n an increasingly tight

labor market, hotel oper-

ators and human resource
managers are finding fewer
and fewer qualified employ-
ees to meet their operating
needs. In many cases, there’s
even a shortage of “warm
bodies” to fill positions.

The typical response has
been the usual set of ineffec-
tive and temporary solu-
tions. But the current labor
shortage is not merely the re-
sult of a booming economy;
it is an indication of a far
deeper and more threatening
problem. We are not the
“employer of choice” for po-
tential workers. We are not
even an “industry of choice”
in the marketplace of today.

The image of the hotel in-
dustry is nothing short of
dismal: long hours, low pay,
indifferent management,
and slow promotion. We
blame the dearth of “good”
employees on the differing
values of Generation Xers or
an eroding work ethic, and
lament that all the “good
ones” arc taken. But the
truth is that perspective em-
ployees avoid our industry
at all costs because we have
failed to reinvent our work-
place and reinvest in our
employees. Good people are
stmply going elsewhere.

Consider the coffee chain
Starbucks: Part-time em-
ployees are offered stock op-
tions in return for perfor-
mance and loyalty. Better a
barrista at Starbucks than a
front office assistant manager
with any of the major lodg-
ing brands. While not a full-

time employee, at least they
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own a piece of the action!

The looming issue for our
industry is one of market
competitiveness for new
employees. The threat is not
posed from within our in-
dustry, but from more adap-
tive, innovative, and creative
companies outside our in-
dustry. The problem is so se-
rious that a major resuscita-
tion is needed to assist
organizations in the way
they do business. Change is
no longer an option, but a
necessity. Lodging owners,
operators, and managers
need to perform CPR—in-
creased Compensation, Par-
ticipation, and Recogni-
tion—on the
employment
issue to truly
create a new
hospitality
workplace.

Fair compensation includes
competitive wages and/or
salaties, comprehensive bene-
fits, and performance-based
incentives or rewards.

In the new hospitality
workplace, employees will
be paid at least a living
wage, not minimum wage.
The notion thart the current
minimum wage is adequate
or sufficient compensation
today defies the realities of
the world in which we live,
No longer can we grouse
about Washington’s periodic
increases in minimums and
reluctantly follow along, We
must be in the vanguard of
creating a wage structure
that attracts and retains top
performers, generates loy-
alty, and perpetuates a sys-
tem of economic fairness.
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This proposal is not sug-
gested from a social welfare
perspective, but rather from
the simple recognition that
good people expect to be
paid what they’re worth in
the market. This is a ough

strategy for
many to swal-
low, but to at-
tract good employees it is
inescapable,

Competitive living wages
will only ger employees in
the door; they will not keep
them. Benefits must also be
commensurate with market
realities. Other industries
have created flexible and
unique strategies to accom-
modate a safety net package
of benefits that address the
key concerns of employees:
So, too, should we. Compet-
itive benefits give employees
peace of mind—a key issue
in increasing productivity.

In the new hospitality
workplace, we will have to
gencrate more revenuc and
profit to pay for increased
compensation packages and
benefits. The answer lies in
increasing profitability by

creating a system of perfor-
mance-based incentives.
Anecdotes abound regard-
ing the increased levels of
performance achieved when
employees share in the prof-

its of organizations. We need

look no further
than the phenom-
enal growth of the
Qutback Steak-
house chain to see
the correlarion be-
tween explosive
growth and in-
creased sales, and
the fact that the
managers of cach
unit are equity
participants.

Performance-
based incentives
should not only
apply to management, but
to all individuals and teams
within the organization.
Since effective performance-
based incentives motivate
employees, they should be
customized to the individ-
ual employee or team.

True participation in-
cludes two components:
shared governance and em-
ployee empowerment.

Shared governance calls for
participation of all employees
in the operation of the busi-
ness. Less emphasis is placed
on management responsibil-
ity: Instead, all employees are
held accountable for the suc-
cess of the business,

The evolution in the
wortkplace of today centers
on team-based systems of
shared governance. The an-
tiquated model, with rigid
hierarchies, slow response

continued on page 17
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