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(the Concept of Management in 21" Century)
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K & # % (Summary of This Chapter)
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Management theory is developing along the path from experience management

&
CECCCCCCCCCECET

to scientific management to modern management ( cultural management).

The 21" century is the era of talent strategy, and people-oriented management
concept has become the core concept of human resources management. “ People-
oriented” management theory is an idea to make human be the basic element of
management with man’s all-round development as the core. During the process of
management , people-oriented theory considers human both as starting point and the
center, and applies around inspiring and mobilizing the initiative, enthusiasm and

creativity of people so as to realize a series of management activities and common

PP ISIIIFIIIFIIIIIIIIIBIIISIIIIIIIISIIIIIIIIIDIIIIBIBIIBIIDIIBIIZD
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development of both people and hotel.

'CC((((‘C((“(((C‘(((((‘(‘(((C(‘((C“(‘(‘(“(“((“CC‘((C(‘C‘(C“((‘

J==" ¥ f& 5| $I ( Beginning Story)

Interview with Hervé Fournier, Vice President, César Ritz Hotel School

>

Q: In the time that you've been involved in the hotel industry, which has been

most of your life, let’s specifically say in the last 20 years and 10 years and 5 years,
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what would you say the major changes have been to the industry from your standpoint?

A I think there have been a lot of changes in human resources. We're more now
into appraisal, into establishing a career plan, into helping your staff. These are things
that you don’t think of as personnel management. It’s hiring, paying salaries and firing.
Those were the things. And now there’s the whole aspect of developing, appraisal,
helping—all this is quite new. Also in our industry, there are tracks that we establish
and try to bring people through.

Q: What changes do you see coming up?

A If we look at what’s happening now, where are the best hotels in the world , they
are in Asia. Why are the best hotels the ones in Asia? They are able to provide better
service. However, is it really true that the product is better service? You see that they
have a lot of people who are able to work, much more than here; here we had to cut
personnel, cut on labor cost, and so we have people who are more efficient at what they
do and systems that are more efficient. In Asia I'm amazed to see when you order
coffee, you have 5 people in back, they have a lot of personnel there, sometimes
because they lack the proper training and education and they don’t have the systems
which are in place. There are a lot of personnel to take care of you but then you realize
that the service they provide is not that efficient. You could get better and faster service
with one person who knows what he’s doing as opposed to having 5 who have not been
trained. So for the future, definitely it’s always going to be the same—to use technology
so that the technology helps us simplify the systems, so that we can have fewer staff
members doing the job and providing the same type of service. And so it means that

those people have to be properly trained and be efficient in what they do. @

F—T EERBIRH

(The Revolution of Management Theory )

EELB AR I A N S 00 4 B BB PP B SO B (U ) B B AR
JEH

(M Adler H. Interview with Hervé Fournier, Vice President, César Ritz Hotel School. Joumal of Human
Resources in Hospitality & Tourism, 2005,4(2) ;119 - 127.
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