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Greetings from Cornell University!



School of Hotel Administration 
Our Vision

Hospitality Leadership Serving Humanity



Our Framing Pillars
Virtuous Model of Education

• Relevant curriculum  - relationship-driven, engaged, experiential 
learning

• Best-in-class faculty - discipline experts who become industry thought-
leaders

• Rigorous research that matters - creating new knowledge that 
addresses pressing industry issues

• Deep engagement with industry leaders and alumni community



My Goal for This Morning

From where I sit as an academic, preparing tomorrow’s industry leaders, 
share what we see and think about as part of our core educational 
mission: 

How can we understand, reimagine and refigure:

– Work, to automate work and augment the workforce with robotics and AI

– The workforce, to effectively engage and deploy talent

– The workplace, to extend where and how work is performed to enable 
talent and realize the potential of the talent/tech revolution.

– Source: Deloitte



Global Impact of Travel and Tourism

• In 2018, the global travel and tourism sector grew at 3.9%, to 
contribute $US 8.8 trillion to the world economy, and 319 million 
jobs around the world.

– Tourism employs 1/10 people in the global economy

– Generates 10.4% of all global economic activity

– Is responsible for 20% of new jobs across the world

– Tourism sector experienced 2nd highest growth rate of any sector in the 
world

– The industry expects to add 1 million new jobs annually – but faces a 
shrinking labor force.  The magnitude of this shortage is unprecedented.

• Source:  World Travel and Tourism Council



Industry Initiatives to Combat the Labor Shortage 

• Cognitive tech: humans define problems, machines optimize 
solutions

– Automate communications between hotel staff

– Optimizing property operations systems

• Personalized guest autonomy and control through cognitive 
engagement:

– Mobile room selection, check-in, room control, check-out

– Chatbots and virtual concierge, and room assistance

– HR sourcing, interviewing and hiring of staff

• Source:  Deloitte 2019 US and Travel Outlook





Disruptors



Our Mission: Imagining and Delivering 
the Future of Hospitality Education 

• How can we best prepare our students to be tomorrow’s 
leaders?

– What will the student of today need to know, experience or practice so 
that in ten years, they are prepared to be our industry’s leaders?

• Our students want opportunities that extend to the business of 
hospitality.

– What are the emerging areas for which we need to prepare them?  

• How do we assure that we help students build these 
competencies today?
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Make Global 
Connections

Emotionally Intelligent 

Relationship-Driven:  
Great colleagues and 

business partners

Know How to 
Make the World 
Better a Better 

Place

Know How to Use Data to Innovate

Gracious & Hospitable

Our Future Leaders



Skill-Sets that Matter:  
The Ability to Create New Knowledge

• Cognitive

– Problem Sensitivity – the ability to see when something is not working and why

– Systems Thinking – the ability to recognize the interconnectedness of data and people

– Laser-Focus – the ability to Zoom-in/Zoom-out, and know which to do when

– Innovative mind-set, the ability to see the same thing in new ways, a willingness to learn

• Interpersonal

– Emotional intelligence, the ability to empathize with others and listen

– A great colleague – one who helps others be successful and has a service orientation

• Analytical

– Ability to read, understand and apply data to augment and broaden the scope of work 
performed



What the Best of the Best Do

• Management Savvy

– Maintains a full pipeline of talented people

– Makes people feel appreciated; they stay loyal

– Avoids jumping in to solve problems that the team can handle

• Emotional Intelligence

– Recognizes the importance of working relationships, especially with 
colleagues

– Makes people want to go out of their way to help

• Personal Style

– Manages energy to stay on the ‘rested edge’

– Recognizes others’ performance, including peers

Source: Ciampa, D. “How leaders move up,’ Harvard Business Review, January 2005, pp. 46-53.



Key to Success: An Agile Workplace

In the future, work will be defined by:

 The outputs and problems the workforce solves, not the activities and tasks 
they execute.

 The teams and leaders motivate, and the relationships they create, not the 
subordinates they supervise.

 The tools and technologies that both automate work, and augment the 
workforce to increase productivity and enhance customer-value 

 The integration of development, learning, and new experiences into the day-
to-day (often real-time) flow of work

Source:  Deloitte 



Key to Success:  A New View of Human Capital

• Employees represent the highest cost on an organization’s P&L.

• They also are intangible assets – nowhere to be found on an 
organization’s balance sheet.

• Employees are one of the few organizational assets that grow or 
appreciate in value.

• Successful organizations manage the investment in their professionals, as 
they ebb and flow through their career.

– Essential to retain women professionals – half of an organization’s talent



Bringing a Renewed Sense of Meaning to Work

Employee 
Engagement Human Experience

Work-Life Balance Employee Experience

Organization Led                                     Employee Led
(top-down)                                                (bottom-up)

Source: Deloitte Analysis

Personal
(the Individual) 

Professional
(the Work)



Professionals are Drawn to Organizations that Offer 

Purpose and 
Meaning in 

Mission 
Beyond Profit

Personal 
Growth, 

Challenge and 
Opportunity

Collaboration 
and Teamwork 

Defined by 
Transparency 
and Openness



Company Choice: Questions Professionals are Asking

• Do I see the potential for a career path?

• Is this a company where talented people stay?

• How will the company enable me to grow?  

– What type of assignments will help me to do this?

– What kind of mentoring will I receive?

• Are new managers given the chance to try out new ideas?



Life Strategy: Questions Professionals are Asking

– Am I living a purposeful life?

– How have I cultivated meaningful relationships in and out of work?

– Have I held onto what’s most important 100% of the time, versus 99%, 
98%, 97%, etc.? 

– How have I made a difference in people’s lives, especially those for 
whom I’m responsible?

• Source:  Christensen, C. “How will you measure your life? Harvard Business Review, July-August 2010, pp. 46-51.



My Prediction About Our Industry Talent and 
What They are Seeking from their Organizations

• Past – One career, one company

• Current – Transactional, multi-career, multi-company, free movement

• Future – Purpose-driven organizations, different modes and ways of 
working driven by and a return to a Relational Model of Employment



Cornell School of Hotel Administration
What We Research 


