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CHAPTER 1: PRACTICAL LEARNING IN
HOSPITALITY EDUCATION

Lianping Ren and Bob McKercher

Practical Learning in Hospitality Education - From
pedagogical debate to wide adoption

Lianping Ren, Macao Institute for Tourism Studies

Bob McKercher, University of Queensland

A long standing debate has occurred in hospitality degree programmes about the need for and merits
of embedding practical training components in what are ostensibly management degrees. The debate goes
to the heart of training versus education quandary facing hotel management, hospitality and tourism
programmes. It also leads to some long standing questions raised by some old school academics about
the legitimacy of offering such degree programmes at the university level instead of at technical college
level, where some feel they belong better. The ones who argue against degree level programmes feel
management degrees should focus on theory, with the assumption that the graduate would be able to apply
the theories in their workplace (DiMicelli, 1998). Those in favour of including practical components in
degrees hold the “learning by doing” view. Since these programmes are heavily professionally oriented, their
main objective should be to produce work ready individuals who possess both theory and practical skills
(DiMicelli, 1998; Ruhanen, 2005).

Fortunately, this debate has been largely resolved over the last 20 years (DiMicelli 1998) as universities
appreciate the need to ensure their graduates have some real world skills to complement the more
theoretical aspects of their education. In fact, more and more business schools are insisting their students
complete a traineeship or practicum of some sort prior to graduation, regardless of their discipline. Indeed,
in many ways, hospitality education has been at the forefront of the move to integrate training and
education with the recognition that a practical learning component is an inseparable aspect of
comprehensive hospitality education curriculum (Zopiatis and Constanti, 2012). Moreover, placements
have been shown to motivate student learning by enhancing understanding and facilitating confirmation
of knowledge learned in the classroom (Stansbie, Nash, and Chang, 2016), prepare students to be work
ready (Spowart, 2011), and help them achieve a greater range of competencies, including leadership,
management skills, and problem solving skills, which is somewhat more difficult to acquire via classroom
teaching (Lin, Kim, Qiu, and Ren, 2017; Gurman, Barrows, and Reavley, 2013). In fact, a positive
practicum experience increases commitment to this field and enhances career aspirations (Yan and Cheung,
2012).

Various terms have been used synonymously to describe practical learning components, with the most

frequent being work-integrated learning/education (WIL/WIE), work-based learning (WBL), project-
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based learning, practicum, internship, work placement, job shadowing, and sandwich courses, to name
just a few. Others include sandwich years, practical learning, experiential learning, lab-based learning, and
service learning and the like. Each in realty is talking about the same opportunities for students. They key
to a good practicum, though, is that it must involve far more than simply gaining work experience. Instead,
successful practicums must have clearly defined pedagogical goals, where the work-related element is tied
tightly to the curriculum so that the student acquires programme related knowledge while simultaneously
developing some practical skills. It sounds simple, but as mentioned repeatedly throughout the chapters in
this book, the achievement of such a goal requires a close tripartite relationship involving the student, the
institution (and teacher) and the organization where the practicum takes place.

The challenges faced by all institutions are, first, to find a balance between educational and vocational
ideals and second to provide space in the curriculum framework to draw the two together (Dredge et
al 2012). As a result, no single ‘best’” model exists. Instead, as discussed in detail in this book, a wide
array of options is applied, that are limited only by the institution’s imagination and resources. Some are
credit bearing, while others offer ‘workplace’ credits that are counted above and beyond the normal credit
load taken to graduate. A number of programmes offer a single practicum; others combine in-house labs
with an external practicum and; others still insist their students complete two practical components to
satisfy the degree requirements. In terms of when the practicum occurs, some curricula place it after all
coursework has been completed, while others embed it in the curriculum by making students complete it
as a “sandwich” obligation. The duration ranges anywhere from one to twelve months.

However, no matter how well-intended the above training programs may be from the start, they do
not necessarily turn out to be an all-happy ending. Employers may complain that graduates lack certain
competencies and that they are not ready for the workplace (Spowart, 2011). On the other hand, students
may claim that their needs are often not met (Zopiatis and Constanti, 2012). The failures may be explained
by less structured nature of the programs, insufficient training, lack of support from both the work
place supervisors and school teachers, less effective coordination between the schools and the hospitality
firms, less engaging work arrangement, unfavourable working conditions, and less inspiring workplace
interaction etc. In addition, different priorities and goals among institutes, hospitality firms, and students
cause problems as well. For example, in terms of internship duration, industry prefers longer traineeships,
while some students prefer shorter ones, especially if the practical component is not well designed.
Institutes and students desire job/duty rotation during practicums, while hospitality firms may find it cost-
ineffective to do so. Hospitality firms welcome practical programs that feature cooperation, duration and

mentoring, but not every institute has the same level of commitment.

How to use this book

To evaluate the effectiveness of the internship / practical programs, it is necessary to look into is the gap
between “what the students have learned in school” and “what is required by the internship providers”, the
gap between “what the intended learning outcomes are” and “what is achieved in the workplace”, and the
gap between the program designed by the institute and the program that is welcomed by the hospitality

firms.
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Taking the above together, this book looks into scenarios, conditions, and rationale associated with
practical learning in hospitality education, specifically the pedagogies adopted, the development and
operation of the training facilities and teaching hotels, issues with oft campus training programs, key
players in the tripartite relationship, and ultimately the effectiveness of such programmes. The book
takes an international perspective, and considers all possible contexts. The ultimate purpose is to provide
references on various aspects of practical learning in hospitality, so as to facilitate decisions on the programs
and facility design.

The book provides a lens to examine the hows and whys of a range of practical learning models adopted
by more than 20 institutions located around the world. Each chapter is designed to encourage the reader to
read and reflect on the merits and possible weaknesses found in each of the models. Indeed, one of the key
features of the book is the request for each author to include a reflective section at the end of each chapter
that enables them to critically assess what works and what can be improved in their own institution’s

situation.

Structure of the Book

The chapters written by the many contributors to this book explore the diversity of models available and
discuss their relative strengths and challenges. The book contains 22 reflective case studies and research

reports from five continents and more than a dozen economies. It is organized into five sections:

* Part 1 - Practical learning in on-campus commercial hotels
* Part 2 - Practical learning in on-campus training hotels

* Part 3 — Practical learning in on campus training units

* Part 4 — Off campus practicums and internships

* Part 5 - Internship experiences from students and industry.

Parts 1 to 4 present 17 different scenarios that can assist the reader to understand how different approaches
work, whether it is to develop a commercial hotel on campus, operate a small training hotel, make use of
food and beverage labs or student consultants or outsource students to industry as part of a practicum
placement. Part 5, is perhaps, most instructive, for it allows the students’ and industries’ voices to be heard.

Each section of the book is described briefly below.

Part 1 - Practical Learning in On-campus Commercial
Hotels

The first part of the book examines some of the challenges and opportunities involved in developing
commercially operated hotels on campus. Two models exist: developing a stand-alone private brand or
encouraging a national or international brand to develop a property on campus. Chapter 2 presents an

overview of both models and lists a range of so called captive hotels located at American universities.
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Chapters 3 and 4 examine some issues related to private brands, Chapter S discusses issues of taking a brand
from a major hotel operator, while Chapter 6 discusses career opportunities that an on-campus commercial
hotel provides to non-hospitality students.

A number of benefits are associated with developing and operating hotels on campus. First, closer
integration between the curriculum and the hotel operation becomes possible as does integration of
hotel personnel as part of the teaching team. Second, a wider range of skills can be developed, some of
which are not so easy to develop in other formats. Third, on campus hotels can strive to incorporate
the programme’s overall philosophy into the training component of the programme. For example, the
hospitality programme at Cornell University has fully embraced its “Life is Service” motto in the Statler
Hotel (Chapter 3), while the School of Hotel and Tourism Management at The Hong Kong Polytechnic
University highlights its “Leading Hospitality” brand through such programmes as its Elite Management
Programme. Other benefits attached to having on-campus hotels, include having an added amenity to
the university, revenue generating opportunities, and better public-private partnership opportunities.
Interestingly, as discussed in Chapter 6, operating an on-campus hotel even at a university that does not
have a formal hospitality programme encourages some students studying other disciplines to consider
tourism and hospitality as a career path.

But, developing a commercial hotel is not without its challenges, most of which relate to development
costs and the need to run profitably. As a result, these types of developments tend to be limited to well-
resourced universities, specialist hospitality institutions or universities that have identified tourism and
hospitality as a core strategic objective. Beyond cost considerations, the learning curve is also steep as
university administrators and most department leaders are not experienced in hotel property development.
In addition, operational costs are high as properties must run independently, and cannot rely on corporate
offices to assume some on and off costs. Lastly, staffing can be a challenge, for it is sometimes difficult
to recruit senior staff and convince them to leave the security of working for a national or multi-national
organization.

It is for these and other reasons that a number of universities have opted to go with the option of
encouraging branded properties to locate on campus and provide training opportunities. Chapter 5
presents an excellent case of the opportunities and challenges involved in such a project. The main benefits
relate to resolving the types of issues faced by private brands. The expertise exists, hotels are operated as
parts of chains, with all the benefits accrued to this model, staffing is often not a problem. Properties are
run on a turn-key basis from opening to operation. The risk of course is that students will get a cookie
cutter experience and learn only the practices adopted by one brand.

The administration of the training programs in on-campus hotels has its own challenges. As reported in
Chapter 2, for example, scheduling and coordinating difficulties must be resolved. Goal misalignment may
also occur, where the hotel’s business needs may clash with the department’s educational needs. The role
of hotel staff in the students’ learning process needs to be suitably defined, so as to enhance their practical
learning experience. A further challenge is that not all hotel leaders are suitable to work in a captive hotel,
for members of the management team must be willing to devote more time to facilitating learning and deal
with rapid turnover of students who complete their traineeships just as they become competent employees,

only to have to deal with a new group of inexperienced students. This view was echoed by authors in
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Chapter 5. The school faculty need to work closely and interactively with the hotel team. Sometimes,
resistance from students can be a serious issue to be tackled. In a word, a synergy is desired among the key
players as exemplified in Figure 1. The ICON model presented in Chapter 4 provides a scenario where this
synergy could be well achieved. The success of the ICON model can be partially attributed to its innovative

affiliation structure.

Hotel
operator

- a

On-campus
hotel

/\ J

Students Faculty

/

The key players - the Hotel Operator, Students and Faculty.

Figure 1 Key players in on-campus hotel training programs

Part 2 — Practical Learning in On-campus Training Hotels

An alternative model adopted by a number of providers is to develop their own small training hotels where
return on investment assumes a lower priority than the achievement of educational outcomes. Faculty
members are often heavily involved in the hotel management, and the majority of the hotel guests are
school visitors, parents or students. There are a few merits attached to this type of hotel. It is easier to
conceive and develop, costs are lower and construction time shortened. Moreover, it can be administered as
an integral part of a larger hotel or hospitality programme, ensuring educational goals are attained. As cited
in the case study from Macau, sometimes existing buildings can be repurposed as boutique hotels. There is
often less pressure to perform financially, enabling a three-phased practical learning process including: lab-

based learning, practical learning in the training hotels, and ultimately an oft-campus internship. Industry
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likes this model for students tend to be better prepared to perform well once they embark on their
internship.

However, their small size, management style, and the fact that many do not or cannot operate at
international standards may contrast with the reality students will face when they enter the commercial
world. Often, there are limited functional areas in the hotels, so the students are not exposed to a full
range of experiences. Moreover, mistakes are tolerated, which can lead to bad habit development. The
small scale of the hotels and their training priority lead to another problem - fluctuating occupancy rate
— which negatively influences student learning experiences as student learning may be inhibited when few

customers check-in.

Part 3 - Practical Learning in Training Units

With or without an on-campus hotel, many institutes build training labs or training units on campus,
including kitchens, bakeries, training bars, training restaurants, wine labs, tea labs, food labs, and training
guest rooms. These labs and training spaces are used for specific courses and exercises. Two chapters
examine different approaches taken primarily in food and beverage labs, while a third discusses the use of
students as consultants as a means of honing their strategic skills.

A lab-based environment allows more structured teaching and learning, focused skill development, and
trial and error practices, with instant feedback between the instructors and learners. Honing skills in a
planned and step-by-step way is one of the advantages of learning in the training units, as it is illustrated
in Chapter 11. The cost for developing labs and training units is relatively low and justifiable. However,
various challenges are attached to the operation of labs and training units. Examples include staffing issues,
as discussed in Chapter 10. Striking a balance between staffing cost and quality of practical training is
a key concern. This dilemma is typically felt in the decision of whether to hire full time instructors to
supervise the lab work or have existing faculty members, part-time instructors and/or graduate students
help with the supervision. A further decision must be made as to whether the labs are closed with no
outsider involvement or to open them to the public and operate as revenue generating restaurants. Other
challenges include inter-departmental communication on the operation of the labs and scheduling of the
training sessions.

Some programmes opt for higher level skill development by enabling students to assume the role of
managers or consultants and solve real world problems for real clients. This model has been developed
effectively by the Ecole Hételiere de Lausanne (EHL), Switzerland. This Chapter works the reader step by

step through their model.

Part 4 - Off Campus Training Programs

Not all institutes can afford to establish on campus hotels and commercial or non-commercial training
facilities. Instead, they opt to send their students out to industry to gain experience. Indeed, even

programmes that do offer on-campus labs also make extensive use of off campus practicums and
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traineeships. Here, institutes choose to establish collaborative relationship with hospitality firms. Chapters
13 through 17 discuss a range of options developed by universities in Canada, South Africa, the UK,
Singapore and the USA.

Progressive hospitality firms are supportive of these initiatives, for they can help resolve short term
staffing issues, provide a valuable opportunity to recruit staff on graduation, select through careful
observation, and also benefit from the chance to interact with hospitality institutions (Yan and Cheung,
2012). Training activities and programs offered by industrial partners can include anything from site visits,
guest lectures, and workshops, to longer-term practicums and internships. In recent years, industry has
begun taking a more proactive approach to establish training programs by actively setting them up on
their properties and signing commercial agreements with educational providers. The key to successful
off-campus internships is the ability to integrate desired learning outcomes there with practical work
experiences. Chapter 13 illustrates such a programme. In addition, cross cultural internship opportunities
have gained popularity in recent years. The hospitality industry is international by nature, so gaining cross
cultural competency is one of the motivations for the students to do so.

Success depends on a tripartite relationship among the school, students, and the industry as highlighted
in Figure 2. The most prominent advantage of the off-campus training programs is that they provide a real
business environment which many on campus training facilities fail to provide. But issues and challenges
can arise related to this kind of training as well. For example, goal misalignment can occur between the
institute and the firm, where the institute has a set of intended learning outcomes that they expect the
students to achieve, while the hospitality firm may have conflicting needs, especially related to filling short
term staffing vacancies that may not be related to the student’s education. The net result is that students
end up with a single position that only performs mundane and less intellectually demanding tasks such as
cleaning guestrooms and waiting on dinner tables. On the other hand, employers may complain that the
students are not ready when they take up their internship. In order to achieve desired outcomes, Chapter
14 which explains the University of Guelph’s Co-op Program provides an example of how to resolve such
issues.

Institutes play an important role in administering these programmes and playing a coordinating role
between students and employers. Good practices include setting up a specialized unit with dedicated
teams. The role of the Work Integrated Learning Coordinator is identified to be critical by the author
of Chapter 16. Apart from the internship programs implemented in the hotel firms, the School needs to
provide various pre and post administrative, preparatory and assessment programmes to ensure a positive
practical learning experience occurs. Chapter 15 discusses how internal collaboration can be capitalized in
harnessing the students’ placement preparation process. Equally important is the post internship follow-up
administration including assessment. To facilitate the entire application process, the case concerning the
Singapore Institute of Technology discusses how it has created a system for the students to follow, while
the institute stays in close communication with industry partners (Chapter 17).

Of course, students, the main actors in the tripartite relationship, play a critical role in benefiting
from the practical programs. Being prepared, both skill-wise and psychologically (Chapter 15), and having
a sufficient level of learner autonomy (Chapter 14) are important prerequisites of successful practical

learning programs. Many off-campus internship programs require students to be away from home and live
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independently, often for the first time. This major change of life and study environment entails adaptable

personality and capability.

School

- a

Off-campus
internship /
practicum

N %N

Students Industry

The School, Industry and Students form a tripartite relationship.

Figure 2 Tripartite relationship in off-campus internships/practicums

Part 5 - Internship Experiences - Student and Industry
Perspectives

Practical training programs aim to develop hospitality students to be work-ready for their future careers.
Students acquire cognitive and professional skills through the “learning by doing” component of the
hospitality curricula and develop their career smoothly thereafter. The last section of the book lets students
and employers express in their own words what works well and what can be improved during the practicum
experience.

Chapter 18 compares students’ pre- and post-practicum experiences and concludes that while
practicums do work for many students, a number of issues that can inhibit the experience and reduce
students’ commitment to the industry need to be addressed. Chapter 19 discusses how students in the
University of South Pacific have reflected on acquiring employability skills including improving their own
learning and performance, communication, working with others, problem solving, and application of
technology. Chapter 20 reveals how students value the responsibilities that they need to take in real life

business environment, which leads to a sense of achievement and a higher level of confidence in embarking
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a career in the hospitality industry. Chapter 21 reports on what industry feels make a good practicum
student, as well as a beneficial practicum experience. Chapter 22’s case illustrates how Olivia gets well
prepared for her career and find better opportunities leveraging on her experience and competencies she
has obtained via practical learning activities and programs. Chapter 23 tells the story of how three students

demonstrated grit and determination to overcome significant personal issues to complete their internships.
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PART 1 - PRACTICAL LEARNING
N CAMPUS-BASED COMMERCIAL
HOTELS

On campus hotels take one of two forms. They can be run as commercial, for profit businesses, whether
as independent entities or part of national franchises, or they can be run as revenue generating, but not
necessarily for profit training hotels. Part 1 on this book examines a number of models of commercial hotel
properties, while Part 2 examines the not necessarily for profit model adopted by some other institutions.
This part of the book begins with a census of on-campus hotels based in the United States, written by
Tripodi et al. The next two chapters examine two approaches to the development of commercial hotels
with a strong training focus. The Chapter by Tracey looks at the Statler Hotel located on campus at Cornell
University, while the Chapter by Ren et al explores the development of the Hotel Icon at The Hong Kong
Polytechnic University. A Chapter by Miller and Sullivan that examines the challenges in developing a
branded hotel at the University of Delaware in the USA follows. Hay presents a different perspective of
an on campus hotel at the Heriot-Watt University in the UK that offers traineeships and employment for

non-hospitality students.
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Abstract

The importance of on-campus hotels, also called captive hotels, is explored as a case study through three
lenses: the academic institution and faculty, the student learner, and the hotel operator. The three
populations are defined with specific benefits, opportunities, and barriers detailed for each community. A
database of current hotels-on college campuses with Tourism & Hotel Management (T&HM) programs

of study in the United States is presented as an Appendix to the chapter.

Introduction

The consensus regarding the best way to educate students to become tomorrow’s leaders in the global
tourism and hospitality discipline is at a crossroads. Some education outlets emphasize technical skills.
Others believe the foundations must be in the functional areas of business. Still, another group suggests
technological solutions such as Al/robotics is the ideal educational game plan. In a recent compilation of
the “Best Tourism and Hospitality Schools in the World. University Rankings”, three independent sources
addressed this issue, including: Top Universities QS Rankings by Subject; Shanghai Rankings by Subject;
and the CEOWORLD Rankings. Each listing was reported with a detailed scoring system and rubric for
evaluation (Balan, 2020).

We observed one commonality between over 80 % of the three top ten lists, and this was an on-
campus hotel as part of its educational mission. Successful tourism and hospitality (THM) programs offer
applied business certificates, diplomas, and degrees where the practical application is valued (Tripodi &
Baltazar, 2015: 72). LeBruto and Murray (1994) point out that they identify “insuring the application of
classroom learning experiences to actual management situations” as a significant issue in hotel management
education. This observation is still relevant today. An on-campus fully functional hotel provides students,
faculty, academic programs, and the institution with many direct advantages.

This chapter examines on-campus hotels as a learning tool from three lenses: the academic program, the

hotel operator, and the student learner. A discussion follows for each stakeholder, exploring the benefits,
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opportunities, and barriers. The case study’s final component is a useful list of over 40 on-campus hotels in

the United States affiliated with hospitality and tourism programmes.

The Academic Program and Faculty Lens

Definition

Academic Programs are comprised of a series of required courses and electives leading to completing a
certificate, diploma, or college or university degree. The faculty are those individuals who are part of the

instructional team of the academic program.

Benefits

Competitive Advantage

A captive hotel enhances the THS program’s strategic competitiveness among similar programs by arming
the department/college/school with practical labs and a more realistic industry perspective. On-site
learning helps students experience the challenges of customer service while creating their professional voice.

This partnership is an exceptional recruiting tool for the program and academic institution.

A Hands-On Experience

Part-time employment openings will give students hands-on experience and explore major/career options
in this hospitality industry segment. A hands on experience contributes to reducing students’
unemployment rate, and due to the broad skills developed, it increases students’ employability. Moreover,

real-life hotel experiences will teach students the skills they will need to further their professional careers.

Campus Amenity & Image Enhancer

A captive hotel is a campus amenity that enhances and improves the amount and quality of life available
to the university community and regional residents. It serves as a destination for expenditures that support

the local economy.

Opportunities

Academic Synergies

A captive hotel presents a unique opportunity for any THM major to capitalize on access to both the
physical facilities and professional hotel staff to support the major. Hotel employment and learning

opportunities offered to students may also foster the exchange of academic interests, increasing their direct
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connections and orientations to their professional interests. For example, a student majoring in engineering
or business management could minor in THM if they develop a particular interest in hospitality, rooms,
food, and events from the hotel working experiences. By working in a hotel, any student would see the

importance of collaboration, communication, and creativity.

Experiential Learning

Many established THM programs have their culinary labs, and others operate their restaurant as a learning
lab for their students. For those hospitality and tourism programs fortunate enough to have an on-campus
hotel, the instructional team can design experience-based learning, hands-on opportunities and learning
events (often referred to as “structured” activities) provided through the partnership. For those programs
that fully integrate a hotel into the programs, the hotel can transform and contribute to more well-rounded
students (Andresen, Boud & Cohen, 1999). THM programs often look externally for this training to
complement the development of critical thinking and problem-solving skills. Experiential learning at a
campus-hotel is an opportunity to have these training experiences closer to the program, assuming mutual
interest and relatively equal relationships between facilitator (faculty and/or hotel operator) and learner,

giving the learner considerable control and autonomy and even career progression prospects.

Expansion of the Regular Teaching Spaces

A benefit of establishing a new on-campus hotel is expanding the instructional areas and setting a common
classroom space within the hotel. This space, during non-academic times, can be cross-utilized as additional
event space for the hotel. For faculty, the hotel can provide interior offices, expanding the current offices’
inventory. With its rooms, restaurant, conference, beverage services, and commercial kitchen facilities, the
hotel can be utilized for experiential learning, such as practicums and internship courses or other courses,

without any new capital, laboratory, or other equipment expenditures.

Development of a Robust Professional Development Culture

Hotel staff are industry professionals who can serve as mentors and provide expert hospitality guidance
for our students. It will be aspirational for hotel employees to enroll as students at the institution THM

programs, assisting academic programs’ recruitment, retention, and placement efforts.

Increase Fundraising Potential

The captive hotel can also frame research grants or future donations effectively. It repositions department/
college/school to apply for grants, mainly related to federal programs, e.g., in the innovation field, grants
targeting the study of new businesses strategic operational programs or to address complex sustainability

challenges.
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Research Focused Spaces

These new spaces have the potential of being used by students and faculty for research. The hotel may
help the industry be better equipped with highly qualified professionals within its areas and data to
advance and build its future by supporting the broad and multidisciplinary institution research agenda.
The hotel services and spaces provide faculty and undergraduate or graduate students with the perfect
environment for applied research, e.g., testing new rooms’ technology or design, analyzing and interpreting

guest satisfaction surveys, testing a new lodging robot or new cooking equipment.

Public-Private Partnership

In the case of a public-private partnership, a captive hotel brings the potential to serve and benefit the
hospitality industry as a significant contribution to tourism & hospitality education of the next generation
of professionals. A collaborative hotel-academic institution relationship can contribute significantly to the
hotel industry’s advancement at all three government levels, national, state, and local.

Although educational private-public partnerships are not new, the authors believe that considering the
high number of public colleges’ new “captive hotels” in the pipeline, in terms of pedagogic products life

cycle, campus teaching hotels might be experiencing a period of renaissance.

Barriers

Effective Coordination

Hotel learning activities equip students with job-specific skills needed for survival and success in the
workplace. However, as LeBruto & Murray (1994: 72) pointed out, “the scheduling challenge is
considerable.” There is a need to effectively coordinate, interact, and liaise with the on-campus hotel
management and staff’s efforts to provide a “hands-on” component to the curriculum, which aligns with
the program outcomes, improving student quality learning

If there is no such coordination, what can be missed is:
* some control over the quality of the provided training,

* leadership development opportunities,

* integration of hotel operations.

The Learner Lens

Definition

Students are the primary consumers of education. The students we consider specialize (academically) and

take course work in tourism and hospitality-related content programs. Students have changed dramatically
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over the past decade as technology has progressed as defined by Moore’s Law (1965). An article in Digital
Information World states that over 25 % of our time is spent online with over 6 ¥ hours daily (Salim, 2019),
and this was before COVID 19. Generation Z is more dependent on technology than other generations
(Yu, 2020). However, we also know that their learning styles still support active learning choices. “The
21* Century learning concept is about learning by doing, which allows students to have logical skills to
solve problems, apply knowledge to new situations, analyze information, and comprehend new ideas.”
(Thinnukool & Kongchouy, 2017: 173)

Experiential learning is a form of active learning where students connect the classroom theory in a more
real-world context and learn as they do (Kolb, 1984; Dewey, 1938). A captive hotel offers active learning
benefits and opportunities for the students to be immersed in the world of work by seeing what occurs in a

professional hotel operation.

Benefits

Practical Skills

Practical experience is valued in hiring for entry-level hospitality managers immediately upon graduation
(Foucar-Szocki & Bolsing,1999; Goodman, & Sprague, 1991). Tourism and Hospitality students can
learn technical skills in many venues, but an on-campus hotel is an extremely convenient location to
practice these skills. Although a student might not have to open wine bottles or make a bed as a future
manager, credibility and earned confidence are associated with being proficient at these tasks and other
related technical skills. Practical experience, which can be tied to formal experiential learning (internships,
externships, and coops), also offers the students key exposure to the critical soft skills which separate
great managers from all others- leadership, teamwork, time management, understanding company culture;

critical thinking and decision-making.

Supports In-Class Learning

The captive hotel enhances and promotes in-class learning in a controlled environment. Student learners
experience a hotel company’s culture and develop professionally following specific service standards and

philosophies under the close supervision of educationally qualified internal staff and instructors/trainers.

Guest Experience

The mix of student-led and student-employed hotel staff increases the potential for service excellence, and
provides real-world experiences for our students, better preparing them for the industry. An environment
where highly experienced professionals supervise students will enhance the hotel image and school-
affiliated programs. Service orientation is developed in several ways, the most powerful of which is
observation. Exposure to a professional environment focused on the guest experience is a benefit that

cannot be overstated. Service, like learning a new language, requires constant practice.
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Synergy

A connection of any sort between the student and the captive hotel builds confidence. This confidence
helps a student focus on a career path based on positive and negative experiences and interpersonal
connections with the hotel operations team, particularly with leadership. These relationships foster

mentoring and future career opportunities.

Opportunities

Guest Speakers, Demonstrations, and Tours

Class visits and guest lectures from the hotel leadership team can connect every part of the curriculum to
every hotel operation department. These early relationships can foster confidence in the student applying

for a position or a job at the captive hotel or another venue.

Part-Time Employment

For those students who earn a position at the captive hotel, it is certainly convenient to be able to practice
hospitality so close to where they study. All operating departments in a captive hotel may provide
employment possibilities for our students. International students can have challenges working while in the

U.S., a captive hotel offers unique opportunities for international students to gain professional experience.

Barriers

Interns’ Preparedness

The reality is that fewer first-year college students come to campus with work experience than in years
past. This may mean that skills that are considered basic such as getting to work and communicating with
supervisors and other behaviors, are underdeveloped. It is also an opportunity to establish workplace basics
that will be with the student for the rest of their professional career. Hotel leaders must be careful with
their words and tone. A hotel can be a busy, stressful environment, which does not always translate to the
mentoring required from an on-campus partner. Hoteliers are used to working with seasoned professionals

who may not be comfortable with training for the basics.

Communication Issues

Openness to hiring for all departments, even those not traditionally thought of as internship sites or part-
time opportunities, should be expanded in the captive hotel. Students can be shy and reluctant to reach

out, yet have the drive for success. Building relationships and student confidence is important for all parties.
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Preconceived Ideas

Students can sometimes have a consumer mentality about education and the venues associated with the
school. Although the captive hotel is on campus, students’ expectations should be carefully managed by
clear, transparent communication. It is NOT the captive hotel’s responsibility to provide the student with
a purely educational experience. Indeed, it would be a disservice to the student to craft the experience as
unaligned with profit-focused business practice. Rotational internships that cannot be supported by the
hotel payroll might be offered as unpaid if all parties agree, and the position does not distract the leadership
team from the business of hospitality. At all times, the guest and the hotel’s financial success should be the

priority, as would be in any other venue.

Hotel Operator Lens

Definition

Considering the multitude of ownership and management structures possible for a captive hotel, this
section of the chapter will focus instead on the hotel’s operating managers. These are the general manager,
division and department managers, and the supervisors for the captive hotel. As with any hotel, the priority
is to manage a sound, profitable business. Brophy (2015) found that on-campus hotels were not academic
exercises but sound business opportunities. On-campus hotels experience distinct business patterns as
compared with hotels at large. There is a multitude of demand drivers connected to on-campus hotels
(Brophy, 2015). These benefits are multiplied on a campus which houses academic programs related to

tourism and hospitality management, as there are aligned student and curricular interests.

Benefits

Talent

The obvious benefit of a captive hotel is a talent pipeline of self-selected managerial candidates for the
company. The hotelier can see the student in action and determine the capability of the future worker.
These partnerships are an alternative way to staff the hotel on a just in time employment model. The THM

student should be more motivated and engaged than another paid hourly employee.

Opportunities

In addition to the pipeline’s talent, there are also opportunities to improve operations in the captive hotel

and other hotels the management team operates.
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Research and Development

With on-campus partners who study the industry, there are numerous opportunities for collaboration
to fine-tune operations and incorporate innovations grounded in statistics and science. Beyond tourism
and hospitality management, there are business researchers, engineers and a multitude of other experts on

campus who can offer mutual benefits to the hotel leaders.

Barriers
Competing Priorities

As HVS Managing Director Anne R. Lloyd Jones pointed out (2008), the university and the developer/
operator have distinct priorities and expectations. On one side, higher education institutions see campus
hotels as a new education avenue or an added amenity in support of the broader university mission. On
the investment side, the developer/operator typically views the project as a business opportunity, and its
primary goal is attaining a significant return on investment. A misalignment of objectives between profit
maximization and education needs can challenge the balance of the partnership.

Discrepancies have led to various campus hotels’ closings, for example, George Mason university closed
the Mason Inn Conference Center and Hotel in Fairfax in 2014 (van der Kleut, 2013), and Stockton

University sold the Seaview Inn in 2018 (Stockton University, 2018).

Business First and Guests

Hotels are busy work environments. A complicated business structure with many interdependent
departments and functions can be a challenge to manage. Working with the demands of the public can
be very stressful, and this can impact the patience of the leadership team. Guests can be demanding and

intolerant of errors.

Mistake Quotient

Students will inevitably make mistakes, but hoteliers are trained to avoid service flaws and create procedures
that promote consistent, scamless service experiences. Service errors and recovery are great opportunities to
learn. Not all managers can be successful in an environment where trial and error is more familiar than in a

more usual hotel operation.

Not all Leaders are Equal

Not all hotel leaders are suited to work in a captive hotel. Leaders should be carefully screened for the
qualities that will make a successful captive hotel leader. We believe these qualities include empathy,
patience, and open-mindedness. Leaders who value the opportunity to develop talent and mentor others

should be sought. Opportunities identified by the academic experts on campus should be duly considered.
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Reflections and Recommendations

The best-case scenario is campus hotels, where hotel managers and supervisors are included within the
instruction team and work cooperatively with academic administrators, faculty, staff, and students. Clear,
open communication and cooperation are vital to the best experience for all parties involved.

The academic community is more stable, given tenure considerations for faculty and students who
will come and go (generally every four years). These conditions make the recruitment and selection of
hotel leaders all the more critical. Qualities that should be sought are empathy and patience, a strong
inclination to develop young talent, setting a great example, and a real passion for delivering high-quality
service. Intellectual curiosity and collaborative nature will also help the hoteliers to make the most of their
experience managing a captive hotel.

Above all, preserving this integration and balancing practical and intellectual activities without
becoming a purely vocational component is imperative. It is also relevant to point out that on-campus

hotels represent change. Moreover, who — or which institution or faculty — is comfortable with change?

Conclusion

All the time spent at the on-campus partner hotel should emphasize real applications related to all the
HS program components, from lodging to food & beverage, accounting, events, and human resource
management. A mix of classroom discussions and work assignments throughout every department within
the hotel will allow the learner to gain a rich and comprehensive, in-depth learning experience. As John
Dewey (1938) mentioned, the road of the new experiential education is not an easier one to follow and
will require many years of serious cooperative work on the part of its adherents. This work experience,

adequately included in programs, should:

* enhance a sense of mutual commitment (hotel industry partners and faculty) towards a better
hospitality management education experience,

* facilitate stimulating educational activities that expand students’ understanding and roles within
hospitality management and mutually benefit partners,

* foster students’ ability to understand and develop their knowledge and confidence levels of

performing in the hospitality industry.

References

Andresen, L., Boud, D., & Cohen, R. (1999). Experience-based learning. Understanding Adult Education
and Training (2nd ed., 225-239). Foley, G. Editor. Sydney: Allen & Unwin.

Balan, R.S. (2020). Best tourism and hospitality schools in the world. University Rankings 2020. Study
Portals Masters. Retrieved from https://www.mastersportal.com/articles/2776/best-tourism-and-

hospitality-schools-in-the-world-university-rankings-2020.html



22 | CHAPTER 2: CURRENT STATE OF CAPTIVE HOTELS: USA POINT OF VIEW

Brophy, M. (2015). Demand, Development, and branding of university hotels, colleges and universities.
HVS Lodging Reports.

Dewey, J. (1938). Experience € Education (First Touch). New York: Kappa Delta Pi, Simon & Schuster

Esposito, L. (2009). University markets help steady hotels in recession. Hotel Business, 18(7), 9-72.

Foucar-Szocki, R., & Bolsing, C. (1999). Linking hospitality management programs to industry. In
Hospitality Management Education (pp. 37-66).

Goodman, R. J., & Sprague, L. G. (1991). The future of hospitality education: Meeting the industry’s
needs. Cornell Hotel and Restaurant Administration Quarterly, 32(2), 66-69. http://doi.org/10.1177/
001088049103200220

Kolb, D. A. (1984). Experiential Learning. Englewood Cliffs: Prentice-Hall P T R.

LeBruto, S. M. and Murray, K. T (1994). The educational value of “captive hotels”. Cornell Hotel and
Restaurant Administration Quarterly, 35(4), 72-76.

Lloyd-Jones, A. (2008). The benefits and challenges of university hotels and conference centers. HVS
Lodging Reports, 3. Retrieved from http://www.hvs.com/article/3263/the-benefits-and-challenges-of-
university-hotels-and/

Moore, M. (1965). Cramming more components onto integrated circuits, Electronics, 38(8), 114-117
Salim, S. (2019). Internet users spend more than a quarter of their lives online. Digital Information
Waorld. Retrieved from https://www.digitalinformationworld.com/2019/02/internet-users-spend-more-

than-a-quarter-of-their-lives-online.html

Stockton University (2018). Stockton completes sale of Seaview Hotel and Golf Club. Press Release.
Retrieved from https://www.stockton.edu/news/2018/seaview-sale-completed.html

Thinnukool, O. & Kongchouy, N. (2017). Is Facebook a suitable tool in modern world technology for
active learning as regards 21 century learning? International Journal of Emerging Technologies in
Learning, 12(10), 172-191.

Tripodi, K. and Baltazar, M. (2015). On Campus Hotels and Experiential Learning. Paper Presentation
at IIBA (International Interdisciplinary Business Economics Advancement) Conference, Jamaica and
Haiti from Fort Lauderdale.

Van der Kleut, (2013). GMU to close Mason Inn Conference Center and Hotel in Fairfax, Fairfax
Patch. Retrieved from https://patch.com/virginia/fairfaxcity/gmu-will-likely-close-mason-inn

Withiam, G. (1994). Making use of a captive facility at Cornell. Cornell Hotel and Restaunrant
Administration Quarterly, 35(4), 78

Yu, E. (2020). Student-inspired optimal design of online learning for Generation Z. Journal of
Educators Online, 17(1), 11pp.

Appendix 1

U.S. Hospitality Programs with Hotel and Hotel Conference
Centers on Campus



. i . vd . wuswadeuey Lipeardsory Kszaatun)
wodLipLsIoArunieApnasayrmmam//:sdny cerydpoperg 000°Z Yavs P20 Apmig oy T, 29 POOY 103 1930 Iy
. . i . . UONENSIUTWPY Kys:oaTU )
/NP2 [[PuI0d [0YIoRIS//:sd1Y AN “eoeya[ 000°9T €ST [PI0] TopeIg P01 J0 [00Y9S [P0

OW Juswadeuey -
/NP3 191U20IN Mmm/ /:sday 9noy00T 000°LT ST 11UD)) 1919 AY T, JUBINEISIY 29 [NOH M O
UI0] syIeZQ) 9 JO 939[[0D) OO 999100
JUdWISeURIA SHIE] 29 adpuypioN
1£6/81/2pou/npa-unsymmam//:sdny Sor1 ﬁMU V/N 0ST e[y ey | “Liupeardsor] ‘uonesrnayy | Airsroarun aelg
PHHON Jo 1uounreda(y eruIofie)) (,)
/KI1SIDATUN-01B1S-BIUIOJI[E-1E-110LLIBW-UOLID[[N-[XE] VD . wownfeuryy Aipeardso . HOIRINA
/[oAeI3S[PI0Y /WY TOLITI A /25 worsng 0€LS ¥Te U01I9[[N,] OLLIE]A] PUE JUSWIUTLIINUY y1s10ATU )
10J 11U AT, | 9IBIG BIUIOJI[ED)
- . o y BUOWO
3103s9m33opymmam//:dn ‘euowo, ¢ 29 11Ua7) 2ouaIRJuOTy | 1o et LN AITEASOH Aarsiaaun
/ [Py amm//dny | yO d | 008cI s8 wmu? 2y %w 10559[100 S0 4 T -
181G BIUIOJITED)

10U
[2201]/121U201U2pNIS iun . 1uapnIg 193U Juswadeuey Kyszoatu)
/SIOLJOLANENSIUTWPE /1NOqE,/NPa nsqsurd/ /:sday NI PRUiN 0007 s¢ VTR0 11u2)) Jo 1uaunreda(y a1eg [reg
JuspMIg 21€IG [[Bg

S9oUIS Lysroatu
/[PINe[-y3/npa uingne 1auadeuel//:dny | Ty ‘uinqny V/N € [220H [oIneT oy T, ueWN Jo 239[[0)) an n
AysioAru) wingn winqny (,)

nunqny
121UD]) 2OUIIJUOY) $35UIG

KszoAtu)

Jwodnynemmm//sdny | Ty ‘wumqny 00022 9¢7 UOXI(] 29 AMSIOATU uewWN Jo 239[[0)) nan
wnqny e [20H 9y [, LisoAtu) wInqny nv

aoeds Gede wsLmoy, 2 Ayreardsopy 585110
TN | s/ np | Sunsspy | RO sweN [910H ‘pooy [ooyds / £ 109
/3anbueg swooy a8aq10D / Judunreds(q /AISTARN




[EUONEUIUT 1IOLIIE\ SIUAY I2AUX(T JO
/UMOIUMOP-IdAUDP-sAINS-[[Iy3urids-psusp . . % .
/[PATE, /S0 /TI0S TOTIT sy OD “T2AU(] 0002 0ST | 4q umorumo(y 10aus(q | pue wsunoy “ieardsory | Aisioarun) 21e1g
: saang [rySundg Jo ausunreda(y ueafjodonapy
121U UONENSIUTWPY ‘
/W0 [210721eIs U mmm//:sd11y] HO auay 000°S ¥6 | 90uUa12JUOD) 29 [9I0H] pue diysiopea] oMMMMMMD
A1SI0ATUN) 2181 IUSY [ ‘SuUOnEPUNOL JO [00YdS A
191UD)) DUIIYUOY) | IUdWIZLUBJA UONEBIIINY
: . : VA ‘ ‘ Liszoarun)
BIUBA[ASUUD]
/I19191AT-dnr-e-euerpur-uur-uapred-uolryerue[dsuuad . . Juswadeuey Lr[eardsopy
/S[230Y /U /Wwod UoI[Iy g uuruapreduolry//:dny Vd TuEpUl 000°¢ 8CI uu[ uspIes) uoIIy Joauaunreda(y 30 b_wwmwm
uo13urwoo[g
i . i ) NI . I91UD7) IDUDIJUO .
[unyxapul/anoqe,/npaeuerpurnu//:sdiy uoiSurwooyg 000°0S 681 ﬁEWBoE uwﬁﬁm 31esH 21qn o [ooydS EMWMM%
TOATRY SIMRIFUOD ssaursng Lszaatun)
Jwoxroyndd//:dny | 7y xXiua0yqg V/N 00€ &S ﬁo%omcwwwmwﬁw 3o 38s0D o_uwzﬂou cob:w”.u vc.EO
KszoAtu)
. . . oda ‘ [230H 1D 31U
/WO [2I0YPIDIYI MMM/ /:sdny |, 00S‘€ 15T ssaursng Jo [00Ydg uoiurysep
uoidurysep uoidurysep U 231005y
. I0U)D) wawadeuryy Lszaatun
Jwod [aoypjreduorurey mmm/ /:sday [N Sped 000°0€ 61¢ 20UdI2JUOY) pUE HSHROL pue uosunPI(]
YOI [220H] 3T UOIIWeE] AeatdsoH jo ooyds Sropire
: [EUONEUINU] Y T, YR
) ) . . 191U27) 2OUIIJUOY) Juswadeuey
/w02 1NUDAAM/ ;AN | VI L[essg 000°ST 16 pue uuy a1, fmeadsop] 3o 0oYds a3a[j0D M0o1pUg
. g aoeds Lpoedes WSLINOY, wn frpeandsoy 23o100
™NN | s/ 41D ULRdW swooyy sureN [930H Poo [ooYydg§ / /kysioaTu
ISTOATUN)
/3anbueg a8aq10D / Judunreds(q




uﬁUEDMﬁCNE wIs1nof,

o ) ueld 1o1sews £oep Lrszaarun) 2181g
(1) Ma181000-UB[d /NP NSPsAoreauOrssTr/ /:sd11y ) VO V/N 00% 29 Larpeardsoyy jo
03a1(T ueg UOISSIIN N1SAS - dd.L [00y2g sufeq RqoY T 03a1(T ueg ()
) ] ) NI “nmahege] . Juswadeuey KszoAtuy
/[101/npaanpand-uorun//:sdny 10 00002 761 [210H qn[D uorun fareadsop 3o ooys Mg
npansd-royaressuuadayy//:sdin ‘osnoeif ¢ 191U uucob_uwwm wowfeuey | Agsisagu) g
/0P [30Y Y//sany | AN S 000°8S 00€ D FU0D fendsoE Jo [0otydg eruTAAsuUag
101BIG UURJ Y T,
UONENSIUTWPY CsIon
/WOD NSOIE[2I0YUOIIdYIE-MMM//:sd1 20 000°S 69 [P0 uorYIy JUBINEISTY HSIOATUL)
I91eM[[1IS 9IS BWOUER O
PUE [910F] JO [00U2G
. . ) . . 191UD]) 2UIIJUOY) 29 35U
Jwoduumommm//:dny | HO Ssuaypy €009 6€T wuy fysssarup ome | sswmsuory pue uvwmgy Ls1oAtun) o1yQ
) . i HO . 191U27) 2OUIIJUOY) $0U3IOG Lszaatun
ORI //:sdny ‘snqunjo)) 000°0¢ ISt 5 uuy [PaPe[g oy | uewnpq joyusunreda(g 181G O1YO
[210H Iaua)) Juswadeuey Asraarun
/12104 /25y /nparniuy /:sdny 1 9qI°d 000°09 8L 1USPMIG SPUIOF] faeadsof] go [oypg stout[I
UIDYIION
NOLIEIN 4q (S2OV)
/DSWU-1E-50N19-se[-pIed1rnod-£oni| N eAaInO A1iSIoATl $20UDIOG [LIUSWUOIIAUY Lszaarun
/[PA®1) /S[210 /w0od NOMIIEUrMmM//:sdny | ‘saona)) ser] V/IN TP O MISIUN PUE IDWNSUO)) ODIXI\] MIN]
3181G OOIXAN MIN] |
[eImnoIdY Jo 333[[0))
. ) N . 11UD)) 2OUIIJUOY) ssausng KszoAtu)
Jwoy 3uadd3ofpy/ /sdny Bursue 1seq 000°s¢ 091 pue [2101] 3307y JO93a[[0D) prOIg I[ |  91eI§ UBSIYIIN
[Fe3op[RI0Y /NTIUE] . . [P101] Sursue aseq ssaursng Lszaatun
/3ursue[/ua/sn /S[2101 /pOOMI[PUEd /w0 Fyrmmam,//:sdiy TN Butsue] 0001 8¢l $21ING POOMI[PUE)) Jo a3a[[op peoIg I |  9eIg ueSIydIN
aoeds Lpoedes wsLmoy, 2 Ayreardsopy 23o100
TN | 20s/ A1) | Sunsop | sweN [910H ‘pooy [ooyds /
SwooY[ /K31sI9ATU )
/3anbueg a8aq10D / Judunreds(q




[230H 2¢ uoneonpy

SOTWIoUooq

/npaedn oy mmm//sdn VO Suay 000°ST 00¢ Bumunuo) parddy pue [exmanondy viB1099
19301 4 1 10J 11U ; [t 3 Jo Lars1oAtun
2131090) JO A1ISIPATU) JodusunEdd
Juswadeuey
/UPIEISIT-PUE-SITWOPEIE-SpUd[q-sndured-reas 10 SN VN V/N adL ssoutsng Aeadsop] IEMER(]
/W0 SIWNSSAUISNIEME[IP MMM/ /:5d11y] ! o ucu.Eu.bwmoD Jo Lrszaarun ()
aTeME[R(] Juswadeuey STEMED
-pref1nod-pndi/[paes1 /s[2101 /wod NoMIew MMM/ ANy | g S[remaN ST 921 | Jo ArszoArun)-yremoN ssaursng Areardsopy o furs u>~ d
pref1mo) Jo ausunreda(y Jo s
) . ) NV . [[BH | S9OUSIDG [EIUSWUOIAUT SeSuENIy
WO [ey[[PuIETUUF MM /sdy O[raomafe] 0008 05 [[euUIeD) 18 UUT YT, ueWNE] JO [00YdG Jo LarszoAtun)
yuswadeuey Leardsory
Jwodauolsdesfnoymmm//sdny v 00021 0ST auoisde)) (210 pUE UONINNN PRV
“€SOO[BISN ] - Jo Larszoatun)
uewng jo yusuniedaq
wuswadeuey Leardsory ‘
/WO UUI[PMU0Y MM/ /:d1y cerudiope Vd V/N T Uu[ [[PMU0D) pUE ‘WsSLINOT, u_MMzMD
HAPPEHYd q10dg J0 [00YPg [AWRL
uonmNN pue arsIoATl
/IA[s-[9101] /21 /w0 U1y g uonda[joosnsadel//isdny | {N ‘osnoeifg V/N 8¢ | asnoerg 19[4yg PrIOY $21pNag POo “YIes SnowI mu
a1qng jo rusuntedaq S
11UD)) 2OUIIJUOY) uonIINN pue J -
wodasnoeilsuoreraysmmm//:dny [ XN Osnoeifg 000°0T S€T 29 [2101] AsIaATU) SAIPNIG POO.] “YIEIF] ronik
aSNOBILG UOILIDYQ 1qng jo rusunreda(q 1S
N Lszaarun
WO MIIABISUOIN0Is Mmmm / /:sdaay ‘drysumoy. 00S%¢ €€ 1I0SIY MITABIG ssaursng Jo [00Yd T
(oao U000
1L
aoeds Lpoedes wsLmoy, 2 Ayreardsopy 23o100
TN | 20s/ A1) | Sunsop | sweN [910H ‘pooy [ooyds /
SwooY[ /K31sI9ATU )
/3anbueg a8aq10D / Judunreds(q




/npanamruusuosyde(/sdny [ A ‘UoIsop /N 9t TJAl S, UOSy e[ SOTOUOT Apsiaarun
3 I T/ \Z IHALSHOST PUE ssaursng Jo 239[[0D) BIUISIIA 359
fszaarup) 21e1g
11UD]) 2OUIIJUOY)
WO yoaIeIuIBIIAIeuuUrMmM//:sd1y VA S0L€T at U01[Y§ PUE Y3, SSIUISTE pue AmpsUl
TuLsdY ! Bmqsyoe[g e 3¢ way oL Jo 93710 urdureg QI TRV (oR
Tu1sJ1 BIUISIIA
P e i . $21INg qN[D) PUE [2I0F] drysiopeay UISUOISI A\
/UOTuN-o13-18-£81S /A1SIA /Npadspm-uorun//:sdny | p\ UOSIpRy V/N 09 | orupy ursuodsigy - fendsoR o [0oys Jo arsroamip
BIqUN[OD) Judwadeuey
. . . N ‘ PUI[OIED) INOS
Jwodasnieuurmmm//:dny — 000°¢ 911 UDpIED) WEYPUAA | WSLINOT PUE IULINEISIY o fasmatuny
e DSN vy uul ‘930 Jo [ooydS O AN
MIWIN- -SN- -TH- -sdeje[8oon=cwr wo;[1e1dpioy N JUSWIZUBIA 1108y srydwspy
/aywawr | 986°9C 8 uuy £eproy | 29 Anpeardsop jo jooydg o ArSIoAIT
/stydwow /us /s /sp10y/uurdeprjoy/wod 3yrmmm/ /:sday MG UOS[IA\ SUOTITIDY] O AIsAEN
L sy JUSWIZUBIA 1108y I —
smanoqe,upewr/dyd-xaput/ 2233 /mparsyydwiauryqy /isdiy siydwapy 000°21 Is 9ARNYX UBW[P50,] ¥ fyeatdsopt Jo joos jo b._&uzzD
UOS[IA\ SUOTITIDY]
. . . VN . Juswadeuey $19SNYDESSEIA
/oy SSEUn(RIoY //dny QsroquIy 5092 Tl SSENN PIOH Jo [00ydg Zraquasy Jo LarszoAtun)
/w05 [310yasnoyemor,//:sd1 1 D) emog /N 16 9101 9SNOF] BMO] $9OUIBS vaol
[2IOYSOTEMOL 1] VI#o Vi I urWN Jo 333[[0)) Jo Larszoatun)
Wiy Xapur -U01SNOU-JO-AIISIPATUN-UOI[I uolsno A uolsnNo
P .\WWM%\W@WVE\S \Eoumou ﬁu..mé\ \.%uw.s douwSerH 000°se 28 0 Lys1aATU) UOY ﬁI JUTINEISTY put 0 bawuicm
[230Y g any H JO AN I'H [9101] JO 333[[0D) uOIIE] JO A
aoeds Lpoedes wsLmoy, 2 Ayreardsopy 23o100
TN | 2w/ L) | Sunsoyy | sweN [910H ‘poog [00yds /
SwooY[ /K31sI9ATU )
/3anbueg a8aq10D / Judunreds(q




28 | CHAPTER 2: CURRENT STATE OF CAPTIVE HOTELS: USA POINT OF VIEW



CHAPTER 3: THE STATLER HOTEL: A CASE STUDY ON THE EVOLUTION OF A LEARNING LABORATORY | 29

CHAPTER 3: THE STATLER HOTEL: A CASE
STUDY ON THE EVOLUTION OF A
LEARNING LABORATORY

J. Bruce Tracey

J. Bruce Tracey, School of Hotel Administration, Cornell University

Abstract

The purpose of this case study is to present an overview of the ways in which the Statler Hotel has been
leveraged to support and enhance the mission of Cornell University’s School of Hotel Administration.
Using a historical lens, this analysis demonstrates the application of and benefits from using a multi-faceted,
learning-while-doing instructional design strategy to develop a wide base of operational knowledge and

strategic leadership skills that are grounded within a “Life is service” philosophy.

Introduction

The Statler Hotel has played an instrumental role in supporting the educational mission of Cornell
University’s School of Hotel Administration for over 70 years. Since its opening in 1950 as a 36-room
inn, to the current 153-room full-service conference hotel, the Statler has served as the hands-on learning
laboratory for students to apply and further develop the knowledge and skills that are integrated within the
School’s curriculum and directly applicable to real-world industry settings.

The hotel was named after Ellsworth Milton Statler, who attended one of the early industry events that
was hosted on campus. Statler built his first hotel in 1907 in Buffalo, New York, and later became one of
the most successful and influential US hoteliers of his time. While initially unsupportive, Statler’s public
endorsement and financial endowment provided a substantial part of the initial and ongoing funding that
secured the future of the School of Hotel Administration, and ensured that the Statler Hotel would remain
a centerpiece of the educational program. And perhaps more importantly, Statler’s motto, “Life is service —
the one who progresses provides his fellow man and little more, a little better service,” provided the bedrock

for the initial and ongoing educational programming.

The Origins: Initial Design Strategy and Program Content

When the School of Hotel Administration was founded in 1922, the concept of a “practice hotel” was a key
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aspect of the initial programming objectives. As research has now demonstrated (e.g., Tracey, Kavanaugh,
& Tannenbaum, 1995; Tracey, Hinkin, Tannenbaum, & Mathieu, 2001; Tews & Tracey, 2009), it is
critical to cultivate a supportive context that facilitates the effective transfer and further refinement of
the knowledge and skills that are acquired within formal learning settings. Unfortunately, the U.S.’s first
higher education program in hotel management lacked the necessary on-campus facilities for promoting
its primary mission. Moreover, while the industry’s support — including the American Hotel Association
(currently known as the American Hotel and Lodging Association) — for the Hotel School was strong, the
same could not be said of the University.

For the first several years, the School did not have its own dedicated space. As such, students developed
and applied their skills primarily within the experimental kitchens of the Home Economics Hall, as well
as through a variety of educational and social events that the students facilitated on campus throughout
the academic year. While much of the coursework was delivered through typical instructor-led methods,
the classroom and university context allowed students to extend their learning through numerous practical
applications, including those that offered substantial influence in operational decision making. For
example, students were given substantial latitude to develop new menu items, and even new dining
concepts that were developed and tested within the program space. This experiential approach to
instructional design provided a direct and systematic means for developing cognitive and behavioural skills
(e.g., evaluating and creating) that go well beyond the mere application of newly acquired knowledge
and skills (cf., Bloom, 1956). As such, instructional practices that afforded students opportunities to
experiment while learning were incorporated throughout the curriculum in as many ways as feasible.

In terms of content, students completed traditional arts and sciences classes in topics such as English,
biology, and economics during the first two years, and then focused on hotel-specific courses in the last
two years. For example, of the 105 credit hours required for graduation in 1926, students were obligated
to complete over 50 credit hours of classes that covered a wide range of industry-specific topics, including
hotel operations, hotel power plants, food and nutrition, meats and meat products, hotel accountancy, and
the law as related to inn keeping (cf., Edmondson, 1996). However, the active learning-by-doing approach
was primarily limited to food service contexts, and much of the content associated with hotel operations
did not include application opportunities. As such, the respective learning outcomes associated with hotel

operations were primarily conceptual in nature.

Operational Applications..Without A Hotel

One of the most influential efforts to engage students directly in hotel operations was a student-led
initiative in 1926. Hotel School students requested and were granted the opportunity to organize a dinner
party in one of the campus residence halls for a group of industry leaders. The event, Hotel Ezra Cornell
(HEC), was designed to showcase the learning outcomes of hospitality management education. The
students were quite inventive in transforming the space and delivered a remarkably smooth and polished
service experience. They also demonstrated strong improvisational skills when things did not go as planned.
Moreover, the event was successful enough to impress the approximately 600 guests, and later university

administrators, such that they provided the initial funding that was required for the School to operate
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as a standalone department. Since then, HEC has been an annual part of the School’s educational
programming, and the Stater Hotel has played an increasingly significant role in the evolution of HEC and
similar efforts to contextualize the learning process.

Opver the next decade and a half, the School of Hotel Administration continued to attract more students,
and the number of faculty — full- and part-time - and curricular programming grew accordingly.
Unfortunately, the plans for continued growth, which included the construction of a stand-alone facility
dedicated to hospitality management education, were halted with the onset of World War II and the
resulting declines in enrolments and financial resources. However, the School maintained an efficient
approach to program delivery, and due to the early programming successes and significant industry
support, was poised to welcome hundreds of students back to campus after the war.

In 1941, plans were reintroduced to design a new building that would accommodate up to 450 students.
But while enrolments were growing, the project was put on hold again for several years due to the economic
conditions that remained from the Great Depression and World War II, as well as concerns that developing
and operating a hotel on campus may jeopardize the University’s tax-exempt status. One of the turning
points in the efforts to commence with the project was a proposal by the School’s first academic director
and later Dean, Howard Meek, to include a faculty club in the design of the new building that the School
would operate and manage. This provision was important because it not only addressed a broader faculty
need/want, it reduced the University’s risk and need to fully finance development and construction. It also
afforded the burgeoning program with additional programming options. After a somewhat difficult and
lengthy approval and construction process, the new facility was opened in 1950 and included classrooms,

the faculty club, and a 36-room Statler Inn.

Educational Programming at the Statler

The new building set expectations very high. The Inn was viewed as the University’s de facto lodging
option for visiting scholars and dignitaries, as well as the School’s “teaching hotel”. As such, the
operational, service, and financial outcomes were closely monitored. Moreover, Meek fully embraced E.M.
Statler’s “Life is service” motto. It was not only a fundamental feature of the School’s curriculum, but
critically important for meeting and exceeding the educational and operational expectations. With these
factors in mind, Meek set out to ensure that the students who graduated from the Hotel School learned to
“live rewardingly by making the hotel business an instrument of service to others” (Edmondson, 1996: 77),
and he knew that the newly developed facilities would play a significant role in fulfilling this vision.

When the Inn opened in 1950, the applied elements of the curriculum were immediately integrated
within the operational environment. Students had three new dining outlets, including a large institutional
kitchen, a faculty club, and a full-service hotel that included a ballroom and meeting space as a platform
for applying and further developing the knowledge and skills that were introduced in the classroom. For
example, students would learn the basics of front office operations in their hotel operations courses, and
then practice their newly acquired knowledge by working with faculty and Inn staft at the bell stand,
reception desk, reservations, and guest services. This design afforded a direct opportunity to develop and

refine the behavioural skills associated with technical and service-related requirements that are difficult to
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foster in classroom settings (e.g., operating Inn’s the property management system, developing effective
service recovery skills, etc.). Moreover, while instructional strategies within the operational environment
followed a structured and directed on-the-job approach to learning, the primary facilitation methods relied
on coaching and mentoring. This personalized process was a critically important design feature in that it
not only offered the opportunity for customized, real-time feedback that strengthened the knowledge and
skills that were taught in the classroom, but also provided students with a strong and supportive basis for
developing life-long relationships, which further reinforced the value of service to others.

Another key feature of the integration of the School’s curriculum within the Statler Inn was the
significant focus on leadership development. While the servant leadership construct was not formally
conceptualized until later (cf., Greenleaf, 1970; Sendjaya & Sarros, 2002), the School’s curriculum and
applications within the Statler Inn were clearly aligned with this particular framework. For example, the
“Life is service” motto is clearly consistent with one of the core traits/behaviours associated with servant
leaders — putting others’ needs first. Another key aspect of servant leadership is helping others grow and
perform to their fullest capacity, and the primary means for developing this important characteristic was
giving students increasing responsibilities within the Inn. As noted above, students worked alongside full-
time staff, and participated in a wide range of decision making and problem solving activities that had a
direct impact on the Inn’s service quality and operational performance. In addition, students who assumed
supervisory and managerial responsibilities played a significant role in the development of their fellow
students. This peer-to-peer process provided an extension of the support provided by the School’s faculty
and Inn’s staff to promote a hands-on and collaborative approach to learning, and concurrently reinforced
the “Life is service” philosophy.

Working at the Statler also offered opportunities to develop skills and traits that go well beyond those
required for various operational roles and those associated with the servant and related models of
leadership. As noted above, the lessons from the Great Depression (and other significant events since
then) taught students to be resilient, resourceful, and sometimes creative. For example, the entertainment
selected for the inaugural HEC cancelled their performance three days prior to the event. As such, a group
of students borrowed Meek’s car and drove to Rochester, New York to solicit support from a general
manager (GM) whom the students had never met. After listening to their proposal, the GM arranged
and paid for the services of another orchestra to play the event. While the educational curriculum did not
formally incorporate topics such as strategic adaptation until much later (1980s), the ability to respond
effectively to unforeseen circumstances was a central part of the educational and operational experiences
the School was hoping to shape.

Despite the austere circumstances that remained for several years, HEC and related events continued
to play a key part of the educational agenda because students became extremely proficient in using their
ingenuity and leveraging their relationships to secure support — financially and otherwise — to advance
their educational agenda. It is also noteworthy that the effectiveness of these initiative-taking efforts, as
well as the many opportunities for students to be inventive and experimental while working in Statler’s
operations, have prompted many graduates to pursue entrepreneurial endeavours and start new businesses.
(The School’s current entrepreneurship programming is supported through the Pillsbury Institute for

Hospitality Entrepreneurship.)
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Another important capability that was fostered by the educational programming at the Statler Inn
emerged from the rapid growth that occurred from the 1950s to the 1980s. The global expansion of the
hotel industry that occurred during this time compelled the School to adopt a more internationalized
curriculum, and systematic efforts were taken to help students cultivate a heightened level of cultural
awareness and acumen. For example, a broad array of cuisines, amenities, and service standards were
introduced within the Inn’s operations to expose students to emerging trends and practices from around
the world. In addition, an increase in not only the number but also the diversity of visitors who came to
campus, especially from outside the U.S., provided students with additional opportunities to develop and
further refine their guest service skills.

The good news was that the School’s enrolments grew to over 700 students, well beyond the original
plans. Moreover, due to the intensely interactive approach to learning and success in leadership
development, the industry’s appetite for the School’s graduates was quite high. Unfortunately, this
situation created a heavy burden on the Inn and its staff to provide adequate opportunities for students
to gain much needed operational experience. As such, a significant fund raising campaign was launched to
upgrade the educational facilities and build a larger, 150-room hotel that included a conference centre and
executive education facility. The Statler Inn officially closed in 1986, and the new property was reopened
in 1988 as the Statler Hotel, a four-star hotel, featuring 153 guest rooms, that now serves a globally diverse

student body and customer base.

Exploiting New Opportunities

The new hotel provided a more extensive means to advance the School’s evolving curriculum. To further
support and reinforce the “Life is service” philosophy, six additional principles — ethics, excellence, caring
and sharing, personal growth, financial independence, and fun — were adopted to guide the hotel’s efforts
in supporting the School’s educational mission. For example, the priority on ethics was reinforced through
ongoing and open discussions between students, hotel staff, and faculty about the need for personal
accountability and relying on multiple perspectives when addressing challenging dilemmas. In addition,
the Statler Hotel offered a context to examine a wide array of real-world ethical challenges — from the little
“short cuts” that may undermine standards of cleanliness, to bigger issues associated with confidentiality
(e.g., guest information) and deception (e.g., room rates). The primary objective was to help students
feel more confident about effectively managing the “grey area” they will inevitably face throughout their
careers.

The new space also provided the hotel with additional programming opportunities to engage students
and further enrich their operational learning experiences. For example, the new J. Willard Marriott
Executive Education Center became host to a number of programs that attracted industry professionals
from around the world. Given the Statler Hotel’s location on a university campus in a rural upstate New
York town, the ability to “bring the industry to campus” gave students an additional means of working
with and learning directly from a very diverse group of experienced leaders, and created new opportunities
to extend their network of industry contacts.

One of the most significant curricular developments during the 1990s was the development of
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“concentrations” in which students could choose to specialize in a particular area of study. One of the
areas focused on hospitality leadership, and as a complement to the additional course requirements, a
formal Hotel Leadership Development Program (HLDP) was implemented to provide students with an
even more expansive set of options for gaining operational experience at the Statler Hotel. In contrast
to prior leadership development efforts, HLDP not only offered students supervisory and managerial
responsibilities, but they also had significant influence and decision making authority (e.g., selection of
soft goods for room renovations, room pricing strategies, environmental sustainability initiatives, etc.).
Students who are selected for this “elite” learning track complete a series of seminars, and then have
successive opportunities to gain increasing levels of responsibility across all hotel departments, up to and
including planning/executive committee roles. The seminars are facilitated by industry guest speakers
and Statler’s full-time management team, who also serve as mentors and provide both professional and
personal guidance. The program current program also provides incentives for students who are promoted
to management positions, including a post-graduation Weisz Family Statler Hotel Fellowship Award that
offers students a one-year full time management position at the Statler Hotel and a substantial cash award.

The Statler Hotel has also evolved as a context for pursuing independent study, which offers students
the option to explore topics that are not formally or comprehensively addressed in their required and
elective coursework. In this self-directed model, students identify a topic of interest and submit a proposal
that describes the scope of work, key learning outcomes, and primary deliverable(s). Proposals are jointly
approved by hotel staff and a sponsoring faculty member, who meet with students on a regular and
frequent basis to ensure they are making adequate progress. The hotel also provides an increasingly
important setting for facilitating the School’s evolving curricular emphasis on strategic thinking skills.
For example, the global financial crisis of 2007-2008 and the ensuing Great Recession sharply reduced
demand at the Statler — and industry as a whole — and made forecasting extremely difficult. Students who
were working at the Hotel during this time learned first-hand about the implications of maintaining rate
integrity and a dedication to service quality for managing — and leading — during an economic downturn.
Taking advantage of the learning opportunities associated with these types of challenging circumstances —
from the Great Depression, to the current COVID-19 pandemic — has become hallmark of student life and
working at the Statler Hotel. Involving students directly in property-level decisions and solving real-world
problems provides an important means for developing strategic capabilities that are critical for helping
organizations respond effectively to financial crises and related environmental shocks (cf., Wenzel, Stanske,
& Lieberman, 2020), as well as the competitive challenges the arise during periods of positive economic and

industry growth.

Summary and Conclusion

The Statler Hotel offers a critically important context for helping students gain knowledge and skills
that cannot be developed exclusively in the classroom. The educational and operational programming
is grounded within a “Life is service” ideal and an active learning model that utilizes a multi-faceted
instructional design strategy. Using a combination of direct instruction and a highly experiential and

immersive approach to learning, the Statler Hotel provides students with numerous opportunities to
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develop a wide array of capabilities — from perseverance through initiative-taking and creativity, to a broad,
strategically- and socially-conscious mindset — that are critical for effective leadership in an ever-changing

global hospitality industry.
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Abstract

The Hong Kong Polytechnic University has opted for a new model of teaching hotel - a full size, upscale,
independent, commercial teaching and research hotel. It is run as a “twin brother” of the hotel and
tourism school, instead of affiliating under the School. This model has so far been a great success that
can be attributed to a few critical factors including entrepreneurial efforts in the early stage, leadership,
innovative operation, and dedication to education, apart from its strategic positioning. The success is also
attributed to the fact that the hotel is developed in accordance with key principles of hotel development,
instead of following the stereotypical thinking of what a teaching hotel should be. In addition, a number
of contextual factors also added to the success. This chapter traces the development of The Hong Kong
Polytechnic’s Hotel ICON and summarises the various training and research opportunities available.

Key words: hotel development, strategic positioning, innovation, teaching hotel, Hotel ICON

Introduction

Teaching hotels are conventionally small in size, not for profit, built on campus, student-run, and offering
limited service. The main purpose is usually for the students to practice their hospitality skills learned in
their classrooms. Services in teaching hotels usually charge lower fees due to the practicing nature and it
often comes with mistakes and flaws. So, usually the success of a teaching hotel is not reliant on its financial
performance, since profit is rarely the main objective. Most existing practices of teaching hotels are either
independently run by the hotel school, or affiliated to a well-established hotel brand. However, a recent
case of teaching hotel — the Hotel ICON (the Hotel) of The Hong Kong Polytechnic University, broke the
stereotypical model of teaching hotels by creating its own brand and running as a full-service, upscale, and

commercial hotel with financial achievement as one of its key objectives, along its educational missions.
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The 262-room hotel, established in 2011, shares the same building as the School of Hotel and Tourism
Management (the School), but operates as a wholly owned subsidiary company of the University, rather
than being owned and operated by the School. The Hotel has proven to be both a commercial and critical
success. It is ranked consistently by Tripadvisor among the top five hotels in Hong Kong (Tripadvisor,
2019), with 91% of the reviews posted in Expedia.com recommending staying there, with an overall guest
rating of 4.8 out of 5.0 (Expedia, 2019). The Hotel has also won a number of international awards for
innovation, service standards, facilities and food and beverage experiences, including the United Nation’s
World Tourism Organization (UNWTO) Award for Excellence and Innovation in Tourism.

At the same time, the Hotel has greatly contributed to the success of the School as it has been identified
by both the Dean of the School (Chon, 2012; Cheng, 2017) and General Manager of the Hotel (Hatter,
2012) as one of the key reasons why the School is ranked as a leading hotel and tourism programme.
Achieving the above success as a commercial hotel with education as its core mission leads to a series of

intriguing questions:

* How was Hotel ICON developed? And what was the rationale behind the ICON model?
* What contributes to the success of Hotel ICON?

* How does it operate? i.e. under what structure?

Literature Review

Development and operation of teaching hotels

Hotels by nature are different from other real estate properties, since the former is a combination of a
form of real estate and a service oriented business (Venter and Cloete, 2007). Venter and Cloete (2007)
state there are principles that hotel projects need to adhere to, in order to achieve success. First, the project
should be market driven. Second, the development of the project should also be based on principles agreed
to by key stakeholders including investors and owners. Third, there should be a good match between
the basic attributes such as location and funds available, and the positioning of the hotel. Apart from
these criteria, Lawson (1995) adds a market gap must exist, along with favourable economic conditions,
appropriate location, and careful planning and design. When it comes to operation, a list of factors has been
identified that contributes to the success of hotel businesses. For example, Brotherton (2004) identified 36
success factors, including aspects such as quality, operating systems, location and accessibility, service, guest
relations, standards, branding, and even the availability of different room types.

Hospitality educators have long recognized that training/teaching hotels provide an ideal opportunity
for students to gain practical experience. Typically, one of the following two models is adopted. The first
model involves the operation of an in-house hotel usually formally associated with a hotel school as a sub-
department. In this manner, the hotel school acts as the ‘parent’, while the training hotel assumes the role
of a ‘child’. These places are typically small, offer limited services and staffed mostly by students, augmented
by a small cohort of full time staft (Titz and Wollin, 2002). The goal is to provide a relatively benign

setting where students can develop their skills, interact with real guests and apply theories and concepts in a
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practical, yet controlled environment (Hinton and Hubbard, 2002, Titz and Wollin, 2002). The alternate
model involves the operation of a larger branded hotel on or off campus where students can gain exposure
to operations. Here, the two function as co-habiting partners, although not necessarily married. Perhaps
one of the better known examples is the Conrad N. Hilton College of Hotel and Restaurant Management
at the University of Houston which operates the Hilton University of Houston featuring 86 guest rooms
and 25,000 square feet of flexible banquet space (Houston, 2017).

Both models serve hospitality education program needs reasonably well, but each also has its weaknesses.
Institution owned and operated hotels enable students to be trained according to the desires of the
institution, free from imposition of practices of established hotel properties. However, their small size,
management style and the fact that many do not or cannot operate at international standards may contrast
with the reality students will face when they enter the commercial world (Alexander, 2007). Additionally,
discussions with academics involved in such institutions suggest many run at loss, placing considerable
financial strain on providers and raising questions among university administrators about the benefits of
operating such places.

The opposite is the case when institutions allow branded operations to be established. Here, commercial
concerns and quality standards are usually a non-issue, as students work in a true commercial setting.
The main disadvantage, though, is that students may only be exposed to one management style and may
have difficulties adjusting to other management styles upon graduation. The risk is that recruiters from
other hotel brands may be reluctant to recruit students who are trained in a fixed brand’s setting because
of the belief that they will have to unlearn some practices when they enter a different environment (So,
2011). Importantly, as well, education and training objectives may be compromised by existing operational
protocols and profit demands of the brand operator, resulting in more emphasis placed on vocational
training and filling low grade operational positions rather than developing future managers (Alexander,
2007; Baum, 2002).

Many deans and heads commented privately to the authors that neither model integrates academic
research well. Research is often seen as an afterthought to the primary goal of providing practical training
and may also impose a range of inconvenient pressures for management and staff. Small, institution-owned
properties often have few visitors, limiting direct research opportunities with guests, while their business
models preclude conducting practical operational research. Alternately, operators of some franchised
hotels do not support research, for it is felt to interfere with the hotel’s day to day operations. As well, few
are willing to reveal commercially sensitive information to academics, including various human resources
and operationally-based academic studies. Interestingly as well, there is often a lack of coordination of

research activities for no one person is responsible for liaising between the hotel and the school.

Method

Information was collected through a series of in-depth interviews conducted with key stakeholders involved
in different stages of the process, including: the former President of the University; the Dean and selected
faculty members from the School; the founding General Manager and other key hotel staff; as well as

individuals who undertook the architectural and interior design for the Hotel. The above interviewees were
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purposefully selected, as they represent voices and opinions from four different but important parties —
the University who authorizes the initiative, the School who has been pursuing the ideology of a teaching
hotel like this for a long time, the designers who have incorporated ideas from the committee (Steering
Committee that is composed of management of the University and the School, members from the Hotel
Association, etc.) and interpreting the key stakeholders’ input in their design mix, and the Hotel which
is the end product of the efforts of all parties but is operated as an independent entity. Each interview
was conducted in English and recorded, except for one which was conducted via back-and-forth email
communication. They lasted from one to two hours on average. Transcripts were prepared after the
interviews and the textual data of the verbatim transcripts were instantly filed for further analysis.

Their stories are supplemented by secondary sources, including the contemporary news stories, minutes
of University Council meetings, minutes of the Hong Kong Town Planning Board meetings, information
gleaned from the University’s annual reports and other sources. In addition, site visits were conducted to
serve as a third data source, aiming at triangulating data obtained from interviews and documents. Data
analysis was done along the recurring themes derived from interview transcripts, as well as published or
unpublished documents on the Hotel. These recurring themes along with discussions on the themes are

provided in the subsequent section.

Findings
The conceiving of the idea - vision and positioning

The idea to develop a teaching hotel at The Hong Kong Polytechnic University was borne shortly after
the former Polytechnic College was granted full university status in 1994. Senior management, led by the
founding President Poon Chung Kwong, realized the new university needed to identify fields of study
where it could compete on a global level. He identified hotel and tourism management, design, textiles
and fashion, rehabilitation sciences and nursing as core programmes, with the decision to proceed with the
hotel first. However, it took a long time turning this vision into an actionable project.

The former staft quarters were identified as the preferred location for the new hotel. However, the
redevelopment of the land into a mixed use development required the approval of the Town Planning
Board and also the payment of a land transfer tax. The approval process took many years, for the initial
proposal was rejected as concerns were raised about adverse visual and air quality impacts. According to
minutes of the meeting, members of the Board further questioned the need for the development of such
a bulky building purely for educational purposes. Some even wondered aloud if the redevelopment of
existing staft’ quarters into a 300 room teaching hotel was justified (TPB, 2006). Similar objections were
also raised by the two organizations that represented hotel owners and managers once it became clear that
the proposal called for a much larger development than the standard limited service 30 to 50 room training
hotel common elsewhere.

A revised plan was resubmitted to the Town Planning Board in early 2007, which was ultimately
successful. Again, according to the minutes, similar objections were raised, but the University President

and his team countered with arguments for the need and special merits of the proposed development (TPB,
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2007). They highlighted that the proposed development would give the newly formed independent School
of Hotel and Tourism Management the visibility it needed to become a world-class institution in line
with the practice of top hotel and tourism schools. Moreover, Professor Poon argued that the hotel would
be in the best interest of the industry, because it was going to produce the future hotel executives. The
development would further facilitate partnership with industry and educational institutions in mainland
China, and, in doing so, increase Hong Kong’s competitiveness.

Two key points swayed the argument. First, only about 50% of the total floor space would be used for
the hotel, with the remaining 50% dedicated to the University’s use, including relocation of the School, the
provision of offices, teaching and learning laboratories and the provision of housing for some staff. Second,
since the Hotel would be owned by the University, any profits generated would be ploughed back into the
University for its future developments.

Once approved, the sensitive issue of how much land transfer tax to charge had to be resolved. The
initial figure of HK$900 million dollars (US$110 million) was proposed. Payment of such a fee would have
rendered any proposed development non-viable. Prof Poon then began to lobby government and industry
officials for a reduction in the fee. Industry opposed any reduction for it felt it would give the hotel an
unfair competitive advantage (Anon, 2010). The President counter argued that in the bigger scheme of
things, a 300 room hotel would have negligible impact on the viability of a hotel sector that boasted more
than 40,000 rooms at the time, with tens of thousands more coming on stream. Eventually, he managed to
call in many of the political favours and negotiated the land transfer tax down to a token sum. In fact, he
would not have been successful if he did not have such deep political ties and further suggested that anyone

without such strong ties would have likely not succeeded.

Development issues

Neither of the traditional models discussed was deemed to be ideal for this project. The solution was to
consider a third option of developing and operating an independent hotel as a wholly owned subsidiary of
the University. It would be associated with the School, but not be under its direct control. Instead, the hotel
would be operated as a for-profit business, overseen by its own board of directors and accountable to the
University’s senior management. The former President described this model as the brother model, where
each would be equal but different and both accountable to the father, the university senior management.
This ‘brother’ model ensured each could pursue its stated mandate without interference from the other.
The key to success was collaboration, with the Dean appointed to the Hotel’s board of directors, while
the hotel General Manager and some senior hotel would serve as adjunct academic staff and sit on various
school committees.

Building it on campus was not seen as ideal option for on-campus training hotels were typically
perceived by the traveling public as being lower quality, small and limited-service properties. Moreover,
an on-campus location would always lead to a perception that it was a university property, inhibiting
its ability to establish a unique brand identity in a highly competitive marketplace. A fortuitous change
in government policy occurred in 1998, which led to the closure on the University’s two staft housing

quarters. One of the quarters was located adjacent to the main campus in the heart of one of Kowloon’s
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major tourism, shopping and hotel nodes. This block was identified as a redevelopment site that could
house the Hotel, the School, and provide some staff quarters.

Vision is easy. Operationalisation of that vision is much harder. In fact, it took more than 15 years from
when the seed was planted until the soft opening of the Hotel in 2011. During that time, two other major
issues had to be resolved. First a decision had to be made about the quality standard and subsequent market
segments to target. Consultants who were hired to advise the University suggested a mid-price range, three-
star level hotel, targeted primarily at mainland Chinese tour groups. The rationale at the time was that
student-run hotels elsewhere were operated at a similar standard, and that, moreover, the burgeoning price-
sensitive China package tour market wanted a price point that was equivalent to a three-star standard. This
idea was endorsed by the Hotel Owners Association (Anon, 2010) which felt such a place would not pose
any real competitive threat to their existing member properties nearby. It was also endorsed by many people
in the University who opposed initially to the idea, for they saw this as the safest and lowest cost alternative.
A construction budget of around HK $500 million (US$64.5 million) was mooted (PolyU, 2010).

This idea was rejected by the President, Dean of the School, and members of the steering committee
who argued instead for an upscale hotel. One interviewee stated “if you train your students in the budget
hotel environment, your students will not be able to work in the upscale environment; but if you train your
students in the upscale environment, your students will also be able to work in the budget environment.”
The local media at the time reported more succinctly that “only a five-star hotel can develop five-star
talents” (Kei, 2010a). One veteran hotelier added, “you are sitting on a premium location, surrounded by
upscale hotels like the Shangri-La, Inter-continental, Royal Garden, and Nikko. It is only right that you
position yourself upscale...”. The President endorsed this idea as well, for he hoped the hotel would become
the financial “goose that can lay golden eggs” for the University.

It took an additional two years to convince the rest of the University community about the merits of an
upscale hotel. In 2010, a new budget of about HK $1 billion (US$129 million) was approved, representing
a doubling of the initial estimate (PolyU, 2010). The recommendation was ratified along with a revised
development plan to reposition the teaching hotel from its original 3-star rating to a Tarift' A level hotel,
equivalent to a S-star property elsewhere (PolyU, 2010). The budget was further revised to HK$1.3 billion
in 2008 (PolyU, 2010).

Second, cost overruns threatened to derail the project almost from the start. The average cost per
room eventually rose to HK$2.8 million (US$360,000), which was substantially higher than the industry
norm for five star hotels of about HK$2.3 million (US$300,000) (Anon, 2010). Plus, the University
encountered a serious cash flow problem as a result of the 2008 global financial crisis. Instead of paying
for the construction costs from its cash reserves, the University had to secure a HK$700 million (US$90
million) loan (PolyU, 2010). The Chinese language Hong Kong Economic Journal ran separate stories
in 2010 (Kei, 2010a, 2010b) citing how the cost overruns placed the entire University on the verge of
bankruptcy. The stories alleged costs had tripled in three years, while the University’s ability to pay for the
project had been severely compromised by investment losses. In addition, it was alleged that the best case
financial performance projection for the hotel was for an accumulated revenue of only HK$879 million
(US$ 113 million) by 2025, representing an ongoing financial burden for the University. Thus, rather than

being the goose that laid the golden egg it would be the millstone than sank the University. The University,
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in turn, responded almost immediately by issuing a press release that pointed out serious factual errors in
the stories (PolyU, 2010).

Design and operational issues

No one had ever tried to design a building that incorporated an academic department, a commercial hotel
and staft quarters before. Operationally, each had to been seen to be a discrete entity, even though they
shared the same physical space. One of the designers interviewed commented that the best part of the
structural design of the project had been the “three-in-one” concept, with each part integrated but with
different entrances and identities. The north entrance bears the name of the School and the University’s
logo, while the south entrance is branded with the Hotel name, and opens onto the main foyer and check-
in area. Staft quarters are accessible through a separate entrance.

Operationally, the decision to opt for an independent hotel, coupled with a mandate that focuses on
training means the GOP (gross operating profit) for the property is four to seven percentage points lower
than for comparable properties, one of the hotel executives shared, and the payroll consumes close to 40%
of revenues, much higher compared to industry averages of less than 30%. An independent hotel does
not have the scale advantages of multi-national chains, meaning many duties that might be carried out by
head office, such as marketing and reservations, have to be undertaken in-house, at the cost of additional
staff. The inclusion of a spa has come at the cost of fewer rooms. In addition, three experimental guest
rooms, have been developed where staff and hotel experts can try out new ideas and concepts. According
to the one of the hotel executives, these rooms, labelled “Tomorrow’s Guestrooms”, are not as popular as
others and are often sold at a lower rate. Devotion to training and development of both staft and students
represents the key cost consideration that affects the bottom line. Students must complete one of a number
of work integrated experience placements at the hotel during their studies. Staff members, therefore, have to
devote more time to training them, meaning their productivity is lower than if they did not have a training
mandate. Finally, the training mandate also extends to existing staff, where the hotel management sees its
duty to develop management staft for other properties. As such, they have a formal policy of encouraging

staft to develop their skills and then transfer their acquired knowledge to other hotels.

Success of Hotel ICON as a training, teaching, and
research hotel

Work-Integrated Education (WIE)

One of the Hotel executives interviewed explained that the ideal education model adopted a three-stage
approach. Stage One involved classroom learning, while Stage Two involved laboratory learning and
simulations in training restaurants, food labs and the like. Stage Three involved comprehensive experience
of working in a real-world environment. He felt that many programs proved deficient at Stage Three.
As noted elsewhere, working in small in-house hotels may not provide students with readily transferable

skills when they enter industry, working in a franchised hotel may expose students to only one dogmatic
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management style, while being placed in commercial hotels often condemns students to performing a series
of tedious operational jobs as that is where staff shortages are most acute.

The University, through the Hotel, has tried to rectify this situation through the provision of three
focused, credit bearing traineeship programs. Called the Work Integrated Education (WIE) programme,
the traineeship has clearly identified pedagogical outcomes, learning plans, obligations and assessment
rubrics. The standard program is targeted at undergraduate students and involves a structured program
whereby students work either full time for six months or complete a 960-hour part-time work program in
at least three different departments of their choice. Here they can put theory to practice, develop a range
of generic skills that will assist them in their future career and trial working in different departments to see
which one best suits their developmental interests. This programme is similar to traineeships offered by
most institutions, with two major exceptions. First, hotel staff who take on students also have to follow the
same criteria set out in the students’ subject and also need to write assessments to ensure outcomes are met.
Second, the programme is designed specifically for the individual needs of students, with students having
the option to rotate through different departments throughout their internship.

A small number of students can also apply to join the ‘Elite Management Program’. As the name implies,
this program is offered to the brightest students to give them exposure to the duties and responsibilities
of the management levels in the hotel and to enrich them with insight of one or two hotel divisions.
It is an 11-month full-time program divided into two phases. The first phase is similar to the existing
WIE program. In the second phase, students are allocated to a division/department head to learn from
and mirror her or his management duties. There, they will be given a series of special projects, including
opportunities to give management decision, supervising staft and mentoring first-time interns.

The Management Practice Programs, is a third option available only to Master Degree students. Initially
this option was not considered when devising the Master’s programme. But a number of international
post graduate students in particular, felt they could gain much by working in the Hotel. This 480-hour
program was then developed to give them a chance to gain needed industry experience and to apply
theoretical learning in a more practical setting and develop their professional competence. It must be noted
as well, though, that all students entering the Master Degree programs must have at least one year of work

experience, and so this program represents an opportunity to learn in a different business environment.

Supporting research

Perhaps research opportunities of all types reflect the greatest pure academic advantage of the model. More
than 50 projects have been funded producing dozens of refereed journal papers. The types of projects vary
from pure conceptual research to empirical research to solve real world problems and cover such topics
as consumer behaviour, guest satisfaction, analysis of operations and procedures at the hotel, food and
beverage research and product innovation tests. Project ideas can be initiated by academic staft or by hotel

employees themselves
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Enhancing teaching and learning opportunities

Giving the students as many real world learning experiences is one of the benefits of this system. The
School and the Hotel have established a joint SHTM / Hotel ICON Common Information Database
intranet portal in which the Hotel has uploaded a series of operational manuals, performance reports,
sample PMS (property management system) reports, actual hotel daily operational items, and a variety
of other information so that students can work with real information in their classrooms and tutorials.
The School has also revamped many of its subjects which span diverse topics as hotel operations, financial
management, service quality and the like that require practical training.

Hotel staff also teach some subjects, especially relating to accounting and finance. The General Manager
is an adjunct staftf member and appears regularly in front of students. At least 10 other management staft
regularly attend classes as professors-for-a-day to ensure students appreciate the real day-to-day workings of
ahotel. A series of hotel tours, site inspections and briefing sessions are organized throughout the semester.
Students in the capstone events management subject have to organize a major international conference held

annually in the Hotel, which requires performing all functions of a professional conference organizer.

Discussion and conclusion

This study examined the process involved in developing a teaching and research hotel, by using The
Hong Kong Polytechnic University’s Hotel ICON model as a case study. The paper had two main goals.
First, it examined the journey involved from vision to reality by examining issues such as positioning,
developing, design and operating issues. Second it discussed how the Hotel had enabled the School in
particular, to leverage the opportunities presented by the Hotel to innovate its learning, teaching and
research opportunities. In achieving the above main aims, three issues are worthy of more discussion,
including principles of hotel development and autonomy in operation, and the leveraging effect of the
ICON model.

First, the term “teaching hotel” does not limit the Hotel from being developed into a hotel that complies
with design and development principles. This is different from many other teaching hotels which are often
purposefully built to deliver a limited number of educational functions. In other words, the Hotel is first
of all a “hotel” which should bear the most primary functions of a hotel - to provide accommodation
and to feed, and it should have the business model that a regular hotel should have, and go through the
development and design process that a regular commercial hotel should have.

Second, autonomizing the operation of the Hotel, i.c., running it as an independent hotel, instead of
taking a brand in the format of franchising or management contract, and not affiliating the hotel under
the hotel school, has also greatly contributed to the success of the Hotel. As it is recognized, innovation
is less easy in a chained/ branded condition. Taking a brand has many benefits including consistency and
a guaranteed level of standard, but loses the opportunity to be as creative and innovative as it can be.
The School is a place where many expert resides and many research results are generated, shared, and
applied, which are precious resource for hotel innovation. And the Hotel bears the mission of “leading the

industry” and to be “unlike any others”. Had the Hotel taken an established brand from the market, some
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of the precious ideas would have lost chance to be applied. Not taking an established brand, but recreating
its own, also allows tailor-made teaching and learning programs as well as research projects possible and
easier.

Ultimately, this administrative structure is deemed to have turned the seemingly conflicting goals of
education and commercial business of the School and the Hotel into a mutually supplementing situation.
Pedagogically, many people feel achieving commercial success and meeting educational goals is inherently
in conflict (Tse, 2012). Yet, the model adopted has allowed this to occur. The establishment of the Hotel
as a stand-alone subsidiary of the University and not as a sub-department within the School ensures that
each has a clear mandate. Being independent, enables the Hotel to focus on what it does best — develop
and deliver a reputation as a commercial, upscale, innovative hotel. Being the “brother” of the School
provides it with some competitive advantages that other hotels do not enjoy. For example, the Hotel
attracts many high quality staff who see a position here as a way to fast track their careers. It also has the
freedom to try a series of innovative products and services and can borrow expertise from university staff as
needed. Interestingly, as well, the Hotel has found that its affiliation with the University has proven to be a
marketing asset.

Likewise, the School also gains much from the Hotel in terms of teaching, learning and research. Even
more importantly, though, the Hotel also features prominently in the School’s positioning as a leading
provider of tourism and hospitality education. Not only can it leverage on the fact that it has a hotel, it
can also leverage from the fact that the Hotel is recognized as one of the trendiest, most popular and most
highly rated places in Hong Kong. And, being a “brother’ of the Hotel enables the School to do many
things that would be otherwise difficult to do, such as demonstrating excellence by concrete examples (one
of the SHTM graduate loved Hotel ICON so much, that he decided to build a similar one), making real
trial and error experiments, “pushing the boundaries of research and supplying innovative ideas to our
industry” (Chon, 2014: 19-20), being a place to inspire, and even to set a new standard (Chon, 2014).
As a result, the School has been uplifted on to a much higher level and has become a true leader of hotel

education.
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Abstract

This case study discusses the challenge and success that emerged when developing a new hotel to be
owned and operated for the specific rationale of providing hospitality and tourism students a live learning
laboratory. Providing students with the opportunity to apply knowledge learned in the classroom with
those hone in a practical experience is a key goal. The hospitality program at the University of Delaware
found that the implementation of a long-term plan was not easy, and many unexpected challenges arose
during the process. Challenges included negative reaction from the local hoteliers, delays in the

construction process, and the unexpected resistance from initial students.

Introduction

Academic programming in hospitality and tourism management programs is very diverse. Common
curriculum blocks include business, nutrition, social sciences and professional studies. A common thread
and attraction for students to many programs are the practical aspects of the education. Developing
experiential learning opportunities can be very challenging for faculty, students, and industry partners.
Today, program administers are seeking support and advice from a growing number of stakeholders
including but not limited to faculty, student, governmental ofhicials, industry, and industry recruiters.

Historically, early hospitality service professional programs always had a practical applied learning
approach to student learning, yet today, many of the academic based programs have struggled to support an
integrated practicum learning experience for postsecondary students who are working toward an advance
baccalaureate degree. This chapter presents a case study from a medium size university located on the
Eastern part of the United States. A presentation of the planning, developing and executing issues
surrounding the implementation of an original hotel curriculum that included integrated experiential
learning for all hospitality majors will be provided as well as the identification of key issues from both the
faculty and student’s perspective.

Between the mid-1980s and the mid-1990s there was a bevy of published reports from educators
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addressing the need for practical experiences in developing the future leaders of the hospitality and tourism
industry. Since that time very little attention has been given to this topic. In a 1994 study by LeBruto and
Murray discussing the educational value of “Captive Hotels” from the perspective of students, faculty and
the industry, found that there were significant differences reported by students and faculty from programs
with a captive hotel used for student learning and those from programs without such facilities (LaBruto
and Murry, 1994). These researchers further assessed that there was no question regarding the efficacy on
student experiences in programs with captive facilities.

A recent search of 4-year hospitality and tourism programs in the US yielded a tally of over 186 academic
institutions offering this degree. The growth in hospitality programs is not limited to the US, as this
phenomenon is occurring in Europe, Asia, Australia, and the Middle East. As the growth of academically
based hospitality and tourism programs continues, it seems reasonable that programs will attempt to
identify competitive advantages in their competitor set. Developing an integrated practical and theory-
based program would appear to be a viable competitive strategy.

In early 2000s, the Department of Hotel, Restaurant and Institutional Management (HRIM) at the
University of Delaware began the process of secking approval for the development of a branded hotel
located on the campus. The process took over 3 years to develop, which included approvals from University
administration, local existing hoteliers, and local government. Additionally, the University needed to find
a managing partner to operate the hotel and secure a branded hotel franchise. Once the approvals and
necessary partners were in place, it took nearly an additional 3 years to get the hotel open to the public and

to support student learning.

The main case

The University of Delaware is a Land Grant Public University, which receives public funding from the
State of Delaware, however, the proportion of State support is relatively small compared to total operating
income. The decision was made by the University to develop a for-profit entity to develop and operate
a hotel for use as a learning laboratory for students in HRIM. In this initial for-profit entity, there
was an ownership split between the University and the management partner. The management partner
was responsible for the development of and eventual management of the hotel. Eventually a franchise
agreement for a 126-room Courtyard by Marriott Hotel was secured by the management company. This
hotel became the Learning Center for Lodging Operations curriculum for the HRIM program and was
referred to as the Lodging Module (LodMod). The announcement of the hotel and its role in the
Department’s curriculum led to a reorganization of the sequencing of courses for students enrolled in the
LodMod to take S courses as a cohort group. Initially, this created some anxiety and stress for students
as many of the Department’s students held jobs in the local town concurrently while enrolled in classes.
Communicating the demands on students during the LodMod semester was an initial concern for faculty.

The LodMod semester included 4 academic courses taught in the salons located in the hotel. The
courses were Management of Lodging Operations, Property Engineering, Managerial Accounting and

Finance, and Marketing Hospitality Services. A fifth course was Management of Lodging Operations



50 | CHAPTER 5. LODGING MODULE AT THE UNIVERSITY OF DELAWARE, NEWARK, DELAWARE, USA

Practicum, which required students to work 140 hours in various shifts in the hotel working along-side

hotel management and associates with direct guest contact.

Strategy

Initial Elements of the LodMod Semester

All students enrolled for the semester in the LodMod were registered in all five courses. This requirement
created up to 50 students as a cohort group, which made the semester unlike any other semester that
students would have during their academic career at the university. The decision to create this requirement
was done so that faculty would be able to schedule students in their rotation of hotel shifts and know that
these shifts would not conflict with student’s class times.

Class times were set in the afternoon on Monday/Wednesday and in the morning of Tuesday/ Thursday.
Students could be assigned to work hotel shifts Monday/Wednesday mornings or Tuesday/Thursday
afternoons or any time on Fridays, Saturdays and Sundays. At the beginning of the semester students
would receive their individual hotel shift schedule. Prior to the beginning of the semester students were
given the opportunity to request days for personal reasons that they would not be scheduled to work a hotel
shift. Once students received their hotel shift schedule at the beginning of the semester, they were expected
to complete their assigned shifts. Students were not allowed to request consideration for outside work or

extracurricular activities (except for college sports participation).

Hotel Shifts

Students were assigned hotel shifts in groups of two or more depending on the shift. In addition to
actual hotel shifts, where students would be working alongside of a permanent hotel employee, the hotel
management team also included shifts to learn the hotel’s PMS and reflect/debrief/discuss other hotel
related topics (such as, orientation, revenue management, hotel projects, franchise standards evaluation,
financial audits, etc.). Most hotel shifts were for four hours. Below is a list of hotel shifts:

Front Desk (AM), Front Desk (Midday), Front Desk (PM), Night Audit (11pm-7am),
Housekeeping (room attendant), Housekeeping (supervisor). Manager on Duty (2 shifts),
Restaurant (AM), Restaurant (PM), Administration, Maintenance / Engineering, Sales Calls,
Catering (sales), Banquet (set up), Disaster Workshop Seminar.

With the addition of the bi-weekly hotel topic sessions and hotel related enhancement projects, students

spent about 108 hours working in and for the hotel during the LodMod semester.

Academic Courses

As noted above, the LodMod semester included four academic courses, each taught by a single faculty

member. Most of the content for each course was presented at the discretion of the instructor, however,
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during each semester students were pre-assigned into groups and were assigned a US lodging market
and required to prepare a comprehensive feasibility study. Each of the four instructors were required to
supervise a portion of the feasibility study. Therefore, instructors had to include necessary content and
in-class time to ensure that students were successful in the completion of the feasibility study project. At
the end of the semester, student groups were required to present a 15-minute presentation of their project
to the class and invited industry professionals, as the program matured some of these professionals were
HRIM alumni.

Advance Analytics

Early on in the execution of the Lodging Module at UD, through the support of an Advisory Board
member, faculty were able to request market data from Smith Travel Research (STR) for the assigned
markets. This enabled the faculty to guide students in both their understanding and application of these
data to their feasibility study projects. Since the development of the Certification in Hotel Industry
Analytics (CHIA) by STR Share Center, students enrolled in the LodMod semester were required to

complete and obtain the CHIA Certification.

Industry Training and Development Recognition

Since the hotel that students work in as part of the LodMod semester is a Courtyard by Marriott, students
were also provided with a certificate in recognition of professional development in the Marriott training

program. This recognition allowed for students to include this on their professional resumes.

Execution of the Strategy

The development and execution of the Lodging Module took considerable coordination between the hotel
management team and the department’s faculty. The Managing Director of the hotel and an individual
faculty lead the coordination efforts. The Managing Director took control to direct his team and the
LodMod coordinator took control to direct the LodMod curriculum and faculty. Below are key issues that

needed to be worked out on the hotel side:

* determination of shifts and related seminars for students, with source materials,

* integration with hotel staft and guests,

* evaluation of students and staff related to shifts,

* student standards — uniforms, parking, behavior, proprietary information,

* integration with safety and security issues,

* integration with other student time demands (sports, outside jobs, personal obligations),
* hotel enhancement projects,

* presentations and reports,
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* end of semester recognition.
Below are key issues that needed to be worked out on the Faculty side:

* content of courses and linkage across the 4 academic classes with the hotel content,
* eclements of the Feasibility Study Projects,

* coordinating student teams, lodging markets, securing STR data,

* schedule of student drafts of feasibility study sections,

* coordination of end of semester presentation and evaluation,

* end of semester recognition program.

Reflections and recommendations

Challenges

Hotel market's negative reaction

One of the initial concerns to move forward with the development of the University’s hotel was the
negative reaction from the local hoteliers, who argued that the new hotel supply was not needed in the
market and that the proposed hotel would have an unfair advantage with free stu