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ABSTRACT

The essential skills that rapidly evolve in the hospitality industry demand a
frequentreview and update in the academic curriculum in order to satisfy the increasing job
prospects as well as the performance requirements for hospitality graduates. This research
explores the essential key competencies and soft skills, the hospitality industry expects fromhotel
managers, hotel management graduates and hotel management trainees. A cross-sectional survey
conducted includingstudents of hotel management school and hospitality managers of 5-star
hotels in India, showed that, 86% were soft competencies out of which,flexibility, integrity,
interpersonal skills, positive attitude, professionalism, work environment, communication,
responsibility, and teamwork are some of the key skillsthat play a major role.The results indicate
that hospitality programs should focus on the development of soft skills in support of hard skills
among the students.
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1. Introduction

Despite turbulent financial times, the hospitality industry continues to grow
around the globe. Increasing demand for staff can result in an increasing need
for hotel management schools and hospitality programs to prepare the staff
team adequately. Schools must provide education to ensure a boost in the
performance of graduates inthe hospitality industry. Since the first program at
Cornell University in the 1920s, there has been a dramatic increase
inhospitality and tourism management programs[1]. Between the mid-70s and
2007, there has been an increase from 40 to more than 170 colleges providing
bachelorette programs in the United States of America alone.Global
competition in an evolving market has produced several projects, committees,
coalitions, and domestic reports and concerns about workforce preparedness.
Academia, the private sector, and the government have actively engaged in the
development of programs and policies to deal with the gap between workforce
and better prepare learners for the economy of the future [2].

The hospitality programs are now offering lectures and workshops in
conferences, events, conventions, festivals, and cruise administration. With this
growth, learners are demanding, and teachers are willing to add oriented fields
of education and a wide range of courses in the curriculum. In recent years,
market globalization, technology development, and cultural diversity have
become key variables influencing the requirements of graduates in
hospitality[3]. Hotel industrieschoose the candidatesbest suited for their
organization from the pool of applicants by evaluating theirvarious abilities.
Theyfocus on the technical skills at theentry-level,as every individual
undergoes a training program to comply with business standards. Commercial
establishments invest trillions of dollars in identifying and teaching hard and
soft skills. In addition, establishmentsidentify ways to develop skills, which
help maximize profits. American companies spend $62 billion a year on
training programs[4]. The largest companies in the US spend an average of 2%,
while Japanese and German companies spend 10% of their time on
training[5].In the hope of ensuring retention, recruiters would like to match the
appropriate person with their company. People skills are explained as the
interpersonal or human skills or behavioral skills required for the application of
technical knowledge and skills at work[6][7].

According to few research studies, the number of employees working in jobs
that require above-average education, formation, and experience rose from 49
million in 1980 to 83 million in 2015, which accounts for 68%][8]. In the
United States in May 2017, Statistics Bureau of Labor revealed that the leisure
and the hospitality sector had the largest percentage of openings with 4.9%,
followed by professional and company facilities with a rate of 4.8%[9]. By
2020, the sector of leisure and hospitality are forecasted to add more than 5
million jobs[10]. The office of Labor Statistics projects over 16.5 million
employees by the end of 2024 for the entertainment and hospitality
industry[11].

To address the need for the quickly evolving hospitality sector, academicians
must continuously explore, identify, and revise the curriculum to fulfill the key
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skills required by the industry.Although hotel management schools and
hospitality programs have started to work on bridging the gap between the
abilities of hospitality graduates and the demands of the industry, few studies
have dealt with attributes for the overall employability of graduates from the
perspectives of students and managers. This study is aimed at assessingthe vital
skills and determine variations, if any, in the competencies perceived by
hospitality managers and hospitality students.

2. Background

A work competence consists of associated operations, attitudes, and abilities
linked to the performance that can be measured against norms and enhanced by
instructional projects[12][13]. Employers have said that fresh graduates are not
often ready for work and have called on the universities to generate more
capable graduates[14][15],with transferable skills that can be taken into the
company[16].The Taiwanese experts from the hospitality industry identify
communication and adaptation abilities as the main competencies of career
achievement while deducing that operational and analytical expertise, issue
identification, employee management, and work competence management are
not significantly linked to successful work [17].

Brownell concluded that communication skills and employment activities
contribute the mostin leadership development of women inthe hospitality
industry[18].It was discovered that middle-level management requires higher
leadership abilities such as delegation, while abilities like listening are essential
more at the general manager level, and work expertise (technical skills) is of
little significance in both stages. As per the Gallup-Lumina report, only 43% of
Americans think that university graduates are willing workforce, and 34% of
company leaders do not feel that schools offer students the qualifications and
abilities needed by their companies[19][20].Okeiyi, Finley and Postelexamined
the skills most significant for food and beverage graduates. They discovered
that relationships with people and management abilities to be significant
skillswhile technical strengths proved less significant[21].Su, Miller, and
Shanklin studying norms of accreditation for hospitality programs discovered
that it is essential to have a blended skills bag that industry experts rated[22].
Competencies (there are skills necessary in all fields of work, such as soft
skills, behavioral skills, genre attributes) should be an essential part of an
undergraduate curriculum [23].Literature indicates that the development of soft
skills by many universities is inadequately placed[6]. Abilities necessary to be
employable, not only have to be integrated in one module but also must be
integrated in all stages of study[24]. The word competence is interpreted in
various ways. It is seen as an individual trait[25]and linked not to technological
abilities but to personal characteristics[26]. There is usually limited time
available to train and develop new hires[27], and people who can get on the
ground will be considered more employable than people who do not do it [28].
The faculty relies upon quality graduates who produce and send to the
workforce, but this often relates to the prestige and quality of graduates in each
institution instead of a national occurrence [14][29].The assessment of the

4343



PJAEE, 17 (9) (2020)

skills and abilities needed for students to effectively enter the increasingly
digital world of hospitality must be an ongoing process in order to meet the
needs of the industry[30][31].

In another key study of Florida hospitality and tourism, management
professionals consider teamwork, communication skills, and customer services
to be the best qualities for entry-level managers[32].The researchers
commented that lodging managers felt that these skills were often built through
practical experience. A Business Education Partnership (BEP) model for the
casino industry was devised to attract the trained and productive workforce and
improve recruitment and retention. This study reported that training, workplace
visits, mentoring, and support for learning were effective strategies to develop
the skills of employees[33].Technology is a vital component of any hospitality
resource and that the working experience aspect of the resource is most closely
linked to increased industry software skills[34].

Industry professionals, Gursoy and Swanger established that for a good
hospitality management program,the following are the essential attributes to be
included in the study:Ethics, management, work planning, internships,
hospitality management and organization, organizational analyzes, summary of
the business, food service operations, information technology, logistics
management, strategic management, marketing philosophy, management of
human resources in the hospitality sector[35]. The authors also indicated that
the focus of the curriculum should not be only on operations and business-
specific requirements. Leadership, interaction, customer service, work
practices, ethics, team building, dispute settlement, and goal-setting skills are
also best suited for inclusion on the curriculum in hospitality management[36].
Whitelaw hascommented that researchers push for higher skills such as critical
thinking, Leadership and strategy growth while the industry focuses on
monitoring and cross-personal skills in the field of the front-line supervisory
team[3]. Studies by Spowartshowed that critical skills needed in the work
environments to excel, known as people skills such as customer services and
interpersonal skills, be included and evaluated as part of the hospitality
curriculum [37].1brahim, Boerhannoeddin&Bakare identified that soft skills
and training methodology had a significant impact on employee performance
and the need to redesign the methodology of employee soft skills
training.Hence, it can be summarized thatcompetencies such as listening,
interaction, human relations, and management are the critical factors for an
individual to succeed in the hospitality industry.

3. Materials and Methods

Various competencies were listed out based on a literature survey, and
questionnaires were prepared with this background. Table 1 shows the list of
competencies.
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Table 1. List of Competencies

Hard Competencies Soft Competencies Mixed Competencies
Analyzing Finance reports e Coaching/Developing staff e Managing recruitment
Quality assessments o Cultivating a diverse environment. process
Cost Management e Customer service problem o Critically using information
Developing a marketing plan resolution for decision making
Developing and managing o Delegation of tasks e Training employees
budgets o Developing positive customer e Managing staff grievances
Developing staffing Rota’s relations
Forecasting revenues o Facilitating teams and teamwork
Forecasting staffing needs o Leadership abilities
Identifying target markets e Managing personal stress
Knowledge of and compliance e Managing staff meetings
with legal and regulatory ¢ Negotiating techniques
requirements o Presentation skills

Managing crisis situations, such ¢ Professional demeanor and

as fires, employee or guest appearance

injuries, tornados, etc. e Supervising subordinates

Sales techniques e Using ethics in decision making
Using computers effectively o Working effectively with peers

e Written communication skills

The study surveyed students belonging to schools of hotel management
andmanagers of 5-star hotels in Bangalore, Karnataka, India, working in the
housekeeping department.Bangalore being the IT-Hub of India, consists of
travelers, executives, and IT professionals as guests in these hotels who look
forward to high-quality service during their stay. This survey-based study
consisted of separate questionnaires for students and managers. Section | of the
questionnaires included demographic questions regarding the academic major,
status, gender, and age of the respondent. Section Il collected data regarding
the perceived importance of each of the soft skills as measured with a 5-point
Likert-scale where 1- strongly disagree, 2- disagree, 3 - neutral/undecided, 4 -
agree, and 5 - strongly agree. The sample size is calculated using the random
sampling technique. The questionnaire for students contained additional
questions relevant to measuring their perceived workplace readiness and their
opinion about the priorities for hospitality programs. Finally, students had an
opportunity to provide qualitative feedback through an open-ended question.
Independent sample t-tests were run using the survey data to understand the
difference between the soft skills of students and managers. SPSS tool is used
for analyzing the data.
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4. Results and Discussions

A total of 348 responses were obtained, wherein 328 responses were from
students belonging to hotel management schools and 20 responses from
managers of housekeeping department at 5-star properties in Bangalore.
Independent sample t-tests were carried out from the responses received. Data
were analyzed using SPSS.

5. Demographic Profiles

The tables below showcase the statistics with respect tothe demographic
profiles of the respondents.Table 2 shows the gender distribution of the
respondents.

Table 2. Gender Distribution of Respondents

Respondents Gender Frequency Percentage
Male 199 60.7
Students
Female 129 39.3
Total 328 100%
Male 13 65.0
Managers
Female 7 35.0
Total 20 100%

The gender distribution in the population of respondents. 60.7% of student
respondents were male, and the remaining 30.3% were female. Also, manager
respondents consisted of 65% male and 35% female respondents.

The thinking and perception of different levels of managers towards the
importance of soft skills and its requirements in the industry as of today are
needed to be analyzed. Table 3 represents the distribution of the manager
respondents as per their designations. The 20 manager respondents belong to
various 5-star properties in Bangalore (both Indian and International brands
included)

Table 3. Designation Distribution of Housekeeping Manager Respondents

Designation Frequency Percentage
Executive Housekeeper 6 30%
Deputy Housekeeper 7 35%
Housekeeping Supervisor 7 35%

Total 20 100%

6. Soft Skills Perception

The understanding/perception of soft skills, according to the students and
managers of the hospitality industry, was recorded through the questionnaire
surveys as shown in the Table 4. It is observed through the survey data in Table
4 that a very high percentage of respondents, both students (48.6%) and
managers (55%), consider soft skills as ‘A combination of people skills, social
skills, communication skills and character.” A good amount of respondents,
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33.7% of students, and 35% of managers consider soft skills as ‘Personal
attributes that enable someone to interact effectively and harmoniously with
other people.” A small percentage of respondents viz., 17.3% of students and
10% of managers consider soft skills as ‘Enabling people to navigate their
environment and perform well in the industry. Hence, we can conclude that the
perspective of a majority of students and managers consider soft skills as a
combination of people skills, social skills, communication skills and character.
Table 4. Perception of Soft Skills according to Students and Managers

SI.No. Respondents Soft Skills Perception Frequency Percentage
A combination of people skills, social
skills, communication skills and character. 160 48.6
(Option A)

Personal attributes that enable someone to

1 Students interact effectively and harmoniously with 111 33.7
other people. (Option B)
Enabling people to navigate their
environment and perform well in the 57 17.3
industry. (Option C)

Total 328 100%

A combination of people skills, social
skills, communication skills and character. 11 550
(Option A) )
Personal attributes that enable someone to

2 Managers interact effectively and harmoniously with 7 35.0

other people. (Option B)

Enabling people to navigate their
environment and perform well in the 2 10.0
industry. (Option C)

Total 20 100%

7. Soft Skills Awareness

Through the survey, it was also intended to understand the awareness of
various soft skills among the students and managers of the hospitality industry.
Seven different soft skills were identified through literature review viz.
Leadership, teamwork, communication, work ethics, problem solving,
flexibility, and interpersonal skills and were provided as options in the survey
questionnaire. The data from the survey are as tabulated in Table 5.

It is clear from the data in Table 5 that a good number of students (79) are
aware of communication skills as a soft skill, followed by work ethics (64),
problem solving (56), interpersonal skills (47) and team work (44). However,
only very few are aware of the soft skills, Leadership (22), and flexibility (16).
Students are likely to be most aware of communication skills over other soft
skills as they use it in their day to day lives, be it in colleges or during their
industrial training.

Considering the responses of the managers, the same trend of the student
responses can be observed with high awareness of work ethics, communication
skills, and teamwork, soft skills, and the least awareness of Leadership and
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flexibility. None of the manager respondents show awareness with reference to
the soft skill ‘flexibility,” whereas flexibility plays a huge role in the industrial
areas in the day to day activities. This needs to be concentrated on, as
flexibility is one of the important soft skills, as it helps in accepting the
changes, and progressing ahead.

Table 5. Soft Skills Awareness among Students and Managers

Sl. No. Respondents Soft Skills Frequency Percentage
Leadership 22 6.7
Teamwork 44 13.4
Communication 79 240
1 Students Work Ethics 64 19.5
Problem Solving 56 17.0
Flexibility 16 4.9
Interpersonal Skills 47 14.3
Total 328 100%
Leadership 1 5
Teamwork 4 20
Communication 4 20
2 Managers Work ethics 6 30
Problem Solving 2 10
Flexibility 0 0
Interpersonal Skills 3 15
Total 20 100%

8. General Perceptions regarding Soft Skills

Responses of hospitality students and managers were collected regarding their
perception of soft skills with respect to their requirements and usefulness.
Table 6 shows the various statements regarding the soft skills and statistics of
the respondents.

An independent sample t-test was conducted to compare the responses of the
students and managers. It is clear from Table 6 that, While we consider all 5
points, we see that students and managers don’t have much of a comparison
among the two regarding general perception. The only area where there is a
difference that matters is in the third point wherein; it is seen to be more
students agree than those of managers with context to soft skills, which are
much difficult to learn when compared to knowledge learned professionally.
Table 6. General Perceptions regardingSoft Skills

General statements on

Soft skills Respondents Mean t-test values
Soft skills are critical for career Students 3.64 1.659
advancement Managers 3.10 1.654
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Soft skills are important for getting a better Students 3.54 -0.027

job Managers 3.55 -0.021
Soft skills are difficult to learn compared to Students 3.24 1.270
professional knowledge Managers 2.90 1.216
Soft skills cannot be enhanced through Students 3.15 1.627
practice. Managers 2.65 1.369
Soft skills are not as important as 3.17 1.152

Students Managers

professional knowledge. 2.80 1.008

Independent sample t-test is referred to its t-value, of which, it being of utmost
importance as it justifies the comparison among the two. These Independent
samples tests state that, if the t-value is more than 1.986, then there is a
difference between what students and managers think in this study. Hence, we
can observe a comparison through this.

In this case, managers and students almost think alike as the t-value does not
exceed 1.986. So, when we consider the students who undergo training in 5-
star properties and what soft skills they are expected to know in general, this
determines that the managers’ perceptions match the students’. This, in
return,shouldn’t cause problems to either of the two, as what soft skills students
expect to know and to what managers expect of students during their industrial
training runs at the same level. This acts as an advantage as the students’ and
the managers’ perspectives are on the same level.

9. Importance of Soft Skills in Professional and Personal Life

This survey question deals with understanding the mindset of the students and
managers with respect to the importance of soft skills in various aspects of
professional and personal life as shown in Table 7.

Table 7. Importance of Soft Skills in Professional and Personal life

Importance of soft skills Respondents Mean t-test values
Getting along with people ﬁﬂt:gggtesrs gzg 8322
Career Advancement ﬁﬁtggggfm gig 82(7)\,15
s o oxe
Academic Performance ‘:/tll;gzggs 222 888;

The independent sample t-tests conducted on the responses of academic
performance denote that both managers and students feel that soft skills are not
important for academic performance. However, it is also seen that no T-value
is above 1.986, which signifies that there is no significant difference between
the two responses. With both students and managers having the same thinking
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and mindset, this also helps in mutual understanding and gets tasks done
efficiently in the workplace and diminishes the anxiety in students about what
managers would expect.

10. Importance of Soft Skills in Employment

It is clear from Table 8 exhibits the responses and comparison between the
thinking ways of students and managers with respect to the importance of
certain soft skills for employment. The perspectives regarding the importance
of leadership, teamwork, decision making, problem solving, and time
management soft skills for employment were questioned. It is clear from Table
8 that students and managers both feel the same when considering time
management as a factor with a mere difference between the two. Students and
managers have a greater difference when we consider teamwork as a factor.
Table 8. Importance of Soft Skills in Employment

Importance of soft skills for

Respondents Mean t-test value

employment
| eaderchi Student 3.82 0.899
P Manager 3.55 0.777
Teammork Student 3.78 1.043
Manager 3.50 0.850
. . Student 3.58 0.461
Decision Making Manager 3.45 0.377
Problem Solvin Student 3.74 0.539
9 Manager 3.60 0.414
Time Management Student 3.83 1.799
g Manager 3.30 1.554

11. Soft Skill requirement at Various Positions in Housekeeping
Department

The perspective and understanding of the requirement of soft skills by
employees at various levels were perceived through this survey question. It can
be observed through Table 9 that both the respondents have a negative effect
on what they perceive regarding soft skills requirements towards varied
positions, and to some extent, the comparison among different positions is very
vast. For instance, if we compare students' and managers' perspectives towards
the level of soft skill requirement for a deputy housekeeper to the students' and
managers' perspective towards the level of soft skill requirement for an
executive housekeeper, the difference is very vastly portrayed. Though it has a
negative t-value associated with it, it does come with a difference. The job
positions go down the line that even focuses on industrial trainees and job
trainees and the level of soft skills they require before working as a permanent
one.
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Table 9: Soft skill requirement in Housekeeping Department

Positions in housekeeping

department Respondents Mean t-test values
Executive Housekeeper Students 3.96 -3
P Managers 4.05 -.326
Deputy Housekeeper Students 3.74 -2.081
y Managers 4.25 -2.175
Housekeeping Supervisor Students 3.60 -1.599
Managers 4.00 -1.381
. . Students 3.67 -.900
Housekeeping Associate Managers 390 -'846
Job Trainee Students 3.83 -1.383
Managers 4.20 -1.573
Industrial Trainee Students 3.72 -1.306
Managers 4.05 -1.180

Therefore, as the t-value is not being more than 1.986 among any of the
conducted Independent samples t-tests, it can be said that there is not much of a
difference in perceptions and understanding of soft skills by both hospitality
students and managers.Further, it is also seen that students are quite aware of
the soft skills, which means that the training has been well imparted.

12. Implication

This study established the rankings of qualifications and skills required for
success in the industry and the recent changes in the aspirations of hospitality
graduates and industry professionals. As Steroid Theory[38] has indicated, it is
important for hospitality programs to incorporate these research findings into
their curriculums as employers continue to recruit students who are likely to
meet their standards better than average.lt is necessary to constantly assess
which skills are essential to ensure that graduates meet the needs of the
hospitality sector in today's rapidly changing global business
environment.Since few programs include students in just one area of hospitality
management, evaluating these skills across all functional fields is
critical.Chung-Herrera et al. employed a skill template that was particularly
useful, with an emphasis on skills that are likely to be important in the future
ten years[39].

From the scenario discussed, in the near future, envisioned by colleges, written
and oral educational assessments will be viewed as a facilitator of high level
with regard to student achievements. They will help students learn and succeed
in school and help them further in the industry. Here we are trying to state that
soft skills have a huge impact in the future as they help students understand the
importance of communication and other related skills such as teamwork and
leadership, which are beneficial from an industry point of view. Practically,
hands-on experience evaluations need to be conducted regularly to enhance
soft skills along with technical skills. Teachers, in turn, will use this
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information to modify instruction for the class and for individuals based on
their understanding and thinking patterns.

In the context of this study, the basic knowledge would focus on the
development and use of theory-based assessment. Furthermore, it is essential to
recognize that research impacts practice indirectly through the influence of the
existing knowledge based on the four most important mediating arenas:
educational tools and materials, teacher education and professional
development, education policies, public opinion, and media coverage. By
affecting each of these areas, and expanding knowledge based on the principles
and practices of effective assessment can help change educational practice, and
the study of changes in practice, in turn, can help in further developing the
acquired knowledge.Hence, the Hospitality Management schools should focus
on training the students by conducting various On the job and Off the job
training sessions, which help them to get the hands-on-training and also to
experience the real world.

13. Conclusion

In the industry, an employee is expected to learn hard skills along with the
respective soft skills. This research is based on the gap created through soft
skills, which impact the hospitality Industry. The objective of the study is to
understand the importance of soft skills that a student should possess before
joining the industry and the housekeeping management’s perception, whichare
expected from the students during their industrial training. Flexibility, integrity,
interpersonal skills, positive attitude, professionalism, work environment,
Communication, responsibility, and teamwork are some of the key points
discussed in this research that play a major role.

The inclusion of housekeeping managers is an interesting part of this
study.This is an area, which is increasingly attractive to women in hospitality
studies and changes the face of the traditionally male-dominated hospitality
management system.The effect of this has to be investigated further. Hence, it
can be concluded that KSAs (Knowledge, Skills & Attributes) play an
important role in shaping students’ future. Along with technical knowledge,
hard skills, soft skills, and attributes equally play an important role. Students
and Managers must update themselves regularly in order to meet the industry’s
expectations.

14. Limitations

The survey sample was a random sample of hospitality students from one
university for whom e-mail addresses were available. It is possible that a
similar study with larger sample size, conducting the same study at another
university, or including students from several universities would result in
different findings.

Further research to confirm or refute the value of soft skills at all levels of
management as hospitality managers advance in their careers can be
done.Another limitation of this study is the inability of survey respondents to
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explain why they perceived the competence to answer — Did they only take
into account the system function or integrate underlying Soft Competency? We
do not know that yet. Further, additional research is needed on how well hotel
management schools are succeeding in teaching soft skills and the most
effective methods to use inthe teaching of these skills.
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