David Cayuela, a Ritz Carlton hotel manager was asked what he considered to be the most
essential key to creating an effective organizational culture. Without hesitation he said, “The
selection process.” The Ritz-Carlton doesn’t select employees haphazardly, hoping to fill a vacancy
quickly so they can get on with business. They take hiring (known as the selection process) very
seriously. It's not uncommon for the selection process to involve six or seven steps (and even more
for management positions and higher). Mr. Cayuela said, “We don'’t hire for technical talent but for
natural talent.” It's easier to train technical talent, but natural talent makes the difference. He pointed
to being a “team player” as one example of natural talent. A person’s ability to work with a team and

reflect the organization’s values has far greater value than any technical skill.

"It's easier to train technical talent, but natural talent makes the difference. ”

The Ritz-Carlton also values diversity in the selection process. On one occasion | asked an
employee how she enjoyed working for Ritz-Carlton. She said, “I really like it. I've worked here for

ten years. Other hotels only like to hire younger employees, but the Ritz hires people of every age.”

To help them with the selection process, Ritz-Carlton uses assessment tools from Talent Plus and
Gallup. While multiple interviews and assessments require greater patience, this thorough process
has proven effective. Joseph Michelli shared the perspective of Susan Strayer, a member of the
Ritz-Carlton team: “By choosing the right people in the first place, our turnover is in the 20 percent
range in an industry that averages about 60 percent. That payoff alone, not to mention staff morale

benefits, is enough to justify our patience” Having an effective hiring process is essential.

Lesson: Finding the right fit may take a little longer but will make your job easier and more profitable

in the long run.


http://www.talentplus.com/
http://www.gallup.com/home.aspx
http://stephenblandino.com/2009/05/creating-effective-hiring-process.html

