process consisting of planning, programmùig, implementiug and recycling, (c) a process that is in- 

adequate to provide input for planning and improvement wben "appropriate and adequate data are 

missing, (d) a process where "vocational programs should be able to demonstrate clearly that they are 

providiig valid work-relateci education, where jobs exist, and that this education is provided on an 

optimaiiy effective and efficient basis." 

Evaluation processes can stimulate a climate for active debate of values supported 
and goals thought. Furthennoce, evaluation processes, because of the pubiicness rep- 
resented in the pragmatist's behavior, provide opportunities for involving other edu- 
cators and influencing schoo ling in our society (Miller, p. 23 1). 



(A pragmatic vocational educator, accordhg to m e r ,  is an educator who has a set of philo- 

sophical assnmptioas to guide the c d o n  of the fiitwe.) 

Summing up, Miller (p. 164) states: 

Vocational education must mainain Pace with contempocary society. Tbrough 
change and impmvement, vocational education WU more adequately serve the needs 
of both individual leamers and society. Effective decision makmg is seIecting h m  
appropriate alternatives and decision maltmg must be based on &ta h m  continuous 
evaluation of vocational education. 

ConcemiDg foUow-op as a principle for vocational education, Miller (pp. 168-169) says that 

responsibiiity to the leamer dernands follow-up in vocational education. The potentiai impact of a 

thorough foiiow-up program, through its demonstration of coacem for ieamecs, the dimension it adds 

to accountability, and lines of communication it maintains in the comrnunity, al1 point to the vital 

nature of follow-up as an extension of vocational education's activity. 

A diffmnt approach to CUCCiculurn evaluation is offercd by Aoki (1984), who takes a more 

philosophical approach. Aoki based his curricuium evaluation mode1 on the thoughts of liirgen 

Habermas. This Gennan scholar, affiliated with the Frankfurt School and philosophers such as Hork- 

heimer, Marcuse and Adorno, developed a theory of serious doubt about the western worid domi- 

nated by "instrumental ceason based on scientism and technology" (Aoki. 1984). Aoki appropnated 

Habermas's paradigms, and relabeled them for the purpose of effective curriculum evaluation in 

three different directions. These evaluations are: 

1. Ends-Means pecbnical) Evaluation Orientation, 

2. Situational Interpretive Evaluation Orientation, and 

3. Critical Evaluation Orientation. 

For purposes of this study, Aoki's approach to aitical evaluation is of interest. He examines 

the underlying mot interests, rwt  assumptions, and root approaches, with gestions such as these: 

1 - What are the perspectives underlying the cumculum? (What are the underlying root interests, 

root assumptions, root approaches?) 



2. What is the implied view of the student or the teacher held by the cumcuium planner? 

3. At the mot level, whose interests does the curricuium serve? 

4. What are the mot metaphors ihat guide the cturicnltm developer. the curriculum hplementor, or 

curriculum evaiuatot? 

5. What is the basic bias of the publisher, author, or developer of prescriid or recommended re- 

source maîerials? 

6. What is the Cnmculum's supportiag wodd view? 

When elaboraîing on his thoughts, Aoki aiso briugs op the quote by van Manen refercing to the 

pedagogical position of Langefeld: 

Educational activities must always be structurai pedagogicaüy; that is, it should be 
grounded reflectively in the emancipatory n o m  toward which ail education is oriented. 

Based on this vote,  one can ask: if we did not provide students with an effective, entrepre- 

neurial type of hospitality education and training (inclusive of skiils required in SMEs), would we 

not deny them the freedom to create their own business, a freedom they should have? 



Intniduction 

This chapter d d b e s  the conceptual mode1 useci, the tesearch methodology employed in ob- 

tainhg the data, the design of the study. the identified population, the instrument us& the field test, 

statistical analysis perfomed and the popuiation. 

The purpose of this study was to propose parameters for an effective hoteUrestaurant (HOM) 

management program at the community college level in Manitoba, that wodd take into consideration 

the needs of independent, srnail and medium-sized (ISME) HO/RE opecations. Such a program would 

dso be usefd to larger operations or chahs. Its curcidum would be geared towards the entrepre- 

neurid aspirations of our the. Students would be wlti-skilled. and intemationaiiy cornpetitive with 

students fiom the traditional totuism corntries of continental Europe. The curriculum would lay the 

foundation to enable students to operate effectively in an ISME HOIRE environment. 

The Theoreticai M d e l  

The foiiowing three subheadings introduce an effective training program mode1 for H O M  

management stuclents developed by the researcher. 

The cesearcher divided the skills into cotegories which were primarily practical, hands-on skills 

and prirnarily cognitive skills. The first skiUs are called vocational technical; the latter, business 

knowledge and career competencies. Additional skills are employability skills, thought to be 

important thronghout one's work life. Employability skilIs fonn the backdrop for technical and 

business knowledge and career competencies. The researcber created a taxonomy of three major 

HO/RE administration (HOfREA) skills, There is no hierarchical structure attached to the HO/REA 



taxonomy. Ail these skills are essential, althoagh their importance may shift at various stages in one's 

career. Foliowing the Ptitzcipies mid Philosophy of Vocationai Educution presented by Miller ( L 985) 

these s u s  are not "higher" and "lower", they are on a continuum. When cornparhg this HOIREA 

taxonomy with the Taumrny of ~ u c a t t ' o ~ ~ ~ f  Objecrives developed by Bimm et al. (1956), 

Krathwohl et al., (1964) and Simpson (1972) (see page 99). it was found that the two taxonomies are 

very compatible. The three-part model presented mers somewhat from the n e d s  of other industries. 

It was used in the k t  component (I) of the inteMew insirument (see Appendïx B), to clarify the 

training priorities for HOIRE owners/operators. 

As indicated at the begianiag of Chapter II, the expressions 'manager' and 'management' are 

preferred because these wo& better d e c t  the characteristics of SMEs. 

The model can also be caüed a lifelong training and career model. Life-long learning is a proc- 

ess by which individuals consciously acquk formal or infonnal education throughout their tife spans 

for personal development or career advancement. 

The three-part taxonomy of HO/RE management sküls is descn'bed below. 

a Employability Skills 

Because no generally accepted proNe of leadership and employability skills was available 

which was specific to the needs of operator/owners of s d  and medi-sized hotekestaurant en- 

terprises, the employability skilis profile of the Coderence Board of Canada was used. The profie is 

similar to one developed by the Michigan Empioyability Skilis Task Force, in conjunction with the 

Michigan Department of Education. 

What are employablity skilis? 

Employabîiity Skiils are the generic skills, attitudes and behaviors that empIoyers 
look for in new recruits and that they develop through training programs for current 
empIoyees. (The Conference Board of Canada, 1993) 



Figure 3 displays the k t  part of the theoretical model. the Employabüity Skills as outlined by 

the Conference Board of Canada, These abilitïes distinguish three principal competencies: academic, 

persona1 behaviord, and teamwok The acadernic skiils are divided into communication. thinkllig, 

and learnïng. The personid behaviorat skills are divided into positive attïhtde and behavioa. respon- 

sibilities, and adaptabilities. Teamwodc skilis are simply explaineci as '%orLing successfully with 

others." 

The broLm line around these Employability Skills suggests that these abilities are important al1 

through one's career. They provide the effective background competencies for one's career develop 

ment and success, 

Figure 3: Importance of Employability Skills 

i Academic Skills - ! g h  point of 
! -Co~lllllunication Skills Career 

: -Working SuccessfuUy with others : Start of Career 
* .1 

The reader should note that some of the wording and format of the original employability skiHs 

profde (see Appendùr C) was fomd to be confusing. It was adjustecl after the field test for the pur- 

pose of tbis research. 





c. HoteVRestaunmt Knowleâge md Business Career Cornpetencies 

These sk& npnsent the third pm of the theoretical model. HOîRE Knowledge and Business 

Career Competencies are abilities that involve the studying of numemas professional skiils and man- 

agement competencies. Only a few of them are ilIustrated. They can be found in the center of Figure 

5. A more compIete list is in Appeudix B, the i n t e ~ e w  instrument, page 2. Questions L9-43. 

Figure 5: Importance of HOlRE Knowledge and Busiuess Career Competencies 
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The broken rectanguiar iine represents the Employability Skills ProNe previously explained 

and shown in Figures 3 and 4. nie strong trapemidal drawing presented in Figure 5, containuig busi- 

ness and career competencies, is broder at the top than at the bottom. This signifies that these com- 

petencies usuaiiy gain importance and are apptied more often as one's career progresses. They are of 

inverted importance compared to the HOIRE Vocational Technical sWls. 

These Knowledge and Business Career Competencies Skills must form an integral part of 

one's caceer base. 

HoteilRestatuant Management Training and Education Mode1 

The program mode1 representing the development and application of these ski11 categories is 

show in Figure 6. It was used in this study. The smaii m w s  in Figure 6 show how the skills may 



vary depending on career or education circumstances. If the boaom üne of the vocational ski11 trape- 

zoid is very short, it may cnean that these skilis are underdeveloped compared to the overali career 

skills developmnt If the top line of the aapzoid depicting lmowkdge and business carrer compe- 

tencies is very short, it may mean that these competencies are mderdeveloped, compared to the 

overail career sLiUs development. In either case a student or aspiring entrepreneurfmanager rnay fail. 

Figiiie 6: Completed Three-Part Mode1 for HOIRE Management Training and Education 

. 
Employabïiity Skilis -e - needed throughout career 

Business Career 

The mode1 miplies an effeftive balance between Employability. Vocationai Technical, and 

Knowledge and Business Career Cornpetencies in HO/RE program planning. It suggests that success- 

ful careers are based on excellent technicaI skills complemented by strong knowledge and business 

career competencies. The balance suggested in the descrii  mode1 coincides wiih the thought of 

vocationai education that there should be a balance between vocational technical, academic, and gen- 

e d  education in order for a student to have a successfiif career- 

This is what is needed in most HOfRE businesses. In Manitoba, as around the world, the rna- 

jority of HO/RE operations are d and medium-sucd (Gee and Men,  1994, August, p. iùi. There 

is evidence supporteci by Cousins (1992). Powen and Riegel (1993) Braunlich et al., (in Ress) that 

career training based on strong technical "plat6orm skills" Ieads to increased success in four- and 

five-star hotels and large international hospitality organizations. (See also Appendix D, page 20 1 .) 



One may question if there are any general education or Liberal arts courses included in these 

skiils categories- It is the view of the cesarcher that many of the courses offered in HOlRE adrnini- 

stration are rooted in gewrai and liberai arts education. If the curricuIum is weii designed, it c m  ce- 

flect such knowledge- 

The Classification of HO= Employmuit Skiils 
in Terms of the LePrning Ontcorne Taxonomy 

In the foilowing section the three-part mode1 for HO/RE management wining and education 

will be compand to the Tizxorwmy of Eaucatioltc~l Objectives, whïch is described below. The com- 

parison wiU be made because the h e p a r t  mode1 reptesents an educationai program. 

The taxonomy consists of thne parts: the cognitive, affective and psychomotor domains. 

1. The Cogiifive Domain (Bloom et al, 1956) inclodes objectives that emphasize intellectual 

outcornes, soch as knowledge, understanding, thinkllig and problem-solving skills. They include: 

Knowledge. the remembering of previously learned material; 

Cmprehension, the ability to grasp the meaning of material; 

Application, the ability to use learned matenal; 

Anulysis, the ability to break d o m  matenal into its component parts, so that its organizational 

structure may be understood; 

Synthesis, the abüity to put parts together to f o m  a new whole (cceative behavior); 

Evaiuution, the ability to judge the value of materiai for a given purpose. 

2. The A n d v e  Domain (Krathwohl et al.. 1964) includes objectives that emphasize feeling 

and emotion, such as interests, attitudes, appceciation. and methods of adjustmeni. They include: 

Receiving, ceferring to the willlligness to attend to particular phenornena or stimuli; 

Responding, ceferring to active participation on part of the student; 



Vaiuing, king concemed with the wotth or value a student or professionai attaches to a pmicu- 

lar phenornenon or behavior; 

Organcrarion, beïng concemed with bringing together the organization of a systern; 

Churacterùation, king pervasive, consistent and predictable. 

3. The Psychomotor Domain (Simpson, 1972) hcludes those objectives tbat emphasize motor 

skills, such as handwtiting, typing, swimming, and operating machinery . They include: 

Perception, using the senses to gaide motor activities; 

Set, refers to king able (mentaiiy, physicaily, emotionaiIy) to take a pm-cuiar type of action; 

Guided respome, learning motor skills through and e m G  

Mechanim, perfomiing motor skills consisteatly with some motor skills which involve increas- 

ingly complex movement patterns; 

Cornplex overt respone, pe~omillig accnrately, automatl*caiiy, efficiently and without hesitation. 

motor skills which involve increashgly complex movement patterns. 

Adaptation, modifying existing motor skilis or movement patterns to meet a new or unexpected 

situation; and 

OrigiMtion, creating a new s k i i l  or movement pattern to meet a new or unexpected situation. 

The researcber will now identify and discuss whether the thee parts of the HOIRE training and 

leaming career planning mode1 provide similar or Merent leamhg experiences for students. The 

taxonomy was used to cl* and organize the major educationai components of the intended leam- 

ing outcome. 

As a result of increased demand for k t t e r  employment skills, educators may ask how employ- 

ability, vocationai technicai, and knowledge and career competency skills can best be described in 

temu of changes in student performance, and how these cornpetencies fit into the Taxonomy of Edu- 

cational Objectives. For the trauied teacher the taxonomy signifies a set of general and specific cate- 



gories of skiiis that encompass aii possible leaming outcomes chat might be expected fiom instruc- 

tion. This is why the researcher incIuded a discussion ofthe taxonomy a d  how it telates to skills. 

Employabiüty Skills Vecsos AfEective Slrills 

The outcornes of employability sküis are rnainly in the afktive domain, because they ded 

with bebavior, attitudes, vahies, feeling, emotions, interest, and appmreCIation- The Meciive &main 

means, just as the skills profile intends to, developing one's own (hopefuily) mature value system. 

This involves analyzing the values that we and others hold, and that remain amenable to change on 

the basis of rational thought. 

We may pick randornly h m  the Employabüity S U S  to illustrate the point. It says: 

Continue to tearn for We, honesty, inte& and personal ethics, accountability for 
actions taken, a positive attitude toward change, respect the thonghts and opinions of 
others. me Conference Board of Canada, 1993, see Appendix C, page 198) 

Therefore the value of incorporating the teachuig of Employabüity SkiUs into the H O M  cur- 

riculum program is that they may Muence aad change one's value systern. 

Vocationai Technicai Skiils Versus Psychomotor S k i h  

As noted before, Vocational Techaical Skiik are practical skills, such as cooking, serving, 

housekeeping, cletking and cornputer operatkg. Tbese are pnmariiy psychomotor skilIs which deal 

with perception, being able to take particular action, leamhg rnotor skills through imitation and er- 

ror, mechanism, complex oven responses, adaptation and origination. HO/RE vocational technical 

psychomotor skills also coniain strong ebments of affective and cognitive skiils. 

Affective sWs  are very much a part of vocationai technicai training, As indicated above they 

deal with behavior, attitude, values, feeling emotions, interest, and appreciation. Many hotetiers and 

restaurateurs can vouch for the importance of affective skilis, which are valuable employability skilIs 

and can be acquired and refined while learning vocational technical skills. 



With regard to acquiring psychomotor and using some cognitive skiiis a Chinese proverb ap- 

plies: B states: I hear and Iforget. I see and I remember. I do and I WtderstCUtdCUtd Wben performïng 

HOIRE vocational skiiis, we use cognitive abüities. For example: It would be impossible for a cook 

to prepare sauces, or cook ftill-coarse d s  without applying cognitive skills such as remembering 

previously leamed material, comprehending a recipe, applying Ieanied material, analyzïng or break- 

ing d o m  processes hto îheir component parts, M e r  to synthesize, which means to create some- 

thing new, or to evaluate a new dish found in a cook book. The same applies to the leamhg of dining 

room, bartending and other HOIRE vocationai technicd skiils. 

HO/RE vocational techaïcal skiils are usehi in many contexts. Yet teaching of these skills is 

not very popalar in the North American cuitPral context. One trains to become either manager or a 

tradesperson; both occupations are seldom combined, Typicaiiy many North Americans would have 

said: "1 c m  hire a person with these technical skiils," and they would often hire an immigrant with 

speciaLized training* But, these skills arie no longer ab~dantiy available. Such immigration of trades- 

people has ahos t  stopped. When operating a maIl or medium-sized HORE business one must be 

abIe to combine both ski11 areas. Vocational technicd skilis not only teach psychomotor but also 

strong affective and equaily strong cognitive skilIs. They should be valued accordingly and not just 

pushed aside for the sake of convenience- 

Knowledge and Business & Career Cornpetencies Versos Cognitive Skiiis 

As descn'bed earlier, HOIRE knowledge and busmess career competencies include the teaching 

of general and specifk business career cornpetencies. Aii levels of the major cognitive objectives may 

be present: knowledge, comprehension, application, anaiysis, synthesis, and evaluation. North Amer- 

ican school systems traditionaiiy emphasize cognitive skills leaniing. This means that in HO/ REA 

programs the teaching of more abstract knowledge and career competencies may take precedence too 



often- However, vocational technical skills are the true foundation skius of the hoteVrestauraut 

industry. The value and place of teaching both categories of skills were discussed in Chapter ZI. 

Aithough this classincation indicates that the different HO/RE employment skilis categories 

can be aiïgned with spsfinc domains, other teaching domaias may k used in general and individual 

objectives when teacbing. Educaîocs will aim for higher goals within each domain, which should be 

preceded by the attainment of sùnpler objectives. This concludes the description and analysis of the 

theoretical mode1 and its implication for the teaching of HOIRE Employment skills, 

The Design O€ the Study 

The Sarvey Interview Instrument 

The intent of the research instrument was to investigate the training and education needed for 

becoming an independen& SmalYmedinrn-si& hotel or restaurant owner/operator in Manitoba. The 

survey instrument and its format were developed and adjusted over a three-month period. Although 

many North Amencan post-secondary Cumcuia are called hoteVrestaorant progams, the question- 

naire disthguished between the two occupations. The participants also were asked if they were aware 

of the provincial tourism ûaining agency MTEC (Manitoba Tourism Education Council). For deter- 

mining the size of hotels and cestaurants the guiding principles of the market study for the Manitoba 

Tourism Education Council (Price Waterhouse et al, 1993, January) and Statistics Canada were 

used. This means a division of 1-25 and 26-50 empIoyees accomts for srnall operations and 5 1- 100 

employees indicaies a medium-sized operation. 

The Interview Instrument method was chosen because the uiformation sou@ was detailed and 

extensive. After examining many related studies the researcher felt that personal interviews would 

lead to more effective, usefiil responses than a mail or telephone survey. 



When kt igat iag  the formats of past HO/RE program survey instruments it was found that 

many shply asked qnestions about long tists of competencies without dividing the skiils into differ- 

ent categorïes [See for example: Pavesic (1 9W), Tas (1988). Casado (1993). Okeiyi, Don, and Postel 

(1994), and Sakiey (1995). These tevealed no different categories of skills.] 

Eiements of employability skilIs, vocational technical skills, and business knowledge and ca- 

reer competencies were often interspersecl, with Little or no distinction among them. In the opinion of 

the researcher, these formats did not adequately reflect the dierent categories of vocational compe- 

tencies required in the HO/RE industry. Therefore the researcher developed an interview kstmrnent 

that divided the skills under the heading 'Zmployment Skills" into three sections: Employability, 

Vocational Technical, and Business Knowledge and Career Cornpetencies. In each section the instru- 

ment dowed for the ranking of skills, and the three sections could also be ranked against each other. 

The uiterview Instrument developed for this thesis was subdivided bto four components. 

1. The first component, cailed Employability Skiiis, was developed baseci on the theoretical mode1 

explained at the beginning of this chapter, and in the paragraph above. 

2. The second component, called Schwl and Workplace Education and Training, asked about (a) 

the necessity of prior work experience, the required time a student should spend on the job, and 

(b) the ove& nature, length, and content of a Canadian hoteVrestaurant program for ISME own- 

edoperators. Investigaîïng prior work experience dealt with the length and nature of this experi- 

ence- Questions were asked about the number of weeks a student shouid spend on the job in the 

kitchen, dining room and in other practical sküi areas. The nature of a program deait with how 

many years a program shouid be, if the cmidurn  should be focused on regional, provinciaI, na- 

tional, or international business needs. The content of a program asked if multi-skilling (a Jack of 

al1 trades approach) was preferable to sector-specific training in the business. The possibility of 

giving credit to a joumey person cwk towards a HO- diploma was investigated. Questions 

about sensitivity towards national and regionai issues were included, because these aspects are 



nomalIy incorporated in hospitdity programs of iraditional tourïsm countries. Relative questions 

deah with emphasis of a program towards Canadian wines, national and regional food products, 

menu items, tourism aspects, and needs. Owner/operators were also asked if they thought a Ca- 

nadian HO/REA program should be cornpetitive with the ones in Europe or the USA, and if basic 

second language instruction should be included into the c ~ c d u m .  

3. The third sunrey component, called Training and Employment Possibilities looked into the po- 

tential training and employment possiities as weil as co-operative work anaagements between 

a college and the work place. Questions such as how much pcactical work experience ownerfop- 

eraton required in the different hands-on areas (kitchen, dining room, housekeeping and othea) 

were inchded, The purpose of this question was to have the owners opinion, to what Ievel of 

skiiis a student wodd have to be trained possibly in a school (college) environment to be pro- 

ductive in the work place. The researcher investigated the possibilities of mentorships towards 

students, and asked whether participants were interested to work with a coUege to more effec- 

tively train students. 

4. The Iast component, Background Information, looked into the background and training of opera- 

todowners of ISME businesses who constituted the survey population. Questions were asked 

about their years of experience in the business; their age, gender, and ethnic origio; their school- 

hg, the emphasis of occupational training, and where it was received. This component is dealt 

with under the heading The Population in this chapter. 

The Data Collection Process 

To obtain reiiable data, an instrument survey technique was used to obtain essential facts. The 

inte~ewing was doue by the researcher. 

Originaiiy it was thought that endorsement by a hotel- or restaurant-related official agency or 

association was required to encourage participation in this project, but this proved unnecessary, 



People were quite willing to CO operate. Potentiai participants were phoned or visited in person, the 

project was explahed and an appointment was made for an extensive interview. The purpose of the 

project was explainal using a consent letter (see Appendix A, page 191). The HOmE owoerd- 

operatoa were askd  to read and sign the interview consent letter- Intem-ews were completed using 

the interview instrument (see Appendix B). cecoiding the rathg scales. Care was taken to record any 

cornments. 

Field Test 

The interview instrument was reviewed by exprts in the field of hoteUrestaurant management 

curriculum and survey specialists in goveniment, industry and educational facilities. The cesearcher 

consulteci Jack Samuels VhD.) of New York, PMip Mondor @.Sc.) of Ottawa, Shirley Chapman 

(PhB.) of Victoria, BC (fomerly of Brandon),and Laurie MacKenzie of Brandon. After refining the 

structure, intent and grammat of the questionnaire, it was piloted with some ISME hotel and restau- 

rant ownerloperators in South Western Manitoba At this point it was found tbat there was a tendency 

to rate a i l  employability skills equaiiy high. Thenfore questions 10-1 1 were inserted to provide a 

clearer hierarchy of needs in this area. The wording of ''Persona1 Management Skills" tumed out to 

be somewbat misleadhg and was changed to "Personal Behavioral Skills." Following this, the in- 

strument was presented to the ethics committee of the University of Manitoba for approval. After 

approval the interview instrument was employed with the participants. 

The Statisticai Analysis Perlormed 

Al1 redting questionnaires were coded to insuce anonyrnity of responses, and the answers 

were tabdated. Individual analyses were then perfonned. Percentages, frequencies and totals were 

taiiied. Tables were prodnced. To facilitate comprehension, results have k e n  presented in a narra- 

tive, brief descriptive fashion and itemized. Comments h m  the participants were included. 



The Population 

Only hoteiiers and restaurateurs who were independent and either small or medium-sized were 

selected to take part in this study. This was doue because they represent the majority of hotel and 

restaurant businesses in Manitoba, but their üaining aeeds as small business owners are not king 

met adecpately by coUeges- 

The foilowing criteria were used in selecting the owner/operators for inte~ews: 

1, Their establishments must be open year round. Seasonai operations in resort areas were ex- 

cluded. 

2. Their establishment must offer a full food menu with a variety of courses, food items (meat, fish, 

poultry) and preparation methods. they must require the seMces of experienced, trained cooks or 

chefs at the joumey person level, 

3. Their establishment must offer a full liquor menu including cocktails, wines, beer, and liquor. 

Using information fiom HOIRE suppliers and the Manitoba Liquor Control Commission, the 

official licensing authority of the provincial govenunent, 38 hotel and restaurant operators were 

identifieci in South Western Manitoba. This is the catchment area of the Assiniboine Community 

Coilege in Brandon. This area includes the cities of Portage la Prairie and Brandon, and stretches 

north West including Russeii and Roblin, Included also is the southwest region, includhg Melita, 

south east including Morden and Winkler, and noaheast induding the City of Dauphin (see Figure 7, 

page 108). Of the firu population of 38, four were unable to participate for various reasons, therefore 

34 (n = 34) hoteliers and restaurateurs took part in the interviews. 



Figure 7: Sucvey area: The south West corner of Manitoba 
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sommsry 

The ptupose of this study was to examine the sk ik  required to create or manage a small or 

medium-shed hotel or restaurant The cnteria for examining the owaer/operators of sucb businesses 

were that: 

1. theu enterprise was d or medium-sized 

2. their enterprise provided a fdi food service menu 

3. their enterprise provided a fidi bar seNice menu 

4. theu enterprise was open year round. 

Of 38 enterprises which met these criteria, 34 were able to participate. Four declined to participate. 



Analysis of Data 

L n t r o d ~ ~ o n  

This chapter analyses the cesPl& of the swey, which coasisted of intem*ews with 34 ownea 

/operators of independent, small and medium-sized hotels and restaurants in south West Manitoba. 

The interview process investigated how important vananous sLiUs were to them as ornedoperators and 

entrepreneurs. 

The interview results consist of four parts: 

1. HoteVRestaurmt Emdovment Skills: Employability, vocatioual technical, business and ca- 

reer cornpetencies, and a summary (determination) of comparative importance. 

II. School and Worblace Education and Trainin& Length and nature of employment experi- 

ence prior to behg admitted to a HO/RE administration (HO/REA) program. Duration of training 

required for effective sküls deveiopment in different vocationai technical areas. Nature of a program 

in tenns of school and on-the-job training, length of the program, focus of the program - provincid 

or national, generalist or sector-specific. Credït for pnor cookbg expertise. Empbasis on regionai and 

national food pmducts and menu items. and other hospitality/toarism-ielated biowledge. Second 

m. Training and Em~lovment Possibüities: Respondents' expectations for experience prior to 

employrnent in dflerent vocational techaical aruu, interest in Linkages with colleges/instntcton, ex- 

posure to mentoring among participants, willingness of participants to act as mentors, possible stu- 

dent projects. 

W. Backmund Information: Length of respondents' entrepreneurid experience. Average 

length of work week. Age range, gender, etûnic origh. Level of public schooling received, occupa- 



tion-specific traintmg, country of ongin of training by participants. The interview instrument can be 

found in Appendix B, page 193. 

h the following anaiysis, values wece rouaded to the nearest percentage, so mmmaries do not 

always add np to 100%. In the tables, the letter f indicates fkpency, The ietter n below some tables 

points out the number of responses if there were fewer than 34. When significant differences (>2) 

between the answers of the hoteliers (h) and the restaurateurs (r) were found these were noted. Any 

other significant obsewations h m  the survey data were noted. 

1. HoteVRestaurant Employment SoUs 

This part is subdivided into a) employability skills, b) hoteUmstauant vocational technical 

skills, c) hoteVrestaurant knowidge and business career cornpetencies, and d) snmmary of impor- 

tance of major empioyment skiUs. 

a Employabüity S W :  

Tables 3 through 8 sumrnarize the responses aboat employability skills. These skilis are sub- 

divided into academic skilis, personal behavioral, and teamwork skills. 

Academic Sidis 

Academic skills consisted of communication, thinking, and Ieaniiag skiils. Communication 

skills were explained as k i n g  abiiities such as understanding, Listening, reading, writing and nego- 

tiating skilis. Thinking skills meant evaiuation and problem solving such as mathematics and tech- 

nological questions. Leaniiog skills wete defined as the willingness to conthue to learn for life. 

Those interviewai were asked to rate the importance of communication, thinking, and learning 

skius for their occupation. The r d t s  presented in Table 3 show that 7 1% of hospitality business 

people valued these learning skills as very important, while 59% rated communication skills as very 

important. Thinking skills were regarded as somewhat less important. One hoteIier considered com- 



munication more of a behavioral ski11 and thought that "80% of people have no communication skilis 

or public speaking skilis.'' Another (a former accoantant) commented that, "if you oniy h e w  num- 

bers and cannot ded with people, you end up an acconntant." 

Table 3: 

Academic Skilis bv Value of Tmmrtance 

Uoimportaat Unimportant Neutrai Unportant Important 

- - . - - -- - - - - - - - - - - 

Communication O O O O 1 3  13 38 20 59 

Thinking O O O O 7 21 13 38 14 41 

L e d g  O O O O 1 3  9 27 24 71 

Table 4 reveais the results of the three factors included in the persona1 behavioral section of 

the survey: positive attitudes and behavior. responsibilities* and adaptabüity. Positive attitudes and 

behavior were explained as seif-esteem, confidence. initiative and persistency. R m o n s i b i l i ~  was 

explaineci as abilities to set go& and pciorities, plan and manage time, money and resources; ac- 

countabiiity, dependabiiity, and integrity. Adaotability was presented as a positive attitude towards 

flexibiiity. recognition and respect for divecsity as weN as creativity. Most participants (82%) rated 

positive attitude and behaviors as very important, followed by responsibility (77%) and adaptability 

(62%). One hotelier rated behaviorai skills the highest "because in mail business if your behavioral 

skiils are OK, you can teamwork-" A second hoteiier remarked that "attitude, cornmon sense is re- 

quired, even essential. They (employees) do not think in favor of the business but operate at a prole- 

tarian level-'* A third one felt that in the area of personal behavioral s W s  they (students) would 

benefit the Ieast fiorn training; "They leam as they get older." A restaurateur commented that per- 



sonai behavioral skiils were most important kause "then you c m  work with them, othewise it is 

not possibIe to do the other things." 

Table 4: 

Personai Behaviod S W s  bv Value of Immrtance 

Skills very very 
Unimportant Unimportant Neutrai Unportant hportant 

f % f % f 96 f %  f %  

Teamwork Skills 

Table 5 shows the importance that hoteliers and restaurateurs attributed to teamwork, the will- 

ingness to wodc successfully with others to achîeve best results regardles of, for example, cultural 

background, age, or gender. Because the hotel and restaurant business is very labor-intensive, 77% 

rated ttiis ski11 as very important. ' W s  important, if you have one person not getting along with others 

within a tearn, it's chaos," remarked one hotelier. Another one commented T o u  have it or not." A 

third hoteiier said, "some never get there." 

Table 5: 

Teamwork SHls bv Vdue of Importance 

very very 
Unimportant Unimportant Neutral Important Important 

f 96 f % f % f % f %  

Working with others O O O O 0 O 8 24 26 77 



Summary of Importance of Employabüity Sldlls 

The reason for including tbis step was explaineci under The Field Test in Chapter III. It was 

done to better distinpish the importance of aEademic, pesonai behaviotal and teamwork skiUs. 

Tables 3 to 5 show that no ownedoperator judged any of the academic, personal behavioral, 

and teamwork skills as very unimportant or unimportant. None of the hoteliers and restaurateurs was 

neutral towards nqDired personal bebavioral skilis or teamwork skilis. In ai i  sub-categories we find 

that aii tespoudents vaiued them as either important or very important. The ody slOiIs not rated so 

highiy are found under the academic skilis. 

The sammry m Table 6 reveals how the respoadents ranked the employabiiity skiils that were 

developed by the Coderence Board of Canadar academic, personal behavioral, and teamwork skills. 

Most respondents considered personai behavioral s W s  to be most important, followed by teamwork 

and then academic skills. When conside~g the results listed in Tables 3-6, we must conclude that 

hotetiers and restaurateurs judge academic skills to be important, but less so than teamwork and per- 

sonai behavioral sküls. Personal behavioral s u s  were regarded as most Unportant by 62% of che 

respondents. One restaurateur supporteci a lower ranking for academic skiils by commenting: "You 

do not have to have a degree to run a restaurant." Some respondents thought that teamwork was or 

should be Uictuded with persona1 behaviorai skiIls. 

Table 6: 

Important Important Important 

f % f %  f %  

Academic 19 56 13 38 2 6 

Personal Bebavior 1 3 12 35 21 62 

Teamwodr 4 12 15 44 15 44 



M e n  comparing the responses of hotdiers and restaurateurs, it was found that 53% of the ho- 

teliers rated the academic skills as important (see Table 7), whereas oniy 24% of che restaurateurs did 

so (see Table 8). Of the restaurateurs, 71% regardeci academîc skilis as unimportant when asked to 

rank them compared to personal behavior and teamwork skiiis. This matches the d t s  conceming 

thinking skills (See Table 3). On the other hand, restamteurs attach more importance to teamwork 

skills; 10% (65% + 35%) rated hem as important (See Table 8)- These wece the oniy significant 

differences found in rhis section between hoteliers and restaurateurs. Additionally, 94% of the 

hoteliers (16), and 65% of the restaurateurs (1 1) thought that thinking skills were either important or 

very important. (These d t s  are not shown m separate tables.) 

Table 7: 

Emplovabiiitv Skills as Rated bv Hoteliers 

Ho teliers Least Most 
Important Important important 

Persona1 Behavior 1 6 6 35 10 59 

Table 8: 

Emvloyabilitv Skills as Rated bv Restanrateurs 
------ 

Res taurateun h t  Most 
Important Important Important 

f % f %  f %  

Academic Skilis 12 71 4 24 1 6  

Personai Behavior O O 6 35 11 65 



Table 9 summarizes the d t s  of the question: Based on present needs and foreseeable de- 

mands, the mastering of which of the followiug tecbaical skills is important to your business? Par- 

ticipants had to rate the importance of pfofessional couking, table service, computer, housekeeping, 

bartending and front officeklerk skills- The question asked which skills were important to hem not 

only now, but also in the friture, 

The answers showed that 68% thought it was very important to master the s k U  of coolcine;. 

Restaurateurs' comments ciearly showed how important resourcc management was in this sector: 

'Very important to the orner." "No wastage. 1 had a negative expenence with a cook fkom a com- 

munity coilege. Not enough emphasis on usage of leftovers, the lazy cook." "Cooking is very impor- 

tant (5) or better extremely important (6), mark it a '6'." A hotelier said it was "absoluteiy crucial to 

have cooking skills when operating a small or medium-sized hotel." An older astute business man 

and hotelier rernarked: "You need a very trained cook, especially the main cook. Most people that go 

into the hoteUrestaurant business should have cook's papers," 

Sixty-five percent of the hospitaiity pmfessionals thought table senrice was very important. 

Some remarks were: "Diaing Room Service firstly important, cooking follows. The public sees the 

service staff, good image to begin with. Very important. Not kntiwing cm ham, huns off people. 

Smile, make people welcome,." Nobody thought that these two skills, cooking and table seMce were 

very unimportant, unimportant or of neutral importance, 

The data also shows that this does not apply to the remaining SUS such as computer, house- 

keeping, bar&ending, or front officekbrk skills. They are judged as less important- 

Front officelclerk skills deal with operating a cash register or adding machine, or compiling a 

journal. These are skiils required by a front office clerk in a hotel or a hostesdhost-cashier in a res- 



taurant. They were rated as very important by approxïmately 35% of the owner/operators. In smailer 

hoteis the front office clerk may o h n  handle cashiering duhes for the dùung roorn, or other duties. 

One comment showed how the tirne can effectively be used in this department, by handling part of 

the hotel book keepiug: 'Tt will cut half off the accotmtant's cos% dennitely, very important." Other 

statements were: "[the front office] is the first and last thuig people wiii remember," and "one Mani- 

toba coiiege goes overboard teaching this. (They teach too mtxch of this.) 

Less than one third (29%) of the intem-ewees thought that hoasekeeving was very important. 

However there were a few strong comments: "I rate it very important. It's funny, people see a dirty 

carpet, but not a clean one. First impressions are so important, Housekeeping is very important for 

me also because of the open kitchen concept. Many people corne into the back. It has to be spotless 

cIean. Many people decide whethet they frequent a restaurant or not on their peek into the kitchen, or 

what they have heard about the kitchen." A closing comment h m  a restaurateur. "The front also has 

to be spotless. The h t  few square feet at the entrance to the restaurant are the most valuable mai 

estate of the restaurant." 

Almost one quartet of the hospitality professionals rated bartending as very important. One ho- 

teiier stressed the business importance of this skili. He said that it earned the most money in a hotel 

and addeci, "mix up fancy drinks and [give] fast semice [and it] will be profitable-" 

Commter skilis were rated as very important by 12% of respondents. A h o s t  half the respon- 

dents were neutral towards cornputers. Many businesses were too small to have cornputers, and 2 1% 

rated them as unimportant. One participant, a fornier tacher, observai that they were important as a 

teachingflearning tool in colleges. 



Table 9: 

HoteYRestatuant Vocational Technicai SkilIs bv Vaiue of hmrtance with Five Cateaories 
- - 

S m  very very 
Unimportant Unimportaut Neutrai Important Important 

f %  f % f %  f %  f % 

Prof. Cookïng 0 0 O O O 0 Il 32 23 68 

kof.TableSe~ce 0 0 0 0 0 0 12 35 22 65 

Cornputer 3 9 7 21 16 47 4 12 4 12 

Housekeepmg 2 6 O O 6 18 16 47 10 29 

Bartendhg 0 0 1 3  8 24 17 50 8 24 

Front Office 0 O 1 3  4 12 17 50 12 35 

When the very u n ~ p o ~ a n t  and mimporîant cohunns were combined, as weii as imporrant and 

very important, the d t s  presented in Table 10 were found. Every respondent nted cooking and 

table service skills as important. 85% of the participants rated fiont office and 75% rated housekeep 

ing and bartendhg as important- 30% r d  computer skills as unimportant and close to 50% consid- 

ered them to be of neuaal importance. These results reveal that most of the work cequired by ho- 

teliers and restaurateurs is not computer nlated. In most ISME hotels and restaurants. the most im- 

portant and time-consuming work is stiii preparing and serving food in a professional manner. 

Table 10: 

HoteURestaurant Vocationai Technical Skills bv Value of Im~ortance with Three Catenories 

-- - - 

Prof. Table Service O O O O 34 100 

Prof. Cooking O O O O 34 100 

Computer 10 30 16 47 8 24 

Housekeeping 2 6 6 18 26 76 

Bartendhg L 3 8 24 25 74 

Front Office 1 3  4 12 29 85 



Signifïcant differences in how hoteliers and restaurateurs rated technical siciiis are summarized 

in Tables 1 1- 12. When combining the categoties of important and very important, it was found that 

94% of the hoteliers and 77% of the restaurateurs rated &nt officelclerk skills to be important. 82% 

of the hoteliers and 65% of the restaurateurs rated bartendhg as important. Ody 42% of the hoteliers 

and 6% of restaurateurs (one of hem) cated cornputer skills as important. 

Table I l :  

Vocational Technicai Skilis bv Vdue of Inmortance as Judeed bv Hoteliers 

Hote tiers  ver^  ver^ 
Unimportant Unimportant Neutra1 Important important 

€ % f %  E % f % f % 

Prof- Cooking O 0 0 0 O 0 6 35 11 65 

Table S e ~ c e  O O 0 O O O 4 24 13 76 

Cornputer 1 6  1 6  8 47 3 18 4 24 

Housekeeping O O 0 O 4 24 8 47 5 29 

Front Office O 0 1 6  0 O 8 47 8 47 
n =  17 



Table 12: 

Vocational Technical SkiLls bv Value of Immrtance as Judned bv Restaurateurs 

Unimportant Unimportant Neuual Important Important 

Prof. Cooking O O O O O O 5 29 12 71 

Prof. Table Senrice O O O O O O 8 47 9 53 

Cornputer 2 12 6 35 8 47 L 6 O O 

Housekeepmg 2 12 O O 2 12 8 47 5 29 

Front Office O O O O 4 24 9 53 4 24 
n =  17 

c HoteyRestaarant Kmwledge and Business Caroer Cornpetencies 

A summary of responses to questions 19-43 is presented in Table 13. A combining of the Un- 

important and Important categories and tetainhg of the Neutra1 rathg is presented in Table 14. After 

Table 14, the respondents' comments conceming the merits of including various subjects into a 

HOIRE administration curriculum program for ISME are recorded. 

The answers (Table 13) reveal how participants rated various teaching modules, short or long 

courses, taught in two-year HOIRE administration programs. The Iist of 25 subjects generally does 

not repeat theory courses that are the basis of handssn courses already listed under "HoteVRestau- 

mt Vocational Technical Skills." In some instances courses may be very short or very long, or con- 

sist of a basic and an advanced course. In other examples the subject may be a major part of another 

course. An example is the FoodSafe program which deals with sanitation in food senrice establish- 

ments. This is a program taught across Canada. In many college programs it may be included in a 

food preparation course. 

Food & Beverage Conaol was rated as very important by 82% of the respondents. Marketing, 

advertising and sales were rated as very important by 71%; the FoodSafe/sanitation program by 68%, 



food and beverage service management by 6846, administrative management by 65%, super host/- 

customer service program by 62%. hnmnn/orgalirzational behavior by 6246. train the tüiiner by 59%. 

catering by 5646, menu design by 53%. maoaging the human resourct fonction by 50%. and entre- 

prenemhip by 50%. Ail other abjects were rated as very impoctant by fewer respondents. Ethics 

and maintenance & plant management were rated as very important by 44% of the ~spondents. 

hs the 'linportant" category, Hotei/restantant accomting was rated as important by 53%. nutri- 

tion by 538, general accountiog by 5046, and maintenance and plant management by 50%. The next 

subjects d o m  the scaIe are design & layout and ethics, both rated as important by 4496. Fifty-nine 

percent (59%) of the participants opted for "Neutrai" when asked how to rate Presentation Skiils 

ArnbulancelFirst Aid and 44% rated Taxation m this category. 

The participants were also asked if they had my other devant  subjects to propose. Some sug- 

gestions were: "Etiquette in a dining room or bar service. Common courtesy/civüued behavior, 

common sens, and common sense =pairs including some overail electronics equipment and its 

hinctioning,-rernember, we are in the country side. This could dso be included in plant manage- 

ment." Other suggested topics were: 'Fiancing a business, fomis of assistance, (knowing where to 

fmd help and assistance). Teach time management ngbt after the beginning, stress management, 

Adjustment to change. New trends, and how to be (oc remain) one step ahead of change." 



TabIe 13: 

HoteilRestatuant Kaowledne & Business Career Cornpetencies 

by Value of Immrtance with f ive  Catenocies 

ModuIes/Courrcs  ver^  ver^ 
Unimportant Unimportant Neutml Important important 

f 96 f %  f 8 € 96 f 96 

FoodSafePmgram 

Ambulance First Aid 

Super HostlCust Savice 

Train the Trainer 

Taxation 

General Accounting 

HO/RE Accounting 

Menu Design 

Adm. Management 

Catering 

F & B Conml 

Oral Communications 

Business Communication 

Presentation S W s  

Introduction to Tourism 

F & AlJ8ev ServiccMgt 

Ethics 

Humanlûrganiz Behavior 

Nutrition 

Maintenance & Plant Mgt 

Design and Layout 

Human Resource Mgt. 

Mktg/Advertising & Sales 

Law, Hospitality/Bus. 

The following cowses were rateci as either important or very important by at Ieast 90% of the 

respondents as nvealed in TabIe 14: food & beverage control(97%), train the trainer (97%). the 

FoodSafe program (97%). maintenance and plant management (945). hotellrestaurant accountuig 



(94%), marketing, advertking and sales (94%), entrepreneurship (92%), administrative management 

(92%). food and alcoholic beverage service management (92%). 

The foiiowiag courses were rated as either important or very important by 705-898: c a t e ~ g  

(88%), ethics (88%). mou design (85%), maaaging the human resource fiinction (85%). Super Host 

program/ccustomer service (85%). human or organizational behavior (82%). introduction to tourism 

(76%), gened accountÏug (74%). 

The foiiowing courses were rated as Important or Very Important by 608-698: Law, as it re- 

lates to food, beverage, labor, hospitality and business (68%), nutrition (68%), design and layout of 

projects and f ' t i e s  (68%), oral communications (62%), business communication (62%). The fol- 

Iowing are below 50%: ambulance course/ St. John's F i t  Aid (47%), taxation (44%), and 

presentation skills (26%). 

Hoteliers tended to value c a t e ~ g ,  oral communication, layout and design, marketing and 

sales, business and hospitaüty law more strongly than restaurateurs did (€4, up to 4)- Support for 

nutrition was more pronounced among restaurateurs- 



HoteVRestaumt Know Iedge & Business Career Cornpetencies 

bv Value of Im~ortance witb Three Cate~ories 

ModuieslCourses Offered Unimportan t Neutrai Important 

f %  f % f %  

FoodSafe Rogram 

Train the Trainer 

Food/Beverage Control 

MarkeringfAdvertising and Saies 

HoteURestaurant Accounting 

Maintenance/Plant Management 

Administrative Management 

FodAic-  Bev. S e ~ c e  Mgmt 

Entrepreneurship 

Catenng 

Ethics 

Super Host/Customer Service 

Menu Design 

Human Resource Management 

Human or Organizational Behavior 

Introduction to Tourhm 

General Accounting 

Nutrition 

DesignLayout Projects & Facilities 

Law, Hospitality/Business 

Business Communication 

oral conunun-cations 

Ambulance First Aid 

Taxation 



The hospitaliîy professionals had a variety of comments about the listed hotel and restaurant 

knowledge and cateer cornpetencies: 

ûne hoteiier suggested The FoodSafe R o m  (Question 19) was a very important subject; 

"Just think about the cight temperatures for fds." A comment about the Suwr Host R o W l C o s -  

tomer SeMce (Question 21) was that the concept of the program was good, but the program needed 

to be updated A Train the Trainer course (Question 22) was judged as: Extremely important. "This 

should k 6 or 7 (on your scale). T o u  have to be able to train. û€ten you have to train sornebody 

with no experience. We bave very tittle sîaff turnover ben (because we know to train.)." Thece was 

also doubt ifeverybody was trainable: "I rate it important. Some are untrainable. They do not fit in 

many instances." 

A subject that fond strong advocates doring the pilot process was Taxation (Question 23). % 

was therefore included in the instrument. During the i n t e ~ e w  process divergent opinions on the va- 

lidity of this item were r a i d  'Tt has long-tenn importance." '"ïhere are so many things involved in 

a lot of cases. You have to keep after hem (the accountants). They seem to know everything, but 

they do not." 'Tt's very important You should give that one a 6 iostead of a 5." "There is only so 

much one can do. Today's taxation regdations do not allow improving your business up to snuff." 

"My accountaut does this (looking aficr tax savings). It is very unimportant." "Rofessional expertise 

can be hired." "Unimportant: A specialued knowledge, 1 do not see how tbis appiies, unless an ac- 

countant in a bigger hotel." 'Yery naimportant. We are in the business to make money." AU the 

comments lead to the conclusion that not every hospitaiity professional cnists or leaves related ques- 

tions entirely to bis or her accountant, therefore teaching this subject to s m d  hospitaiïty businesses 

may prove beneficial. 

There were no remarks about General Accountinq but about the importance of HoteVRestau- 

rant Accountinq (Question 25) someone commented: "1 rate it important just as Genecai Accounting. 

It is more diversified. You end up telling the accountaut," Administrative Management (Question 27) 



'This should be taught very thoroughiy.' T e r y  important. It takes thinking ail the tirne." "Of neutrai 

importance." Ward to teach. If they do not have it in them (to become managers), they do not be- 

corne tha~" 

Food and Beveraae Control (Question 29) '1 rate it of neuiral hprtance, It is difficult to cost 

for me." It's very important. The toughest job, many vanables, considering the not feasble." 'Very 

important, you got to know what you make." "One Manitoba coUege goes ovecboard here." On Oral 

Communications (Question 30). hotdiers respondeck "Cl€ neutral importance, if speeches only." "1 

rate it neutral, it is nice to have." "Of neutral importance, we meet people, our guests, rather than 

make speeches." "Vecy important, because 1 am not good at it." "1 rate it very important. Everybody 

likes to be good at it? A restaurateur thought Business Communication (Question 31) was very imp 

ortant, because he had missed learning to write a tender, for example, and other basics, A restaurateur 

said that Introduction to Tourism (Question 33) was very important because "rnany cannot grasp the 

importance of tourism for regional business and development. We tcy here to get the first events off 

the groundl' A hotelier echoed: 'T rate it very important. It is one of the most important apart h m  

farming for aii of Canada." There were reminders of fishing, moose hunting, winter actïvities, 

skidoos, hockey. and curling, but also comments that importance wouid depend on one's location. 

With Food and Alcoholic Bevera~e Service Mana~ement (Question 34), profits, tbe depend- 

ency of business on this aspect, and king cost efficient were important considerations but also 'over 

s e ~ c e '  (liquor Iaws). Ethics (Question 35) was a concem to some who testified it was very impor- 

tant in the business. One restaurateur thonght, 'Young people are missing them. They do not have 

thern." Human or Ormizational Behavior (Question 36): Tery important. Sometimes very hard to 

do. Friends at the start, enemies a year later." Nutrition (Question 38) had more importance to restau- 

rateurs. Obsewations were: '?t is very important. Tm much cholesterol, fat etc. leads to allergies." 

"It is important. The public demands it: salad sales are increasing." "Of neutrai importance. Basic 

nutrition everybody knowa" Maintenance and Plant Management (Question 38) brought the follow- 



ing comments h m  hoteliers and restaurateurs: "1 rate it very important because it improves appear- 

ance and resalts in a high resale value." ''Tt is very important, It can save a lot of money." "Very im- 

portant, 1 wished 1 b e w  more." Seved had comments on Desien and Lavout of Proiects and Facili- 

ties (Question 39): 'Vecy impttatlh 1 had bad personal expenences. resulting in a few renovations." - 
"It's very important for first impressions, when they corne intu a restaurant or town.'* ''Aiways Listen 

to ideas. Very important proper design. It saves money. For example, one person can look after the 

front desk and the dining room." "Very important, done by the CO-orner." 

Manaeinnr the Human Resource Fmction (Question 40), ''1 rate it very important, because it is 

a big cost item." 'Tt's important. In the countryside you hire the one applying, no choice, you are al- 

ways smck with the one who cornes. It's ternily Unportant. It shows, yon do not get the best output." 

Marketing. Advertisina and Sales (Question 41): Many restaurateurs offered their comments under 

this subject: 'l rate it important. Marketing usually comes out of the kitchen, what the chef pro- 

duces." "1 rate it of neutral importance, because it's from my experience over a few years." "Tts very 

important- 1 wished, 1 had more training what to do." 'We ody play around with it-" '?t is of neutrai 

importance, except public relations." 'To me, making money in the restaurant business is not based 

on sales but on controlling costs. Wod of mouth important to business- It is based on confidence of 

your clientele in you. You c m  advertîse ~ t i l  you are blue in your face. When a guest walks into your 

place, the question is, have yoa invested time in planning (to control your flow) training your staff. 

Public relations is important, in the sense of the restaurant as a participative asset of the cornmunity." 

F d  Beverane. Labor. Homitaiity. and Business Law (Question 42) " F o o d ,  Beverage, Labor 

Law, these three are important-" "Very important: one m n g  decision costs lots of money." ''Very 

important. There are many niles to follow, under age drinkùig. It's the same as 1 said concerning 

taxation. Experience level is important. There are so many things involved in a iot of cases. You have 

to keep afkr them. They (Iawyers) seem to b o w  everythimg, but they do not." One hotelier observed 

that Entre~reneurshib was very important, if one bought an old business, for example. VLTs were 



"an example, trends change, p u h g  in new clientelet" A restaurateur pointed out that "you need to 

be different, unique, do something nobody else does-" 

The hospitality pmfessionals were aIso asked ifthey had aav other teachina items or subiects 

to  roms se. Here are thek suggestions: 'Teach attitude." ''Effectively dealing with people very im- 

portant." "Common cowtesy, civilized behavior." ''Eticpette in a duiùig m m  or bar senrice is im- 

portant to be taught." 'Teach adjusünent to change. New trends, Liqyor law, changes, be one step 

ahead of change." Ti management, after 13-14 d q s  only." "Stress management." "Fimancing a 

business, forms of assistance, knowing where to find help and assistance," "Teach common sense-" 

"Common sense repaixs including some overall electronics equipment and its functioning, remember, 

we are in the country side. This couid aiso be included in plant management, 

d. Sommsry of Importsnce of Major HoteyRestaurant Empioyment Skiüs 

Table 15 pcesents responses to Questions 45-47 found on page 2 of the inteMew instrument- It 

reveals where a coilege level pre-employment program should place most of its emphasis. As out- 

lined previously, the major employment skills for the purpose of thïs IuteMew Instrument were: 1) 

Employability Slcills as mggested by the Coderence Board of Canada (see Appendix C), 2) Voca- 

tional Technicd Skills and 3) Knowtedge and Business Career Competencies. The HO/RE owner 

had to choose between these three major employment skilis areas- Tbey had to decide where the em- 

phasis of training should be in a community college training program. Of the 34 participants, a sig- 

nificant number of the hoteliers and restaurateurs, 59% choose Vocational Technical SkiUs as the 

training focus for a hoteVrestaufant program. This includes skills such as coobg,  table senrice, 

housekeeping, bartendhg and h n t  offidclerk skiUs. Employability Skills were rated as important 

by 41%. These results coincide with a study in Washington State (Knold, 1986) where employers 

expressed theu opinions that high schools should focus on Employablity, and (technicai) colleges 

should focus on Vocational Technical Skills. 



Skills Lcast Most 
Imporîant Important Important 

f %  f %  f % 

Employability Skiils 5 15 15 44 14 41 

Vocation~ecbnical S W  1 3  13 38 20 59 

Business Knowiedge and Career Cornpetencies 1 8  53 12 35 4 12 

The overail importance of attitude and related behaviots for hoteliers and restaurateurs is em- 

phasized in many quotes. Here are some commenu on em~lovabiiitv s m s  (academflZfc, personal be- 

havioral, and teamwork sbüls): 'lmportant, not met hi high school." "1 rate it the most important. 

They have to be team players because you can not do it on your own. You have to reiy on others." 

'Most important. You do not wish to defeat yourself. Teamwork and behavior are very important. 

The rest foiiows," 

Some participants doubted whether employability ski& are teachable: 'We are not sure if 

(some of) this is teachable, eithet it is thece or not!" A link between the acquisition of behavioral and 

vocational sküis is found in the following quotes: Employability skilis "are important, shtdents may 

have them or develop them while learning vocational technical skius. Attitude wiUingness are impor- 

tant." "Employabiiïty s W s  go almost hand in hand with vocational technical skills. You can have the 

best cook but if he can not get dong with others, you are 10% You cm always leam from others, no 

matter w ho." 

The hospitality entrepreneurs offered the following thoughts on HoteVRcstaurant Vocational 

Technical Skills (cookuig, senring, clerking, housekeeping, bartending): "Academic skills you may 

forget but vocational technical sküis are easiest to use, and they stay with you a i l  your iife." 

'Vocational technical skiils are a good base to build your career on." 'Tt is very important. If 1 would 

start out, 1 would learn to cook, because this business is food. 1 would know about food how to pre- 



pare, serve and use it" '1 rate Vocational Techical ski115 and business career competencies (as) im- 

portant you cau grow into these." "(I rate is as) Important. This cm be lmmed as you go dong. '9 

rate it least important becanse that's what's taught on the job." One restaurateur commented: "Ml 

ihRe of them (employabiiity, vocational technical, and business and career competencies skilis) are 

the most important, You have to have ail tluee." 

IL S b 1  and WorLpiaœ Eàncation a d  Training 

A numkr of students join a coIiege HORE administration (HOREA) program and then drop 

out, because they find the worlring conditions ciifficuit. This wastes considerable resources, The stu- 

dent has investd study tirne. The colIege recovered less than 10% of its costs through student tuition, 

and a place diat couid have been occupied by someone who wanted to pmgress in the industry was 

Iost. Therefore Questions 48 to 50 were placed into the interview instmrnent. Question 48 asks: To 

understand the realities of Iife in the  HO^ industry, shoald a person have employment experience 

prior to k i n g  admitted to a college HOIREA Program? The results in Table 16 reveal that 7 1 % (2 1% 

+ 50%) of respondents felt that prior wodc experience was essential to a college HO/REA program 

while 21% felt it was not necessary- The rest were neutral. 

Table 16: 

Emdovment Exmrience Reauired for Admittance into H o m  Proaram 

Employment Experience Strongly No S trongiy 
Disagrec Disagree Opinion Agree A m  

f %  f % € 9 6  f % f % 

The respondents had a variety of comments: "I agree. A person wanting to go into this business 

cm not decide on the flip of a moment," 'T disagree, then not everybody has a chance." '7 disagree, if 

you Like people, you have a good chance to have made the nght choice. Going by my own experi- 



ence: I jurnped into it with both feet." '7 saongly agree, so they definitely h o w  what they are getting 

into: long hours. ''I disagree. Go part way tbrough coUege and then work." 

Question 49 dealt with how long this employment experience should be. The redts are indi- 

cated in Table 17. Nïne participants felt no expenence was required and therefom did no< answer this 

question. Of25 participants who agreed that pnor work expenence was reqnired, close to 70% felt 

that they should have more thao 15 weeks experience and around half felt they should have over 20 

weeks wodc exposure. 

Table 17: 

LeWtfi Less 6-10 11-15 16-20 More than 
6 Weeks Weeks Weeks Weeks 20 Weeks 

f % f % f %  f %  f % 

1 4  5 20 2 8 5 20 12 48 

Respondents had varied comments: "'6- 10 weeks shouid do it? "6 10 weeks should suffice. 

They should not wcessarily waste haif a year" "You do not want them to leam the wrong way. there- 

fore 6-10 w&s is good." "One year mandatory." "At least a year. You have to see d l  seasons, even 

if only part time." "ûver one year; may be cumulative. Should be sort of an apprenticeship program." 

Question 50 inquired whether this experience shouid be bands-odpractical work, clerïcaVof- 

fice work, supervisory or other unspecified worlc. See Table 18. Of those who agreed m question 48 
4 

that previous wodc experience was important, 7 1% felt that bands-onlpractical work was essential 

and one paaicipant (other) thought tbat a varied background was required: "A Little of ali: hands-on 

work, c1ericaVoffice work, but not too much supervisory." 



Table 18: 

T m  of Emplovment Exuerience Reuuired for Admittance 

to a HoteYRestaurant Administration Pro- 
. - . - - - - 

Type of Work Hands-on CIericaV 
Practical Wodr Offtce Supervisory Other 

f %  f 96 f %  f %  

The interview instrument also probed respondents' thoughts about the relatioaship of on-the- 

job experïence to effective job training whiie in the actuai HOIREA program mie 19). Respon- 

dents were asked to identq the length of tirne reqWed to effectively develop various vocationai 

technical ski&. Nearly 70% suggested that more than 10 weeks were required to develop effective 

c o o k k  skills. More restaurateurs than hoteiiers opted for more than 10 weeks of cook training. 

D m  Room Skills: Almost thirty percent of the hospitality professionals thought that 5-7 

weeks were cequi&, and almost one third of the participants thought that more than 10 weeks were 

required to acquaint students effectively with tbis area as part of theù on-the-job expenence. More 

restaurateurs than hoteliers thought that dinhg room skiUs wete important. 

Housekee~m~ and bartendine skills were identified as needing 2 to 4 weeks expenence. Front 

office/clerk skills requirôd at least 4 weeks experience, This idonnation is sununarized in Table 19. 

There were no specific comments oEered for Housekeeping, Front OfficeIClerk SkiUs, Cooking, and 

Bartending. A restaurateur offered the opinion about Dining Room Service that more than eight 

weeks were required. He added T o u  have to get used to $ (you have to become) confident." 

0verai.I comments for Questions 51-55 were: " When training 50% of the t h e  should be on- 

the-job experience." '? indicated each different and then under ideal training/working conditions." 



'The places ofemployment have to consider themselves an extension of the leamhg process. 

Thar is why cbain-type operations do better than ma and pa operations." "These are ail very impor- 

tant aspects of this particular business, and take a long time to lemeafn'' 

Table 19: 

Time Reauired for Effective Acauaintimce of Hotenestaurant Vocational Technical Skills 

Skills Less than 2 2-4 5-7 8-10 More than 
Weeks Weeks W ~ k s  Weeks 10 Weeks 

f % f %  f %  f %  f %  

Housekeeping 8 24 18 53 3 9 2 6 3 9 

Fr. Office/Clerking 1 3  12 35 7 21 6 18 8 24 

Cookiag O O 1 3  4 12 6 18 23 68 

Dining Room Service O O 9 27 10 29 4 12 11 32 

B artendhg 2 6 13 38 11 32 5 15 3 9 

Table 20 pnseaa the results of an iaquiry hto the nahue of a HO/REA program. Question 56 

asked whether it should be theory-based (no work experience), include theory with some school- 

based Iab sessions, include theory with some school-based Iab sessions and on-the-job training, or 

any other options. Ovec 90% of the respondents ceplied that their choice was a combination of theory 

with sorne schwl-based Iab sessions and on-the-job training. One participant said: "In effect, such a 

program with theory and with some Iab-based and on-the-job training is an apprenticeship or CO-op 

program." Therefore. with the one person under "other" who specifically asked for an apprenticeship 

program, one may conclude that the participants opted strongly for such a program approach. Refer- 

ence to a modular program taught in Calgary was given, as well as to a program by the Travelodge 

hotel chah, originating in England. 



Table 20: 

Inde~en&nt/SmdWedium-SM HoteVRestaurant Administration Pro- Desian 

Types of Training f % 

Theory with SchooI Labs and on-the-Job Training 32 94 

Theory B a d  O O 

Theory with Schoof Based Ehctica.1 Labs O O 

Other Options 2 6 

North American HOIRE administration university programs are often four years and comrnu- 

nity college programs two to three y-. Canadian c w k  apprenticeship programs are three years. 

Asked how long the program shouid be in tems of needs for ISMEs, 44% of the respondents wanted 

a three-year program, and 15% wanted more than thrre years. Their responses are summarized in 

Table 21. 

Opinions on the length of the program varied widely. One person said that even a one-year 

program was sufficient includmg pmctical wock. At the other extreme was the proposal of a five-year 

program. There was a concem that "mon thaa two years was too expensive, even with working 

through the holidays. to raise the money with the banlc" Other comments were: "You need 3 years." 

'Tt should be 3 years, so that they can work ail over. This is a multi-skilIed world; cooking and serv- 

ice is tequired." 3 years. if apprenticeship based." It should be three yem, apprenticeship type. with 

ail the experience included 



Table 21: 

Lennth of HoteYRestawant Administration Proaram 

1 
1 112 Years 4 12 

2 Yeats 8 24 

2 1/2 Years 2 6 

3 Years 15 44 

More than 3 Years 5 15 

In Table 22.53% of respondents indicated that a HO/REA program shouid €&us its content 

nationdy. 'The program should at lem be nationdyf "It shouid be nationally, because people 

move across Canada; It should be natioaally- That's why, the Manitoba Tourism Education Councii 

(MTEC) was created," were some of the coments. MTEC is part of  a national aaining and certifi- 

cation organization for the Canadian toucism industry. 

Table 22: 

Focus of a HoteVRestaurant Administration Promm 

Table 23 (Question 5960)  dealt with two questions. The fint asked if a "Jack-of-ail-trades" 

(multi-skilled) ISME HO/RE owner/operator was required. The second question asked whether a per- 

son skiiied in specific HO/RE onlv was reqyired. The purpose of these two questions was to find out 

what kind of curriculum focus was required for an ISME HO/RE program at the college level. Was it 



better to offer choices and options or was it more appropriate to offer a fixed general type of curricu- 

lum? A signifïcant number of participants (59%) stmngly agreed that to be a successful HO/RE 

ISME owned operator, one m u t  be mdti-skilled and a fixed general type of curriculum was bat. 

Agreement was more pronouaced ammg restaurateurs. Almost two-tbirds of the hospitaiity profes- 

sionals (65%) disagreed that a person who is skilled in specinc H O M  areas ody: is required- One 

"agreeable" restaurateur commnted: 'The more you know the better it is. and the less dependent on 

other lcnowledge you are. If you have Little auîhoniy, you wodd be lost. If you cannot do it yourself 

you have to tire a bighly qnatified chef? Another participant: Y have no opinion on that except the 

more resources you have available to you the better. This is an instant industry and instant knowledge 

is required." A third participaat offered: Y disagree, it is not important to know everything for a 

managerlowner, but it sure helps. It is an asset to be a Jack of ail trades. In the hospitaiity business, 

good communications are extremely important-" Fmm the Iast two comments of the participants one 

cm conclude that even if they were reluctant to agree or disagree initiaiiy, they stiil  admitted that it 

was better to be rnulti-skilied, focused on the HOtRE industry and its specific requirements. 

Table 23: 

T m  of Training Recmired: Multi-skiUed Versus Sector Smcific 
- - - - - - . . - - -- - - -- - - - - 

Strongiy No S trongly 
Disagree Disagree Opinion Agree Agree 

f %  f %  €96 f %  f %  

"Jack of all Trades requüed" 0 0 3 9 1 3  10 29 20 59 

Specific HOIRE tnining only 5 15 22 65 2 6 3 9 2 6 

A journey person cook already has skius which are very important for a full-service hotel or 

restaurant. (See Tables 9 and 10 and related questions in this chapter.) Thenfore the survey asked 

two questions: The first question was if a journey person cook should receive credit for a success- 



hilly finished apprentiçeship towards a HOfREA program. The Rsponses are summarized in Table 

24. Eighty petcent agreed and f 2% strongiy agreeci that cwks shodd receive credit- 

n ie  second qnestion asked ifa jomey person COOL should be able to foliow a shonened 

HO/REA program. Sixty-eight percent of the participants a g d  and 15% strongly agreed that a 

joumey person cwk shodd be able to follow a shortened program. Some restaurateurs commenteci: 

"I disagree here because the schml may be able to teach you ri& instead of the wcong principle. No 

automation hereret' Another one:" 1 strongly agree. This wodd have an immediate impact in nual ar- 

eas of the province." A hotelier: 'l agree. The unfortunate thing about our industry is that we do not-" 

TabIe 24: 

Assessrnent of Previous Exnerience - of Joumey Person Cook 

S ~ @ Y  No S ~ W ~ Y  
Disagree D i s a m  Opinion Agree Agree 

P 46 f % f 96 f 9 6  f %  

Credit for Cooking Experïence O O 1 3  2 6 27 80 4 12 

Follow a Shorteced Program O O 3 9 3 9 23 68 5 15 

TabIe 25 deals with questions 63-66, They have a common theme, accentuation concems that 

are often pushed aside in North American HO/REA curriculum programs. Looking at course outlines 

and books used indicates that students ofien do not learn about what thek region, province, state or 

country has to offer. It seerns this is ofien not dedt with in other than vocational and tourism oriented 

schools of the traditional tourism countnes overseas. In North America big pubtishuig companies 

appear to have zeroed in on the school book market, cequiring high sales volumes. The books of these 

companies often are more generic than desirable, and do not reflect concems that the following 

questions address. In the case of a Canadian region these questions are: (number 63) emphasis on 

Canadian wines and wine regions, (number 64) emphasis on regional and Canadian agriculhual food 



products. (number 65) emphasis on Canadian menu items. (number 66) emphasis on regional and 

Canadian tourism know iedge and aspects. 

Half the participants agreed @ut none strongly) that it would be good to emphask Canadian 

wines and wine reaions. This is what some of the restaurateurs said: "Being a Canadian one should 

a m .  But you have to be conversant with imports too." Y disagree. According to business experi- 

ence. no concentration on one, but 1 had French tourïsts here, and they drank ail the avaitable Cana- 

dian wines in this restaurant." 

Emphasis on regional aud Canadian aerïcultural food t~rcxiucts: 53% agreed. One restaurateur 

commented: Y stroogly a-. The reason king, Canadian products are sapecior. For example beef, 

Canadian back bacon. 1 have traveled a lot" 

Emphasis on Canadian menu items prior to teaching about international menu items: 56% 

agreed. One person iemacked: "Dependhg what you serve your clientele." 

Emphasis on renional and Canadian tourïsm content: 62% agreed. One restaurateur com- 

mented: "1 agree. People, tourists who corne here wish to know what we have to offer. They wish to 

experience things dinecent than wbat they have at home." Another (naturaiized Canadian) restaura- 

teur: "You have to ieam to appreciate what yon have yourself first, More you can appreciate other 

nations and ongins."(!) 

TabIe 25: 

Emphasis of Traininn P r o m  
- - - - - -  

Emphasis Strongly No S trongly 
Disagree Disagcee Opinion Agree A p  

f %  f %  f %  f %  f %  

Canadian Wmes & Regions 2 6 9 27 6 18 17 50 O O 

Canadian Agri.Food Products 1 3 7 21 6 18 18 53 2 6 

Canadian Menu Items 1 3  7 21 6 18 19 56 1 3  

Regional Canadian Tourism 1 3  1 3  O O 21 62 11 32 



nie issue of the international competitiveness of canadi-an HOlREA program content was 

addressed in Questions 67 and 68. Respoases are summanted in Table 26. Answers were as fotlows: 

Emphasis on king as good as Enropean pmgrams-97% agieed 12% strongly. The participants 

gave diffetent muons for theu support. ûne restaurateur thought, "one couid do more things." 

Another thought, "otherwise it wodd support mediocrity." A third wodd send his staff  overseas for 

training. Emphasis on king as good as USA programs was agceed to by 97% of the interviewees 

(2 1 % strongly). 

Table 26: 

HoteVRestaurant Administration Prosmm Competitiveness 

Cornpetitive Stronl#~ No S trongly 
Disagree Disagxee Opinion A m  A p  

f %  f % f %  f %  f %  

With Europe 0 O 0 0 1 3  29 85 4 12 

With USA 0 O 0 0 1 3  26 77 7 21 

The question of internationalization and globalisation of our society was LinLeci to the necessity 

of learning basic second language skilis. This is a ski11 that is included in the new Manitoba high 

school cumfulum under the title of 'Complementary (compalsory) Subject Areas' in the Senior 1 to 

Senior 4 y e m  (Manitoba Education and Training, 1994, My, p. 11). The s w e y  participants were 

asked if they thought a H O M 3  program should inclade basic second langage s H s .  Their opin- 

ions are summanIed in Table 27. They were also asked which language they thought should be 

taught. Skty4ve percent of respondents agreed that one basic tourist-type second language should 

be leamed in the program. There was some concem expnssed on how much time to spend on this. 

One participant thought this was an easy question to solve. He disagreed, stating: Y don't undentand 



why the whole world would not convert to English it's understood everywhere-*' Suppon for second 

language skills was more pronounceci among restaurateurs. 

Tabb 27: 

Need for Second Lanenane Skills 

S-@Y No Smndy 
D i s a m  Disape Opinion Apsee Agsee 

f %  € 9 6  f %  f % f %  

Required O O 6 18 6 18 19 56 3 9 

The question of what language to choose bmugbt lively monologues and a multitude of sug- 

gestions h m  25 participants. Table 28 reveals that French was chosen by 41%. The respondents 

mentioned the following reasons: '?: choose French, it is the technical or international language of the 

kitchen (Someimes cornplex cooking procedures are describeci adequately in cooking by using one 

French cuEnary terme); French first because it is the second language of the country," Gennan, 

Ukrainian, and Spanish were far behind. A number of second choices were also offered: "French and 

Spanish are spoken in Europe, North America, and South America."; "Spanish should be taught fint 

fiom an international point of view, because of its freqiiency at international gathe~gs." A comment 

h m  the Winkler region: "At Ieast 40% of people in this area have some howledge of Spanish." A 

hotelier: "German fiom a point of view of economic development: export, impoct, tourisrn, native 

culture (are) interests of them." A closhg thought: "lots of Japanese tourists in Canada., it depends on 

the region of the country." was an answer provided o h  under "other." 



Table 28: 

Second Lanmiage Skîli Preferred 
- - 

Language f 96 

French 14 41 

Ge~11â11 2 6 

Ulrrainian 2 6 

Spanish 2 6 

III. Training anà Employment Possibiiitîes 

To inquire into potential funher work-site training possibilities for students, the respondents 

were asked how much work experience mdividuals shouid have to be employed in the following ar- 

eas: housekeepmg, front ofice/clerking, cooking, dinhg m m ,  bartending. The purpose of this ques- 

tion was to find out the level to which a student had to be trained m a communïty college to be al- 

most immediately usehl in the workplace. Results are summarized in Table 29. 

For housekee~ing, respondents did not rate experience as essential. Support for this view was 

more pronounced among hotdiers. "Anybody cleans his or her own house." "We are training our- 

selves, 'with experience' is preferred." These were some of the comrnents. 

For cooking, ahost tbreequazters of the hospitality professionals asked for 10 or more weeks 

experience. Restaurateurs' support for more than ten weeks was stightly stmnger. Some remarks 

were: "If they iïke it, it is easy to teach them more." "For my restaurant, ideaily more than 10 weeks, 

or none, if there is the right attitude; In an ideal world more than 10 weeks, but here usualiy none, 

For dùiinnr room senrice, opinions varied widely. Appmximately one quarter of the respondents 

felt no experience was reqpired and one third felt 10 or mure weeks was required (with slightly more 

support amoag restaurateurs). There appeared to be flexibüity depending on the people skilis of the 



applicant This is reflected in the comments of two restaurateurs: ''Personaiïty is of first ü-npoctance," 

and: "Some experience beneficial, to work with item and people." 

For bartendinq, when combiaing the major perceutages, over two-thirds (8+7+9=24) of the 

owner/opemîocs thought that more than f i e  weeks were required. Othemise the Rsponses were 

sirnilar to those for dining m m  skills. Close to 40% of the pacipants thought tbat more than 10 

weeks of Front OfficelClerk SkllIs were required, "For my restaurant, more than eleven weeks, to do 

most of the book work, before it goes to the accountant," was one of the comments. 

The Rsponses in this section again nflect coacem with attitude. As tûe hoteliers and restaura- 

teurs commented: "Attitude, desire, sincenty, open-mindedness are of prime importance. Attitude to 

leam very important. Attitude prime importance, even if no experience. No experience requked, 

pmvided that he or she has the nght attitude and is wüling to leam." Another concern was: "Often, 

no choice in rural Manitoba. 1 mark it, if 1 would have a choice here in the country side. 1 have to hire 

who walks through the door. Often it's a question of either no experience or more than 10 weeks." 

Table 29: 

Emplovment - Exwrience Reauieed for Em~iovment O~pomnities 
- - - - - - - - - 

Ernployment 2 4  5-7 8- IO More than 
Opportunities: Noue Weeks Weeks Weeks 10 Weeks 

f % f 46 f 46 € 9 6  f %  

Housekeeping 22 65 6 18 2 6 2 6 2 6 

Front Office/CIerk 8 24 7 21 4 12 2 6 13 38 

Cooking 2 6 1 3  1 3  5 15 3C 74 

DiningRoomSe~ce 8 24 4 12 5 15 6 18 11 32 

Bartendhg 5 15 5 15 8 24 7 21 9 27 



Ln Questions 76 to 79 the researcher probed the wilIuigness of hoteIiers and restaurateurs to 

assist teachers, the coiîege, and stadents in educaîion/traiaing tasks. Among these questions the sub- 

ject of mentorship was raised, 

Question 76 attempted to determine if the participants were interested in increased commuai- 

cations with educators. Table 30 reveals the resuits of the questions, Twenty seven percent of the 

participants strongiy agreed, and 53% a@, to have m d  commIUUcation/linkages with hotell- 

restaurant educators ni communïty colleges. Linkages were slightly more important to restaurateurs. 

However. two of the hoteLiers commenteci: 'Tt wodd be nice to h o w  what is going on, to have some 

exchange of howledge and experience. To be up to date. Everybody bows food styles, service 

changes. School (means) theory. Work (means) practicai howledge." 

Table 30: 

Interest in Increased Communications with Educators 

Increased Strongly No S trongly 
CommUILications Disagree Disagree Opinion Agree Agree 

The purpose of the questions related to mentorship in Questions 77 to 79 was to find out if 

ownerloperators had mentors during their careers and if they would be willing to assist students on an 

individuai basis. Because of the simpiicity of the redts, the responses to these questions were not 

presented in tables. 

Question 77 probed whether my other pcofessionals had helped the respondents in their ca- 

ceers. F i - s ix  percent answered that others had helped hem dong. Among them were relatives, in- 

laws, spouses, parents, previous employers, chefs, and feUow hoteiiers through the hotel association. 



The ceference to family support ùidicates that in Canada as weU as in the traditiond tourism coun- 

tries there are family traditions and family mots in this business. 

One hotelier said about hidher mentor. "Ys, the chef had a lot of skills to pass along. 1 

lemed, watched, and got along with him." Some of the inte~ewees wouid have liked to have had a 

mentor, but did not. M e r s  picked up the knowledge by theaiselves. Here are some additional com- 

ments: "No, 1 fed myself the howledge required." "No, 1 Ieamed a i i  by rnyseK 1 saw the dohr  

signs, but did not see if the house (1 wanted to start my restaurant in) had plumbing." 

Question 78 asked if interviewees wouid help rotate HOIREA students in training through their 

businesses. Nhety-four per cent said yes. One had no comment. Some of the answers were: "Yes. we 

do this for the sake of the community to give them a chance to start out. Yes, good idea 1 like work- 

ing with anybody interesteci." However, there were a number of concems expressed, ranging from: 

"No, too smaii. Yes, with help. That's a hard one, because 1 am a small restaurant. Yes, during the 

tourism season. Yes, with reservations, screening, tirne commitment required. Yes, but the person has 

to be intervieweci. Yes, but not to let existing staff go, as 1 myself have experienced- Yes, It's a tough 

business for an lû-year-old. because of the commitment required." '"ïhere should be a genuine 

commitment to work in the industry instead of a govemment sponsored rnake-work program." 

Question 79 asked if they wouid help students otherwise through advice or referral to col- 

leagues. Ninety-one percent said they would provide advice or nferral to other coileagues. One 

negative response was the following: 'Wo, not to coileagues. Yes, if we found comptent people, we 

would keep thernm9* There were many positive answers: "Yes, absolutely, they get the experience, it7s 

an accomplishrned* Tes. 1 would iike to encourage anyone with interest? 'Yes. 1 am wilüng. It 

gives me a good faLing." Yes. you should have experience with different hotels. You have to let go." 

"Yes, we did that. We referred a cook to a colleague at a Whpeg downtown hotel." 'Tes, to keep 

progressive people in the industry." 



Question 80, sammarUed m Table 3 1, asked ifthey wanted assistance to develop a quality as- 

surance or policyfpfocedures manual. Eighty percent said yes. Participants had a variety of percep 

tions: 'No, no tim. No, 1 produced my own." '%o. because tbey are students at that stage." "Yes, but 

it would be very cornplex. We are very broad b a s d  But it may be possible. It would be very helpful, 

to have clear guideliaes." "Ibis is very important and to be eacoumged for the sake of qdty con- 

tinuance." Tes, it probably wodd have its advantages." Tes,  this has ment. It is always possible to 

benefit and Ieacn." "It's an advantage to do that." 'Yes, because one gains." "Yes. absolutely. It 

would take the stress off the owner.". Tes ,  it is beneficial." 'We have no budget for such things." 

"It's aiways good to have a viewpoint ftom someone from outside." "Yes an o p e r a ~ g  manual is 

available everywhere." "Sure this would assist in M e r i n g  a person's career." 'Tt's very important 

to our operation." "Sure, 1 would be interesteci in a marketing study project." 

Table 3 1 : 

Develoament of Manual for ISME Hosaitaiitv Training 

No Yes 

f %  f %  

interest in Manuai Development 6 18 27 80 
n=33 

N Background Information 

As summarid in Table 32, Question 1 of the Interview Insrniment showed that 17 respon- 

dents were hotelien and 17 were restauratem. A few restaurateurs were not members of their pro- 

fessional association, because they found it not worthwhile in their situation. Forty-four per cent of 

the participants were unaware of the Manitoba Tourïsm Education Council W C ) ,  an organization 

involveci in training, upgrading and certification of hospitalityftourism personnel. However, a number 

of the businesses had participated in MTEC pmjects. It is now possible through MTW: to have cert- 



ified status in a number of HOMZ occupations. Examples are food and beverage semer, bartender, 

front office de&. MTEC is part of a nationai-provinciai association that stretches across Canada 

Table 32: 

- 

Types of Respondents f 96 

Hotel OwuedOperators 17 50 

Restaurant Ownet/Operators 17 50 

Hote1 Association Members 16 47 

Restaurant Association Member 12 35 
Manitoba Tourism Education Council (MTEC) Awareness 19 56 

As indicated in Table 33, almost threequartets of participants had 1-25 Ml- the  employees, 

and almost one-qyarter 26-50 hill-the employees. More detaüed examination of the answers re- 

vealed the divecsity of employment praftices. One employer had 36 full-tim, but 125 part-time em- 

ployees, while another one bad 60 hii-time compared to 25 part-time employees. 

Table 33: 

HoteYRestaurant ODeration Size 

Number of Employees Full-T'ï PartartTime 

f % f % 

1 -25 25 74 29 85 

26-50 8 24 2 6 

5 1-100 1 3  3 9 

M e r  insight into the background of the sarvey popdation is found in the answers to Ques- 

tions 8 1-89. Responses are presented in Table 34. The answers uidicate that 29% of respondents had 

been in the business for 1-5 years, 27% for 6-10 years, and 27% for over 16 years. 



Table 34: 

Work Exoerience of Remondents bv Number of Years 

Nurnber of Years 1-5 6-10 11-15 16-20 Over 20 

Experience f %  f %  f 4b f % f % 

Owner/Operators 10 29 9 27 6 18 3 9 6 18 

The hoteVrestaurant industry is hown for its heavy time requirements. Whiie other people 

enjoy thernselves, hotelien and restaurateurs attend to theu clientele. This is definiteCy the case in 

independent, srnaii medium-sized hospitality busuiesses. Table 35 reveais that over 50% of the 

ownedoperators worked more than 8 1 hours a week whiie none worked fewer than 51 hours. 

Table 35: 

Hours Der Week Worked 

Table 36 indicates that 47% of the respondents were between the ages of25 and 44. while 44% 

were between 45 and 54. One cespondent suggested the ideai age: 35-44 years old, this is the age 

group where a hotelier/restawateur/ entrepreneur should be." 

Table 36: 

A?e of Remondents 
- -  - 

Age Under 25 25-34 35-44 45-54 55 or Over 

f %  f %  f % f % f %  

0 0 5 15 11 32 15 44 3 9 



Information presented Ïn Table 37 indifates thai 65% of the respondents were male while 3 5 2  

were fende. However. this does not reflect the whole p i c e  Many partnerships were as varied as 

the hospitality business can be. A sigdicant nutuber of d e s  had spauses or other female partnea 

who were active partaers in the busmesses. Notes and cornments by owner/operators show that 

sometirnes the mafe cooked and the female 1mM afkr the dining m m  service. In other instances 

the d e  was reverseci and primarïIy one oumer lwked af ta  the administrative part of the business. 

The business partner was not always a spouse. Sometimes there was a sister or mother or anotûer 

couple. In some cases the owner was single and took care ofeverything huoselflherseif with the as- 

sistance of hired employees. In still other situations ody one of the spouses was ninning the business 

and the other one primarily worked elsewhere. When 1 contacted the businesses, one person was 

identifid to be intervieweci. So it must be assumai that this was the principal owner. 

The d t s  are similar to the resuits reported by Quinn et al. (1992) in The Srnail Finn u1 the 

Hospitality I .  which stated: firstly, 'Wat many of the businesses are cun by a husband and wife 

tearn; and second. that maiI business owners rely heavily on theù sponse for support, both within the 

business and in the f d y  context" (p. 13). 

Table 37: 

Gender of Remondents 

Gender f % 

Male 22 65 

Femaie 12 35 

A summary of the respondents' ethnic origins is presented in Table 38. When adduig French 

Canadians to English Canadians over half of the respondents (53%) stated their ethnic origin as Ca- 

nadian. Almost one quarter (24%) were of German ethnic background: Mennonites, Germans and 

Austrians. The German-speakiug group is second to the English-speaking group in Manitoba There 



is also a Gerrnan military base (Shilo) located in the sorvey area Some of the soldiers uauled in food 

service Wred Manitoba so much that they decided to stay and stm a hotel or restaurant business 

within the province. 

Table 38: 

Etbnic Mnin of Remmndents 
- - - - - 

Etbnicity f % 

Canadian 16 47 

Gennan 3 9 

Greek 3 9 

Mennonite 3 9 

Anstrian 2 6 

British 2 6 

French Canadian 2 6 

Ukrainian 2 6 

French 1 3 

Some people may be surpriseci by the range of educational experience found among hospitality 

professionals, Table 39 srnarizes the find'igs. Of the two with community college education, one 

had a diploma h m  a Manitoba Hotel Restaurant Administration Program, a program that has existed 

over 25 years in the province. 

Table 39: 

Educational ExDerience of Resmndents 

Education f % 

BeIow High School 3 9 

High School Graduates 29 85 

Commmity College Graduates 2 6 



Three respondents said their schooling was beIow high school level, but the majority had at 

least high school. Many tiad a variety of other aainmg mging from mining and welding to university 

degrees up to the master's Ievel. Four restaurateurs had a professional journey person cooking back- 

ground, one combmed with a business school backgromcl, one, a cwkhg and service background 

with a bachelor of commerce- 

Table 40 reveals where the respondents twk M e r  training- Half(509b) indicated they had 

other than college, oniversity or d e  schooling. It is significat that most hoteliers and restaurateurs 

had education and training ullceiated to their present hospitality occupation- They joined the industry 

while in high school, college, university or afterwards and gained experience rnostly on-the-job. Edu- 

cation ranged h m  university degrees in psychology, bachelor of arts or education, to a master's in 

history- Other backgrounds included travel, electrician, electrical engineer, miner, welder, account- 

ant, pilot, coiiege program of renewable resources, farming, or a bit of everything. 

Table 40: 

Lmation of Education for Remondents 
- - -  - - 

Location f % 

Trade School 6 18 

Technical CoUege 4 12 

Business College 1 3 

University 5 15 

Other 18 53 

In Question 88 (Table 41) the respondents were asked about their training emphasis- They 

could select more than one area Of the 34 respondents 62% indicated cooking and 53% dining roorn, 

but close to 50% inclicated areas other than tbe HO/F2E occupations. While accounting or manage- 

ment of other businesses is useful, only a few indicatd this background. One hotelier had a back- 

ground in accounting, another in eIectrician/accounthg and a third in management. Close to half the 



respondents had little or no education and training emphasis that related to their pwent occupation. 

One testauratew commenteci: "I had no formal training. 1 am self-taugbt and have a great nspect for 

formal training. A relative cm do costing, stan training and 1 admire bis knowledge." 

Table 41: 

Ernphasis of Remondents' Occu~ationid TrauWig 

Emphasis of Training: f 9% 

Housekeepiag 8 24 

Front Office 9 27 

Cooking 21 62 

D i g  Rwm 18 53 

Bartendhg 11 32 

Other 16 47 

As sommarized in Table 42,7496 of the participants received their training in Canada, whiie 

12% listeci Gennany. The majority of those who aained in Canada learned thei. occupation on the 

ticeship programs, sometimes sopplemented by stmctured business education cornes or programs. 

Sorne Manitoba business operators said they leamed their skills h m  their parents. 

Table 42: 

Countw in Which Remondents Received Their Training 



Overall, no major differences between the answers of hoteLiers and restaurateurs were found. 

This lenâs credence to the teadency to have one program for both types of hospitaiity professions 

under the same headmg in commmity coiieges or universities. 



CfIAPTERv 

Snmmarg, Conclusions, and Recommendations 

This chapter summarizes the resaIts of the Literature review and the interview survey, deaiing 

with parameters for an effective entrepreneurïal, regional hoteVtestanrant maaagement training 

program. It presents the conclusions of the ovedi  research and d e s  recommendations to industry, 

colleges, and the govemment, including the Conference Board of Canada- It also makes 

recommendations for M e r  studies. 

A. Introduction 

The purpose of this study was to explore and assess new parameters for an effective, entrepre- 

neurial, regional hotel and restaurant management training program in Manitoba, Canada. The re- 

search consisted of obtaining opinions h m  the owners or managers of 34 independent midi and 

medium-sized hotels and restaurants in the approximate catchment area of Assiniboine Community 

Coilege in Manitoba The survey population pmvided information on what kind of skills and knowl- 

edge were required to effectively manage or create such businesses, An intewiew instrument was 

used to obtain the necessary data for tbis study, 

Little research has been pecfonned on s d l  and medium-sized hoteYrestaurant enterprises and 

their managerid educationai requirements, even though they form the vast majonty of enterprises in 

Manitoba, Switzerland. the USA and elsewhere m the world. The majority of HO/RE enterprises 

have fewer than 24 employees. 



Many HO/RE administration students are hterested in opening their own businesses, but some 

of the necessary skiits are insufficientiy taught in Manitoba coIleges, or their requirements have been 

insufficiently cesearcheci. Only during the last few years bas development of srnail and medium-sized 

enterprises f o ~ d  increased interest among politicians and educators, because of their capacity to 

create 'job rnakers' instead of 'job taken'. The reasons for the focus on big HOIRE businesses in 

Canada, the USA and 0 t h  English-speaking countries are historical in natore. 

In the Manitoba hotel industry the fact that hoteliers lack many basic artisanal food service 

skills is documented by research since the early 1970s (Biuch et al., 1973). The province has many 

valuable toun'sm assets (scenery, lakes, wide open spaces, people of daferent origins, agrïcuiturai 

and fishing products), but the training of future hoteliers and restaurateurs is not focused sufficiently 

on these regionai assets. Nor is their training focused on the entrepreneurid type of smaii business 

skills required in the HO/RE sector. These concems constitute the reasons why this study on 

parameters required for an effective HO/RE management program was undertaken, 

B. R d t s  of the Literature Review 

At the beginning of the literature research a short overview was aven of the complexity of ho- 

tel and restaurant management and the different cornpetencies required. Because of their traditional 

focus on d HO/RE businesses, Swiss sources were used to explain the economic, human and en- 

vuonmentai values of this type of business. The success of the Swiss hotel hdustry was linked to an 

artisanal skiU base platfom rather than to a predominantiy business management ski11 base as is 

common in English-speaking countcies. In HOIRE education t h e  essential themes were named as 

important by the intemationally respected EcoIe Hôtelière in Lausanne. These themes are: (1) the 

individual, (2) technical know-how, and (3) creativity and flexi'bility. 

This school has existed for over a century. Its phiïosophy of success is based on two concepts: 

to altemate study and practical training, aad to remain as close as possible to the realities of the 



hospitality industry. In this sense it resembles traditional apprenticeship training akhough it is not 

caiIed that. 

A similar but Iess systematic approaçh in HOIRE administration training (alternating practical 

training with study) was taken by Red River Community Coliege startuig in 1971. This is a 2 year 

(20 months) program. Cumctxia of the majority of North American H O M  administration programs 

were strongly infîuenced by the School of HoteURestaafant Administration at Comeii University, 

Ithaca, NY (Tress, L996, My)- These programs tend to emphasize accounting, marketing, human 

resource, and management skitls coxnbiaed with a hiberal arts education. 

However, a HO/RE management training should be seen primarily as a vocational education 

program. Vocational education pbilosophy sets the fkamework for success. The proven pcinciples of 

vocational education will apply. A vocational program requires four components: the leamer, the 

teacher, the curriculum and the school. 

The learner (student) must actively participate in the Iearning process within the coiIege and in 

the community (work experience or CO-op education). 

The role of the teacher is complementary to that of the leamer. The teacher must be profess- 

iondly and occupationaliy competent- Therefoce, the teacher must maintain and enhance his or her 

own learning through the CO-op education process, and actively participate in inservice training, re- 

turn to industry and Iifelong learniag. A teacher needs upto-date knowledge and good industry con- 

nections to be able to guide students effectively, 

The teacher is not the final authority in t e m  of occupational knowIedge. He or she depends 

on the knowledge of the HOIRE commwity as a vaEdation of what to teach and then proceeds with 

instruction to buiid on the Iearner's past experience. Whereas the community generaily is understood 

to be the region where a college is located, the HO/RE community's knowledge base may corne from 

further afield. This makes it possible to profit from the most advanced know1edge in this extremely 

cornpetitive environment. 



CIearLy, the cumculum sfiould be detennined by the HOIRE cornmunity, given that facts may 

change as industry knowledge and skiii levels advance. If advice from the HO/RE community is not 

solicited, the d d u m  will become outdated- 'Untruth" will be tanght. The program wiil become 

l a s  relevant to stuclents and industry- 

The school (community coliege) is owned by the commttnity. Schooling should be directed to- 

wards the n& of the community, leamers (and teachers) included. nie members of the cornmunity 

in a dernomtic Society are able to identifif theu needs, and theu needs must be considered. The 

school (college) and the co~lununity are interdependent. This is expresseci in compaûiile mission 

statements of coueges and Hom departments. S u p e ~ s e d  occupationai experiences in the commu- 

nity strengthen Linkages and assist in integrating community and school (and therefore dso the 

HO/RE industry and education). There is a sharing of educator and industry knowledge and strength 

taking place. 

Lifelong leamhg is a prbciple very suitable for HO/RE caleers leading fmm dishwashing, 

cooking and serving aii the way up to a high corporate position in a large hotel cbain. The skills 

learned can be usehl in private, social, and business settings throughout one's Me. 

Themes related to the interview instrument and researched in the iiteranire section are summa- 

rized in the foliowing section with some comments added. 

% 

1 HoWResfsurant Employment Skills 

To become a successful HO/RE manager or entrepreneur of a small or medium-sized enterprise 

(SME) three categories of empIoymcnt skiils were assumed to be required: employability skills, 

vocational technical SUS, and business kuow ledge/career cornpetencies. 

The em~lovabiiitv skills ~rofile of the Conference Board of Canada was examined and used. 

However, it became evident that its skills seqnence and its €mus were not specific enough as a 

skills profile for hiture hoteliers and restaurateurs. In the context of entrepreneurid and 



managerial leadership, research pointeci to the importance of people skilis, vision, cnativity, 

flexibiüty, tmt, perseverance and other skills, but the Conferutce Board's profile did not deal 

with these in mch depth. A specinc employabilityAeadership skik  profle suitable for HO/RE 

entrepreneur/managers was wt available. See also point 5. 

3. Vocationai technical. ùiclndin~ artisanai training is necessary for smaiier operations because 

they do not have the ~ ~ S O Z U C ~ S  to train as the big businesses have. Also owner/maaagers need to 

use these sküis themselves to operate their hotels or restaurants. 

In certain quarters of North Amerka a bias exÏsts against vocational technical skills, which 

are not consideced as valuable as academif skills or business management sliills. An example is 

rurai Manitoba. The province bas top agricultaral products avaüable but rural Manitoba has no 

facilities to teach processing (cooking) skills adequately. 

Vocational technical skiUs training in professional cooking and dining room, bar (and 

cornputer) s e ~ c e  as well as housekeeping can develop perseverance, innovation, intuition, 

creaavity, flexiiility, problem solvüig abilities and common sense. These are aü skills required 

by hands-on prospective SME hoteliers and cestaufateus (Ecole Hôtelière, 1996). 

The necessary vocational technical skills focus for management in HO/RE SMEs was found 

to be available in European countries, for example in Switzerland in the century-old program of 

the Ecole Hôtelière in Lausanne. Extensive lab fxIlities are available to teach cooking and other 

essential practicai sküis. Their program is in touch with industry needs and is supportecl by the 

Swiss Hotel Association. The success of Swiss-trained graduates in the international hotel 

business points to the effectiveness of the Swiss trainug approach to HOlRE SMEs. 

4. It is widely recognized in HO/RE edncation that business knowledae and career competencies 

are of grrat importance in the industry. Many of these competencies are increashgly needed as 

one's career progresses in this field, but they should not be taught at the expense of giving stu- 

dents a base of practical skills. However, according to Mono and Christianson (1988) this is ex- 



actly what most Amencan d d a  do. (One may add that as a tacher one may be more popular 

among impressionable studeats by teacbiag them about management, implying that they wiU be- 

come managers in big hotels, rather than tellhg them thaî they WU probably have to work for 

some time in a commercial kitchen first, like theu Swiss counterparts do.) 

The iïteratnre indicates that as one's career in th field progresses generic business skills are 

used more often thai specitZc teçhnical skilIs. Business and management skills gain in import- 

ance. Skilis that wiü be cmcial in the hture and shodd be part of undergraduate programs are: 

leadership vision, homan nsource management, secvice marketing. financial aaalysis, total quai- 

ity management md commanication skills. Other mbjects are organizational behavior (working 

effectively with employees and guests). operations management, marketing, accounting, cost 

contml, operations anaiysis. and finance. Aiso mentioned are teamwork, interpersonal skills, in- 

cluding speaking. writhg, and negotiating. ethics. innovation and creativity. managing and using 

technology, globalisation (oot just in a separate course). training, relationship management and 

supervision. food safety, heaith and safety. "Because hospitality is a senrice iodustry, the impor- 

tance of criticai thinking and reasoning abilities in human resource management areas is critical 

to the success of graduates" (Hubart and Popovich. 1996). In srnail business. where a few people 

work dosely together, the results of pwr human relations can be devastating. in summary, it c m  

be stated that poor application of my of these skiiIs can have severer consecpences for SMEs. 

Mistakes bat might be painhil in a large operation couid kill a smaller operation. 

5. Smaii and medium-sized businesses and the entre~reneurial oers~ective are important in the con- 

text of education and training. A desirable training goal for hospitaiity SMEs would be the suc- 

cessfûl survivai of the four stages of growth: incubation, development, consolidation, and 

cornfort, with the choice to seek coatinueci growth or maintain a steady state. Research indicates 

that SMEs have less room for management errors. Owners of small businesses have to be much 

more self-reIiant, as their businesses are often more limited in scope, and demand a higher level 



of skiIl. Tbenfoce people who have proven themselves in m d e r  quality enterprises are in 

demand in large and corporate businesses. The economy needs entrepreneurid individuals who 

are job mators rather than job takea. The 'Me-a-job" playhg field is bounded by low-skilled 

minimum-wage jobs on one end and low-level sape~sory  and middle management jobs on the 

other end. L e d g  to mmk Wre an entreprenem cm pay off m independent as well as afIiliated 

businesses. 

Entrepreneurial studies should focus on vision. d v e  thinking. generating ideas, intuition, 

awareness, problem solving and cormnon sense. Other topics are market niche identification and 

rneaswement, consumer suveys, aaaiysis of cornpetition, selecion of advertking approaches, 

and deaiing with customers and employees. 

Starting and operating a small business requires creativity and inventiveness and vision 

(affective skills). r~asoning or Iogical thought processes (cognitive skills), and m u a l  dexterity 

(psychomotor skills). Ail of these skills can be taught. 

II. School and Workpiace Educaüon and Training 

1. Student a~olicant's suitabilitv and orereauisite work exuerience are areas of concern. Some peo- 

ple are just not suited for a hotel/restaunint career. One way of finding out is to wodc in the in- 

d u s ~  for a few months. Some programs insist on previous work experience. For an employer the 

over-riding importance is attitude and some aptitude for this type of work. 

2. The value ofco-oe education in its pcesent fona is questioaed by students, employers, and edu- 

cators. Cumnt reseimh indicates that coop education or intemship should be individualized to 

be effective. F o d  training partnership agreements should be draw up between cornmunity 

colleges and employers to make proactive commMity development possible. Such partnerships 

are increasing in the USAT but they are less fiequent in Canada Individualized agreements 

should involve the student's leamhg experience at the work site and should include clear details 



of what the snident is to accompiish. The student should be rotated through the hotel or restau- 

rant over a given time, preferably with managerial-type duties at the end. Specific assignments 

beneficid to the wodr site could be part of the wodr temi. 

Duration of ~roerams: Most of the commUILity cotlege program are two-year programs (more 

exactiy 20 months). C w p  e d u d o n  takes place between the first and second year or is inter- 

s@ thughout the course. 

When researching if a peneralist versus sector soecialist was requited in the modern HO/RE in- 

dustry it was found that generalists were preferred, regatdless of whether they worked in a SME 

or in a larger operation. The concept of empowerment and the "new" dti-skilied manager also 

indicate that this is the type of person who will be promoted in the HOIRE industry, especially if 

he or she has a food and beverage background (8rauniicb et ai., in Press). 

A regionai and national em~hasis in tourism-related teaching is important. Tourists are generally 

interestecl what a region or country bas to offer in terms of sight-seing, geography, history, 

culture, food and beverages. Although Canadians have historicaiiy taken a skeptical view 

conceming their own products, educared traveIers wiil seek them out. Thecefore enhancement of 

these products and knowledge is required by tonrism personnel, 

Intemationalhation. dobalisation, 1an-e and nender issues have become important over the 

past few years. Future administrators are upected to manage these issues so that feelings of 

harmony, inchsion, and cornpliance prevaiI. North Arnerican HO/RE students will need to learn 

more foreign languages to broaden the rnind, leam tolerance and communicate with others better. 

The hospitality industry is becoming more sex neutral, but g l a s  ceilings and walIs against 

women's promotion still exist, so it is important that young women are taught how to recognize 

and react positively to such practices. Sensitivity towards other cultures is also required because 

of dernograpbic changes affecthg the work place and the increase in international travel. 



III. Training and Employment Pdbilities 

1. There are strong arguments in favor of tinkafes with local or reeional indust~~ and the concept of 

mentorshio. Linkage with local or regional imlastry and its economic development is depicted in 

the Philosophy of Vocationai Education by Mïlier (198!5), who stated that %e school is in the 

commmity, and the commtmity is Ïn the school." The concept of Linlrage and partnership with 

the community is weii suited to a progressive community coliege, according to Tom Norton 

(199495). ACCC. The partnerships cm become very supportive and intense, even to the point of 

tuming over sekted educational procedures and functious to the industry (Walsh, 1996). Many 

partnerships already exist berneen the hospitality industry and colIeges or coUege divisions 

dealing with HO/RE. 

Mentorship programs are imeasiagly being used in industry and education to help students 

rnake successfal school-to-work transitions and to help them in their career development. They 

also benefit mentors who gain personai satisfaction and an enhanad reputation. 

N. Other Issues 

1. There are various teachine methodoloeies for integrating competencies into the currkulum. Not 

all of the competencies are ontlined and explained here. That would take further tesearch. How- 

ever, employabiiity/ieadership, and entrepreneurid skills were addresseci. Employabiiïty skiils 

cm be developed by smdent portfolio development, by inhion of the cumcula of these skills 

through the conducting of woikshops for teachers, through the CO-op education program, or a 

pre~quisite course could be implemented. Higher level skiïïs could be developed by using the 

Taronomy of Educutio~l Objectives- describeci in Chapter 

According to Deeks (1976), teaching methods that are effective in the small firm context are 

case studies, pmbiem-solving, and decision making exercises, business games and simulations, 

project work, problem cünics, experience exchange seMaas, self-appraisals. self development 



techniques and other methods to be investigated- Class presentation by articulate, successful or 

stmggling entrepreneurs, entrepreneur interviews, and established mentor gronps can be caiied 

upon, as weU as leaniing-bydoing exercises, anaiysis, simulation exercïses, planning 

assignments and other field worlr, 

In general, traditional lecture-type teaching methods should be abandoned in favor of a more 

experieatid, participative approach- Among otber skills, teachers should teach students the nec- 

essary leadership sküis and creativity to be cornpetitive in an increasingly chaüenging interna- 

tional wock environment. 

2. When researcbmg the issue of curriculum develo~ment and evaluation it was fomd that there is 

much skepticism in uidustry and among educators about whether many existing hotel and 

restaurant programs are relevant to workplace realitties. There is not enough involvement of 

industry. The Canadian-developed DACUM process or research is apparently LittIe used. 

Vocational education needs continuous upgrading of HOIRE programs based on industry input. 

Because the effectiveness of HO/RE ptograms is qnestioned, and because they are often not 

based on industry or DACUM research, some of Aoki's (1984) questions must be asked which 

coincide with the Principles and Philosophy of Vocational Education presented by Miller 

(1985). These questions ask about the underlyhg philosophy of the cumculum, and ask whose 

interests are served by the cuniculwn. Possible answers are presented in the following section. 

C. Resuits of the Interview Suwey 

SMEs represent the vast major@ of hotel and restaurant management potential around the 

world (Gee & Men, 1994, August, p. ui). Therefore, the fundamental question asked in this research 

was, if a hoteUrestaurant management program is focuseci on srnall and medium-sized business de- 

velopment, what kind of skNs should be expected of its graduates? Most people will agree, for ex- 



ample, that a joumey person auto mechanic should have worked on most component parts of a car 

including motor, transmission, electncai system etc. and should be able to do ali  cepairs in those areas. 

in the a m  of HO/EtE management this qriestion is not so unanimously answered. Therefore the 

subject experts in this occupationai field were snrveyed. Thirty-four hoteiiers and restaurateurs of 

Iicensed Mi-service establishments m the catchment area of ACC answered inqwries in the foilow- 

ing way: 

1. Em~lovabïiitv Skllls: The development of personal bebavioral skih (62%) is of significaut 

importance to hospitality pmfessionals, foiiowed by teamwork (44%) and academic skills (6%) 

(See Table 6, page 1 14)- They &ed the foilowing employability skiils in decteasing order of 

importance; attitude (82%), responsibikty (77%), wotking with others (77%)- leaming (7 1%). 

adaptability (62), communication (59%), tbiokmg (41). 

2. Arnong vocationai technical skilis the respondents ranked the following subjects in decreasing 

order of importance: cooking (100%), dining room senrice (100%), front office (85%), house- 

keeping (76%), bartending (74%), and cornputer skills (24%). CIeariy, conceming profiessional 

cooking the skiIlfui management of resowces was important to the ownerloperators. Other 

comments were that it was absolutely crucial to have cooking skllls when operating a SME. An 

astute busiiiessman of Canadian ongin said "Most people that go into the hoteVrestaurant 

business s h d d  have cook's papers," The high importance of professional dining room service 

skiils was explained with the fact that 6'good service enhances cooking skills," and that it was a 

public contact position. Servers represent the owners. The importance of housekeeping was 

indicated by the importance of first impressions. Thecefore the comments of one survey 

participant: "The fint few square feet at the entrance to the restaurant are the most valuable real 

estate of the restaurant-" This meant they had to be clean! 



3. Among hotekstaurant knowledee and business career com~etencies the respondents ranked the 

foUowing instrnctionai needs in decreasing order of importance: FoodSafe program (978), train 

the trainet, food & beverage control, maLketing/advertising and sales, hotehstatmmt accounting, 

maintenancetplant management, admùustratve management, f006/aicobolic beverage senrice 

managernent, enttepreneurship, c a t e ~ g ,  ethics, Superhosdcustomer service, menu design, human 

resource management, human or organizationai behavior, introduction to tourism, gened 

accounting, nutrition, desigdlayout of projects & f d t i e s ,  hospitalitybusiness law, business 

communication, arnbulance/first ai& taxation. and presentation skills (27%). See Table 15, p. 129. 

4. When asked where to put the ernphasis in coiiege HO/REA education, 59% chose vocational 

technical foundation skills (such as cooking and service), followed by employability skills (4 1 %) 

and business knowledge and career cornpetencies (12%). (See Table 6, page 1 14.) 

II. School and Workplace Education and Trriiniog 

1. Prior work experience in tbe HOIRE industry is highly reconimended before a student is admitted 

into a HO/RE Administration Program. The experience should be at least 16 weeks and should 

include hands-on practicd work. 

2. As part of a community college HOîREA program, the foliowing minimum work experience was 

cecommendeci for becomhg effectively acquainted with various aspects of vocational technicd 

skills: professional coolring, at least 10 weeks; professional dining room s e ~ c e ,  at least 5 weeks; 

bartending, 5 weeks; front officelclerkuig, at Ieast 4 weeks; housekeeping, 2-4 weeks. 

3. The program should include theory, training in school labs, and on-the-job training. It should be 

approximately t h e  years or longer. Half of the training shouId be on the job. "The places of 

employment have to consider themselves an extension of the l e d g  process-" The concept of a 

CO-op program or apprenticeship format was strongly supporteci by the SME owners. 



4. The focus (scope) of such a program should be national (Canadian) with provincial and 

international consideration. 

5. The program shoald be designed to eqaip students with multiple slrills, to provide a foundation 

for a fiitme "Jack of all trades," It should not be testricted to an "area-sicilled" focus (such as 

human tesource, madcetin8/sales, etc.). Close to 60% of the participants strongly agreed that to 

be a successfiil H O m  owaer/operator, muiti-skihg and a gened type of curriculum was best. 

6. A joumey person cook should be able to ceceive credit towarâs a H O E  progmm for bis or her 

cooking expecience and should be able to follow a sbortened program. 

7. The HOlREA program should emphasize Canadian *es and wine regions. It should emphasize 

regional and Canadian agriculniral products and mena items prior to teaching about other food 

products and international memi items. Tourism-related courses shoald emphasize regional and 

Canadian tourism knowledge prior to teachuig about world or other tourism aspects. 

8. Such a program should be able to compete intemationally with sirnilar programs in the United 

States and Europe. 

9. Based on the intemational.ization and globalisation of out society, the HO/RE cumcuiurn should 

include the basic teaching of one tourist-type second language. French was recommended 

because it is the technical language of the kitchen and frequently used menu tem. However, 

other languages could also be usefil. nich as Spanish, Ukrainian, German or Japanese, 

depending on the demand in a tourism area 

III. Training and Employment Possibiüties 

1. For employment consideration the following approximate expenence is desired in these areas: 

cooking, at least 10 weeb; dining room, at least 5 weeks; bartending, more than 5 weeks; front 

office/cledring at least 5 weeks; housekeeping, none. Although oAen candidates with excellent 

behavioral skills, i.e. attitude are hired, prior vocational technical skills are important. 



2. Respondents expressed interest in havmg increased communication or linkages with HOIRE educa- 

tors, and in senring as mentors for students. Mentors would help students to rotate through various 

occupational areas in hotels and restammts, and wodd help them with advice and r e f e d  to other 

coileagues. Over balf the respondents mdicated thai they had been helped by others, often by 

f ' y  members. Aimost aU participants (94%) were willing to help rotate students through their 

businesses. There also wodd be the potentid to learn h m  educators. For example, one participant 

commenteci that food styles and service change, and it wodd help to continue to be up to date. 

(This wodd ais0 apply to skiils in the area of business knowledge and career cornpetencies.) 

Respondents agreed that under suitable circunstances students could produce or help to pre- 

pare manuals for quality assurance, policies and procedures, or training, as weli as marketing/ sales 

plans or  M a r  materials. 

W .  Background Information 

1. Half of the -or) licensed, independent, smail and medium-sized enterprise (ISME) 

owner/operators were hoteliers and half were restaurateurs. 

2. The role of the Manitoba Tourism Education Corncil in training and certification was 

unknown to 44% of the participants. 

3. Three-quarters of the hotelien and restaurateurs bad up to 25 fuu-tirne emptoyees, This com- 

pares to 68% of hotels and 67% of the restaurants in the USA who had fewer than 24 full-tirne 

employees (See Table 1, Chapter I, page 4). Comparable Canadian information was not 

available. However, it was generally assumeci that hoteIs and restaurants in Canada on average 

are smaller than those in the United States, 

4. Close to 30% of hoteliers and restaurateurs had h m  one to five years of experience in their 

hospitality businesses. The temainder had from 6 to over 20 years of experience, 



Over half (53%) of the participants work over 80 hours per week. Two cespondents (6%) said 

they work h m  71-80 hoors pet week The remaining 42% work between 51-70 hours. 

Close to a thid (3296) of the &ospitaiïty professionals are between 35 and 45 years old- 45% 

are between 45 and 54 years old, One cespondent suggested the ideal age for an 

hotelier/restanrateur/ entrepreneur was between 35 and 45 years old. 

Many of the owner?operators were hiisband and wife, or were relatai in some ottier way. The 

maies fiequently twk the lead role in rnaaaging. Small business owners rely heavily on their 

spouse for support b t h  within the business and in the f d y  context, 

Over half of the interview participants were of Canadian ongin. Because of the make-up of the 

region almost one qparter were of German ethnic background. 

Most of the original education and training received was unrelated to their present occupation. 

Out of the 34 hospitality entrepreneurs taking part in this interview survey oniy one person was 

a graduate of a Manitoba HOAUW program. Tbis leads to the conchsion that in terms of smail 

and medium-sized business operator/ownership, the Manitoba coileges and their HOIREA pro- 

gram have not made an impact in this fieId. 

Ten percent of the participants had below high school education. Appmximately a third had a 

trade (mostly in areas other than hospitality) or coiiege background, and 15% had university 

education. Close to two-thirds indicated cooking, and one-half dining room, onequarter fiont 

office and housekeeping, and one-third bartendhg as their principal area of occupational 

training. The training provided was mostly on-the-job- 

1 1. Aimost thteequarters of participants received their training in Canada, while 12% trained in 

Germany, and 6% in Austria. In contrast to the Canadians, whose training was seldom hospital- 

ity-related, those from Germany and Austria had hospitaiity-related training with professionai 

cooking backgrounds and in one case supplernented by a hotel management school. background. 

12. Overall there were no major differences between the answers of hoteliers and restaurateurs- 



CONCLUSIONS 

This section presents conclusions of the ovedi (Iiterahue and in t e~ew)  resemh. 

The vast majority of hotels and restaurants around the world are d. Their entrepreneurial 

and managerial reqnirements are msnfficiently researched, 

A preliminary investigation of the organizationai composition of (iiquor) Iicensed srnaii, full 

service hotels and restanrants in Manitoba fomd (1) that baif of tbeir business activity centers rely on 

cookuig kaowledge for business success. (2) "Appmxirnately 85% of Canadian hotels have 

restaurants, wMe 80% have bars and lounges, and 69% have meeting rooms. (3) Two-thirds of the 

SME hotels depend heavily on the saIes of food and beverages" (CTC, 1996, February). 

To reseafch parameters for an effective entre~rene~al ,  regional, HO/RE management 

training program for SMEs 34 ownerfoperators (17 hoteliers and 17 restaurateurs) were interviewed 

and a litetature riesearch conducted. The conclusions were as foilows: 

In Switzerland, the success of mal1 hoteürestaurant business rnanagement and entrepre- 

neurship was finked to a strona artisanal. vocational skills base ~latforrn. Vocational technical skiils 

training is able to develop entrepreneurid skilis (perseverance, innovation, creativity) in the industry. 

Such a skiils base trainhg is available, for example, at the Ecole Hôtelière in Lausanne where study 

and practical training alternate to remain as close as possible to the realities of the hoteUrestaurant 

industry. For this reason, comments on how the Ecole Hatelière addresses trainhg questions are 

included in this section. 

In North America a hoteUrestaurant management should be a vocationai program, 

because this type of education makes individuals more employable in this area and allows them to 

prognss Ïn their occupations. Foiiowing proven vocational p ~ c i p l e s  and philosophy d l  Iead to 

success. The principles and ~hiioso~hv of vocational education state that the student active1y 

participates in the learning process within the school and tbe cornmunity. (HoteV restaurant work.) 



The curriculum pmgram is determined by the hoteV restaurant community. Lifelone leaminq is the 

essence of a hoteYrestauraat career. 

It may be evident that there is little düference bebeeea the Eutopean (Swiss) apprenticeship 

approach and the North Amencan Phihophy of Vocatio~tol Mucarion presented by Miller (1985). 

r EroteYResfril~~~lt Employment Sldlls 

Employrnent skills in this project were categonzed as: 

employability and leadership skills, 

vocational technical skills, and 

business knowleâge and career cornpetencies 

theu nlaîive impostance, compared with each other. 

1. One of the important findings of this study was: The em~iovabilitv s a s  ~iofile prepared by the 

Conference Board of Canada was of limited use to small and medium-sized businesses or 

aspiring entrepreneurs in the HOIRE industry, and it needs M e r  development It needs to deai 

more specifically with vocational technical skiils to be inily usehl for this sector and the ad- 

vanced level of expertise required. For leaders hi^, people sllls. vision, creativity, flexibility, and 

perseverance are essential as weU as personal behaviord skills. There are three major categories 

listed in the employabiüty skiils profile: acadernic, personal management and ieam work skills. 

The development of personal rnanagement/behavioral skills is of significant importance to 

hospitality professionals, foiiowed by teamwork and academic slciiis (See Table 6. page 1 14). 

Thcy canked the foiiowing employabüity skik  in decnasllig order of importance; attitude, 

responsibility, working with othen. leaLning, adaptability, communication, thinking. 

Some hoteliers and restaurateurs thought teamwork and personal management skills (in the 

interview instrument they were called personal behavioral sliills) should be regatded as one and 

the same. Attitude, responsibility, and workuig with others were exhemely important to them. 



2. Vocational technical skills are pwrly deait with in the profile, Two very general references are 

buried under the subheadiog 'T'hi&" in the category Academic S u s :  'Use technology, instni- 

ments, tools and information systems effectively." "Access and apply specialized knowledge 

h m  various fields (e.g., sicilleci trades, technology, physicai sciences, arts and social sciences)" 

(Conference Board of Canada, 1993, My), Practical skilis should warrant their own heading! 

They are neglected in the Cderence Board profile aithoagh it is govemment policy to 

encourage the creation of srnaIl business, and research has shown that the vast major@ of 

enterprises in Manitoba are srnail and need those skilis (See pages 3 - 8). Instead, training is 

slanted towards the needs of big companies with theu academic clerk-type skius. This is evident 

h m  the List of participants appearing on the Conference Board's Corporate Council on Educa- 

tion (See Appendix C, page 198). 

Answers of the SME ownerfmanagers in this study revded that they place considerable im- 

portance on vocational technical skills (See Table 10, page 4). Most of these small businesses 

cannot fiinction without technical skiUs. 

The inte~ewees' answers lead to the conclusion that the less that a HO/RE administration 

program teaches vocational technical skills, the less useful the program will be to prospective 

managers and entrepxeneurs in s d  and medium-si& businesses. The need for strong practical 

skills development was also eariier supportecl by the Fiml Repon to the Brandon & District 

Chefs & Cook Association (Meyers Norris Penny & Co., 1994). 

Teaching of vocational technical skills require lab facilities, but they are not available in ni- 

ral Manitoba However. they are provided in traditional towisrn countries such as Switzerland for 

training theu fia- managers who are known for their expertise and employed around the world. 

3. Business knowledee and career com~etencies gain in Unportance as one's career progresses. The 

literatwe revealed that leadership, vision, human resowce management, service marketing, fi- 

nanciai analysis, total quality management, communication skills, and organizational behavior 



are important abjects to be tanght. For s m d  enterprises. the knowledge of problerns of business 

creation and survival of four p w t h  stages is rrqoued. Thcse SME managers and entrepreneurs 

have to be much more self-reliant and ce* a higher skill level. 

When asked about the relative importance of subjects to be taught, the SMEs owned 

operators raniceci the fobwing instructional needs in demashg order of importance: FoodSafe 

program (97%), train the trainet. food & beverage contml, marlcetbg/advertisiog and sales, hoteV 

- - 
restaurant accouating, mainteoancJplant management, admmrstrative magement, food/ 

alcoholic beverage senrice management, entreprencurship. catering. ethics, Superhostlcustomer 

service, menu design, hmnan cesource management, human or organizationai behavior, 

introduction to tourism, general accounting, nutrition, desÏgaAayout of pmjects & facilities, 

hospitality/business law, business communication, ambulance/fkst aid, taxation, and presentation 

skiUs (27%). 

4. Respondents were asked to mnk the relative imoortance for HO/REA education of employability 

skilis, vocational technical skills, and business knowledge and career competencies. Vocational 

technical foundation skilis (mch as cooking and senrice) were rated as important or most 

important by 97%. followed by employability sWs (85%) and business knowledge and career 

competencies (47%) (See Table L5, page 129). These hdhgs coincide with a study in 

Washington Suiie (Kaold. 1986) where employers expressed their opinions that (technical) 

colleges should focus on vocationai technicd skiiis development . 

11. School and Workplace Education and Training 

1. To decide whether one is suited for a career in the HO/RE industry, one should work in a hote1 or 

restaurant for a few months to find out. 70% of the participants agreed or strongiy agreed "that to 

understand the realities of life in the HORE industry a person should have em~lovment ex~eri- 

ence ~ n o r  to beinn admitted to a coilege program". They suggestd ttiat this experience should 

be IO weeks or Ionger and should include hands-on work. The Ecole Hôtelière requires 3 months. 



2. Participants thought that becoming effdvely  acqaainiance with professional cooking required 

at least 10 weeks, professional dining m m  service and bartending at least 5 weeks, front office 

clerking at lmst four weels. and howkeephg 2 4  weeks. The Ecole Hôtelière (1996) cequired 6 

months for its cmking practicum, and used to Rquire 6 months for dining m m  service. Now 

there is a choice between several other areas for the same time ftame. 

3. Co-OD education in its pnsent fomi is questioned by Canadian stakeholdes. It shouid be individ- 

ual;7Pri to be effective, with formai agreements, student goals and taslcs. Almost aU participants 

thought the program shouid contain theory, training m school Iabs and on-the-job training. 

4. The participants were made aware that Manitoba college diploma programs were two years (20 

months) in length and that apprenticeship programs such as the joumey person cook program 

were 3 years m length. When asked, the ï n t e ~ e w  participants thought a proaram suitable for 

their business should be three vears or longer. The scope should be national with provincial and 

international consideration. 

5. D should be designed to equip students with mu1tiuIe s a s ,  to provide a foundation for a future 

'tjack of al1 tracles" (multi-skilled). Research of the literature supported the concept that a HOREA 

program should be generalist and multi-skilled, when staning out or especiaily in a non-university 

setting. 

6. When asked whether aualified cooks should receive credit for their cooking experience and be 

able to follow a shortened HO/REA program, 92% of the participants agreed or strongly agreed. 

7. There should be a reaional and Canadian em~hasis in teaching. Traditional tourism countries 

strongiy promote their own products and features to tourists, Research has s h o w  that tourists are 

generally interested in what a region or country has to offer in terms of geography, history, 

culture, events, and menu items. Although Canadians are somewhat reluctant to agree that they 

have something interesting to offer, over half the participants thought that Canadian wines, wine 

regions, agricultural products, menu items and regional Canadian tourism knowledge should be 



emphasized in teaching, compared to other countrïes. Agreement was strongest conceming 

h a d i a n  Totuism knowledge aspects and ueeds (94%) and lowest for Canadian wines and wine 

regions (50%). 'Ibis means that the participants are not soff?ciently aware of the quality of newer 

Canadian wines. But some of the tourists are. As one of the participants stated, French tourists 

drank all their Canadian wines. 

The participants agreed, or agreed strongly (97%) tbat Canadian HOlREA program should be 

intemationdy cornpetitive with similar "European (Swiss) and US" programs. 

Based on intemationaikation and globalisation of our contemporary W e  sensitivity towards other 

cultures is an item to be taught. The teaching of one basic tourism type 

should be included in the HO/REA curriculum. Almost two-thirds of the participants agreed or 

strongly agreed. The research showed language issues are becoming more important. More 

foreign languages wiil have to be learned in North America. Some additional r e m a h :  Spanish is 

spoken in South and Cenaal Amerka and in the Canibean. It is making big inroads in North 

America The case of Spanish learning is aiso being smngthened with the North American Free 

Trade Agreement (NAETA). This pact includes the USA, Canada and Mexico and may soon 

include South America (Chile) where Spanish is also spoken. However most of the participants 

thought that French shouid be taught because it was the technical and international language of 

the kitchen. The fact that French is the other official language of Canada may also have played a 

role in this resuit. The industry is increasingly becoming more sex neutml, but pceiudices, 

research says, agaiost women promotion stil i  exists. Young women should be taught how to 

recognize and react positively to such practices. 

III, Training and Employment Passibiiities 

To verify how much college training a student needed in specific occupations, participants were 

asked: How much emdovment exmrience are individuals exmcted to have if they were to be 

employed for the followïng tasks: cooking, senring, bartending, housekeeping, front o&e. 



Three-qua~ers of participants cequired 10 weeks or more in cooking, approximately 5 weeks in 

diniug mm, more than five weeks in barteudiag, fiont office clefking at l e s t  5 weeks. 

housekeephg noue. The importance of exceiient behavioral skills. Le. attitude in pubiic contact 

positions was agaia stresseci, bot ptior vocational technicd skilis were important for the SME 

ownerfoperators, 

2. The literatwe showed that stronn linkane with the communitv was the essence of successfiil vo- 

cationai training, a progressive cornmonity college and economic develo~ment for the area. 

Coiiaborative reiationships with regional employers should be used because they have a vested 

interest in the region's pmgress. Partnerships between industry and a college can becorne very 

supportive and intense to the point of mming over selected educational huictions to hdustry. 

Mentorshb ~roerams are increasingly used in the industry and in education to help students to 

make successful school-to-work transitions and help hem in their career development. 

3. The respondents expressed interest in having incnased communication or Linkages with educa- 

tors, and in serving as mentors for students. They agreed that under suitable circumstances 

students couid broduce or h e i ~  to nreDare various materiais usefiil to the work~iace such as 

training rnanuals, policies and procedures rnanuals or marketing plans. 

W. Backgn,md information about HO/RE Participants in the Interview Suwey 

1. Over haif of the interview participants were of Canadian ongin. Most of k i r  onaina1 education 

was unrelated to their mesent occu~ation. The training of business ownerloperators originating 

from Gemany and Austria was hospitality related, with professional cooking backgrounds 

supplemented by business skills. Only one person was a graduate of a Manitoba H0tRE.A 

program. Tbis indicates that in t e m  of SME operator/ ownership the Manitoba coUeges have 

not made much impact in this field. It aIso supports the findings of the Econornic Council of 

Canada (1992). as quoteci in the Liberal Party of Cu& (1993, p. 33), "Canada has one of the 

worst records of school-to-work transition, Those Ieaving school find jobs by triai and error, 



often wasting their own and society's cesources in the process. Part of the problem is a serious 

mismatch between the jobs avaüable in today's econorny and the skills-" Mentors could help 

make the job-seafch pnicess more efficient. 

This section contains recommendations to community colleges, the hoteFrestaurant industry 

and ~Ia ted  organizaîions. as well as the govemment, iacludhg the Conference Board of Canada The 

section concludes with recommendations for M e r  study- 

In his Principles a d  PhiLosophy of VocatÏo~L ~ucution.  Miller (1985, p. 2 17) stated: 

"Fcequentiy, vaiues are based on what has ken passed on to us from the past and are not the result of 

critical thjnking." As an extension of this thought, this study has attempted to show that H O m  

administration and management trainhg in North Amenca fmses  on large and corporate operations, 

but this trend is not based on carefbl reasoning- Rather, it is based on historical developments and 

aiso what suits 'Tashion" (bigger is better) or an "image". If HO/REA teachiag is only directed 

towards large and cocporate businesses this is üke the automobile industry deciding they only want to 

train diesel mechanics skilled to repair the big rigs. This would mean there would be nobody with the 

skiils to repair your family car. In ternis of economic development this wouid be very odd- 

General Recommendations to Stakebolders: 

1. There should be a focus on the management training needs of small to medium-sized HOIRE 

businesses, instead of medium to large operations. "Success depends on the educational and 

schooting system. It is vital for govemment. education and other vade organizations to create and 

promote opportunities for the small entrepreneur to acquire and maintain the necessary success in 

a world where his (sic) presence is needed for economic, human and environmental reasons" 

(Pfeifer, 1982). Following tfiese principles would support the CTHRC goal of a globally 



competitive and sustainable tourism in Canada- As this study has shown, focus on srnall business 

competeacies benefits more businesses than focushg on the needs of large busiaesses. 

2. Ail stakeholders should see education and training in the HO/RE uidustry as part of a continuous, 

(possibly We-long) process, not just as training towards a single terminai position, such as cook, 

server? midde manager, manager etc, This approach to traming is cost effective* because it buiids 

on existing sküis rather than rrqairuig retraining. It is cateer training, Abrupt and costiy career 

changes woald not be required. 

3- There should be a balanced emphasis between vocationai technicd training and business 

knowIedge & career cornpetencies. The former gives meaniag and involvement to the latter, in 

HOIRE management rraining. Without it there is not much to manage in an industry where three- 

quarters of businesses have fewer than 25 employees and mon than baif of their in-h~use activity 

centers deal with cooking expe-&sertise if food and beverage service aspects are considered, the in- 

house importance of food and beverage is even more significant. 

Recommendations for Commdty CoUeges: 

If Manitoba and Canada wish to encourage the creation and success of smail business (ergo 

economic regional development) this smdy has shown that the teaching of related technical skills is 

required. A once-over-lightly introduction to craft competencies will not be sufficient to base a 

business on, now or in the hture, Professionaikm in business as welI as artisanal, craft, and technical 

vocational skills are required. 

1. Cumcula in vocational education should be detennined by industry research, otherwise there 

exists the danger of seMg everybody else but the industry. Course content must be based on 

more than just an instructor's or administrator's preferences. The global aspects of contemporary 

competitiveness must be considered, if graduates are to rernain competitive. 

2. Cumcula must address the real-lie needs of industry for managers with hands-on, practical skills 

as well as more academic knowledge, There should be an effective fusion between vocational 



technical skills on one side and business howledge and career cornpetencies on the other side- 

Both are required- 

3. When h i ~ g  Hom hstructors people shookl be sougbt who have a strong background in 

cooking andhoc fimi service skills wiîh artisanal or craft skilis, possibly supplemented with a 

small business backgmmd. 

4. Pmper lab f m t i e s  shodd be bailt to support the <taching of cookiag, food service, and bartend- 

hg. Speciaiïzed resoUTCeS are required, and should be provideci. 

5. A separate operathg budget shodd be estabiished for hospitaiity training, which considers the 

special needs of the hoteYcestauraot sector. 

6. Existiog two-year (ISOûA6ûû hour) H O m  administration training programs should be extended 

io three years (appmwimately the same length as a joumey person cook program), rnaintaining 

the level of classroom instruction but adding three practical CO-op terms. Before s a n g  each co- 

op education term, ernphasis shonld be placed on training students to a Ievel whece they c m  be 

efficient, usefiil and fitnctional in the work place, The first classrnom tenn should focus on 

cooking, and be ioiiowed by a CO-op term spent in a commercial kitchen. The second classroom 

tenn should be spent prharity on table and bar service skiils, but also on housekeeping and other 

skilIs. The second CO-op term would concentrate on the table and bar service areas. The third 

classroom term should focns on administration and management, and be foiiowed by a CO-op 

tenn which iacludes office-type and snpeMsory duties. The goals of the CO-op terms should be 

clearly identifieci, and aü CO-op work experience should be supplemented with specific m e n  

and educationd tasks. 

7. Every HO/RE bstructor should be involved in coop education. Such involvement benefits 

students, teachers. and business people, and develops Linkages between industry and school. 

8. An effort shouId be made to ensue that students gain CO-op experience in small and medium- 

sized enterprises, not just in large operations. Such experience will give students a more effective 



introduction to the breadth of skills required in smder operatioas, which are in the majonty. 

Regional owaer/operators may k willbg to provide a more substantial, mnltifaceted coop 

education experience. These concepts are supported by the experience of traditional trade 

P*grams- 

9. There shodd be close partneship between coLIeges and the HO/RE industry in theu area. This 

will ensure that the needs of both studeuts and regionai industry are met, and that students are 

effectively prepared for the reaiities of theu chosen cimes. 

Other recomrnendations for currïcuium design were presented in the Conclusiotu section. 

Recommendations to the HoteüRestaurant hdostry: 

1. The H O m  associations or interesteci hotetiers and restaurateurs of a region should assess the 

possibüity of starting an apprenticeship program suitable for future HORE managers. Many pro- 

fessional associations of different occupations have created training plans for young Canadians 

and solved in part their own staffing needs. Tbis is rarely the case in the HO/RE associations. 

Such pro- are already used successfully in "manuaVhands-on" occupations, and could be 

adapted for other business &mg, mch as HOIRE management training programs. (Suggested 

format, see recommendations to colleges # 6.) Apprenticeship-type programs could be guided by 

the government, or, as the Swiss example has shown, by industry. A region where a cook 

apprenticeship program is well estabiished may offer potential, because communication 

frarnewotks between stakeholders are already established, 

This wouîd provide-for: 

strong HOIRE industry leadership and mentoring in human resource development. 

better linkages between concemexi stakeholders (industry, students, educators, educator- 

administrators, the govenunent, and labor) than available now. 

All of the stakeholders would benefit, Training would be closer to the needs of the industry, 

because students would bave to pass several training periods on the job. 



Such graduates wodd have more practical and structured expenence. 

It would alleviate part of the cook shoriage in the industry. It would solve the pmblem of hiture 

managers having "onrrover-tightly" cookhg bowiedge. 

Aspiring managers wodd have a more favorable opinion of vocational techcal skilis, such as 

cooking and restaarant sewïce- 

It would give a chance to those already workiag Î n  the industry and wishing to take part in a 

management progtam. 

It would benefit niral areas. 

Young Canadiaas may stay longer in businesses which provide apprenticeships if they know 

that there is a social interest and a cornmitment to their future- This would LikeIy resuit in 

somewhat more stable wodcing arrangements than now. 

It would provide for better hsioa of employability, vocational technical, and business and 

career competencies. 

It wouId separate those students who only use this industry as a tempocary refuge from others 

wbo are committed and wish to make it their c-r- Part-time and seasonal workers could 

become full-tuners and given a chance to participate in such a program if required, It would 

strengthen the joumey person cook apprenticeship programs where available, and 

complement it as an altemate career path, 

Employers would be able to provide ïn-house or on-site training, which they are interested in 

doing. 

Canadian HOIRE management apprentices would become intemationally cornpetitive with 

other students fiom elsewhere who have a strong vocational technical skiil base. 

Career oppoctunities in this area would be improvcd. It would increase the efficiency of 

existing co-op rrainiug progrm. 

SmaU businesses would be on a more equal footing with big business, because they would be 



able to provide more effective training, 

Eventually the= would be a highly qualified managerial workforce for aay size of business 

witù un%omi standards amss Canada 

HOI'RE associations should easure that if they promote self-study program, these are adapted to 

Canadian needs as to content and sutali business focus. In some cases supplementai materials 

could be inserted into non-Canadian materials until suitabte Canadian material is avaüable- 

HOIRE associations and the Canadian Tourism Human Resource Councii should evaluate train- 

ing materiais and books avaüable for S M E s  fmm other countries, especialiy those in French or 

English. Useful materials couid be translated and adapted to Canadian circumstances, and 

promoted withia the Canadian industry. 

The HO/RE industry should support development of training books fonised on small businesses. 

Recommendations for Government: 

Change the Employabüity s u s  profiie of the Conference Board of Canada to better reflect the 

needs of d business, who npresent tk vast majority of existing Canadian enterprises. 

Future studïes fwded by governments in hospitality/tor.uism hurnan resource deveIopment must 

reflect the tme nature of the Canadian HO/RE industry. They should have a major focus on the 

needs of d e r  enterprises (especiaüy those with under 25 ernployees), because these represent 

approximately three-quarters of the businesses. As this study has shown, small businesses 

demand a different skill set than is required in large or corporate businesses, and any hurnan 

resource study dealing with the HOIRE industry must adeqyately reflect this fact. 

Although cornputers are usefol, as this study has shown, small HOIRE business does not have an 

urgent reqoirement for a focus on cornputer training or acquiMg such training equipment. 

Instead, govemments should provide fonds to build training facilities in this province such as 

commercial îrainïng kitchens, dining roorns, bar facilities and related equipment. 



4. The govemment should provide more huids so that additional vocational technical instructoa 

can be hired, king cognizant of the fiut that more vocationai technical and artisanal expertise 

development is rrqaiRd in the HOIRE mdustry and this ù a "me-long skilis industry." 

5. The govecnment shoald consider ways to make a commccial latchen training faeility available to 

Assini'boùie Community CoUege in Brandon- The facï.lity at the Brandon Mental fiealth Center 

might be suitable. As the Ecole Hôtelière in h a m e  bas shown for over LOO years, (and the 

Ciillliary ïnstitpte of Amenca, in Hyde Pack (NY) for 25 years) the concept of a <loasCresidentiai 

type of schwf offers great potential. This migbt be possible at BMHC. This could then be used 

as the core of a to-be-cteated vocationai technicai trainmg center where hotel, restaurant and 

agriculturai related technical ski& codd be taught, such as cookhg, baking, pastcy making, 

butchering. sausage making and others. At present, mral Manitoba has no adequate training 

faciiity for these slulls. Such a training facility would be an enormous support for srnail business 

development Other stakeholders besides govemmeat could be involved. 

Recommendations for Fnrther Study: 

On the bais of the findings and concfusions of this study, the following recoinmendations are made: 

1. Additional studies should be conducted to validate and reinforce the findings of this study. Such 

studies need not be men replications, for additional factors could be included as they become 

apparent and meaningfbi. 

2. A future smdy should be conducted with the official support of the relevant national professionai 

business and/or education association where al1 independent d, medium-sized enterprises 

would be strongly encouraged to participate. In this mamer, information about ail hoteV restau- 

rant independent SME owwr/rnanagers in Canada could be secured. 

Students living in cesidence would be the clientele on which CO practice cooking and service skills. 
HoteVrestaurant students could gain proficiency which meets or exceeds SME industry requirements. 



3. Research into a sector-specific employability/Leadership skills profile suitable for effective entre- 

preneurid owner/amnagers of d and medium-sized HOIRE enterprises shouid be conducted. 

As part of this study suitable tea~hiag methodology codd be m e r  investigated. 

4. A ceahtic entrepreneurial. regional hoteYrestaurant management type program focushg on the 

needs of owmrs and operators of small and mednim-su#l enterprises shouid be developed ushg 

the DACUM process, Such a program could have a regionai focas with national and international 

aspects or elements b d t  in. This codd be done for nrban or rural enviroaments. 

5. Studies shodd be conducted to h d  out how many graduates of Canadiau HO/RE administration 

/management coilege pm&rams are m top hotei/restawant positions compared to people who 

have graduated h m  pmgrams eIsewhere, This wodd be sunilar to the study conducted by 

Brauniich et ai., (in Press) but wodd have a Caoadian emphasis* 
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Appendix A: Letter of Request 



Etainer Rossing 
1345 Victoria Ave. East 
Bmdon,  Manitoba 
R7A 2A7 
Canada 
Tel: (204) 729-805 1 
Internet: rossing@accnet. 
assiniboinec.mb.ca 

Dear Participant, 

This Ietter is to invite you to participate in an intem-ew as part of a research project that will benefit 
the hote1 and restaurant industries training needs. 

The project is a thesis. sponsored by me and will conclude my Master's of Education program with a 
Major in Business Education at the University of Manitoba, Faculty of Education- 

The purpose of this project is to develop a college c-culum that better meets the cequirement of 
students and independent small and medium sked hotel and restaurant owners and operaton. It is 
estimated that approximately 80% of hotels and restaurants fa11 into this category in Manitoba. 

The estïmated tirne to conduct thk i n t e ~ e w  is approximately 30 - 60 Mnutes. Your answers wiii be 
used for research purposes oniy and will be trcated strictly confidentiaily. The i n t e ~ e w  is not going 
to bc taped. 

If you feel uncornfortable with this study, you may withdraw at any time. If you are interested. you 
may obtain a mmmary of the results at the end of this project by telephoning me. My address and 
telephone number are Iisted above. You may also phone my Professorat the Faculty of Education. 
University of Manitoba George K- I. Porozny. telephone (number omitted). 

NamdS ignature 
of the Consenting Business OwnedOperator: 

NmdSignature of the Researcher. 



AppendUr B: Interview Instrument 



INTERVIEW INSTRüM ENT 
for Independent, S d l ,  Meeüum Siid (ISMS) Hotel and Restaunnt (BR) 

OmedOperaton 
Note: Thc foIluwing information is intcdd for rcrcycit p u q o s ~ ~  lir 3 hu<cVmmunnt ;irlministntion 
(FRA) pro:mm, It will bc mtd arictly confidcntial, 
Whish o f  rhr: following do you apmc aad yt: muchmi wiih? 
1. a) Hoœl b) H d  Asocbha Menibir cl R&ounnt J) Rcsnumt ASSOG Mui* e) W C  A- 
2, hi11 C~I I ICCI I~~ IO~ 3, 1-15 h) '35-50 C) Si-I( l ( l  

Rrt time unplow tpirPc ü n l b e  n u i h ) :  

Pusonai &hpriad Skills+: 
6) Positive 3niiu<bir anci bcfmfiors (seifcttrcrn. ~mntidmxe iNWve. pinsratq- t 

Summary O€ Importance O€ Employabüity Sidis: 
Based on pment ne& and fomccabIe dernands. a colleec Ievd DR-emolovmenc unwom for my r y p  of 
business should p f w  most of its emphasis on the fotlowing skiils: 
P1-e nnk questions IO - H on a sule of 1 - 3 ( 1, lust important 2 imporisnr 3 most important): 

h HoteYResbunnt Vocationai Technid Skills: 
Bascd on p m n t  nec& and forrrcable demands. the mastering of which of the following technical skilis is 



19) The Food Sdic Pm-mm 
20) Ambulance Coursc Fint Aid SC- Johns 
2 1) Super Host Program (crrsramerser~ice) 
33) Train thc Trru'ncr (twiv ru rruUt ymrr sram 
23) Taxation (the tux syaer~r. a d  hmr to Save moncy) 
24) Gcntd  Accounting 
Z) HoccVRe~f;~umt Accounling 
26) Menu Dcsign (tnrclirricrrrd rules urrd up ta dure principfcs xrr Jcsiiprr uttd ivrite effecrive niemu) 
27) Adminisuritive Mantlgctnent (dccisinn m&'r~g. resp~~tsibifiticx. piutming. organi'ing. currrrnllirtg) 
28) mering (Ituw tr, arrarrge dprcp(wc  for I~u1quets. confcrenccs arrd c-oriventionst 
29) Food & Bcvcrage Conrd (cosr ct~~~trol)  
30) O d  Cornmuniutions (effective ~~t~lili'c spcakùrg) 
3 I )  Business Cornmunicatian (vanirrw fonnr and ~ p e s  of writren curirmmicatio~~ Ur business) 
32) Presen totion Skills (/luit? ru do ~~resc~uariorts rrsltg vurious mcu~is,- videu. flip churts. uvcri~cu~is crc 
33) EnuocJuction CO Tourism (r~~irlersru~~&'ng & overview. importarice) 
34) Food and Alcoholic Bcrtcmgc Scrvice Management (rulmut~mariort. srrpervrSrOn und corrrrols) 
35) Ethics (et/lics foUIUlDxiotlr ethies withut business. rowards orhem and organizofions) 
36) Human or 0rg;inimuon;iI Bhvior  (peopics behaviar; Jeaiing with orhers and wirh5t orgcuti=ariurts) 
37) Nuui tion (basic pnitcr'pes of; as diey uppiy ru itotels. rcstaurtutts and institutions) 
38) Maintenance and PImt Management (how to took Mer yow p/tysicai plmr and save money) 
39) Design and Layout of Projects and FaEiIih 
10) Managing the H u m a  Rcsource Funcrion (employmenr, dcvelopmenr. compe1~sarion. sofeq. dadrnin,) 
4 1 ) Marketing, Advertisin~ and Sdw 
42) Food. Bevengc Labar- Hospitality, and Business L w  
43) Enmpreneurship (the crearion and operurion of a s d  or &m sized business) 
44) Any other reftvant subjccts: 3) Yeï b) No 

Name them 

d sumrnarv of imoortonce of Mabr Em~iomnent Skif: 
Based on present aeeds and €onset;ibie demands, a cotlege levei ~te-ernplovrnent o r o m  for my type of 
businoses shouid place most of its emphask on the following skiils: 
PI- rYiit ihe skiils in ifcnts 45 - 47 an a rJle o f  1 - 3 (1 b impoccm 2 important 3 mon imporunik 

II Sdiool and Work~lace Educatioa and Training 

50) This experience should be 
a) hm& on/pr;icticai work b) cleric3Voffice C) supetviSocy d) other 



How much timc shouid a studcnt spcrid on tlic joh as part d a n  ISMS HRA collcgc prognin to acqWinl 
herhimself cffkctiveiy with (hc following vm'ationd tcchnid skiilsr 
S& a)lonl)lyl2waks b ) 2 4 ~ 1 # *  cl 5-7 wcckr d) 3- [O w&s e) inore (hyr IO wcks 
5 1 ) Housekceping 

52) Front Ofice/CIerk SkiIIs 

54) Dining Rwm Scrviçe 

56) B3sec.I on pnsent Jay ncwfs and ruturc dcmanrls rui l S M S  KR4 pmgam should bc: 
a) theory b a e d  (no wu& exp-icnce) 
b) thcory with somc school b x i  pmticaf hb -ions- 
c) thcory with samç scfiool h i d  fah sessions. ancl on Lhe job training 
JI ather options, pieas Ikt: 

57) Manitoba coIIege dipioina pmgmnls arc usudly LWO yars. Apprcnticeship prognms. induding thc 
cook apprenticcship pmgiim, WC thmc y ~ m -  in Iepgtfi. What Icngth shouid a HoteYResr;uimt 
Administration Program k Ïncluding job bascd training. rhat wouid -ter to your ISMS business necds? 
Scoring Key: a) 1 112 yem- h) 2 y c m  c )  2 Li2 ye31-s d) 3 y r m  e) more than 3 yerus 
58) X community coilege HRA pmgnm sliould be focuseci: 

a) IocdIy b) rc@on;illy c) provincially d) nxiona1Iy e) internationdly 

For auestions 59 - 69, niase  use ifte followin~ suie: 
Scating ~ y :  11 smngly dis;yin: b) Jïsqrœ C)  ilû 0pÜli0n cl-mylgrrc 
59) To be successful as a fER ISMS owncr/opcntor a "Jack af ail tmdes" is rcquired. 

60) To be successfuf as a EfR ISMS owncr/opcnror a pcrson who is skilIed in @fit HR areas & is 
required. 

if you a-, name the spcci fic arcas: 

6 1 ) A journey pcmn cook shodd rcceive crcdit for hi* cookinp exprience towardi s HRA pmgram. 
62) Ajourney person cook shouid bc able to folIow a sbortened HRA pro_enma? 

63) A HRA bevengc course should p i v e  ernphvis on Candian wines and their regions before reaching 
about irnportcd wines and wine regions, 

641 h MU college p r o S m  should piacc emphasis on regionai and Canadian aPricultural food woducts 
p60r to uaching about other food pmducts- 
65) A HRA colIege program should place emphasis on Canadian menu icems prior CO teaching about 
international menu iems, 

66) Touism relatcd courses should place emphasis on regiond and Candian tourism knowledge. aspects. 
and ne& pnor to kaching about worid. or oher tourism aspects- 
61) A Condian HRA collcgc prognm should k able to compte  intcrnationally with nmilar pmlpomr 
Europe (Swiczerfmd). 
68) A Gmdh HRA c o l l c ~ ~  program shuuld k able ta compte  inmnationslly wirh simi1iv p m m  in 
in the United Sms. 
69) Bared on internati~ndi~on dt globafisûa'on ofour socicly. ihc tshing of one BASIC mud~m typ 
Second h g u g e  Communidon skiil shnutd be includcd in the HRA cummcufum 
70) If agrceablc, p lusc  ch- onc a ï  the I'allowing Imguagcs: 

a) Frcnch b) Grman c )  Ukninian d) h p m e s c  e) other 



III Training and Emplovmcnt IDossihilities 

74) Dining Rmm Savicc 

T7) As hocciicrkstmnrcur I have I ~ x i  sanrconc (mentor) who hcipcd me dong in my pmfmsional c m r .  
Yes Xt B Any cornmencs relatetf to mentors? 

78) For a number oCyc3rs tlicrr hrii; bccn gooJ soopention berneen cwWchefs and cook tnining- Would 
you, as a hotelierfrestriunrcur. w o k  wiih a coltcge md HRA students to mute hem thmugh your business? 

Ycs No Any commcncs piese? 
79) Would you help hem dong othcnvisc thrnugh advicc or relierrd to colImgues, 

Yes No Any comments pl-? 

80) l'&y thcm is much t;iIk about qudity assurance progmm that are avaiiable in Iiugc chah operatioas, 
Would you be interesteci i€HRA snidcnts ASSET you to produce a Personaiued Qudity Assunnce 
(Poiicics dé Procedures) Monuai for your ISMS hospidity business as put  of chcu training'! 

Yes No - Any comments pluse? 

N Background Information: Personai information: 
8 1) Numbcr o f  yerus an ISMS HR owner/opemor: 

II) 1-5 b) 6 - 10 C) I I -  15 d)  16-20 e) over 20 

82) How mmy h o u s  per week do you work? 
a) 40 - 50 b) Si - 60 c)6i  -70 d) 7 1- 80 e) above 8 1 

83) What is your age? 
a) under 25 yrs. b) 25 - 33 yrs. c )  35 - 44 yn. c i )  45 - 54 yrs- e) 55 yrs, or over 

85) What is your ethnic Otigin? 

86) What is your schmling emcnce0! 
a) below high school b) high schaol c) community coilege d) oiher, 

87) Whert did you get your schooling? 
a) Tndc School b) Technial College c) Business Collep d) Univenity e) Othef: 

88) n e  o v e d l  emphasis o f  your oc-cupatiand a i n i n g  was in the a r a  OC: 
a) Housekeeping b) Fmnt Onicc c) Cooking J) Dining m m  c) Bmcnding fl other 

89) The origin o f  my training was mcivcd in (name eounuy/trics in onler of importance): Commenrs'! 



Appendi. C: Employa bility S kiïis Profi le 



Employability Corparale Councll on Ediicalion 
Core Purnosa: 

Skills wo are a &la)yst 10 anaaga burinais and sducasUon In 
paflnsiships Ihat fostsr Ssarning 8wcallencs Io snsurs lhal 

Are CaMa ia cornpa~~iva a ~ ~ d  suocoss~u~ in ttre global 

lnco limilsd 
Nalioiial Qafanca 
Nara& Foraal Ino. 
Wotthrrn Tekcorn Mmllad 
Rayai Bank al Canada 
Stdl Canada Lknited 
Syncruda Canada Il$, 
TransMIs Uilllilar Carporailon 
TransCaiuda Pipolinas 

Employability 
Skills 
Profile 

Wlrat Are Bttploycrs 
Lookbig For? 

The acabamlo, parsonal managrmonl and 
lsamwork skills oulllnud in Ihia prolllo lorm 
llis fowndalion ol a hiflh-quality Canadlan 

worklorcr bolh loday and lomorfow, 

The Corporals Coiincil on Educsllon InvNes 
and encoiiragas iiludenls, parents, taechec8, 
employars, labour, community Iaadrri and 

govercimenls to usa Iha profils 8s a 
Iramewoik lof dialogue and acllon. 





Appendix D: Key Categories of SIoUs and Knowledge 
Required Throughout a Career in Hospitality Management 





Appendix E: Broad Categories of Management Activities 



CHART 2 
BROAD CATEGORIES OF MANAGEMENT ACTlVllY 

Current Training Needs 

Managing 

business 
~erlormance 

Managing 
pro/ecls 

Managing 
1 

iiwlividuals 

Manegins 
" 

leamq 

Managhg 
- enlernb 

conlacis 

Managing 
- personnel 

mlminislrallnii 
. 

Junior managora wore mm1 concomed about tlrir abillty to Mnnap Opot~i i i~ i i ia  . . . . a .  

wlrbh includad activitior auch ae reiolvlng operational pmblemi; uiinp prncî.ieiil 
ukitls and laklng chargo oîa crisls siluallon. Likewirc thoy were 6ht canfiBimt 
with'their Peruonnl8killm which enwrnpaued making pieeents~onii to çIlunts, 
training slaîf, hhanJILng conrplalnts and uaing compiitar pickagoa. 

Midilla manafiors M t  Iboir okills and knowledgo wevo lacking in I\\a avoa of 

Managing the Bumlnaw whlch incliidod acllvlUu f w u d  on controlllng iIro 
financial succese a l  the bueinoea and determldng I ls hlure stralegic dlreclitiii. 

l'hla mvora, For eusmlile, analyshg data, Ilaieing and coovdinatlng ohora' worlr , 
prqiariny n brisineae plnn aiid nagotinliirg contrmta, 
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