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Introduction
When you accept a leadership role as an hotelier, you may not realize how much of 

your time will be dedicated to employee recruitment and retention. For anyone who 

is already in this role, take a step back and think about the breakdown of your time 

and responsibilities. I’ll bet that the time spent was more than you thought, prior to 

being asked the question. 

In a 2016 study from the Society of Human Resource Management, the averages 

for time and money spent on new hires was staggering.  

$4,129 42
Average Cost Per Hire Average Days Spent 

Recruiting
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Effective recruitment saves hotels time and money. But while employee retention 

and recruiting may come naturally to some, for others, it may be the largest 

struggle in your role. According to another study conducted by LinkedIn, 46% of 

respondents cited hiring top talent as one of the top challenges in their role. 

Fortunately, there are secrets to successful recruiting that can make the process 

easier, or help you improve upon your current way of doing things. 

This eBook will discuss specifically the recruitment process, providing best 

practices for each phase of the recruitment cycle. From smart preparation, to funnel 

building, and finally, making the perfect hire. We have provided the ultimate list of 

best practices, tips, and insight that will make recruiting second nature, rather than 

a constant learning experience.  
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Chapter 1: Prepare Your Team
So, you’ve decided to start recruiting for your hotel company. That’s the perfect place to start! 

However, as with any other strategic decision, it’s smart to take a step back and ensure 

you’re ready for what’s to come. We call this the “refocus” stage in the recruitment process. In 

this chapter, we will discuss what hoteliers should consider when preparing their recruitment 

efforts. 

Refresh Your Recruiting Materials
Admit it. You have a few hotel job descriptions available to you, but they seem as though they 

were drafted at a time when hotels didn’t offer WiFi. Time’s have changed, and with the 

amount of new hospitality technology and processes rolled out within the last 10 years, it’s 

easy to forget what key attributes and skills an hotelier should have these days. When looking 

to bring in the right talent for a job, it's important that the right talent understands what a job 

will be (it's also true for working with a recruiter). 

Your own staff will be key contributors to compiling this new list of necessary skills. Ask them:

what systems do they work with every day? How frequently are they using these systems, 

and what is the learning curve? This attention to detail will not only allow you to build a target 

list of skill requirements but also help you prioritize which are most important. No one 

employee will have all the experience required, so instead, ensure that they have the right 

experience in the key areas. 
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A well, thought-out, accurate job description is the first step to building the optimal hiring 

funnel. This should lead to more qualified candidates applying to your job posting. The key to 

hiring is all about quality over quantity. 

Identify Networking Opportunities 
Conferences and networking events are the easiest place to find potential talent. If you’re 

relying on old job descriptions in your hiring process, you might also be reverting back to old 

networking methods, too.  Are there new events you can participate in? Hoteliers can start by 

searching social media channels for meetups, events and networking opportunities that align 

with their company and recruitment needs. Many hospitality associations have city chapters 

that could provide access to new, top talent. Even better, they usually host numerous 

networking events to bring hoteliers together in a fun and professional setting. 

Individuals at these events are open to chatting and selling their product, and it’s easy to spot 

those who excel at what they do. If they are great at pitching their product, they could be 

individuals to keep in mind. Get their card, or more likely, their LinkedIn profile, and make 

sure to contact them. You may even be able to connect with them later that day or before they 

leave the event.  

Additionally, one of the best ways any company can recruit top talent is through a referral 

program. Instead of investing hundreds of dollars on ad campaigns and social media 

promotions that might not attract the right applicants, hoteliers can use that money to reward 

their staff via referral bonuses.  6



As stated before, your own staff knows the job requirements and personality characteristics 

that are required for positions within your company. Therefore, their recommendations will 

likely match those requirements, and lead to a quality batch of strong candidates. Bonus: your 

employees will be happy to receive a nice payout when their referrals are hired! 

Be Employee Centric 

Hoteliers should never underestimate the power of a strong brand. A key part of good 

branding is your staff - they are the heart and soul of your hotel company. During this time of 

recruitment preparation, take another look at your employer branding. In the same LinkedIn 

global survey mentioned previously, 53% of companies reported that they plan to invest more 

in employee branding.  
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In your recruiting process, be clear about what you stand for and make sure your reward and 

recognition programs are given attention. If possible, make this information readily available 

on your careers site or job posting.  

Additionally, before looking to fill a management position outside of the company, it might help 

to look internally first. Internal promotions for team members that are already doing a great 

job can go a long way. If it isn't a fiscally feasible time, then consider other perks like 

mentorship and increased scheduling flexibility, which can also be great for morale. These 

don’t have to take up extra funds either. For example, identify employees across properties 

and job functions who could learn from each other. Bring them together to learn what best 

practices maybe haven't yet been shared across your hotels. 

Overall, planning ahead can help you and your hotel save time and energy along the path of 

recruitment. The demands of hiring can be very high, but a well-documented process, along 

with assets and documentation, can go a long way in keeping the process as efficient and 

effective as possible.  
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Chapter 2: Build Your Pipeline
It’s common for the focus of recruiting to be solely on openings and staffing up for the hotel’s 

busy season. Depending on where you are based, it could be summer break, ski season, a 

conference or local event, to name a few. This approach misses potential staff 

underperformance, sudden walkouts, and the simple idea of keeping an eye out for available 

top talent. Even just one beloved employee leaving the property can lead to a mass exodus. 

This can mean guests have long waits or don’t get what they asked for due to being 

understaffed or in the training process. 

A hotel’s recruiting team, internal or outsourced, should always split its focus between 

openings, busy season and building a strong pipeline. There are a few rules to live by for any 

recruiter, GM, or anyone else in charge of finding talent. 

Update Your Website & ATS 
All property and company websites should have a career page attached to an applicant 

tracking system (ATS). This will assure you that no candidates will be left behind. Plus, it 

gives you the ability to search for a skill set and location. You’ll be able to track the 

candidates’ process through calls, interviews and ultimately to offer. 

At the very least, there should be an email for a recruiter or GM that will review each resume. 

Always make sure there is a dedicated person assigned to reviewing resumes to avoid the 

black hole of email.  9



Large and small organizations have made and continue to make this mistake. The inbox for 

resumes sits full or the ATS is never checked. For recruiters or leaders, the best thing to do 

when joining an organization is to first look and see if this kind of email inbox exists and if it 

does, review the resumes. 

If your organization uses an ATS, look back at past jobs and applicants. These are 

candidates that already know your organization and can be viewed as a warm lead. This 

untapped resource can speed up the search process when needed, as well as reduce 

administrative and personnel costs and alleviate compliance concerns. 

Pay Attention to Social Media 

Social media is an easy way to connect with a large pool of potential candidates. It also 

provides more transparency than the typical applicant resume. Recruiters and managers now 

have the ability to reach more diverse candidates and are able to gain a better understanding 

of candidates. Social media can also provide employers with access to movers and shakers 

or thought leaders. They might be your next great hire or point you towards a colleague 

connection. 

For years, there was a stigma among potential candidates having to do with becoming 

“connected” with a recruiter or competitor on sites like LinkedIn. Individuals had to ask “does 

this mean my boss will think I’m looking for a job?” While the stigma hasn’t been completely 

erased, far more leaders understand that connecting with recruiters can be about the 

candidate keeping their options open, or maybe even for roles for a friend.  10



It doesn’t necessarily mean that they’re on the way out. As such, recruiters in the hotel 

industry should feel comfortable trying to connect with candidates that could add value. 

Keep a Constant Eye Out 

Recruiting for hospitality talent when out at a hotel or restaurant makes sense, but talent can 

be found everywhere. The ability to learn and be personable is really unique. If out at a 

gourmet grocery store or at your local bank, or wherever and you get great service, think 

about your openings. There could be a match there. Quite often we focus on the perfect fit 

without the understanding that sometimes the perfect fit may not be what we imagine. When 

out on your daily or faraway travels, keep an eye out for talent. 

Recruiters and hotel leaders today may be missing an opportunity to ease transitions, and 

have a pipeline of talent available when it is needed. To fix this issue, we need to move on 

from solely focusing on openings and make it a standard to “ABI” - Always Be Interviewing. 

The focus on talent will help produce a highly productive, scalable team. 
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Chapter 3: Make the Perfect Hire
Even with the best preparation plan and funnel building, making the final hiring decision can 

still be a challenge. This is the final and most important step, as high turnover can also lead to 

revenue loss for your hotel.  

Cornell Hospitality Report set a low-to-high range of turnover costs for hotels in 2006. 

Considering the higher costs of labor, and inflation, today's numbers could be significantly 

higher per employee.  
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Uncover Customer Service Experience 

A dedication to customer service is an obvious place to start when looking for your next hire. 

Even at the top levels of an organization, dedication to the customer must come first, 

especially in the hospitality space. 

When they were building their newest hotel in Chicago, Virgin hotels replaced all of the typical 

buttons of a phone (reservations, room service, etc) with one simple button, labeled 'Yes'. The 

same author who wrote the story about 'the yes button' also tells a great story about a local 

Inn that saved a couple's romantic getaway that highlights the way customers at hotels should 

be treated. 

Identifying which candidates say they're dedicated to customer service, and those who really 

are dedicated to customer service isn’t easy. To separate the wheat from the chaff, hiring 

managers can incorporate a few specific insights into the interview process.  

For hospitality companies that aren't using a recruiter to fill key roles, there are certain traits of 

exceptional candidates that can help hotel leaders identify the right people. Additionally, there 

are some particular interview questions that might help to identify whether these traits are 

present in a candidate. After all, some people can ace an interview, but may not ultimately be 

a fit. Using the approach below should help you build a management team that functions 

efficiently, limits turnover, and most importantly, keeps guests coming back for more. 



Test Their Knowledge  

For example, when asking a candidate to identify an experience where they provided 

customer service that went above and beyond, be certain to make sure the candidate knows 

or remembers the customer's names. Someone who really made a customer's day will likely 

remember that person's name (or some other characteristics). By asking for details about a 

story, a hiring manager can better identify people for whom customer service really matters. 

Another way to identify whether a candidate might be a customer service fit is to use prior 

hotel experience. Hiring managers can draw on actual guest experiences, perhaps by looking 

at complaint cards, to see how a candidate would have handled things differently. Ask the 

candidate: if they had free range to implement anything that would enhance the overall guest 

experience, what would it be? 

When people travel, it's usually to see a place they haven't been before. Many guests want to

take advantage of local opportunities, and for hoteliers especially, it's important to prioritize 

local knowledge. Local dive bars, family attractions, off the beaten path restaurants, are 

common requests from guests, and the ability to answer these questions effectively can be 

the difference between a mediocre stay and an amazing experience. 

That's not to say you can't hire from another city; it's more important that a manager has a 

plan to find the types of places that a guest may request. 
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Seek Out Their Sociability 

Instead, key questions to ask during the interview process might include the types of places a 

candidate enjoys spending time. Asking about a variety of experiences can help distinguish 

candidate who are one-dimensional (only interested in sports) versus those who have more 

diverse interests. A willingness to show the flexibility of interests can be very helpful in having 

someone who can make great recommendations for guests. 

Another way to identify a candidate's versatility and ability to generate local knowledge is to 

ask about the most fun thing they've done over the past few months. This question may 

identify the candidate’s willingness to go out of their comfort zone and to find new 

experiences. If the candidate is from outside of the location or market, ask them what they 

would do in order to become an expert in all things that guests might enjoy. 

Whether we want to acknowledge it or not, the internet writes in ink. It's imperative that 

leaders in hospitality organizations make sure that all of the company interactions are geared 

toward making sure everything online is either positive or leading to a resolution. 

For instance, if a customer sends a less than flattering tweet to a hotel chain, the corporate 

communications and customer service teams need to be able to remediate the issue. In 

cases where those tweets are specific to a local hotel where a stay is taking place, that same 

corporate team needs to be able to respond in real-time, with input from someone at the hotel 

location.  
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In many cases, this can serve to eliminate candidates who are qualified on paper, but who 

may ultimately not stay for long.  

To identify cultural fit within a candidate for yourself, first identify the traits that make people in 

this role successful, as well as what makes them happy in their role. This might be as simple 

as a level of friendliness amongst the staff, an out-of-work program that lots of people 

participate in (perhaps a sports league), or any number of other things. When we do a cultural 

analysis, we identify multiple variables that can combine to make up a corporate culture. 

Once the culture is identified, it's important to identify whether a candidate will fit into that 

culture. An easy way to begin building a cultural analysis is a brief employee survey, asking 

open-ended questions about why people like working there. Once that's done, HR managers 

can look for trends. Those trends are generally what defines a culture, either at a particular 

hotel or across the organization. 

There are also some key questions to ask candidates during the interview process to identify 

whether a candidate will be a cultural fit can be drawn from the employee survey. Questions 

like 'do you enjoy (the identified cultural elements) or anything that's similar?' If multiple 

employees mention the soccer league they're a part of, a candidate who enjoys various 

athletic challenges (perhaps a runner) might be a fit.

? ? ? ? ?
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Determine the Cultural Fit 

By way of example, if a guest tweets that they wish they had more towels, the coordination 

between a social media team and the local hotel should have a guest services person at the 

hotel door with more towels, almost immediately. 

So how do you identify whether a candidate understands all of the components to this type of 

real-time, real and digital world feedback? To start, hiring managers should ask about a 

candidate's social presence. Are they on multiple platforms? Are they aware of various tools 

that consolidate various sites into one location (like Hootsuite, for example)? Another way to 

identify whether a candidate 'gets' social media is to ask if they read any particular blogs or 

publications focused on the medium. From Mashable to Forbes, Hootsuite to 

TheSocialTimes, there is no shortage of materials being written to discuss how to best use 

social media for customer service. 

If the candidate doesn't have the best social media presence, ask them what they would do to 

change it and what they've done in the past in order to learn new things. This will show how 

the candidate will address challenges outside of the familiar. 

Corporate culture is a key ingredient to a successful leader, and making sure that someone is 

a fit professionally and personally is critical to making hires that will stay for the long 

term. Recruitment firms like ours have a corporate culture analysis for both our clients and 

candidates to identify synergies before making an introduction. 
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You can also ask the candidate if there is a social aspect created by their current employer. If 

yes, what are the activities? If not, what would they change about the social aspect at their 

current employer? 

For a senior level employee, ask if they plan on or hope to be able to bring any of their current 

team members with them (assuming there is no poaching language in their contract). This will 

show that they've worked on their current relationships and may show a willingness to work 

on current relationships. Adaptability is a key factor at any level. Additionally, ask about how 

formal or relaxed their current work environment is and if they enjoy this aspect or if they 

would like to change it and why. 

Lastly, inquire about how they usually deal with conflict with employees or co-workers. You 

may want to include a type of issue you currently have. It is important for the candidate to 

instinctively want to be a problem solver. 

Hiring the right people is critical to setting a hotel up for success. It is apparent to guests 

when people enjoy the work they're doing, and when the team cares immensely about the 

guest experience. Using the questions above can help to better identify which candidates will 

both be successful, and stay around longer. 
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Conclusion
With certain internal processes, consistent focus, and a smart interview strategy, 

an optimal recruitment funnel is within your reach. Hoteliers are required to have a 

myriad of skills, from customer service to sales to analytical revenue management. 

Employee recruitment isn’t always top of mind when reviewing your own successes 

and failures. However, the ability to excel in recruitment can, in turn, make you 

more effective in other areas. A strong hire can change your leadership role for the 

better, and allow you to do what you were hired to do - achieve hotel revenue 

goals. 

Begin by taking a few of the suggestions from each phase of the hiring journey and 

making them a reality. See how they influence your candidate search, recruitment 

funnel, or eventual hiring decisions. You will start to realize what works best for 

your particular hotel company, and eventually create a strategy that leads to 

success.  

Sources: 
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Cornell Hospitality Report: The Cost of Employee Turnover: When the Devil is in the Details, 2006 19
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