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ASSESSMENT OF THE COMPETENCIES OF THE HOTEL STAFF
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Abstract

The revelance of this study. Modern organizations operating in the tourism sector need innovation to remain
and be competitive and meet the business requirements of the 21st century. Leading human management organizations
to appreciate positive guidelines for new, innovative management theories, which are related to change management,
knowledge management, growing and improving organization, leadership, project management, corporate social
responsibility, etc. potential (Veleva, M. 2020). Modern tourism organizations have an interest in strategically planning
not only the management of human resources to achieve the goals set, but also strategically planning their management to
participate in changes, training programs and decision-making, through which managers can increase their professional
efficiency and motivation — satisfaction, in the long run, this increases the competitiveness and viability of the tourism
organization. The main problem. With the study is what competencies are needed for the provision of tourism services
by the employees of accommodation companies and how to improve them if non-compliances are identified. The study
aims. To discuss the competencies required by the employees of accommodation companies in the accommodation sector
in the context of the general competencies required in the tourism sector. Research methods. Analysis and synthesis
of scientific literature, questionnaire survey, descriptive statistics shall be used to achieve the purpose of the study.
Results: human resources competence education in accommodation organizations is one of the most important actions,
because it is the guarantee of competition and quality control. During the study leading and non-leading employee’s
competence demand and their compliance degree in exact situation have been set. Leading employees of accommodation
organizations the most improvable competence skill is strategic leading skills. The least needed skill to be improved
is marketing competences. For non-managerial staff in accommodation organizations, problem-solving and crisis
management are the skills that need to be developed the most. Competences related to information technology skills need
the least improvement. Conclusion: the need for competencies and compliance with the real situation in terms of scores do
not make much difference, but the competencies of all groups according to the selected criteria among managers and non-
managers need to be improved in order to maintain stability in the organization. The process of developing the competencies
of tourism organizations must be organized according to the recommended stages of the training process and considering
the changes in the need for competencies in the provision of services in the changing market conditions. Respondents
indicate that the development of competencies needs to be improved at all stages of the organization of the teaching
process, therefore targeted management decisions are needed when planning effective educational programs.

Keywords: human resources, competence, competence education, accommodation organizations.
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timely and adapted to the needs of the labour market
and global changes, and they must be inclined to
adapt to an ever-changing environment. Research
tasks: to analyse the models of human resources
competence education in accommodation firms; after
human resources competence demand and compliance
of accommodation sector employee requirements
have been determined, distinguish the directions
of competence education. Research strategy and logic:
human resources play akey role in achieving the quality
of accommodation services and customer satisfaction.
Questionnaire is based on the Sharma, & Kamble
(2021), Tahiri, Kovagi, Thaqi, & Goga (2020), Sun
Jung and Hyun Yoon (2014), Wessels, Du Plessis, &
Slabbert, (2017) etc. empirical research, establishing
the necessary competencies of the employees
of accommodation companies, compliance with these
competencies.

The models of human resources competencies
in the accommodation sector

Stanisi¢, & Cerovié (2020) states that
competencies can be regarded as a holistic concept,
which is covered by a combination of knowledge
(cognitive competence), skills (functional compe-
tence) and values (social competence) that is
necessary for a particular profession (Le Deist,
& Winterton, 2005); Volfova, Lososova, &
Miovsky, 2020). Empirical methods usually divide
competencies according to employability and future
professional development in the knowledge society.
We can divide competencies into general and specific
competencies. General competencies are commonly
referred to as ’core’, *generic’ or ’key’ competencies.
They increase the productivity of employees vis-a-
vis all potential employers in terms of employability,
and specific competencies increase employee
productivity only for a specific employer or a narrow
range of employers. shows that general competencies
increase employability and labour market flexibility
and reduce the risk of dismissal from specific
positions when it comes to specific competencies
(Palencikova, & Repanova, 2017). According to
the European project Tuning Educational Structures
in Europe (Tuning Education Structures in Europe,
2010) we created a set of chosen competencies that
are typical for all managerial professions in tourism.
These competencies can be considered universal
(tabl. 1).

Competence  models  help to  clarify
the competencies needed by employees in the tourism
sector and more specifically in the accommodation
sector, and by highlighting the expression

of the necessary competencies in the selection
process and attracting the most effective persons to
specific jobs one of the most important components
of models is human relations — communication, but
you need to keep in mind other also very important
parts like information technology knowledge,
human resources management, professional image
and operational knowledge, etc. (tabl. 2).

In accommodation organizations, employees
must meet certain professional standards to be able
to work effectively in the enterprise. Responsible
employees must have a clear professional profile
of the employee, which is based on competency
models. Having competencies allows you to properly
serve customers and get feedback from them.

Results of research. Table 3 shows that
the averages ofthe competencies required formanagers
and their matching scores by criterion group in
scoring the largest gap between demand and matching
was observed in the strategic management skill group
(average score -0.53 points) and forecasting skills
(-0.52 points). discrepancy between human resources
management skills, information technology skills
and financial management skills is -0.48 points. The
discrepancy between human resources management
skills, information technology skills and financial
management skills is -0.48 points. Non-compliance
with the scoring gap was found in the communication
skills (- 0.46 points) and customer service skills
(-0.44 points) and marketing skills groups (-0.4 points).
The smallest difference was observed in the group
of personal characteristics (-0.38 points) (tabl. 3).

The competencies of non-managerial staff
and their relevance to the needs in the organisations
analysed are analysed according to the following
components: problem solving and crisis management
skills and communication skills, information
technology skills, customer service skills and personal
characteristics. comparative analysis was carried
out to identify differences in competence need
and competence matching according to the identified
components of competencies (see Table 4).

The table shows that the average of the necessary
procedures for non-managerial accommodation
staff and their compliance by criterion group is
-0.65 points. The average score for communication
skills and customer service skills is — 0.44 points.
The discrepancy in personal characteristics is small
difference, the average score is 0.37 points, but when
analyzing individual characteristics, the biggest
gap is observed when assessing the responsibility
of employees.
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Table 1

Universal competencies of tourism (Tuning Education Structures in Europe, 2010)

Competencies

Problem solving (ability to identify, analyse and solve the problem).

Self — control (ability to spend the time effectively, to cope up with stress).

Teamwork (the ability to work in team).

Written and spoken communication in Slovak language and in one world language
(business correspondence, ability to write the reports).

Conceptual and analytical thinking (ability to identify new opportunities, bring along new ideas and solution).

1
2
3
4 | People management (ability to motivate, coordinate the activities, lead a group of people).
5
6
7

Information processing (information management, ability to work with information
technologies — to search, analyse and to process the data from different sources).

Ability to learn and to actualize the knowledge.

8 Ability to putting theory in practice (ability to apply the knowledge into practice).

9 Willingness to succeed. We identified specific competencies in tourism, that are typical for the field of tourism and
are only partly portable to the other study fields:

12 Revenue and yield management (ability to calculate the prices in relation to the budget, prognoses of the offer and

demand in relation to the unit production cost).

13 | Tourism product creation and its market positioning (ability to realize market research, to design the product).

14 | Product sales (product placement, product distribution).

15 |HR management (ability to plan the employers’ needs).

16 | Administrative management (ability to work with different documents, invoices, orders, cash-desk).

17 | Customer relationship management (ability to solve the complaints).

18 | Quality control (ability to judge and secure the principles of the quality management).

19 | Stock management (ability to direct the stock flow in the tourism facilities).

20 | Planning (ability to set up the tasks’ priorities).
1 Secur.ity (to know the precautionary measures in terms of health protection and
security of the customers and employers).
22 | Eco-awareness (ability to apply principles of eco and corporate social responsibility in business of tourism).
23 | Customer service skills (ability to serve the customers in the different types of tourism establishments).
24 | Serving skills.
25 |Essentials of table-setting and social etiquette.
26 | Knowledge of food preparation and beverages.
27 |Food and beverage preparation skills.
Table 2
Hotel competency model (Kiely, Brophy, 2001).
Competency Behavioural Indicators
1 2
Teamwork Works effectively with others to achieve shared objectives. Contributes
to sense of camaraderie and strengthens collaboration across departments.
Leading for Gets the best from staff. Encourages them to take responsibility for own
Results work. Provides regular feedback. Deals with any staff issues effectively. Is aware of their own impact
on other members of staff and manages, this appropriately. Proactively strives to retain effective staff.
Effective Appreciates the need for communication to achieve results and maintain motivation. Conveys mes-
Communication |sages persuasively, in ways that are acceptable to others. Listens attentively to what people have to
say to get a true and accurate understanding.
Customer Aims to exceed customers’ expectations Demonstrates a high level of concern that they have enjoyed

Service Focus

their visit Does not lose sight of business needs when trying to ensure customer satisfaction. Makes
a strong, positive impression on customers.

Planning
& Organising

Plans effectively to ensure that things happen on time. Thinks ahead to pre-empt issues that could
arise and ensures these are dealt with in advance. Prioritises own workload to reflect needs of the
business.

Problem Solving

Deals effectively and calmly with difficult or unforeseen situations. Readily identifies solutions that
are satisfactory for those concerned.
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Completion of Table 2
1 2

Financial Remains aware of the financial impact of their and others’ actions. Actively strives to meet targets for

Awareness own area, and finds ways of improving the business.

Enthusiasm Is committed to their role, the staff, and the property. Shows interest in the hotel and contributes posi-
tively to shaping this. Adapts easily to change and challenges the way things are done. Is responsible
and trustworthy.

Strategic Has a vision for the future of the department/property and effectively communicates this to others,

Thinking ensuring that the hotel is continuously working towards this vision. Identifies and implements ways
of improving the business.

Table 3

Averages of competencies required for managers and their compliance scores
by criterion group (in points)

Need for Competency . .
. . . Difference /(in
Managers competencies competencies matching .
. . . . points)
(in scoring) (in scoring)
Forecasting skills 4,49 3,97 -0,52
Strategic management skills 4,50 3,97 -0,53
Human resources management skills 4,46 3,98 -0,48
Problem solving and crisis management skills 4,56 4,05 -0,52
Communication skills 4,51 4,04 -0,46
Information technology skills 442 3,94 -0,48
Customer service skills 4.5 4,06 -0,44
Financial management skills 4,47 3,99 -0,48
Marketing skills 4,39 3,99 -0,40
Personal characteristics 4,54 4,16 -0,38
Table 4

Averages of competences and assessment of their compliance by criterion group (in points)
for non-manageried employees of accommodation companies

C . . Need for Competencies Difference
ompetencies of non-manageried staff . . . .
competencies of non-manageried staff (in points)
Problem solving and crisis management skills 4,38 3,73 -0,65
Communication skills 4,51 4,07 -0,44
Information technology skills 4,40 4,07 -0,33
Customer service skills 4,51 4,07 -0,44
Personal characteristics 4,43 4,06 -0,37

Conclusions

The professional competencies of tourism
consist of general and specific competencies, that
are mutually complete and interlink each other
and together they create the profile of a tourism
employee. The need for human resources in
accommodation organizations is significant in each
business segment. Human skills such as strategic
management, information technology, customer
service, problem solving and crisis management,
personal characteristics, communication, etc. lay
a strong foundation for the company’s image. This
is a decisive step for the organization to lay a strong
foundation for customer satisfaction and superiority

over other organizations. Managers must take
responsibility for training their employees in
the organization. The need for human resources in
the accommodation organization must be systematic,
timely aligned with the needs of the labour market
and global changes, and they must be inclined to
adapt to an ever-changing environment. The focus
must be on sales, management, problem-solving,
information technology training.

The study identified the need for competencies
ofmanagerial and non-managerial employees
and their degree of compliance in areal situation.
leading employees of accommodation organizations,
the most important competence skill is strategic
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management skills. Minimum need to improve
marketing competencies. Fornon-managed
employees of accommodation organizations, the most
importantskill of competencies is problem-solving
and crisis management. minimumcompetencies to be
improved in terms of information technology skills.
Theneed for competencies and compliance with
the current situation in scoring doesnot make much
difference in scoring, but the competencies of all
groups amongthe managerial and non-managerial
staff according to the criteria set out areto be improved
in order to maintain stable performance. The process
of competence development of tourism organisations
must beorganized according to the recommended
stages of the training processes andtaking into
account changes in the need for competencies in
the provision ofservices in a changing market.

Almost half of the respondents assessed thelevel
of competence development from three (on average)
to one cleaning(extremely low level). Respondents
indicate that the development ofcompetencies is to be
improved according to all stages of the organization
ofthe teaching process, therefore, targeted
management solutions are needed whenplanning
effective educational programmes. main directions for
improvingcompetence development are to improve
the competencies of managerial andnon-managerial
personnel taking into account the need and specifics
of theprovision of the service. use the most
innovative ways of improvingcompetencies through
information technology and exploit opportunities
toimprove competencies by acquiring competencies
from specialists leading accommodation companies
in traditional effective ways.
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OIITHKA KOMINETEHIIIA MTEPCOHAJY I'OTEJIA

AHoTanis

AxktyaspHicTh gocmipkeHHs. CydacHi opraHisaiiii, o mpaioTh y chepi TypusMy, HoTpeOyrOTh iIHHOBAIIH, 1100
3aJIMIIATHCS] KOHKYPEHTOCIIPOMO)KHUMU Ta BiJIoBizaTu Bumoram 0Oisznecy 21 cromitrs. [IpoBinHi opranizauii 3 ynpas-
JIHHS JIIOJICBKUMH PecypcaMM IiHYIOTh MO3WTHBHI peKOMEHJamii Julsl HOBHMX, IHHOBAI[IMHUX TEOpil yIpaBIiHHS, SIKi
TOB’s13aHi 3 YOPABIIHHSAM 3MiHAMH, YIIPABIIHHIM 3HAHHSIMH, 3pOCTaHHSAM Ta MOKPAIICHHSIM OpraHi3allii, JiJIepcTBOM,
YIPaBIIHHAM MPOSKTaMH, KOPIIOPATHBHOIO COIIaIbHOIO BiAMOBIAambHICTIO TommIo [6]. Cy4yacHi TypuUCTHYHI OpraHizarii
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3alliKaBlIeHl y CTpareriYyHOMy IUIaHYBaHHI HE TUIBKH YIPABIIHHS JIIOICHKHMMHU PECYpCaMM ISl TOCSATHEHHS MOCTaBIIe-
HUX IJIeH, aje i y cTpaTerivyHoMy IUTaHyBaHHI CBOTO KEPIiBHUIITBA JUIS Y4acTi y 3MiHaX, IporpamMax HaBYaHHS Ta MPH-
WHSTTI pillIeHb, 3aBASKN YOMY MEHEKEPH MOXKYTh IIIBUIIUTH CBOIO IPO(ECiiiHy eeKTUBHICTH Ta MOTHBAIIi0. 3a/10BO-
JICHHS y TOBIOCTPOKOBIH MEPCIEKTHBI MiIBUITY€E KOHKYPEHTOCIPOMOXKHICTB 1 JKUTTE3AATHICTh TYPUCTHYHOI OpraHi3airii.
TomoBHa mpoOiiemMa — BUBYCHHS TOTO, STKi KOMITETEHIIIT HEOOXiTHI UT HaJaHHA TypPUCTHIHHUX TOCTYT CIiBPOOITHUKAMHA
KOMITaHIA 3 PO3MIIIEHHS Ta SK iX MOKPALIUTH y pa3i BUABICHHS HEBIiANOBigHOCTEH. Meta mocmimkeHHs. OOroBopuTH
KOMIIETEHIIT, HEOOXi/[HI MpaliBHUKaM KOMIIaHIi y CEKTOpi pPO3MIILEHHS] THX 3arajbHUX KOMIIETEHIIIH, HEeOOXiIHUX
y ctepi Typusmy. sl TOCATHEHHST METH JIOCII/DKEHHSI BUKOPUCTOBYIOTHCSI aHANI3 Ta y3arajlbHEHHS HAayKOBOI JliTepa-
TYpH, aHKETYBaHHSI, OIIMCOBA CTaTHCTHKA. METOAM JOCII/KEHHS: aHali3 HayKOBOI JIiTepaTypH, aHKeTyBaHHS, OIIHCOBA
CTaTUCTHUKA. Pe3ynbraTi: HaBYaHHS KaAPOBHX KOMIICTEHLIH y OpraHi3alisix po3MilIeHHs O/(HA i3 HAWBAXIIMBIIINX 3aX0-
ZIiB, OCKLTBKH € TAPAHTI€I0 KOHKYPEHIIiT Ta KOHTPOJIIO AKOCTi. Y XOJi JOCHTiHKEHHS Oy7I0 BCTAHOBICHO BUMOTH JI0 KOMIIE-
TEHTHOCTI MPOBITHUX Ta HE KEPiBHUX CIIBPOOITHUKIB Ta CTYIIHb IX BiIMOBITHOCTI y KOHKPETHiH cHuTyartii. Y KepiBHUX
NpaliBHUKIB OpraHizaiiii po3MillleHHs] € HalOUIbII HEOOXITHOK HABUYKOIO 3 CTpaTeriyHoro Jjinepcrsa. HaBuuka, sika
norpedye BJOCKOHAJICHHS, — 116 MAPKETUHIOBI KoMreTeHwii. [{Jis1 HeynpaBIiHCHKOTO TIEPCOHATY B OpraHi3amlisix 3 po3-
MIIIEHHSI BUPILICHHS POOJeM Ta aHTUKPHU30BE YIPABIiHHS € HaBMUKaMH, SIKI HEOOXiJJHO po3BUBaTH HaiiOubnre. Kom-
MIETEHIIii, OB’ sI3aHi 3 HABUYKaMU pOOOTH 3 iHQOPMAIIHHUME TEXHOJOTISIMH, TTOTPEOYIOTh HAWMEHIIIOTO TIOKPAIICHHS.
BucHOBOK: TOTpeba B KOMITETSHITIAX 1 BIATIOBIAHICTH pearbHOI CUTYAaIIil 3TiHO ITKaIH 0ajiB He Ma€ BEJMKOTO 3HAYCHHS,
ajyie KOMITETEHIIii BCIX TPYH 3a BUAUICHIMH KPUTEPIAMH Cepesl KePIBHUKIB Ta He-MEHEKEPiB MOTPEOYIOTh MOJIIIICHHS
JULs 30epekeHHs1 cTablIbHOCTI B oprasizaiii. [Iporec po3BUTKY KOMIIETEHIIH TYpUCTCHKUX OpraHizaiiil Mae OyTu opra-
HI30BaHHH 3TiHO 3 PEKOMEH/IOBAHUMH €TallaMH MpPOLECY HaBUaHHS 1 3 ypaxyBaHHSM 3MiHHU MOTPEOU B KOMIIETEHIIISX
TIPY HaJlaHHI OCIIYT Y PUHKOBUX YMOBaX, 1[0 3MiHIOIOTHCS. PECIIOH/ICHTH BKa3ylOTh, 1110 PO3BUTOK KOMITETEHIIIH HE00-
X1THO BIIOCKOHAITIOBATH BCIX €TallaX OpraHi3aiii HaBYaJbHOTO IPOIECy, TOMY HEOOXiIHI MIICCIPSIMOBAaHI yIIPaBIIHCHKI
PpIIIeHHS TIPH IIaHyBaHHI €(PEKTHBHAX OCBITHIX IPOTPaM.
Ku11040Bi c10Ba: M0ACHKI pecypcH, KOMIIETEHTHICTh, KOMIIETEHTHA OCBiTa, PO3MIIIICHHS OpTaHi3aIliil.
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