
  The premise of  Supervision in the Hospitality Industry: Leading Human Resources, 
Sixth Edition  is that we lead human resources, not manage them. Over the past few 
years, one of the most important paradigm shifts has been from management to lead-
ership. Industry leaders are recognizing the importance of leading human resources 
at all levels of the organization as they strive for perfection in the services offered to 
guests. How human resources are led is critical to the success of any organization and 
this proven text will help you prepare for a leadership role with human resources in the 
hospitality industry. 

 Ask any hospitality manager what his or her greatest challenge is and the response 
will likely be  “ Finding and keeping employees. ”  For many recent college graduates, 
leading human resources is an added challenge because they have little or no supervi-
sory experience. 

 A primer for the leadership of people in the hospitality industry,  Supervision in 
the Hospitality Industry: Leading Human Resources, Sixth Edition,  is about leading the 
people who cook, serve, tend bar, check guests in and out, carry bags, clean rooms, mop 
fl oors — the people on whom success or failure of every hospitality enterprise depends. 
It is a book about fi rst - line supervision, written especially for the beginning leader, for 
the new supervisor promoted from an hourly job, and for students planning a career 
in the hospitality fi eld. But even experienced managers will likely fi nd it full of useful 
ideas and insights for dealing with associates productively. 

 Written to fi ll a defi nite need, hospitality is an industry heavily dependent on its 
human resources but plagued with people problems — its demands, its people, its pace, 
its long hours, the typical attitudes and habits of managers and workers, and the spe-
cial problems of time pressure, of the unpredictable, of everything happening at once. 

  Supervision in the Hospitality Industry: Leading Human Resources, Sixth Edition  
is unique in focusing directly on leading human resources, especially front - line associ-
ates, and applying the wisdom of leadership theory and experience to the hard realities 
of the hospitality industry in down - to - earth terms. It is practical, concrete, and results -
 oriented. The spotlight is on real settings and everyday challenges. Principles of good 
leadership and supervision are presented in terms of how they apply on the job. Our 
primary objective is still to provide the reader with a basic understanding of leading 
human resources with a basic yet comprehensive knowledge about the different ele-
ments of the supervisor ’ s job, and a basic awareness and appreciation of the skills, atti-
tudes, and abilities needed to lead associates successfully. A fi rm grasp of these basics 
can provide a solid foundation for increasing skills and knowledge on the job and ulti-
mately for achieving success through leading associates at any level. 

 Yet, basics are not necessarily simple. We do not give the reader sets of rules; we 
discuss the concepts, theories, and principles behind good leadership practices in order 
to give depth to understanding. We defi ne terms clearly and explain them fully; then we 
show how they apply, using examples and incidents from the industry. In sum, we have 
written  Supervision in the Hospitality Industry: Leading Human Resources, Sixth Edition  
to be read, understood, absorbed, and put to work — a how - to book that provides the 
understanding necessary to adapt and use in one ’ s own circumstances in one ’ s own way. 
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  For the Student 
 If you are a student, you will fi nd in  Supervision in the Hospitality Industry: Leading 
Human Resources, Sixth Edition,  not only what you need to make it through the course, 
but also the realities you will meet in your fi rst leadership position. Even more impor-
tant, you can gain the knowledge and insight that will help you to grow as a leader, to 
develop the skills and personal qualities you need, and to work out your own leadership 
style. We suggest you begin by assuming that you are a leader. Apply the discussions 
to your own situation, real or imagined. Use the incidents, discussions, and your own 
creative ideas for solving problems and getting results. Take time now to master basic 
principles and think things through, because you won ’ t have much time later.  

  For the Instructor 
 If you are an instructor, we hope that you will fi nd  Supervision in the Hospitality 
Industry: Leading Human Resources, Sixth Edition  not only satisfying in content but also 
easy to use and appealing to your students. It assumes no specifi c knowledge other than a 
general familiarity with a hospitality, foodservice, or lodging operation. It can be used at 
any course level in a hospitality or culinary arts program after the fi rst semester or the fi rst 
year. It is also suitable for seminars and continuing education courses and makes a good 
supplementary text for courses with an academic and theoretical and practical approach. 

 If you are in management, you will fi nd this book useful in helping to develop your 
supervisory associates, especially those who have been promoted from hourly positions 
or are fi rst - time supervisors from outside the industry. The material is solid, the scene 
familiar, and the presentation clear and easy to follow. It will help your leaders to under-
stand and develop the skills and abilities to work effectively with hourly employees. It 
will help you to bring supervisors to the level of productivity and the manner of perform-
ance that you want in your organization. In developing leaders as the key people in your 
operations, you will help your enterprise serve its guests well and become more profi table. 

 Since the fi rst edition of  Supervision in the Hospitality Industry  was published, 
the authors have been committed to focusing directly on leading human resources and 
this new Sixth Edition is no exception in being a practical, how - to book, written for 
hospitality students or the new supervisor promoted from an hourly job.  

  New to This Edition 
 This Sixth Edition of  Supervision  in the Hospitality Industry is designed to help leaders 
of hospitality human resources meet the challenges and demands of the world ’ s largest 
industry grouping, to be leaders, to possess excellent human relations skills, to be highly 
productive and fl exible. New to this edition: 

  The text has been restructured into fi ve parts:  
    Part 1. Leading Human Resources, Equal Opportunity, Diversity, and Planning  
   Part 2. Sourcing, Compensation, and Benefi ts  

■
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   Part 3. Performance Leadership  
   Part 4. Maintaining High Performance  
   Part 5. Human Resources Leadership    

  A new fi rst chapter introducing the topic of leading human resources.  
  Coverage of diversity in the workplace has been revised and expanded in 
Chapter 2.  
  Goal setting has been added to Chapter 3.  
  A new Chapter 5 on Compensation, Incentives, and Benefi ts has been added.  
  The opportunities and challenges of Leading a Restaurant Shift have been 
added to Chapter 7.  
  A new section on Coaching has been added to Chapter 7  .
  A new section on Retention has been added to Chapter 8.  
  A new Chapter 11 on Health and Safety has been added.  
  A new Chapter 12 on Confl ict Management has been added.  
  New information on Emotional Intelligence has been added to Chapter 13.  
  A new feature called Do You Know?, which are creative and applied questions, have 
been added in each chapter to encourage class discussion of topics to be learned.  
  Additional supervision and human resources examples have been added 
throughout the text  .
  New Web - based end - of - chapter material has been added.  
  New artwork and photographs have been added throughout the text.  
  Several new industry Profi les have been added to focus more on human resources.     

  Features 
 The text is carefully structured for teaching and learning. It has been reorganized to 
follow a logical human resources sequence in fi ve parts: 

   Part 1. Leading Human Resources, Equal Opportunity, Diversity, 
and Planning   

  Chapter 1. Leading Human Resources  
  Chapter 2. Equal Opportunity Laws and Diversity  
  Chapter 3. Human Resources Planning, Job Analysis, Job Description, 

and Organizing  
   Part 2. Sourcing, Compensation, and Benefi ts   
  Chapter 4. Sourcing: Recruitment, Selection, and Orientation  
  Chapter 5. Compensation and Benefi ts  
   Part 3. Performance Leadership   
  Chapter 6. Motivation  
  Chapter 7. Teamwork, Team Building, and Coaching  
  Chapter 8. Employee Training and Development  
  Chapter 9. Performance Leadership  
   Part 4. Maintaining High Performance   
  Chapter 10. Discipline and Employee Assistance Programs  
  Chapter 11. Health and Safety  
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   Part 5. Human Resources Leadership   
  Chapter 12. Confl ict Management, Resolution, and Prevention  
  Chapter 13. Communicating and Delegating  
  Chapter 14. Decision Making and Control     

  Aids to Facilitate Learning 
 The writing is in a clear engaging conversational style with numerous industry exam-
ples for ease of understanding topics and concepts. 

 Following are the pedagogical features found within each chapter: 

  An  Overview  section, at the beginning of each chapter, lists the chapter ’ s 
major headings to help the student see what topics will be covered and their 
relationship to each other.  
  The  chapter openings  help to structure assignments and set learning goals by 
describing a supervisory situation and listing the  chapter objectives.   

■

■

Health and Safety

Chapter 11

Overview
Legal and Government Regulation of Safety and Health Practices

Safety

Security Concerns

AIDS and the Hospitality Worker

It is a universal human need to want to be healthy, safe, and secure. As a supervisor, one of your top priorities is 
making sure that the workplace is a healthy, safe, and secure one for both workers to be employed and guests to 
enjoy. Safety hazards abound in a hospitality operation: There are cleaning chemicals that can make you sick and/or 
burn your skin, slicers that can cut more than bologna when you í re not watching, heavy boxes to lift that can wrench 
your back, computer keyboards that can cause numbness in your hands, wet oors that you can go sliding across, and 
poorly lit stairs that you can y down (with an order of hot soup in your hands). 

This chapter will help you to: 

Discuss the legal and governmental effects of the Occupational Safety and Health Act (OSHA). 
Explain the Hazard Communication Standard. 
Describe the Americans with Disabilities Act (ADA).
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Do You Know?

Are EEO laws 

effective?

  New  Do You Know?  applied questions have been added in each chapter to 
encourage class discussion of topics to be learned.  
  New  photographs  enliven the text, and diagrams, fl ow charts, and sample 
materials provide focal points for discussion.  
  Industry  Profi les  allow human resources professionals and leaders in the hos-
pitality industry to give their perspective on human resources and leadership 
issues.  

■

■

■

Eric grew up in Kansas City 
and later moved to several 
cities in his career with Ritz-
Carlton including Naples,
Atlanta, and St. Thomas.

Currently Eric is cater-
ing and conference serv-
ices floor manager, The 
Ritz-Carlton, Sarasota, where 
his general manager has 

high expectations of the newly 
created position. Thatís a challenge he likes. Having 
worked as a valet parker, doorperson, bellperson, and 
concierge; Eric has seen both sides of the supervision 
equation and knows that everything is not black and 
white. One of the secrets to his success is to empa-
thize with people and to put himself in their shoes. He 
will do anything to make a guest happy so long as
it will not harm the hotel.

Eric leads by example and would not ask any of 
his associates to do something he would not or could 
not do. An example of this is when he ìjumps inî to 
help the setup team during the meeting room cleanups 
while the guests are having a coffee break. He recog-
nizes that the setup team is the most important group 

in his area and helps them whenever possible. As a 
supervisor Eric also has high expectations and holds 
his associates accountable.

Ericís workday begins at 6:00 A.M. when he goes 
over the day with his staff and he checks that break-
fasts are ready. He then goes over the day with the 
client and monitors all the functions and meetings to 
ensure perfect guest service. In his role as the cater-
ing and conference services manager, Eric has to 
take care of all the meeting planners and their VIPís 
requests. This means he communicates with virtually 
all departments. Eric is ranked number one, two, or 
three in all the guest surveys with an average guest 
satisfaction score of 97 percent. Recently Ericís gen-
eral manager asked him which position he was eyeing 
next. Ericís reply was that he wanted to be the best 
in the company in his position before he moved to 
another position. Now thatís commitment and dedi-
cation for you! No wonder the general manager and 
the executive committee, in view of his meritorious 
performance, nominated Eric for the J. W. Marriott 
employee of the year award.

When not working, Eric loves to spend quality time 
with his wife, five children, and grandchildren.

PROFILE Eric Walker

Courtesy of Eric Walker

   Check Your Knowledge  questions are spaced throughout the chapters for 
students to review important topics and concepts.  

■

1. Why is evaluating important?
2. Briefl y explain the four steps of job instruction 

training.

Check Your Knowledge
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   Key Points  summarize the important concepts in the chapter.  
   Key terms  are boldfaced in the text, reemphasized in the end - of - chapter list 
 Key Terms,  and assembled in the  Glossary  for reference and review.  
   Review Questions  enable students to reinforce mastery of the materials pre-
sented in the text and likely improve their test scores.  
   Activities  allow an opportunity to practice human resources leadership.  
   Applications  can be used to test knowledge, spark interest, bring out oppos-
ing views and different approaches, and involve students in typical supervisory 
problems and situations.  
   Web Activities  offer an opportunity to use technology to broaden the learning 
perspective by answering questions related to various Web sites.     

  Additional Resources 
 To aid students in retaining and mastering hospitality human resources, there is a  Study 
Guide  (ISBN: 978 - 0 - 470 - 28472 - 8), which includes learning objective reviews, study notes 
and chapter outlines, key terms and concept reviews, and quizzing exercises. 

 An  Instructor ’ s Manual  (978 - 0 - 470 - 25405 - 9) to accompany the textbook is 
available to qualifi ed adopters upon request from the publisher. It contains various 
materials designed to assist in the classroom. An updated  Test Bank  is also included. 

 A  Companion Web Site  (www.wiley.com/college/walker) provides readers with 
additional resources as well as enables instructors to download the electronic fi les for 
the  Instructor ’ s Manual, Power Point Slides,  and  Test Bank.  

 WebCT and Blackboard online courses are available for this book. Visit 
www.wiley.com/college and click on  “ Technology Solutions ”  for more information, or 
contact your Wiley representative.                                                      
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