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As demand for tourism has been increasing in recent years, the accommodation industry, which
plays a central role in the tourism industry, is concerned about a decline in the quality of customer
service due to increasingly sophisticated services and a shortage of human resources. In order to solve
the problem for the service quality, it is necessary to develop human resources with hospitality
competence that can respond to diverse needs and co-create value with customers. In the small and
medium-sized accommodation industry, which accounts for most of the accommodation industry, the
human resource development has been relied on the senior employees in each operation, and not been
systematically maintained. In addition, most of the research of the human resource development in the
accommodation industry has been conducted in the large-size accommodation industry. Although the
effectiveness of human resource development in improving the quality of service has been confirmed, it
has been focused on business management research from the management's perspective. In contrast,
there is little accumulation of knowledge on capability development from the employee perspective, as
explained by learning theory (e.g., Kolb, 1984).

This study focused on the acquiring process of hospitality competence for employees, which is
important for the accommodation industry, and aimed to construct an effective human resource
development model for the small and medium-sized accommodation industry from both the manager's
perspective and the employee's perspective.

First, in terms of human resource development from the manager's perspective, we conducted
questionnaire and interview survey to the managers of small and medium-sized accommodation
industry in Ishikawa Prefecture, Japan. Analyzing the results, three important elements for human
resource development (planned on-the-job training, use of manuals, and intra-organizational
communication) were obtained. Next, we interviewed employees of a small and medium-sized
accommodation industry in the same prefecture, analyzed the results using the modified grounded
theory approach (M-GTA), and examined the acquiring process of hospitality competence for the
employees, using the experiential learning theory. The results showed that the acquiring process

progresses through three stages (early, middle, and late). The inner development for employees, which is



the core of the process, is influenced by two types of interactions, one between employees and the other
with customers, and the process is also facilitated by the assignment of new roles outside the main task.

By combining the three elements necessary for human resource development from the manager’s
perspective and the acquiring process of competence from the employee’s perspective, as identified from
the above two perspectives, we were able to present an effective human resource development model. It
was clarified that, to realize effective human resource development for the small and medium-sized
accommodation industry, the three elements from the management perspective and new roles outside
the main task from the employee’s perspective are required to be operated in the appropriate training

periods.
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