Class,

One of the key issues facing the hospitality industry has always been "high turnover". The majority of the employees starting out in hospitality, do so inexperienced and more often then not, in an entry level position.

Therefore, it is very difficult to find "experienced" customer service oriented people....and when you do, equally difficult to keep them motivated and retained.

1) How might you go about finding the right person for the right "customer service" position (remember, these are the people directly talking to your customers, so this process is crucial to the success of your business)?
[bookmark: 82800617]2)  Would you consider "researching" your potential new hires by using internet search engines or viewing social media sites?  Comment on the ethical, privacy or legal issues that may arise as a result of doing this. 
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The travel, tourism, and hospitality industry is a huge industry that generates over 1.6 trillion in economic growth and supporting 7.6 million jobs, in the United States alone. Therefore, as a customer, there are going to be times when you have to deal with unexperienced customer service employees because the demand in this industry and so high and it can be hard to keep up with.
In order to find the right fit for a customer service position, the employers must master the hiring process. It important to ask all the right questions that will help you decide if that person is right for your company or not. The interviewing process is the key to truly understand who they are as individuals. In this industry it’s important to first, hire for attitude and focus on training for skills. Customer service people are the face of your company, they are the one’s interacting with your guest’s day-in day-out. They can actually make or break your companies’ reputation. Customers service is a people driven job. Hiring someone who has excellent communication skills will differently be beneficial to your company. Also, during the hiring process, you should hire someone who’s good at listening and taking initiative when necessary. For example, if a customer wants more than what that specific company has they offer; like allowing a pet in a pet free room. There are ways to kindly handle the situation without making them feel as though their needs are valued. A good listening should be able to listen to situation and some up with feel like solutions for them. Overall, it’s critical to hire someone who’s good at problem solving, taking responsibilities in their own hands, and decisions makers. These are all good characteristics that will lead your business in to great success, short-term and long-term.
As an employer, I would consider researching social media to find new potential customer service staff, but I wouldn’t necessarily allow what I see online to be the deciding factor for those individuals. Now-a-days you can find anything one the internet. For instance, just by being on someone’s Facebook page you can easily find out their age, education background, likes/dislikes, hobbies, and so much more. One the flip side, it’s important not to believe everything you see or read on the internet because people often falsify information.  
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HOSP400 Week 6 Hiring Customer Service Professionals
The topic of discussion for week 6 is “Hiring Customer Service Professionals.”  All job positions in the hospitality industry involve direct or indirect customer contact from the service personnel.  This contact can be face to face, on the phone, or communicating on the computer. 
The hospitality industry face key problem issues finding experienced workers, people oriented workers, or ways to keep the employees motivated.  These problems cause high turnover throughout all areas of the businesses.  Quality screening is the key to success in finding the ideal candidates to hire as customer service professionals in the hospitality industry (Martin, 2002, p. 131).
Screening candidates to find the right person(s) to be service providers working in the hospitality industry is a crucial process (Martin, 2002, p. 131).  Customer service professionals must possess the following personality traits to be classed as the best: 
· Have a genuine caring nature for people and immaculate personal appearance
· Have a prior record of competence, sense of humor, self confidence
· Maintain an ability to willingly accept job responsibilities
· Maintain a sense of self control, have ability to show compassion, empathy
· Maintain the abilities to trust others and be sensitivity toward others
· Have excellent communication skills
Using internet search engines and viewing social media sites to research potential new hires is a mainstream method used by all type companies to screen, pull resumes, and advertise an employment opening (HR Magazine, 2013).   Social media can also be used by companies to conduct background checks.  In 2013 the Society for Human Resource Management (SHRM) did a study that revealed “77 percent of respondent companies used social networking sites to recruit candidates for specific jobs.”  There is ethical, privacy or legal laws in most states that restrict employers from asking a potential new hire for their pass words to their social media sites.  It is suggested all social media site searches be conducted by the Human Resource Manager because they would be aware of the laws covering any restrictions.
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