
Cornell Professor Tallies the Value of Integrity
2008-10-07 

Simons Study Finds ’Integrity Dividend’ in Hotel Industry 

A detailed study of labor-management interactions in a United States hotel chain has demonstrated the value of telling the
truth. The results of the study are found in a new book, The Integrity Dividend: Leading by the Power of Your Word, by
Tony Simons. Simons is an associate professor at the Cornell University School of Hotel Administration, and is a research
fellow with the Center for Hospitality Research. The book is available from all popular book sellers, or through the author at 
www.integritydividend.com. 

To test his theory that employees’ assessment of whether their managers live by their word had an effect on a hotel’s bottom
line, he surveyed the attitudes of employees at 76 hotels, all franchises of one chain. For all the factors that he measured,
Simons found that managers’ behavioral integrity was the factor with the greatest correlation with those hotels’ financial
results, exceeding even fairness. He called this effect the ’integrity dividend.’ 

The integrity dividend works as follows. Employees note carefully whether their supervisors keep their word. When they are
confident that their supervisors’ words and actions are consistent, employees become less likely to leave their jobs and more
likely to offer superior customer service. Moreover, the employees themselves are more likely to act with integrity. Simons
refers to this effect as a ’culture of integrity.’ The consequence of management integrity is higher profitability. It’s important
to note that this effect is based on employees’ perceptions of whether managers deeds match their words. 

The book also analyzes issues that interfere with the integrity dividend. Chief among those issues is failure in
communication. Simons warns that managers must be clear, careful, and concise to avoid being misunderstood by their
employees. Unfortunately, the supervisor is blamed for any communication failures, and may be seen as less than trustworthy
as a result-which means they sacrifice the integrity dividend. The book includes specific suggestions that help managers build
their communication skills. It also offers tips on other ways to manage leadership credibility, and to create a management
culture of accountability. 

As a research fellow for the Center for Hospitality Research, Simons is coauthor of ’Why Trust Matters in Top Management
Teams: Keeping Conflict Constructive,’ with Randall Peterson. As a corollary to integrity in management, they reported on
the importance of trust in effective management decision making. When managers trust each other, Simons and Peterson
found, decisions improve because the managers can candidly analyze the issue at hand. In the absence of trust, any
controversy spins out of control. A forthcoming report by Simons analyzes the importance-and challenges--of behavioral
integrity in a multi-cultural workplace. 

Here is the publication information for the book: 

The Integrity Dividend: Leading by the Power of Your Word, by Tony Simons. 244 pp. Hardbound, $27.95. Published by
Jossey-Bass, San Francisco. ISBN 0-470-18566-X. 

About The Center for Hospitality Research 

A unit of the Cornell School of Hotel Administration, The Center for Hospitality Research (CHR) sponsors research designed
to improve practices in the hospitality industry. Under the lead of the center’s 73 corporate affiliates, experienced scholars
work closely with business executives to discover new insights into strategic, managerial and operating practices. The center
also publishes the award-winning hospitality journal, the Cornell Hospitality Quarterly (formerly the Cornell Hotel and
Restaurant Administration Quarterly). To learn more about center and its projects, visit www.chr.cornell.edu. 

Center partners and sponsors: AIG Global Real Estate Investment, American Airlines Admirals Club, Davis & Gilbert LLP,
Deloitte & Touche USA LLP, Denihan Hospitality Group, Expedia, Inc., Four Seasons Hotels and Resorts, Fox Rothschild
LLP, 

FX Real Estate and Entertainment, Inc., General Growth Properties, Inc., HVS, InterContinental Hotels Group, job.travel,
JohnsonDiversey, Inc., Jumeirah Group, LRP Publications, Marriott International, Inc., Marsh’s Hospitality Practice, Mobil
Travel Guide, Inc., Nestlé, PricewaterhouseCoopers, Proskauer Rose LLP, Smith Travel Research, Southern Wine and Spirits
of America, Inc., SynXis (a Sabre Holdings Corporation), Taj Hotels Resorts and Palaces, Thayer Lodging Group, TIG
Global, Travelport, WATG, and WhiteSand Consulting. 

Center friends: 4Hoteliers.com American Tescor, LLC Argyle Executive Forum Caribbean Hotel and Restaurant Buyers
Guide Cody Kramer Imports Cruise Industry News DK Shifflet & Associates ehotelier.com EyeforTravel Fireman’s Fund
Insurance Company Gerencia de Hoteles & Restaurantes Global Hospitality Resources Hospitality Financial and Technology
Professionals (HFTP) hospitalityInside.com hospitalitynet.org Hospitality Technology Magazine Hotel Asia Pacific Hotel
China HotelExecutive.com Hotel Interactive Hotel Resource International CHRIE International Hotel and Restaurant
Association International Hotel Conference International Society of Hospitality Consultants (ISHC) iPerceptions Lodging
Hospitality Lodging Magazine Milestone Internet Marketing MindFolio Parasol PKF Hospitality Research The Resort Trades
RealShare Hotel Investment & Finance Summit Resort+Recreation Magazine RestaurantEdge.com Shibata Publishing Co.
Synovate The Lodging Conference TravelCLICK UniFocus WageWatch, Inc. WIWIH.COM 
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