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Abstract

In the hospitality and tourism industry, human resource management (HRM) assumes
a pivotal role in determining the success and long-term growth of these sectors. This
investigation delves into the various strategies and challenges associated with managing
employees, with a particular emphasis on selecting, training, developing, and retaining
high-performing staff. By examining these aspects, this study sheds light on the
essential nature of HRM in fostering sustainable development within the hotel and
tourism industry. To begin with, the selection of suitable candidates is of paramount
importance in the hotel and tourism industry, where customer service and satisfaction
are paramount. HRM strategies must prioritize the identification and recruitment of
employees who possess the necessary skills, knowledge, and attitudes to provide
exceptional service to guests. This involves implementing rigorous selection processes,
such as thorough background checks, skills assessments, and personality tests, to ensure
that only the most qualified candidates are selected for employment. The impact of
cultural diversity on work performance is also examined, as well as the role of
technology and digital transformation in modern management practices. This research
highlights the need for flexible practices and approaches adapted to the unique needs
and challenges of the tourism industry, with the aim of improving job satisfaction and
efficiency.

Methodology: The research sample consists of 16 people, 7 men and 9 women aged
between 20 and over 50 years. The questionnaire was distributed to the staff of the
MELIDONIA SUIT hotel in Santorini.

Conclusions: Strategies that focus on employee empowerment and training are
positively associated with job satisfaction. Digital transformation increases the demand
for advanced technological and analytical skills among workers. Advanced practices in
human resource management contribute to the sustainability of the tourism industry by

enhancing corporate social responsibility and ecological awareness.
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“Atoiknon AvOpomivou Avvoutkod 6TV ZEVOO0YEI0KN
L

Blounyoavia”

dukinnov Aonuiva

Iepiinyn

21ov KAAGO TG PLA0EEVIOG KO TOV TOVPIGHOV, 1 dtoElpton avBpdOTIVOL SLUVOUIKO
(HRM) Swdpopatiler kabopiotikd poro otov Kabopiopd G emitvyiog Kol g
pakpompdBeoung avantuéng avtdv tov topémv. Avti 1 épsuva gupabivel otig
OlQOpPES OTPOTNYIKEG KOl TPOKANGCES mov oyetiCovtar pe 1 dwyeipon Tov
epyolopévav, pe 101aitepn EULEACT OTNV ETAOYT, TNV EKTOLOEVOT), TV AVATTLEN Kot
N Stpnomn TPos®IKoy VYNNG anddoone. E&etdlovtag avtég T mTuyés, avt M
peAéTn plyvel omg oty ovclaoTikn evon tov HRM yuo v mpodbnon g Prdoiung
avanTLENG OTOV EEVOJOYEWKO KOl TOLPIOTIKO KAADO. ApYIKA, M EMAOYN TOV
KatdAANA®V vroyneiov ivol vyiotg onpaciog 6tov EEVOOOYELKO KOl TOVPLOTIKO
KAGOO, Omov M e&umnpPETNON KOL 1 IKOVOTOINGTN TV TEAAT®V €IVl TPOTAPYIKNG
onpociog. Ot otpatnyikég avOpamivov duvoptkod TPENEL va divouy mpoTeEpUOTNTO
GTOV EVTOMIGUO KOl TNV TPOCANYN VRTOAANA®V 7oL SBETOVV TIC OmOPOiTNTES
0eE10TNTEG, YVMOCELS KOl GUUTEPLPOPES Y10 TNV TOPOYN EEMPETIKDOV VITNPECIHV GTOVG
EMOKENTES. AVTO TEPILAUPAVEL TV EQAPLOYT CVCTNPDOV SLOOIKOGIDV ETAOYNG, OTMG
evdedeyeic eAEYyovg 16TOPIKOD, AEOAOYNGELS OEEIOTNTAOV KOl TECT TPOCOTIKOTNTIGS,
Yoo va dlac@oiotel 0Tl emAéyovior Yo amacoyOANon HOVO Ol T KOTAAANAOL
vroynoeotl. E&etdleton emiong o avTikTumog TG TOATIGUKNG TOIKIAOLOPPiaG otV
amddoon ™G epyaciag, kabBmdG Kot 0 POAOG TNG TEYVOAOYIOG KOL TOV YNOLOKOV
UETOGYNUOTIOUOD OTIG GUYYPOVES TPOKTIKEG dtoryeipiong. Avtn 1 épgvuva vtoypoappilet
TNV OVAYKN Y10 EDEMKTES TPOUKTIKES KO TPOGEYYIGELS TPOGOUPLOCUEVES OTIG LOVOUIIKEG
avayKeg Kol TPOKANGELS TNG TOVPISTIKNG Prounyaviag, pe otdyo ™ Peitioon g

EPYOGLOKNG IKOVOTOINGNG KO OMTOTEAECUOTIKOTNTOG.
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MeBoodoroyia: To delypa g €pevvag amoteieiton and 16 dropa, 7 dvopeg kot 9
yovaikeg nAkiag petad 20 kot dvo tov 50 etov. To epouaToldylo dtoveundnie

610 TPos®TIKO Tov Eevodoyeiov MELIDONIA SUIT ot Zavtopivn.

Yvumepdopata: Ot oTpaTNyIKES TOL €0TIALOVV GTNV EVOLVALWOGT KOl TNV EKTAIOEVON
Tov gpyalopévov cuvodovtor Betikd pe v gpyactokr] Kavomoinorn. O ynelokog
HETOGYNMOTIONOG ovEdvel ™ {RTNOM Yo TPONYUEVES TEXVOLOYIKEG KOl OVOAVTIKEG
de&lotteg peta&y tov gpyalopévov. Ot mponyuéveg TPOKTIKEG oTn Swoyeipion
avOpodmvov dvvapikod cuoppdiiovy ot PlOcUdTNTO TG TOLVPLCTIKNG Propnyoaviog

EVIoYDOVTOG TV ETAPIKT KOWW®VIKT €000V Kot TNV OIKOAOYIKT] GUVEIONON).

AéEeig — Krewowd

Awyeipion AvBpomvov Avvopikov, Egvodoyetakn Bliounyavia, Ikavoroinon and v
gpyooia, Ztpatnyikéc AvOpomivov Avvopikov, Exraidevon kot Avantuén, Eveléia

Epyaciag.
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INTRODUCTION

Human Resource Management (HRM) in the hospitality industry is a critical
component in determining the sector's success and resilience, as it directly impacts the
quality-of-service delivery and the overall customer experience. In an industry
characterized by a heightened focus on customer satisfaction, the effective management
of employees is paramount. A comprehensive HR strategy that encompasses both
individual development and team performance is essential for creating a dynamic and
engaged workforce (Armstrong, M. 2019).

In addition to individual employee development, HRM in the hospitality industry must
also prioritize the creation of a safe and healthy work environment. This includes
fostering a culture of engagement, empowerment, and continuous growth, as well as
implementing robust health, safety, and environmental (HSE) practices. The ability of
hoteliers to maintain a motivated and skilled workforce is crucial for upholding high
quality standards in service delivery and creating a positive corporate image (Bratton,
J., 2017).

Effective leadership and management in the hospitality industry require adaptability
and a flexible mindset, as leaders must be able to respond to shifting trends in consumer
preferences, cultural changes, and technological advancements. To ensure that leaders
possess the necessary skills and knowledge, a commitment to personal and professional
development is essential. This includes ongoing training and development programs, as
well as opportunities for mentorship and skill-building (DeCenzo, D. A., 2018).

HRM in the hospitality industry plays a vital role in determining the sector's success
and resilience. By prioritizing both individual employee development and HSE
practices, hoteliers can create a dynamic and engaged workforce that is well-equipped
to meet the challenges of a rapidly evolving industry. Effective leadership and
management require adaptability, a flexible mindset, and a commitment to personal and
professional development. In the hospitality industry, effective communication and
teamwork are indispensable for the successful management of organizations. Leaders
must establish an environment of mutual respect, trust, and open communication
between management and staff to facilitate collaborative problem-solving and promote

a shared sense of purpose. Regular interaction and active listening are crucial for
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addressing employee concerns and communicating business goals and objectives

(Ineson, E. M., 2017).

Moreover, as the hospitality industry continues to evolve, sustainability and social
responsibility have become increasingly important considerations for leaders and
managers. Hotels and other hospitality businesses must incorporate these values into
their operations and strategies to ensure that they not only achieve financial success but
also contribute to the well-being of society and the environment.

In light of these developments, human resource management (HRM) in the hospitality
industry has become a critical component of sector success. By prioritizing both
individual employee development and team performance, fostering a culture of
engagement and empowerment, and incorporating sustainability and social
responsibility into their operations, hoteliers and other hospitality professionals can
create a competitive advantage for their organizations (Lashley, C 2020).

In conclusion, HRM in the hospitality industry is essential for the sector's success, and
its importance will only continue to grow in the face of changing social, economic, and
environmental factors. By prioritizing the development of their employees and fostering
a culture of engagement and empowerment, hospitality leaders can create a workplace
that is not only productive and efficient but also socially and environmentally
responsible.

Human resource management (HRM) is a vital component of the hospitality industry's
overall success and resilience, as the quality of employees directly impacts the customer
experience and ultimately, the organization's financial performance. In a highly service-
oriented industry, the effective management of human resources is crucial to ensure that
service quality is maintained, competitiveness is fostered, and sustainability is
achieved.

HRM in the hospitality industry is a strategic investment in human capital, as it directly
influences the quality-of-service delivery and, subsequently, the organization's
financial performance. By prioritizing the development and well-being of employees,
HRM can lead to increased customer satisfaction, which can result in increased loyalty,
repeat business, and long-term success.

Moreover, effective HRM can enable the hospitality industry to adapt to changing

market conditions and technological advancements. By fostering a culture of
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continuous learning and development, organizations can ensure that their employees
are equipped with the necessary skills and knowledge to meet the evolving needs of
customers. This can enable the industry to stay ahead of the competition and maintain

its position as a leader in the global economy.

RESEARCH QUESTIONS
1. How do human resource management strategies affect job satisfaction in the hotel

industry?

2. What is the impact of cultural diversity on the effectiveness of work teams in the
tourism industry?

3. How does digital transformation affect training and development needs in the tourism
industry?

4. What is the effect of working time flexibility on employee performance and
satisfaction in the tourism industry?

5. How does strategic human resource management contribute to the sustainability of

the tourism industry?

RESEARCH AFFAIRS
1. Strategies that focus on employee empowerment and training are positively

associated with job satisfaction.

2. Cultural diversity in work teams improves creativity and innovation, leading to
increased efficiency.

3. Digital transformation increases the demand for advanced technological and
analytical skills among workers.

4. Flexibility in work hours is positively associated with increased work performance
and satisfaction, due to improved work-life balance.

5. Advanced practices in human resource management contribute to the sustainability
of the tourism industry by enhancing corporate social responsibility and ecological

awareness.
Chapter 1, entitled "Theoretical Framework,” deals with the theoretical background
concerning the hotel industry and hospitality. In this chapter, an analysis of the role of

HR in these industries is made, examining the importance of employees in service
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delivery and customer experience. In addition, human resource management practices
in these industries and the role of training and skill development in improving service
quality and achieving success in the hotel and hospitality industry are discussed.
Chapter 2, titled "Education and Skills Development,” examines how education plays
a role in the hospitality industry. First, it deals with the design and implementation of
training programs aimed at improving the skills of workers in the hospitality sector. It
then analyzes the specific skills required to perform in the hospitality industry, such as
customer service, communication, crisis management and industry knowledge.
Chapter 3, entitled "Management and Leadership,” examines issues related to
management and leadership in the hospitality industry. First, it probably analyzes the
challenges facing leaders in the hospitality industry, including challenges related to
human resource management, customer service, and crisis management.

It then examines various leadership styles and theories that can be applied to the hotel
sector, as well as ethics, culture and diversity in the hospitality industry, highlighting
the importance of understanding and managing these factors in the successful operation
of hotels.

Then follows the methodology with the statistical analysis and the conclusions of the
research. This is followed by a comparison of the literature with the findings of the

results and recommendations for improving human resource management.
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CHAPTER 1 THEORETICAL FRAMEWORK

1.1 Human Resources in the Tourism and Hospitality Industry

Human resources in the hotel and hospitality industry play a crucial role in the quality
of service and the success of businesses in this industry. The employees in hotels and
places of hospitality are the face of the business, and they are the ones who come into
contact with the customers, offering the services and creating the experiences that will
form the customers' perception of the business (Morrison, A. M. 2013).

In this industry, education and training of workers is vital. Employees need to acquire
the necessary skills and knowledge to meet the demands of their job, such as customer
service, effective communication, crisis management and industry knowledge. Also,
managers and leaders in the industry must have leadership skills to manage and direct
staff (Pizam, A., 2018).

Employees in the hospitality industry are expected to be highly communicative and
effectively manage the expectations and needs of customers, regardless of their
nationality and culture. Therefore, managing different cultures and being aware of
diversity are important aspects of day-to-day operations.

In this industry, conflict management is common, as employees come into contact with
many different people. The ability to deal effectively with differences and conflicts is
essential to maintaining harmony in the workplace (Rutherford, D. G., 2011).

Finally, continuous training and skill development is essential for workers in this
industry due to constant changes in customer needs and technological innovations. The
business must be flexible and adaptable to respond to changing buying trends and

customer needs.

1.2 Human Resource Management Practices

Human resource management is an essential component of success in the hotel and
hospitality industry, as it encompasses a range of practices and procedures aimed at
effectively managing, training, and developing personnel. The recruitment and

selection of suitable employees is a critical initial step, as the hiring of unsuitable staff
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can have detrimental effects on business performance. A thorough and specialized

hiring process is necessary to ensure the right candidates are selected, involving careful

evaluation of skills, experience, and personality.

Once employees are on board, they require training in various aspects of their work,
including communication skills, customer service, safety and health protocols, as well
as specialized skills specific to the industry, such as cooking or waitressing. Training
not only enhances employee skills and knowledge but also improves performance and

customer satisfaction, contributing to the overall success of the business.

Evaluating employee performance and developing improvement plans are essential
practices that facilitate continuous professional development and growth. By providing
employees with opportunities for growth and advancement, businesses can maintain a
competitive edge and ensure long-term success in the highly competitive hospitality
industry.

Moreover, human resource management must be adaptable and responsive to changing
market trends and customer needs. To remain competitive, businesses must be prepared
to offer additional training and educational programs to their staff, enabling them to
meet new demands and challenges as they arise in the constantly evolving hospitality

market.

In conclusion, effective human resource management practices are crucial for creating
successful hotel businesses that provide high-quality services to their customers. By
prioritizing employee recruitment, training, performance evaluation, and adaptability,
businesses can establish a strong foundation for long-term success in the hospitality

industry.

1.3 Theories of Learning and Education in the Tourism Sector

The hotel industry, a dynamic and customer-oriented sector, greatly benefits from the
application of various theories of learning and education. These theories offer insights
into how employees acquire skills and knowledge, and how they can be effectively
trained to enhance service quality and operational efficiency.
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Behaviorism and On-the-Job Training

Behaviorism, a theory that focuses on observable behaviors and disregards mental
activities, is particularly relevant in the hotel industry. The principle that behavior can
be learned and unlearned through conditioning is crucial for employee training. On-the-
job training in hotels often employs behaviorist techniques where employees learn
through repetition and reinforcement. For instance, a front desk employee might be
trained to greet guests in a specific manner, with positive feedback reinforcing this
behavior. Behaviorism supports the idea that skills and attitudes required in the
hospitality sector can be systematically taught and ingrained through practice and
feedback (Luthans, F. 2011).

Behaviorism, as applied to on-the-job training in the hotel industry, plays a pivotal role
in shaping employee behavior and enhancing service delivery. Founded on the
principles of classical and operant conditioning, behaviorism posits that learning is a
change in observable behavior caused by external stimuli rather than internal thought
processes. This theory has significant implications for training methods and employee
development in the highly interactive and customer-focused hotel sector.

Classical conditioning, a concept introduced by Ivan Pavlov, involves learning through
association. In the hotel industry, this aspect of behaviorism can be particularly
effective in training employees for standard customer service protocols. For example,
staff members can be conditioned to associate the presence of a guest with immediate,
friendly engagement. Through repeated exposure to this scenario, coupled with positive
reinforcement from supervisors (such as praise for prompt and courteous service),
employees can develop an almost reflexive approach to customer interaction. This
conditioning ensures that high service standards become second nature to the staff,
leading to a consistently positive customer experience (Colquitt, J. A., 2018).

Operant conditioning, championed by B.F. Skinner, revolves around the idea of
reinforcement and punishment to modify behavior. In the context of the hotel industry,
this can be a powerful tool for skill enhancement. For instance, when a hotel employee

successfully resolves a guest complaint or performs exceptionally in managing a busy
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reception, they may receive a reward such as a bonus, recognition, or even a promotion.
These positive reinforcements motivate employees to repeat and maintain these
desirable behaviors. Conversely, negative behaviors, such as tardiness or subpar guest
interaction, can be discouraged through constructive feedback or other corrective
measures. This aspect of behaviorism ensures that employees are consistently
motivated to improve their skills and service quality.

The concept of reinforcement schedules is another critical element of behaviorism
relevant to on-the-job training. Varying the timing and frequency of rewards can have
different effects on learning and behavior retention. For example, variable-ratio
schedules, where rewards are given after an unpredictable number of responses, can be
highly effective in maintaining consistent performance levels among hotel staff. This
approach keeps employees motivated over longer periods, as they are unsure when the
next reinforcement (reward) will come, leading to consistently high levels of
performance (Colquitt, J. A., 2018).

In addition to conditioning, behaviorism also emphasizes the importance of learning
through observation. In the hotel industry, behavioral modeling is a key training tool.
Experienced staff members, exhibiting model behaviors in customer service, can be
observed by trainees. This observational learning is often combined with role-playing
exercises where trainees actively practice and replicate these behaviors. Such exercises
not only help in understanding the practical aspects of the job but also instill confidence
in handling real-life situations.

While behaviorism has shown significant success in on-the-job training, it's important
to note that this approach primarily focuses on observable behaviors, often neglecting
the internal cognitive processes involved in learning. To address this, many hotel
training programs integrate behaviorism with other learning theories, such as
cognitivist, to create a more holistic training experience. This blended approach
recognizes the importance of external reinforcement while also acknowledging the role

of mental processes in learning (Luthans, F. 2011).
Cognitivist and Problem-Solving Skills

Cognitivist, which focuses on the inner mental activities of the learner, is essential for

developing problem-solving skills in hotel employees. This theory argues that learning
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involves the use of memory, motivation, and thinking, and is not just a product of the
environment. In the hotel industry, where employees frequently encounter unique guest
requests and operational challenges, cognitivist’s emphasis on understanding how
people process and store information is invaluable. Training programs that develop
cognitive skills, such as decision-making and analytical thinking, empower employees
to handle complex situations, such as resolving guest complaints or managing booking
errors (Ertmer, P. A. 2013).

Cognitivist focuses on the 'black box' of the human mind, particularly on how
information is received, processed, stored, and retrieved. In the hotel industry,
employees are constantly receiving and processing a plethora of information — from
guest requests to operational challenges. Effective training programs based on
cognitivist principles help employees learn how to organize this information, make
sense of it, and apply it in decision-making processes. For instance, when a front desk
employee is faced with an overbooking situation, their ability to recall similar past
experiences, process the current information (guest details, room availability, etc.), and
apply learned problem-solving strategies is crucial (Mayer, R. E. 2014).

Cognitivist is particularly effective in developing problem-solving skills. It encourages
employees to use their existing knowledge as a foundation for creating new
understanding. This approach is crucial in the hotel industry, where each problem might
have multiple solutions. Training programs can use case studies, simulations, and
situational analysis to encourage employees to think critically and creatively. For
example, presenting employees with a scenario where they must handle a difficult guest
complaint encourages them to use cognitive skills like analysis, evaluation, and
synthesis to come up with viable solutions.

Schema theory, a key concept within cognitivist, explains how people categorize
information and experiences into mental constructs or 'schemas’. In a hotel setting,
employees develop schemas for different operational procedures and guest interactions.
Effective training can help in refining these schemas, making it easier for employees to
retrieve and apply relevant information when faced with problems. For instance, a
schema for handling emergency situations can enable staff to act quickly and efficiently
without needing to process each step consciously (Gagné, R. M 1985).

Cognitivist principles also emphasize the importance of managing cognitive load — the

amount of mental effort being used in the working memory. In the hotel industry,
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employees often juggle multiple tasks simultaneously. Training programs designed
with an understanding of cognitive load can help employees learn how to prioritize
tasks and process information more efficiently. This is particularly important in high-
pressure situations where too much information can overwhelm and impede decision-
making.

Another significant aspect of cognitivist is the concept of transfer of learning — the
ability to apply learned knowledge and skills to new situations. In the hotel industry,
where no two situations are exactly alike, the ability to transfer learning is invaluable.
Training should focus not only on specific skills and knowledge but also on how to
adapt and apply these in varying contexts. For example, skills learned in handling guest
services at the front desk can be transferred to dealing with inquiries in the concierge
or customer service sections (Mayer, R. E. 2014).

In summary, cognitivist offers a comprehensive framework for understanding and
improving problem-solving skills in the hotel industry. By focusing on the internal
mental processes involved in learning, cognitivist-based training can equip employees
with the cognitive tools they need to handle the complex, varied challenges they face
daily. This approach fosters a workforce that is not only skilled in routine tasks but also
adept in thinking critically and creatively, adapting to new situations, and continuously

improving their performance.

Constructivism and Experiential Learning

Constructivism posits that learners construct their own understanding and knowledge
of the world, through experiencing things and reflecting on those experiences. In the
context of the hotel industry, this theory underscores the importance of experiential
learning. Employees learn best when they actively participate in the learning process,
often through real-life scenarios and role-playing exercises. For example, a training
session where employees simulate handling a busy check-in process allows them to
actively construct their understanding of effective customer service practices (Duffy,
T. M., 2013).

Constructivism emphasizes that learning is an active, contextualized process of

constructing knowledge rather than acquiring it. This approach is particularly pertinent
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in the hotel sector, where employees encounter diverse situations that require more than
textbook knowledge. Constructivist training encourages staff to draw on their
experiences, interpret situations based on their understanding, and adapt their responses
accordingly. For instance, dealing with a variety of guest queries and complaints is not
just about applying a standard protocol but involves understanding the specific context,
guest expectations, and finding a solution that aligns with the hotel’s values and guest
satisfaction.

Experiential learning, a key aspect of constructivism, involves learning through doing
and reflecting on those actions. In the hotel industry, this often translates into immersive
training methods such as simulations, role-playing, and on-the-job training. For
example, a mock setup where employees handle a full-scale event from start to finish
provides a realistic platform for them to apply their skills, make decisions, and learn
from the outcomes. This hands-on approach not only enhances skill acquisition but also
aids in developing critical thinking and adaptability (Siemens, G. 2005).

A critical component of constructivist and experiential learning is reflection. In the
hotel industry, encouraging employees to reflect on their experiences helps them make
sense of what they have learned and how it applies to their work. Reflective practices
can be incorporated into training sessions through group discussions, journals, or
feedback sessions. This reflective process ensures that learning is internalized, leading

to deeper understanding and better application of knowledge in real-world scenarios.

Constructivism also emphasizes the social aspect of learning. Collaborative learning
environments, where employees learn from and with each other, are vital in the hotel
industry. Peer learning, team-based problem-solving, and mentoring programs can
facilitate the sharing of experiences and knowledge, leading to a more cohesive and
informed workforce. For instance, a junior staff member learning from a senior
colleague’s experience in handling a crisis situation can be more effective than
traditional classroom-based learning (Ertmer, P. A., 2013).

The hotel industry, with its diverse roles and responsibilities, demands customized
learning experiences. Constructivist approaches allow training to be tailored to the
individual’s learning style and pace. For example, a housekeeping staff member might
benefit more from visual and hands-on training, while a front office executive might

require more in-depth role-play exercises and customer interaction simulations. This
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personalized approach ensures that each employee’s learning needs and preferences are
addressed, leading to more effective training outcomes (Kolb, D. A., 2000).

While constructivism offers significant benefits, it also presents challenges, such as
requiring a high level of learner motivation and self-direction. Moreover, constructivist
methods may need to be blended with other learning theories to address the varied
learning styles and needs of a diverse workforce. For example, combining constructivist
approaches with behaviorist techniques (like reinforcement and feedback) can create a
more comprehensive training program that caters to a broader range of learning
preferences (Ertmer, P. A., 2013).

In conclusion, constructivism and experiential learning theories provide a robust
framework for employee training and development in the hotel industry. By focusing
on active participation, reflection, and personalized learning experiences, these
approaches equip employees with the skills, knowledge, and adaptability they need to
excel in their roles. As the hotel industry continues to evolve, leveraging constructivist
and experiential learning principles will be key to fostering a capable, responsive, and

innovative workforce.
Social Learning Theory and Collaborative Learning

Social Learning Theory, proposed by Albert Bandura, emphasizes the importance of
observing, modeling, and imitating others. In the hotel environment, this theory
manifests in collaborative learning and mentoring. New employees often learn by
observing experienced staff, understanding the nuances of guest interaction, and
internalizing the standards of service. Collaborative learning environments, where
employees share knowledge and skills, foster a culture of continuous learning and
improvement.

Observational learning, a key component of Social Learning Theory, is especially
relevant in the hotel industry. Employees often learn by observing their peers and
managers handling various situations, such as guest interactions, conflict resolution,
and operational tasks. This vicarious learning is not passive; it involves attention,
retention, reproduction, and motivation. For instance, a new employee might observe a
seasoned colleague expertly managing a difficult guest complaint and then mimic

similar strategies in future interactions. This process of observation and imitation helps
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in the rapid acquisition of practical skills and behavioral norms within the hotel
environment (Bandura, A. 2001).

Modeling is a powerful tool within Social Learning Theory. In the hotel industry,
experienced staff can act as role models, demonstrating effective communication,
problem-solving, and customer service skills. Implementing mentorship programs,
where new or less experienced employees are paired with seasoned staff, can facilitate
this modeling process. Through regular interactions, observation, and feedback,
mentees can learn the nuances of their role and the broader expectations of the hotel's
service standards. This approach not only aids in skill development but also helps
inculcate the hotel's culture and values in new employees.

Collaborative learning is another aspect where Social Learning Theory finds
application in the hotel industry. Employees working in teams can learn from each
other's experiences, insights, and problem-solving approaches. For instance, during
staff meetings or training sessions, group discussions, case study analyses, and team-
based problem-solving exercises can encourage knowledge sharing and collective
learning. This collaborative environment fosters a sense of community, improves
communication skills, and leads to innovative solutions to workplace challenges
(Jonassen, D. H., 2012).

The advent of technology has also influenced social learning in the hotel industry.
Online platforms, social media, and e-learning tools enable employees to engage in
learning communities beyond the physical workplace. For example, online forums and
virtual training sessions allow staff to observe, interact, and learn from colleagues
across different locations. This digital extension of social learning expands the scope

and reach of collaborative learning, making it more accessible and diverse.

Feedback is an essential component of Social Learning Theory, especially in a service-
oriented industry like hospitality. Constructive feedback, whether from supervisors,
peers, or guests, plays a crucial role in the learning process. It helps employees
understand the impact of their actions and how they can improve. Regular performance
reviews, guest feedback analysis, and peer evaluations can provide valuable insights

and reinforce desirable behaviors and skills (Dillenbourg, P. 2013).
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While Social Learning Theory offers significant advantages, it's important to recognize
its limitations and complement it with other learning theories for a holistic approach.
For instance, combining social learning with behaviorist approaches (such as
reinforcement) or cognitivist strategies (emphasizing internal mental processes) can
create a more comprehensive and effective training program.

In conclusion, Social Learning Theory and its emphasis on observational learning,
modeling, and collaborative learning are highly beneficial in the hotel industry. These
principles support the development of a skilled, adaptable, and cohesive workforce,
capable of delivering exceptional service. By fostering an environment where
employees can learn from each other, share experiences, and receive constructive
feedback, hotels can continually enhance their service standards and operational

efficiency.
Humanistic Approach and Employee Development

The humanistic approach to learning, which focuses on personal growth and self-
fulfillment, is particularly relevant for employee development in the hotel industry.
This theory suggests that learning is self-directed and aligns with the individual's needs
and goals. In the hospitality sector, where employee satisfaction directly impacts guest
satisfaction, aligning training with personal development goals can be highly effective.
Programs that offer career advancement opportunities, skill diversification, and
personal development workshops can motivate employees to learn and excel in their
roles.

One of the core concepts of the Humanistic Approach is self-actualization, which refers
to the realization of one's potential and the development of personal capacities and
talents. In the hotel industry, this translates into providing opportunities for employees
to not only excel in their current roles but also to explore and develop other areas of
interest and expertise. For example, an employee working in housekeeping might have
a keen interest in guest relations. A humanistic approach to employee development
would encourage and facilitate the exploration and development of these interests,
leading to a more versatile and engaged employee (Deci, E. L., 2018).

Humanistic learning theory emphasizes the importance of an employee-centered

approach, recognizing that each individual has unique needs, experiences, and
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perspectives. In the hotel industry, this means tailoring training and development
programs to fit individual learning styles and career aspirations. Instead of a one-size-

fits-all training program, a humanistic approach might include a variety of learning

methods such as mentoring, coaching, workshops, and online courses, allowing

employees to choose paths that best fit their personal learning styles and career goals.

The Humanistic Approach also stresses the development of emotional intelligence and
interpersonal skills, which are crucial in the hospitality industry. Training programs that
focus on empathy, communication skills, conflict resolution, and customer service not
only improve the quality of service but also contribute to the personal growth of
employees. For instance, workshops on emotional intelligence can help front-line staff
better understand and respond to the emotional needs of guests, leading to enhanced
guest satisfaction (Skaalvik, E. M., 2017).

A key aspect of the Humanistic Approach is creating a work environment that supports
personal growth and self-esteem. In the hotel industry, this can be achieved through
positive reinforcement, recognition of achievements, and providing a supportive and
respectful work culture. Regular feedback sessions, employee recognition programs,
and a culture that values and respects each employee's contributions can foster a
positive work environment conducive to personal and professional growth.

While the Humanistic Approach has many benefits, implementing it in the hotel
industry can be challenging. It requires a significant commitment of time and resources
to develop personalized training and development programs. Additionally, it requires a
management culture that genuinely values and supports employee growth and well-

being, which can be a significant shift for some organizations (Reeve, J. 2018).

In conclusion, the Humanistic Approach to learning and employee development in the
hotel industry offers a framework for nurturing a more engaged, versatile, and satisfied
workforce. By focusing on the personal growth and self-actualization of employees,
hotels can not only improve the quality of their service but also foster a positive and
supportive work environment. This approach, while challenging to implement, can lead
to significant benefits in terms of employee retention, guest satisfaction, and overall

organizational success.
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Consequently, the application of various theories of learning and education plays a

critical role in the hospitality industry. From behaviorism's emphasis on preparation

and skill acquisition to the humanistic approach’s focus on personal development, these

theories provide a framework for effective employee training and development. As the
hospitality industry continues to evolve, understanding and leveraging these learning

theories will be critical to maintaining high standards of service and operational
excellence. The ultimate goal is to create a learning environment that not only imparts

the necessary skills but also promotes personal and professional growth, leading to a

more motivated and capable workforce (Eraut, M. 2018).

1.4 Importance of Training and Skills Development

Training and skills development are essential components in any organization's
strategy, playing a critical role in boosting productivity, efficiency, and
competitiveness. In today’s fast-paced and ever-evolving business environment, the
importance of continual learning and development cannot be overstated (Noe, R. A.
2016).

Adapting to Technological Advancements:

In the era of rapid technological change, staying updated with the latest advancements
is vital. Training programs help employees acquire new skills and knowledge necessary
to operate new technologies and adapt to digital transformations in the workplace. For
example, training in new software, data analysis tools, or digital communication
platforms ensures that the workforce is not only adept at using these tools but can also
leverage them to increase productivity and innovation.

Hotel workers must understand and use technology tools to provide top-notch customer
service. Skills in the use of technology, such as mobile check-in/check-out or online
reservation management, are essential to improve the customer experience.

Data security training is vital in the hospitality industry as customer information must
be protected. Employees must be educated on security best practices and the risk of
data leakage (Goldstein, I. L., 2002).
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Skills in using reservation management software, automating inventory control
processes, and analyzing data help increase the efficiency of hotel operations.

The hotel industry is going through a period of constant change and innovation.
Workers must be ready to acquire new skills and adopt new technologies quickly. This
requires constant training.

Workers who develop skills in technology have better options in the labor market and
can advance to higher jobs.

Overall, training and skill development in the hospitality industry is essential to meet
the challenges and opportunities presented by technological developments. Continuous
training and skills development help ensure hotel competitiveness, improve the

customer experience and develop opportunities for workers in the sector.
Enhancing Employee Performance and Productivity:

Effective training programs directly contribute to enhancing employee performance.
Well-trained employees are more proficient and efficient in their job roles, leading to
increased productivity. For instance, sales training improves the skills of sales
representatives, enabling them to better understand customer needs and close deals
more effectively. Similarly, leadership training equips managers with the skills to lead

teams effectively, thereby enhancing overall team performance (Kraiger, K., 2018).
Fostering Employee Satisfaction and Retention:

Investing in training and skills development is also a key factor in employee satisfaction
and retention. Employees who receive regular training feel valued and supported by
their organization, leading to higher job satisfaction. This, in turn, reduces turnover
rates, as employees are more likely to remain with an employer that invests in their
professional development. Moreover, a robust training program can be a strong selling

point in attracting top talent.
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Ensuring Compliance and Reducing Risk:

In many industries, ongoing training is essential for compliance with legal and
regulatory requirements. Regular training ensures that employees are aware of and
adhere to industry regulations, thereby reducing the risk of non-compliance and
potential legal issues. For instance, in the healthcare sector, continuous training on
patient privacy and data security is crucial to comply with regulations like HIPAA
(Health Insurance Portability and Accountability Act) (Phillips, J. J., 2015).

Promoting Innovation and Competitive Advantage:

Training and skills development are also key drivers of innovation and competitive
advantage. A skilled workforce is more adept at identifying areas for improvement,
suggesting innovative solutions, and implementing changes that can drive business
growth. Companies that prioritize training are often at the forefront of their industries,

as they can quickly adapt to market changes and capitalize on new opportunities.
Enhancing Team Cohesion and Collaboration:

Training programs, especially those that focus on soft skills like communication,
teamwork, and problem-solving, can greatly enhance team cohesion and collaboration.
When employees are trained in these areas, they are better equipped to work effectively
in teams, understand each other's strengths and weaknesses, and collaborate towards

common goals (Cascio, W. F. 2018).

In conclusion, training and skills development are indispensable for the growth and
success of any organization. By keeping employees skilled and knowledgeable,
organizations not only enhance their productivity and efficiency but also foster a culture
of continuous improvement and innovation. In the long term, this investment in human
capital pays off through increased employee satisfaction, better retention rates, and a
stronger competitive position in the market. As the business landscape continues to
evolve, the emphasis on training and development becomes increasingly crucial for

organizational resilience and success.
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CHAPTER 2 TRAINING AND SKILL DEVELOPMENT

2.1 Design and Implementation of Educational Programs

Designing and implementing HRM training programs in the hospitality industry is a
critical part of being successful in this competitive industry. The hotel industry is
characterized by constant changes and increased demands on customer service, and
staff are the core of success.

The design of a training program for human resources in hotels must take into account
the special needs and wishes of the staff. This means that educational designs must be
individualized and provide opportunities for the development of professional skills and
staff development (Dessler, G. 2019).

An important objective of planning is to develop skills that meet the synchronized needs
of industry. Technological developments, such as the use of booking management
software, data analysis and data security management, require staff to develop relevant
skills. Training programs must incorporate learning new technologies and prepare staff
for changes in the digital world.

In addition, human quality management usually requires developing skills in time
management, communication, and conflict resolution. Training programs should focus
on these skills to improve performance and effectiveness (Armstrong, M. 2019).

The key to the success of designing and implementing HRM training programs in the
hospitality industry is to continuously evaluate and adapt the programs to the needs of
the staff and the industry. This ensures that staff are equipped with the necessary skills
and knowledge to meet the demands of the competitive hotel market.

In addition, the implementation of training programs must be accompanied by
systematic monitoring and evaluation of staff performance. This helps identify
successes and areas that need improvement. Continuous assessment-based upgrading
of training programs is essential to adapt to the ever-changing needs of the industry
(Noe, R. A., 2020).

Finally, continuous investment in the training and development of human resources is
a necessity for the success of the hotel industry. Creating a common training and

development program that promotes the development of skills and the development of
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employees is the key to competitiveness and high quality of service in the hospitality

industry.

2.2 Analysis of Skills Required in the Hotel Industry

Analyzing the skills required in the hospitality industry is a critical process in
developing a competitive and successful hospitality business environment. The skills
required in this industry are complex and varied, as the hotel industry serves various
functions and customer requirements.

First, communication skills are a pillar foundation in the hospitality industry.
Employees must be excellent in communicating with customers, be courteous, helpful
and able to deal with various challenges.

Hotel workers must always be polite and helpful to customers. This includes greeting
with a smile, being courteous and willing to help with any customer need.
Discrimination based on nationality, gender, age or other factors must always be
avoided (Baker, S., 2015).

The ability to listen carefully to customers is important to understand their needs and
requirements. Employees must be committed to responding to customer questions,
comments and concerns.

Employees must be able to clearly express information and instructions to customers.
Dealing with problems or difficulties requires clear and effective communication skills.
The hotel industry can cause various types of conflicts, such as incidents of conflict
with customers or colleagues. Employees must be able to manage these conflicts in a
professional manner and find solutions that will satisfy all parties.

In the hotel industry, customers may come from different countries and speak different
languages. Employees must be familiar with managing the diverse linguistic and

cultural needs of customers and be able to communicate effectively.

Overall, communication skills are essential to ensure a positive customer experience
and the success of a hotel. Employees must train and develop these skills at all levels
of the hotel hierarchy in order to provide high quality service and maintain a position

in this competitive industry.
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In addition, time management skills are critical to effectively managing tasks in a
hotel. The ability to plan, prioritize and execute tasks in an efficient manner is essential
for smooth operations. Management skills are critical to success in the hospitality
industry, as these skills affect organization, performance and customer satisfaction.
Managers in hotels must have strong communication and leadership skills. They must
be able to communicate effectively with their staff, guide and encourage them. Human
resource management is critical to creating a positive work environment.

Time management is a key skill for hotel managers. They must be able to plan and
prioritize tasks and manage their time effectively, especially in high-logged situations.
Managers must be able to make quick and sound decisions, especially in emergency
situations or in situations where a quick reaction is required to satisfy customers.
Managers must be able to manage the financial, human and material resources of the
hotel. This includes budget, staff and facility maintenance (Johns, N., 2017).

Problem management is inevitable in the hospitality industry. Managers must be able
to identify problems and implement effective solutions that will ensure customer
satisfaction.

Managers need to be aware of market trends and their competitors. They must be able
to adapt their strategies according to changes in customer demand and market needs.
Managers must maintain high professional standards and promote a professional spirit
in their staff. They must set a good example and follow hotel rules and procedures.
The above skills are just a few of the many required to effectively manage a hotel.
Managers must continue to develop these skills and adapt to industry changes to ensure
hotel success and customer satisfaction.

In addition, technological dexterity is an important asset in the modern hospitality
industry. The ability to use reservation management software, data analytics and data
security management is required to remain competitive.

Technological dexterity is a critical element in the modern hotel industry, as
technological developments affect every aspect of hotel business. Emerging
technologies such as cloud computing, artificial intelligence, automation and data
management require workers in the field to become familiar with many different

technology platforms and software (Pizam, A., 2018).
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The hotel industry is heavily dependent on reservation management systems.
Employees need to know how to use these systems to manage and communicate with
customers in real time.

RFID technology and other security systems enable efficient management of room
keys, ensuring customer safety.

Systems like Chabot and mobile apps can help automate common customer questions
and provide quick service.

Employees must be familiar with customer data management and analytics techniques
to provide personalized service.

Protecting customers' personal data is critical. Employees must understand basic
security principles and protect customer data.

Employees must be familiar with social networks and managing the hotel's online
communities, promoting communication with customers.

The training process for the use of new technologies must be continuous. Employees
must be trained to develop the necessary skills (Pizam, A., 2018).

Acquiring technological proficiency in the hospitality industry helps employees
provide high-quality service, increase the efficiency of their operations, and deliver a
personalized customer experience. In addition, it helps hotels stay competitive in the
market and attract customers through the use of technological innovations.

In addition, availability for continuous training and development is necessary to
adapt to an ever-changing industry. Employees must be willing to learn new skills and
evolve to stay competitive.

Collaboration and relationship management skills are critical to success in the
hospitality industry. In an industry where customer service and teamwork are essential,
the ability to collaborate and manage human relationships is a prerequisite for providing
high quality service and achieving customer satisfaction (Hayes, D. K., 2019).

The skill of effective communication is fundamental. Employees must be able to
communicate with each other, listen and understand the needs and expectations of
customers. This includes both verbal and written communication, as well as the ability
to effectively manage difficult customer situations (Lashley, C., 2015).

In the hotel industry, collaboration is essential. Employees must be able to work

effectively as a team, collaborate to solve problems and deliver cohesive services.
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In an environment where customers may have different needs and requirements,
managing differences is important. Employees must be familiar with dispute resolution
techniques and be able to handle difficult customer situations with professionalism.
Employees must be trained to provide high quality customer service. This includes the
ability to respond to customer needs, provide information and provide personalized
service.

In the hotel industry, conflicts can arise between employees or with customers.
Employees must be able to manage these conflicts skillfully and find common
solutions.

Continuing education is essential. Employees must be updated on new trends and
practices in the industry, as well as trained in new technologies and skills (Hayes, D.
K., 2019).

The above skills are crucial for employees in the hotel industry, as they contribute to
the development of a satisfying and efficient work environment. Managing
relationships between employees and customers is essential to maintaining high quality

service and achieving success in the competitive world of the hotel industry.

2.3 Training Methods and Techniques

Training methods and techniques in the hotel industry are critical in preparing staff and
ensuring high quality customer service. Here we will analyze in detail various training
methods and techniques applied in this field:

This method involves training employees during their daily work. Young workers
watch and learn from the more experienced, performing practical tasks.

In On-the-Job training, new employees enter their daily work, but at the same time
receive training from more experienced colleagues or trainers. This allows them to
immediately apply what they learn and improve their skills (Hassanien, A., 2009).
Trainers or supervisors can monitor employee progress during On-the-Job training.
This includes evaluations of their performance and feedback for improvement.
Employees gain hands-on experience by directly applying what they learn in their work
environment. This practical application often results in faster and more sustainable

understanding and skill development.
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As On-the-Job training goes hand in hand with actual work, it is easier for employees
to adapt to the pace and needs of training, ensuring effectiveness. While facing real
challenges during On-the-Job training, employees learn to solve problems and adapt to
work conditions. On-the-Job training is often cost-effective, as employees remain in
full-time employment during the training (Hassanien, A., 2009).

Combining On-the-Job training with other training methods, such as off-the-job
training and online training, can result in comprehensive training programs that
empower employees and contribute to the success of the hospitality industry.
Simulation Training (Simulations): This technique involves employees in simulated
situations, such as simulating reception or customer service. This allows them to
practice in real situations without any real danger.

Simulation training allows employees to participate in real-life scenarios that they may
encounter on the job. For example, a hotel can use simulations to train staff in
emergency situations, such as evacuating a building or dealing with emergency
situations (Pizam, A. 2010).

Simulations allow employees to practice and improve skills required on the job, such
as customer service, booking management, and troubleshooting. Simulation provides a
safe environment for training where employees can make mistakes without causing real
consequences. This allows them to learn from their mistakes and develop confidence.
Simulations can include scenarios that require collaboration and communication
between employees. This helps improve collaboration and communication skills.
Simulation training can save time and resources as it does not require interrupting
normal hotel operations for training. Simulations can be tailored to the needs of
employees and the hotel, providing tailored training for various positions and skill
levels. Simulation training is an effective tool for training staff in the hotel industry and
helps increase efficiency, service quality and customer satisfaction (Pizam, A. 2010).
Online Education (e-Learning): E-learning is popular for staff management on
various educational platforms. Employees can access courses and resources online,
tailoring their training at their own pace.

Online training offers staff flexibility by allowing employees to take courses anytime
and from anywhere. This is especially useful for traveling staff and those who cannot

attend traditional classes. It also provides a variety of learning resources such as videos,
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interactive lessons, real-time meetings and more. This allows training to be adapted to

the needs and level of each employee.

The hotel industry often uses new technologies, such as online reservations, electronic
management systems, and customer service applications. Online training can train staff
to use these tools. Online training platforms can provide personalized training by
tracking employee progress and tailoring content to their needs (Lucas, R., 2013).
Online training platforms can provide means to assess employee progress and
performance. This allows managers to monitor performance and identify any
weaknesses that need improvement. Online education reduces costs associated with
traditional education, such as travel and accommodation for staff who need to attend
courses. Online training also allows staff to be immediately informed about new
practices, policies and trends in the industry. This is critical in an ever-evolving space.
Ideally, it offers employees the opportunity to develop their skills, which can enhance
their satisfaction and make them more engaged in their work. Online education is often
combined with digital resources and materials. This helps reduce paper use and energy
consumption, promoting sustainability. Hotels that invest in online training can gain a
competitive advantage by having well-trained staff who provide high-quality service
(Lucas, R., 2013).

Overall, online education is an essential tool for the hotel industry, as it contributes to
the development of staff skills, the provision of high-quality services and the
maintenance of hotel competitiveness.

Group Training: In this method, employees are trained as groups. This promotes
cooperation and the development of skills required for working in groups.

The hotel industry requires staff to work together harmoniously to provide high quality
service. Team training helps enhance employees' ability to work effectively as a team,
understand their roles, and interact positively with one another. During group training,
employees learn to communicate effectively with each other and with customers. This
helps improve the quality of customer service and increase customer satisfaction
(Mokhtar, S. S. M., 2013).

Also, problem situations or role plays can be used to practice solving problems they
may encounter in their work. This approach helps employees develop problem-solving

skills and gain confidence.
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Group training strengthens the social cohesion of the staff. During meetings, employees
develop relationships of trust and solidarity, which enhances team performance. During
team training, employees can develop decision-making skills under pressure. This is
especially important in situations where a quick reaction is required.

Group training can encourage the exchange of ideas and the creation of new approaches
to work. Employees can be more willing to contribute to innovation and work
improvement. Employees who are trained as a team can more effectively deal with the
stress and pressures that commonly occur in the hospitality industry (Mokhtar, S. S. M.,
2013).

Participating in team trainings can increase employees' self-confidence as they
recognize the importance of their contribution to the team. Group training can help
employees to take on and adopt company values and values, creating a shared spirit and
attitude towards their work.

External Training (External Training): Employees are sent outside the company for
training in specialized centers or seminars to develop specific skills, such as
management, communication or service technigues.

External training providers often offer specialized programs that meet specific hotel
needs. This can include training to use specific software, manage specific services, or
even certifications in specific areas such as food safety.

External trainers are usually up-to-date on the latest trends and developments in the
industry. They can transfer this knowledge to trainees, helping them stay current and
competitive.

Participating in external training programs gives employees the opportunity to meet and
network with professionals from other businesses and hotels, creating opportunities for
future collaboration and exchange of ideas.

Outsourcing training can save time as trainers have the experience and tools to deliver
training on specific topics without the need to develop internal resources and training
programs.

Exposure to external trainers and seminars can help the company refresh its ideas and
implement new approaches to management and service delivery (Stipanuk, D. M.,
2014).
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Overall, external training is an effective tool for training and developing employees in
the hotel industry. It helps to increase skills, improve performance and keep the hotel
competitive in the market. It is important for companies to invest in this form of training
to ensure their success and sustainability.

Self-Development: Employees are encouraged to educate themselves independently
by reading books, attending lectures, and developing their personal skills.

Workers in the hospitality industry must have excellent communication skills. This
means being able to communicate effectively with customers, colleagues and
management. Employees must be polite, friendly, and able to handle difficult situations
with professionalism.

The ability to understand and satisfy customer needs is crucial. This means being
flexible and offering personalized service. In the hospitality industry, time management
is critical. Employees must be organized and able to manage multiple tasks and tasks
simultaneously.

The hospitality industry can be demanding and stressful. Employees must have the
ability to manage stress and maintain their psychological well-being. The distinction is
based on the ability to treat each customer with respect, regardless of gender,
nationality, age, and other parameters. This is critical to creating a positive image for
the hotel (Nankervis, A., 2006).

Personal development is often associated with ongoing education and training.
Employees must be willing to learn new skills and grow in the hospitality industry.
Employees in the industry must maintain high professional standards and respect hotel
rules and procedures. Personal development in the hotel industry ensures not only
professional advancement but also the provision of high-quality customer service. In
addition, it helps hotels stay competitive and stand out in the market by attracting and
retaining great employees.

Systematic Assessment (Assessment): The assessment of employees during and after
completion of training helps to determine the skills achieved and the quality of the
training. The assessment begins with the collection of data on various aspects of the
business, such as customer satisfaction, service quality, financial performance,
consumption rate, and more. This data can come from customer surveys, customer

reviews, internal analyzes and other sources.
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When collecting data, hoteliers must set clear goals and evaluation criteria. These goals
should be Specific, Measurable, Achievable, Related and Timed (SMART). The quality
of service is critical to the hotel's success. The assessment includes monitoring
compliance with quality standards, such as ISO, and detecting service quality issues.
Assessment involves analyzing data to identify trends, priorities and areas for
improvement. Hoteliers often use techniques such as SWOT analysis and Pareto
analysis. Based on the assessment results, hotels implement improvement measures to
strengthen weaknesses and improve performance. These measures may include staff
training, process changes, technology investments, and more (Nickson, D., 2005).
Assessment is not a one-dimensional process. It is necessary to maintain a continuous
monitoring and evaluation of performance to ensure the successful implementation of
improvement measures and the maintenance of high-quality services. Systematic
evaluation should be combined with reward systems for excellence. Employees who
contribute to improved performance should be rewarded and recognized for their
efforts. Overall, systematic evaluation is critical to the success of the hotel industry. It
helps maintain competitiveness, improve customer service and achieve high quality
standards.

Continuous Training: Since the industry is constantly evolving, training must be
continuous. Employees must be willing to learn new technologies and techniques to
stay current and efficient.

In the hotel industry, competition is high, and customers demand high quality services.
Continuous training allows staff to constantly improve their skills, learn new trends and
offer even better service (Smith, A. J., 2004).

Technology plays an essential role in the way services are delivered in the hotel
industry. Employees must be up-to-date on the latest technological developments and
be able to use booking systems, information management software and other digital
tools to improve work processes and serve customers effectively. Training focuses on
improving customer communication skills, managing customer expectations, and
handling customer issues and complaints. Hospitality workers can experience high
levels of stress and anxiety due to the nature of their work. Education can teach them
how to cope with stress, maintain their mental health and remain effective at work.

Continuous training encourages the personal development and advancement of the
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employee. It may include opportunities for promaotion, recognition of achievements and
development of new skills.

A continuing education program can make the hotel establishment more attractive to

potential employees and retain existing staff.

Overall, continuous training is essential for the hotel industry as it contributes to the
improvement of service quality, the personal development of employees and the
competitiveness of the business (Woods, R. H., 2016).

Choosing the right method or combination of methods depends on the training
objectives, the needs of the staff and the challenges of each business in the hotel
industry. Continuous monitoring and evaluation of results is essential to ensure training

effectiveness and responsiveness to market needs.
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CHAPTER 3 ADMINISTRATION AND LEADERSHIP

3.1 Leadership Challenges in the Hotel Industry

Leadership in the hospitality industry is faced with many challenges due to the nature
of the industry and the need to consistently provide high quality service in a competitive

environment. Some of the key leadership challenges in the hospitality industry include:

Personnel: Personnel management is a constant challenge in the industry. Hotels face
challenges in identifying, recruiting, training and retaining good staff. High staff
turnover and difficulty finding suitable candidates are common challenges. Leadership
must be able to identify and hire suitable candidates to fill vacancies. This includes
assessing skills and selecting employees who fit the hotel's culture and values
(Parasuraman, A., 1985).

Management must invest in the training and development of staff to ensure they have
the necessary skills and knowledge to provide high quality services. This requires
constant education and training. Staff in the hospitality industry must be trained to deal
with various challenges, such as customers reacting unfavorably, emergencies or
security issues. This requires training in simulations and proper procedures. Leaders in
the hospitality industry must manage human relations among staff and create a good
work environment that promotes cooperation and employee satisfaction. Management
must reward staff and provide them with incentives for performance. This helps retain
good employees and increase productivity. Addressing all these challenges requires the
ability of leadership to be flexible, well organized and able to create a positive work
culture. In addition, it must have the necessary skills in human resource management
and be willing to invest in staff training and development (Parasuraman, A., 1985).
Seasonality: The hotel industry often experiences periods of increased demand
throughout the year, such as tourist peaks. This requires leadership to effectively
manage hotel resources and staff in order to respond to fluctuations in demand (Bitner,
M. J., 1990).

During the peak season, hotel units need more employees to cope with the increased
demand. This means that leadership must be able to hire and train new employees

quickly and manage staff turnover effectively. During peak season, hotels face pressure
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to offer high quality services at very close prices. This requires management to manage
hotel resources wisely and identify the best strategies to reduce operating expenses.
During peak season, hotel workers need to be professional and provide high quality
service. This requires continuous training and development of employees to meet the
increased demands of customers. During the peak season, the quality of service may
decline due to increased pressure and excessive workload. The leadership must ensure
the continuous delivery of quality services and manage any problems immediately.
Hotel establishments have to handle high volumes of customers during the peak season.
This requires leadership to be highly organized and communicate effectively with
customers to ensure their needs are met. To meet these challenges, leadership must be
proactive and invest in technology, training and staff development. It also needs to
develop effective strategies to manage seasonality, such as coordinating hiring and
seasonally adjusting prices. Overall, management must be ready to face seasonality as
a challenge and develop solutions that will ensure the success of their hotel (Bitner, M.
J., 1990).

Competition: The hotel industry is a highly competitive sector. Leadership must face
competition from other hotels and accommodations by offering unique services and
experiences to customers. One of the key ways to deal with competition is to develop a
pricing strategy. This means that prices must be set so that they are competitive, but
also cover costs and ensure profits. Competition can strain the hotel if it does not
provide unique services that set it apart. Leadership must focus on creating personalized
experiences for customers, offering them customized services and pleasant surprises
(Kandampully, J., 2000).

Technology can help increase efficiency, performance and quality of services.
Leadership must invest in modern reservation systems, customer management and
digital presence to attract customers and keep them satisfied.

Continuous analysis of competitive forces and market needs is critical. This means that
leadership must conduct market research, monitor trends, and adjust their strategy
accordingly.

Leadership must drive innovation in service delivery and look for ways to differentiate
from competitors. This may include introducing new features, experiences or

decorations (Kandampully, J., 2000).
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Overall, dealing with the competition requires strategic thinking, differentiation and
constant monitoring of the market. Leadership must be flexible and proactive in order
to ensure the success of their hotel in a competitive industry.

Technology: The leadership must constantly monitor new technological developments
and integrate them into the operation of the hotel. This includes managing booking
systems, protecting customer data and using new tools to enhance customer service.
Online presence is critical to the success of hotels. Managers must continuously manage
and upgrade their websites, mobile apps and booking platforms to attract and retain
customers. Technological advances in reservation management allow hotels to offer
fast and efficient services to customers. Leadership must ensure that bookings are made
accurately and without errors. Using technology to provide automated services, such as
mobile check-in and check-out or using robots to deliver products to rooms, also
requires expert management. Leaders in the hospitality industry must be aware of their
customers' security requirements and invest in data protection systems (Heskett, J. L.
1994).

Management must ensure that employees are trained to use new technologies and
applications. Leadership must constantly monitor technological developments in the
industry and adjust their strategy accordingly. Leaders must be able to leverage
customer data to tailor services and improve the customer experience.

Overall, technology requires hospitality leadership to be aware, flexible and able to
constantly adapt to developments. Leaders must ensure that technology investments
and practices deliver value to both customers and hotel competitiveness (Heskett, J. L.
1994).

Problem Solving: Leadership must be able to deal with unforeseen problems and
crises, such as natural disasters, customer safety and health, and provide quick solutions
that ensure customer safety and comfort. Hotel establishments are vulnerable to crises
such as natural disasters, pandemics, terrorist attacks and other extraordinary events.
Leadership must be prepared for these events and effectively manage the response and
recovery. Managing seasonality is usually difficult, as hotels must deal with increases
and decreases in demand during different times of the year. Leadership must develop
strategies to effectively manage seasonality, such as special pricing, promotions, and

advertising. Competition is a constant problem in the hotel industry. Leadership must
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develop strategies to attract customers, retain them, and provide unique services to
stand out from competitors (Gronroos, C. 2007).

Leaders must be aware of technological changes in the industry and ensure that the
hotel is equipped with the latest technologies to provide efficient services. Leadership
must deal with personnel-related problems such as recruiting, training, retaining, and
developing employees.

Customers expect hotels to be socially responsible, and leadership must address
environmental and social issues transparently and effectively. Management should
conduct systematic reviews to identify problems and improve hotel processes and
services (Gronroos, C. 2007).

To meet these challenges, leadership must be dynamic, creative and ready to adapt to
new situations. It is necessary to develop strategies to prevent and deal with problems,
as well as to maintain competitiveness and provide high quality services to customers.
Quiality control: Maintaining high quality standards in all aspects of the hotel is vital.
Management must constantly oversee service, cleaning, decor, safety and food quality.
Hotel establishments must consistently provide high quality service to attract and retain
customers. Supervision is essential to ensure that customer specifications and
expectations are met at every stage of their visit (Gronroos, C. 2007).

Customer safety is a priority for every hotel. Supervision includes implementing
safeguards and ensuring compliance with safety and health regulations. The leadership
must oversee the various operational processes of the hotel, such as cleaning,
maintenance, inventory management and service delivery, to ensure smooth operations.
Personnel management requires careful supervision. Leadership must ensure that
employees are trained, motivated and meet the demands of their jobs. Sustainability
and environmental protection are important concerns. Supervision includes monitoring
the hotel's environmental practices. Hotel businesses must comply with various legal
regulations and rules, and oversight is essential to ensure compliance. Supervision
includes ensuring that clients receive the necessary information and that their needs are
met appropriately.

To meet this challenge, leadership must be well organized, communicate well with
staff, and use modern tools and technology to track and analyze data. Continuous staff
training is also important to ensure effective supervision and to meet new challenges
(Gronroos, C. 2007).
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Communication: Communication between the various departments of the hotel is
critical for proper operation. Leadership must ensure that information and instructions
are communicated effectively and that communication between staff is effective.

One of the main challenges is effective communication between the various
departments and staff within the hotel. Leadership must ensure that everyone
understands the hotel's goals, policies and procedures. Leadership must manage a large
number of employees with various educational and work needs. Clear and effective
communication is essential to managing human resources and promoting employee
satisfaction. Customers expect hotel staff to be courteous, helpful and friendly.
Communication with customers must be flawless, regardless of the nature of the
challenges the service may present (Kandampully, J., 2000).

In crisis situations, such as natural disasters, safety and health, communication is vital.
Leadership must be able to keep staff and customers informed and manage crises
effectively. In the hotel industry, cooperation with other companies and suppliers is
common. Communication with partners must be effective to ensure predictable
transactions and cooperation. To address these challenges, leadership must invest in
training staff in effective communication skills, use modern technologies to track and
manage data, and foster an open communication culture where employees feel
comfortable voicing concerns and their ideas. Only through effective communication
can leadership address the challenges facing the hospitality industry and ensure
customer satisfaction and efficient business operations (Kandampully, J., 2000).
Sustainability: Sustainability in the hotel industry requires managing the
environmental and social impacts of hotel operations. This includes implementing
sustainable tourism practices and complying with laws and regulatory standards.

The hotel industry must manage its environmental impacts, such as energy, water and
waste consumption. Leaders must develop green practices and invest in technologies
that reduce the impact on the environment. Leadership must be responsible for the
community in which the hotel operates. This means contributing to local employment,
education and promoting the local economy.

Leaders must ensure the sustainability of hotel businesses, both financially and socially.
This includes managing financial resources, reducing fixed costs and creating strategies

that will increase efficiency and competitiveness (Kandampully, J., 2000).
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Leaders must address the issue of cultural awareness and multiculturalism in staff and
customer service. This includes training staff to deal with different cultures and
recognized discrimination. Leaders must invest in new technologies that will help
reduce energy consumption and waste, as well as develop their digital presence for
increased efficiency and quality of customer service.

Leaders in the hotel industry must address these challenges with strategies that combine
sustainability with competitiveness and high service quality. Only through a
comprehensive and coherent approach can long-term business success and customer
satisfaction be ensured.

Leadership in the hotel industry must be flexible, innovative and ready to face these
challenges in order to ensure hotel success and customer satisfaction.

3.2 Leadership styles and theories
In the hospitality industry, leadership styles and their theories are critical elements in

the successful management and operation of facilities. Effective leadership in the
hospitality industry requires a blended approach that incorporates various styles and

theories, tailored to the unique environment and needs of each business.

Democratic/Participative Leadership Style: In the hotel industry, democratic or
participative leadership is particularly effective as it encourages employee involvement
in decision-making. This style helps develop strong work teams and increases morale,

which is fundamental in a service-focused industry.

Transformational Leadership: Transformational leadership is valuable in the hospitality
industry as it recognizes and harnesses the passion and commitment of employees.
Transformational leaders inspire and motivate their staff, creating a strong vision for
the future of the hotel.

Servant Leadership: This approach focuses on helping and supporting employees.

Leaders who adopt this style see themselves as servants of their team, striving to

develop employees' skills and create a positive work environment.
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Consensus and Collaborative Leadership: This style is essential in the hospitality
industry, where cooperation and teamwork are critical. Leaders who adopt this
approach work to build consensus within the group, promoting harmony and avoiding

conflict.

**Theories X: Theory X suggests that workers have a natural aversion to work and
should be closely supervised. This theory is less popular in the modern hotel industry,

as employee trust and autonomy are recognized as more effective.

Theories Y: In contrast to Theory X, Theory Y posits that employees find satisfaction
in their work and can be self-directed. This theory is more compatible with the modern

practices of the hotel industry, where creativity and innovation are valued.

3.3 Communication and Conflict Management

Communication and conflict management are critical aspects of hotel management. In
an industry that is heavily dependent on service delivery and excellent customer service,
effective communication and conflict management skills are essential tools for any

industry professional.

To begin with, communication in the hospitality industry must be clear, consistent and
effective. It is important that staff are well trained in communication techniques, both
verbal and written. Communication is not only limited to interacting with customers,
but also extends to internal communication between employees and various
departments. Transparency, timely and clear transmission of information, as well as an
open line of communication can significantly improve efficiency and employee

satisfaction.

When it comes to conflict management, this is an unavoidable aspect in the hotel
industry. Conflicts can arise both between employees and between customers and staff.
It is critical that staff are trained to recognize and resolve conflict in a manner that

maintains calm and professional conduct. Applying techniques such as active listening,

Postgraduate Dissertation 32



r. OPEN Filippou Asimina, Human Resources Management in the Hotel Industry
N UNIVERSITY
empathy and mediation can help prevent conflicts from escalating and create solutions

that satisfy all parties.

In addition, cultural sensitivity is another important factor in communication and
conflict management in the hospitality sector. As hotels host guests from various
countries and cultures, it is important that staff have sensitivity and understanding of
cultural differences. Adapting communication methods and recognizing different

cultural needs can help avoid misunderstandings and conflicts.

Finally, ongoing training and development of communication and conflict management
skills is vital. Seminars, lab exercises and supervision sessions can provide staff with

the necessary knowledge and tools to respond effectively to a variety of situations.

3.4 Ethics, Culture and Diversity

Ethics, culture and diversity are critical aspects in the hotel industry, as it serves an
international audience and combines a variety of workers from different cultures and
backgrounds. Ethics in hospitality is about a conscious approach to issues such as fair
treatment of customers and employees, transparency in business practices and respect

for the environment.

The culture in a hotel is not limited only to the traditions and values promoted by the
company, but also to the way these are reflected in the relationships between employees
and customers. Creating a positive and inclusive work culture improves employee

satisfaction and performance while enhancing the customer experience.

Managing diversity is another fundamental pillar. In an environment where employees
and customers come from different cultural and social backgrounds, the ability to
understand and appreciate these differences is essential. Integrating diversity into
corporate strategy can help attract a wider range of customers and foster a more creative

and innovative work environment.
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To achieve these goals, it is important that hotels develop ethical codes and policies

that support diversity and cultural sensitivity. Additionally, training employees in

cultural sensitivity and ethics is critical to fostering understanding and respect for
differences. Ultimately, creating a positive environment that encourages tolerance and

mutual respect is essential to success in the modern, multicultural hospitality industry.
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CHAPTER 4 METHODOLOGY

4.1 Sample
The sample consists of 16 people, of which 7 are men and 9 are women. Sample size

refers to the number of participants in the study.

The sample includes 7 men and 9 women. This characteristic of the sample participants
is important for analyzing your data and assessing any gender differences. The
individuals who make up the sample cover an age range from 20 years and above, with
the highest age group being over 50 years. This allows results to be analyzed across age
groups and potential differences in staff attitudes and behaviors across age groups to be
detected. This sample can be used to analyze the behavior, opinions or characteristics
of hotel staff in Santorini. Analysis of data from this sample will require appropriate
statistical and analytical methods to draw conclusions and assess the significance of

findings.

4.2 Research method
The choice of quantitative research to conduct a research can be due to various reasons

and factors that make the quantitative method preferable in certain cases. Quantitative
research focuses on gathering numerical data and treats the researcher's subject with
objectivity. It is suitable when specific measurements, comparison and analysis of
numerical data are required, and when objective conclusions must be drawn from the

results.

4.3 Tool questionnaire design
Questionnaire is a powerful research tool that is widely used in many fields to gather

data and assess people's opinions, preferences, and behaviors. Depending on the
application, the questionnaire can have different objectives and be used with different
methods. Questionnaire is used to collect information from people about various topics.
This information may include opinions, preferences, beliefs, behaviors and research-
related information.

With the questionnaire, you compare responses from different individuals or groups
to identify patterns and differences. This can be useful for comparison between different
demographic groups or other variables.
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Also the questionnaire can help in decision-making, such as analyzing the acceptance

of a product or service by consumers (lan Brace 2008).

The questionnaire is a useful tool for collecting and analyzing data in various fields,

including hotel industry research.

4.4 Process
First, the questionnaire must be designed carefully, including questions related to the

topics we want to examine. Informing staff about the questionnaire distribution process.
The necessary explanations were given to the employees to participate. Distribute a
copy of the questionnaire to each staff member. Indicate the date and time by which
completed questionnaires must be returned. Monitor progress of questionnaire
collection to ensure all staff have returned completed forms.

Once all completed questionnaires have been collected, the results must be analyzed
and interpreted.

It is important to ensure that the process is transparent, anonymous and that staff feel
comfortable sharing their views. The results can be used to improve the working

environment and the quality of services provided in the hotel.

4.5 Ethical Issues
Ethical issues surrounding research are important and must be observed in order to

ensure honesty, transparency and compliance with ethical standards. Participants in a
survey must give informed consent to their participation and be aware of the nature of
the survey. Also, personal data and any sensitive information must be protected and
kept confidential. The researcher must avoid exploiting participants and providing
deliberately inadequate, misleading information.

It must provide clear and objective information about the research, its purposes and the
use of the data. Participants must be informed of the results and how their data will be
used.

The publication of research results must be done with transparency and scientific

accuracy, avoiding misinformation and the exploitation of results for personal gain.
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4.6 Validity - Reliability

Validity and reliability are two important characteristics concerning the quality of a
research. These two elements are crucial for the evaluation of the research project and
the reliability of its results. Reliability concerns the stability and consistency of the
research results. If a survey is reliable, measurements will be consistent and repeatable
regardless of time and conditions.

Reliability is achieved through the application of consistent methods and measurement,
as well as through the performance of repeatability and consistency checks. Both
validity and reliability are critical to ensuring the scientific accuracy and reliability of
a study. Without these two elements, the research results cannot be considered reliable

or representative of reality, and the value of the research is greatly reduced.
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CHAPTER 5: ANALYSIS OF RESULTS

This chapter presents the statistical analysis of the data obtained from the answers of
the respondents working in the Hotel or Tourism Industry branch.

For each and every question, a table is listed, followed by the relevant graph and a small

descriptive comment.

Demographics:

Table A: Gender

Gender | Count | Percentage
Male 7 44%
Female 9 56%
Other 0 0%

Graph A: Gender

Gender

Of all the employees surveyed, the largest percentage were women, with a percentage
of 56%, while men represent 44%.
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Table B: Age
Age Count | Percentage
20-30 5 31%
31-40 7 44%
41-50 3 19%
Over 50 1 6%
Graph B: Age
Age
Over 50
41-50 !
3 6%
19%

1-40

44%

The largest crowd of employees surveyed were between 31-40 years old, at 44%.

Followed by those aged 20-30 with a percentage 31% and then the ages 41-50 with
19%.

Only one employee is over 50 years old, with a percentage of 6%.

Table C: Education Level

Education Level Count | Percentage
Primary 0 0%
Secondary Education 0 0%
Higher Education 2 13%
University Degree 12 75%
Master's or Doctorate 2 13%
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Graph C: Education Level

Education Level

Viaster'sor | Higher
Doctorate | Education
13%

12%
University

Degree
12
75%

In terms of educational level, the majority of 75% are university graduates and 13%

hold a master's or doctoral degree.

The remaining 12% are high school graduates.

Table D: Years of Work in the Hotel Industry/Tourism

Years of Work in the

Hotel Industry/Tourism Count | Percentage
0-10 3 19%
11-20 7 44%
21-30 4 25%
Over 31 2 13%
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Graph D: Years of Work in the Hotel Industry/Tourism

Years of Work in the Hotel
Industry/Tourism

As can be seen from the above, 44% of the research participants have been working in
the Hotel Industry/Tourism sector for 11-20 years and 25% for 21-30 years.

19% have been working for a decade or less and the fewest of them, 13% have been

working in the Hotel Industry/Tourism sector for more than 31 years.

Table E: Job Position

Job Position Count | Percentage
Revenue 2 13%
Middle Management 8 50%
Senior Management 4 25%
Managerial 2 13%
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Graph E: Job Position

Job Position

Revenue

Senior
Management

Middle
Management
8
50%

Half of the respondents, with a percentage of 50% work in Middle Management,

followed by those who work in Senior Management with a percentage of 25%.

In addition, 12% is positioned in the revenue and another 12% works in a managerial

post.

Table F: The company you work for is under

The company you work for is under | Count | Percentage
Greek Ownership 16 100%
Foreign Ownership 0 0%
Mixed Ownershi 0 0%

Graph F: The company you work for is under

The company you work for is
Mixed Foreign

Ownership
0

Ownership
16
100%

As seen above, the company that the surveyed staff work for is under Greek

Ownership.
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Table G: Does the company you work for belong to a group of companies?

Does the company you work for
belong to a group of companies?

Yes 0 0%
No 16 100%

Count | Percentage

Graph G: Does the company you work for belong to a group of companies?

Does the company you work for
belong to a group of companies?

The hotel the surveyed staff work for does not belong to a group of companies.

Table J: Is the company you work for multinational?

Is the company you work for multinational? Count | Percentage
Yes 0 0%
No 16 100%

Graph J: Is the company you work for multinational?

Is the company you work for
multinational ?

The hotel the surveyed staff work for is not a multinational company.
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Table I: Is the business you work for a family business?

Is the business you work for a family business? | Count | Percentage
Yes 16 100%
No 0 0%

Graph I: Is the business you work for a family business?

Is the business you work for a
family business?

The hotel the surveyed staff work for is a family business.

Table K: Does the company you work for have an HR department?

Does the company you work ¢ | Percent
for have an HR department? Count | Percentage

Yes 0 0%
No 16 100%

Graph K: Does the company you work for have an HR department?

Does the company you
work for have an HR

The hotel the surveyed staff work for does not operate an HR department.
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Table L: Does the company you work for have a work-life balance policy?

Does the company you work for Count | Percentage
have a work-life balance policy? o g

Yes 0 0%
No 16 100%

Graph L: Does the company you work for have a work-life balance policy?

Does the company you work for
have a work-life balance policy?

The hotel the surveyed staff work for does not have a work-life balance policy.

Table M: Years of business operation

Years of business operation | Count | Percentage
0-5 16 100%
6-10 0 0%
11-15 0 0%
16-20 0 0%
> 20 0 0%

Graph M: Years of business operation

Years of business operation

The hotel the surveyed staff work for does not operate for more than 5 years.
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Training and job satisfaction

Table 1: | receive reqular training to keep up to date with current trends.

| receive regular training to kee

up to date v%ith current ?rends. P | Count Percentage
| absolutely disagree 1 6%
Disagree 1 6%
| neither agree nor disagree 2 13%
Agree 9 56%
Strongly Agree 3 19%

Graph 1: | receive reqgular training to keep up to date with current trends.

I receive regular training to keep up
to date with current trends.

(]

| neither agree
nor disagree
9 2

56% 12

56% of the employees agree and 19% strongly agree that they receive regular training
to keep up to date with current trends. 13% of the remaining employees neither agree
nor disagree

6% disagree and another 6% absolutely disagree.
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Table 2: My company invests sufficiently in staff training.

!Vly company invests sufficiently Count | Percentage
in staff training.

| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 3 19%
Agree 8 50%
Strongly Agree 4 25%

Graph 2: My company invests sufficiently in staff training.

My company invests sufficiently in
staff training.

I neither agree nor
disagree
3
19%

Agree

50%

50% of the respondents agree, while 25% strongly agree that the company invests
sufficiently in staff training. 19% neither agree nor disagree, whereas only 1 research

participant, representing 6%, disagrees.
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Table 3: Educational activities are exciting and interesting.

Edu.c.ational §ctivitie.s are Count | Percentage
exciting and interesting.

| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 6 38%
Agree 8 50%
Strongly Agree 1 6%

Graph 3: Educational activities are exciting and interesting.

Educational activities are
excitingtamdlynteresting.

- Disagree
1

6% 6%

| neither agree
nor disagree
6
Agree 38%

50%

50% of the research participants agree that educational activities are exciting and

interesting and 6% strongly agree. 38% of them neither agree nor disagree, whereas 6%
disagree.
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Table 4: The training | receive helps to develop my personal skills.

The training | receive he.lps to Count | Percentage
develop my personal skills. g

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 0 0%
Agree 6 38%
Strongly Agree 10 63%

Graph 4: The training | receive helps to develop my personal skills.

The training | receive helps to
develop my personal skills.

Agree
6
37%

y/

63% of the research participants strongly agree and 37% agree that the training they

receive helps to develop their personal skills.

Postgraduate Dissertation 49



HELLENIC . .. .
mopeu Filippou Asimina, Human Resources Management in the Hotel Industry
UNIVERSITY

Table 5: There is good communication from management about educational
opportunities.

There is gooq communicatic?r_I from management Count | Percentage
about educational opportunities. g

| absolutely disagree 1 6%
Disagree 3 19%
| neither agree nor disagree 3 19%
Agree 6 38%
Strongly Agree 3 19%

Graph 5: There is good communication from management about educational
opportunities.

There is good communication from
management about educational opportunities.

| neither agree
nor disagree
3
19%

Agree

37%

37% of the respondents agree and 19% strongly agree that there is good communication
from management about educational opportunities, whereas 19% disagree and 6%

absolutely disagree. 19% of the respondents neither agree nor disagree.
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Table 6: The training sessions are well organized and efficient

The tr.aining sessi_ops are well Count | Percentage
organized and efficient

| absolutely disagree 1 6%
Disagree 2 13%
| neither agree nor disagree 4 25%
Agree 4 25%
Strongly Agree 5 31%

Graph 6: The training sessions are well organized and efficient

The training sessions are well
organized and efficient

Stro

| neither
agree nor
disagree
4
Agree 5%
4

25%

31% of the respondents strongly agree and 25% agree that the training sessions are well
organized and efficient, whereas 6% disagree and another 6% absolutely disagree. 25%

of the respondents neither agree nor disagree.
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Table 7: | have the necessary sKills to perform my duties effectively.

| have the necessary skil!s to Count | Percentage
perform my duties effectively.

| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 7 44%
Agree 6 38%
Strongly Agree 2 13%

Graph 7: | have the necessary skKills to perform my duties effectively.

I have the necessary skills to
perform my duties effectively.

| neither agree
nor disagree
Agree 5
6 31%
38%

38% of the respondents agree and 19% strongly agree that they have the necessary skills

to perform their duties effectively, whereas 6% disagree and another 6% absolutely

disagree. 31% of the respondents neither agree nor disagree.
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Table 8: The training is coordinated with the modern needs of the market.

The training is coordinated with Count | Percentage
the modern needs of the market.

| absolutely disagree 1 6%
Disagree 1 6%
| neither agree nor disagree 5 31%
Agree 6 38%
Strongly Agree 3 19%

Graph 8: The training is coordinated with the modern needs of the market.

The training is coordinated with
the modern needs of the market.

isagree
1
6% 6%

| neither

agree
nor
disagree
Agree S
6 31%

38%

38% of the research participants agree that the training is coordinated with the modern
needs of the market and 19% strongly agree. 38% of the respondents neither agree nor

disagree, whereas 6% disagree and another 6% strongly disagree.
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Table 9: My company promotes staff development through training.

My company promotes staff

dgvelop‘r)nerzlt ?hrough training. Count | Percentage
| absolutely disagree 0 0%
Disagree 2 13%
| neither agree nor disagree 6 38%
Agree 6 38%
Strongly Agree 2 13%

Graph 9: My company promotes staff development through training.

My company promotes staff
development through training.

S i ee
13% 12%
Agree | neither agree nor disagree
6 6
38% 37%

38% of the respondents agree and 13% strongly agree that their company promotes staff
development through training, whereas 12% disagree. 37% of the respondents neither

agree nor disagree.
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Table 10: The training helps me deal effectively with the challenges of my job.

The training helps me deal effectively Count | Percentage
with the challenges of my job.

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 6 38%
Agree / 44%
Strongly Agree 3 19%

Graph 10: The training helps me deal effectively with the challenges of my job.

The training helps me deal effectively with
the challenges of my job.

e

either agree nor disagree
6
37%

Agree

44%

44% of the research participants agree and 19% strongly agree that the training helps
them deal effectively with the challenges of their job. 37% of the respondents neither

agree nor disagree.
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Table 11: The company provides adequate support for professional

development.

The company provides adequate

support f?)r g’rgfessional de?/elopment. Count | Percentage
| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 6 38%
Agree 8 50%
Strongly Agree 1 6%

Graph 11: The company provides adequate support for professional

development.

The company provides adequate
support for professional development.

Strongly Disagree
1 1

6% 0%
I\neither
agree nor
disagree
Agree 6
8 38%

50%

50% of the research participants agree that the company provides adequate support for
professional development and 6% strongly agree. 38% neither agree nor disagree,

whereas 6% disagree.
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Table 12: Training improves teamwork and cooperation.

Training improves teamwork and cooperation. Count Percentage

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 3 19%
Agree 5 31%
Strongly Agree 8 50%

Graph 12: Training improves teamwork and cooperation.

Training improves teamwork and
cooperation.

eragree nor disagree
3
19%

Agree
5
31%

50% of the research participants strongly agree and 31% agree that the training
improves teamwork and cooperation. 19% of the respondents neither agree nor

disagree.
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Table 13: The company encourages innovation and creative thinking through

training.

The company encourages innovation

and creazve);hinking tﬁrough training. Count | Percentage
| absolutely disagree 1 6%
Disagree 4 25%
| neither agree nor disagree 3 19%
Agree 5 31%
Strongly Agree 3 19%

Graph 13: The company encourages innovation and creative thinking through
training.

The company encourages innovation
and creative thinking through training.

31% of the respondents agree and 19% strongly agree that the company encourages
innovation and creative thinking through training, whereas 25% disagree and 6%

absolutely disagree. 19% of the respondents neither agree nor disagree.

Postgraduate Dissertation 58



HELLENIC . .. .
mopeu Filippou Asimina, Human Resources Management in the Hotel Industry
UNIVERSITY

Table 14: The training is adapted to the needs of each employee

The training is adapted to the Count | Percentage
needs of each employee

| absolutely disagree 0 0%
Disagree 4 25%
| neither agree nor disagree 6 38%
Agree 4 25%
Strongly Agree 2 13%

Graph 14: The training is adapted to the needs of each employee

The training is adapted to the needs of
each employee

Str

Agree
4
25%
| neither
agree nor,
disagree
6

37%

25% of the respondents agree and 13% strongly agree that the training is adapted to the
needs of each employee, whereas 25% disagree. 37% of the respondents neither agree

nor disagree.
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Table 15: The company evaluates the effect of training on performance.

The company evaluates the effect Count | Percentage
of training on performance.

| absolutely disagree 0 0%
Disagree 2 13%
| neither agree nor disagree 6 38%
Agree 7 44%
Strongly Agree 1 6%

Graph 15: The company evaluates the effect of training on performance.

The company evaluates the effect of
training on performance.

Stron
1
6%

Agree
7
44%

44% of the research participants agree that the company evaluates the effect of training
on performance and 6% strongly agree. 38% of the respondents neither agree nor

disagree, whereas 12% disagree.
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Table 16: |1 have adequate access to educational materials and resources.

I have_ adequate access to educational Count | Percentage
materials and resources.

| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 7 44%
Agree 5 31%
Strongly Agree 3 19%

Graph 16: | have adequate access to educational materials and resources.

| have adequate access to educational
materials and resources.

31% of the research participants agree that they have adequate access to educational
materials and resources and 19% strongly agree. 44% neither agree nor disagree,

whereas 6% disagree.
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Table 17: Education helps to solve specific work problems.

Education helps to solve

e Count | Percentage
specific work problems.
| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 5 31%
Agree / 44%
Strongly Agree 4 25%

Graph 17: Education helps to solve specific work problems.

Education helps to solve specific work problems.

Pneither
agree nor
disagree
5
31%

Strongl

Agree
7
44%

44% of the research participants agree and 25% strongly agree that the training they
receive helps to develop their personal skills, whereas 31% neither agree nor disagree
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Table 18: The educational programs are varied and cover a wide range of
subjects.

The education.al programs are.varied Count | Percentage
and cover a wide range of subjects.

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 3 19%
Agree 5 31%
Strongly Agree 8 50%

Graph 18: The educational programs are varied and cover a wide range of
subjects.

The educational programs are varied
and cover a wide range of subjects.

ither agreesnor disagree
3
19%

Agree
5
31%

50% of the research participants strongly agree and 31% agree that the educational
programs are varied and cover a wide range of subjects, whereas 19% of the

respondents neither agree nor disagree.
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Table 19: The company provides incentives for participation in educational

activities.

The company provides incentives for

participa?ionyir? educational activities. Count | Percentage
| absolutely disagree 0 0%
Disagree 1 6%
| neither agree nor disagree 4 25%
Agree 8 50%
Strongly Agree 3 19%

Graph 19: The company provides incentives for participation in educational

activities.

The company provides incentives for
participation in educational activities.

e

neither agree nor disagree
4
25%

Agree

50%

50% of the research participants agree and 19% strongly agree that the company
provides incentives for participation in educational activities. On the other hand, 6% of

the respondents disagree, whereas 25% neither agree nor disagree.
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Table 20: My colleagues view participation in educational activities positively.

My colleagues view participation in

egucationgal activitiez posit?vely. Count | Percentage
| absolutely disagree 0 0%
Disagree 2 13%
| neither agree nor disagree 6 38%
Agree 8 50%
Strongly Agree 0 0%

Graph 20: My colleagues view participation in educational activities positively.

My colleagues view participation in
educational activities positively.

Disagree
2
12%
Agree
80 I neither
50% agree nor
disagree
6

38%

50% of the research participants agree that their colleagues view participation in
educational activities positively, whereas 12% disagree. 38% of the respondents neither

agree nor disagree.
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Table 21: Training helps strengthen personal brand and professional identity.

Training helps strengthen personal
brand and professional identity.

Count | Percentage

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 3 19%
Agree 8 50%
Strongly Agree 5 31%

Graph 21: Training helps strengthen personal brand and professional identity.

Training helps strengthen personal brand
and professional identity.

ither agree nor disagree
3
19%

Agree
8
50%

50% of the research participants agree and 31% strongly agree that training helps

strengthen personal brand and professional identity. 19% of the respondents neither

agree nor disagree.
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Table 22: Training improves understanding of corporate culture and values.

Training improves understandin

of corpgratg culture and values.g Count | Percentage
| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 3 19%
Agree 6 38%
Strongly Agree 7 44%

Graph 22: Training improves understanding of corporate culture and values.

Training improves understanding of
corporate culture and values.

I neither agree
nor disagree
3
19%

Agree

37%

44% of the research participants strongly agree and 37% agree that training improves
understanding of corporate culture and values. 19% of the respondents neither agree

nor disagree.
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Table 23: Training enhances the sense of satisfaction and well-being at work.

Tra.ining .enhances the sense of Count | Percentage
satisfaction and well-being at work.

| absolutely disagree 0 0%
Disagree 0 0%
| neither agree nor disagree 2 13%
Agree 10 63%
Strongly Agree 4 25%

Graph 23: Training enhances the sense of satisfaction and well-being at work.

Training enhances the sense of
satisfaction and well-being at work.

Stro | neither agree
nor disagree
2
12%

Agree
10
63%

63% of the research participants agree and 25% strongly agree that training enhances
the sense of satisfaction and well-being at work. 12% of the respondents neither agree

nor disagree.
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VALIDITY AND RELIABILITY OF THE QUESTIONNAIRE

Anova: Two-Factor Without Replication

SUMMARY Count Sum  Average Variance
Row 1 28 57 2,035714 0,776455
Row 2 28 68 2,428571 0,624339
Row 3 28 76  2,714286  0,656085
Row 4 28 82 2,928571 0,73545
Row 5 28 86  3,071429 0,73545
Row 6 28 90 3,214286 0,619048
Row 7 28 92  3,285714 0,730159
Row 8 28 98 3,5 0,62963
Row 9 28 106 3,785714 0,693122
Row 10 28 107 3,821429  0,744709
Row 11 28 110 3,928571 0,513228
Row 12 28 112 4 0,592593
Row 13 28 116  4,142857 0,571429
Row 14 28 123  4,392857 0,691799
Row 15 28 129 4,607143 0,543651
Row 16 28 133 4,75 0,416667

SUMMARY Count Sum  Average Variance
Column 1 16 25 1,5625 0,2625
Column 2 16 32 2 0,8
Column 3 16 64 4  0,266667
Column 4 16 37 2,3125 0,895833
Column 5 16 38 2,375 0,783333
Column 6 16 60 3,75 1,133333
Column 7 16 63 3,9375 0,729167
Column 8 16 57 3,5625 0,529167
Column 9 16 74 4,625 0,25
Column 10 16 55 3,4375 1,4625
Column 11 16 58 3,625 1,583333
Column 12 16 57 3,5625 0,6625
Column 13 16 57 3,5625 1,195833
Column 14 16 56 3,5 0,8
Column 15 16 61 3,8125 0,5625
Column 16 16 57 3,5625 0,529167
Column 17 16 69 4,3125 0,629167
Column 18 16 53 3,3125 1,5625
Column 19 16 52 3,25 1
Column 20 16 55 3,4375 0,6625
Column 21 16 58 3,625 0,783333
Column 22 16 63 3,9375 0,595833
Column 23 16 69 4,3125 0,629167
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Column 24 16 61 3,8125 0,695833

Column 25 16 54 3,375 0,516667

Column 26 16 66 4,125 0,516667

Column 27 16 68 4,25 0,6

Column 28 16 66 4,125 0,383333

ANOVA

Source of Variation SS df MS F P-value F crit
Rows 255,9621 15 17,06414 116,4435 2E-136  1,691134
Columns 218,0424 27 8,075645 55,10719 7,4E-118 1,513358
Error 59,35045 405 0,146544

Total 533,3549 447

Cronbach's alpha = 1-(MS Error/MS Rows) = 1-(0,146544/17,06414) = 0,991412

If Cronbach's alpha is equal or higher than 0.9 = excellent.
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DISCUSSION

Human Resource Management (HRM) in the hotel industry is a critical factor for the
success and competitiveness of hotel units. The importance of HR in this industry lies
in the fact that employees are the face and heart of customer service, which is the key

to hotel success.

Human resource management in hotels involves many aspects, such as hiring and
training staff, managing performance, developing professional skills, encouraging

collaboration and internal communication, and creating a good work environment.

One of the main challenges of HRM in the hospitality industry is the recruited and
trained team. Finding and hiring suitable employees with the necessary skills and

abilities is a difficult process as the industry faces a high rate of labor turnover.

Performance management requires managers to monitor employee performance,

promote their development, and provide rewards and incentives to achieve hotel goals.

In addition, communication and collaboration between staff is essential to providing
high quality customer service. Human resource management should encourage

teamwork and create a climate of cooperation.

In summary, HRM in the hotel industry faces challenges in recruiting, training,
managing performance and encouraging collaboration. Successful efforts in this area
enhance competitiveness and improve the customer experience in the hospitality

industry.
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COMPARISON OF BIBLIOGRAPHY AND STUDY RESULTS

The comparison of the study findings with the literature reveals the importance and
consistency of the research findings in the field of human resource management in the
tourism and hotel industry. Below, the study findings are compared to the existing

literature:

Training and Empowering Employees: The study findings highlight the positive
relationship between training and job satisfaction. This is consistent with the extensive
literature that highlights the need for continuous training and development of staff in

the tourism industry.

Technology Skills: The study's findings point to an increased demand for technology
skills. The literature argues that digital transformation requires employees to be

technologically competent and responsive.

Human Resource Management and Sustainability: Advanced practices in human
resource management, such as corporate social responsibility and ecological awareness,
correspond to the confirmation of the importance of sustainability in the tourism

industry.

The findings of the study offer further insight and evidence of the importance of these
aspects for competitiveness and sustainability in the hospitality and tourism sector. This
comparison highlights the continuation of research and practices that enhance

education, technological skills and sustainability in the tourism industry.
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CONCLUSIONS

The analysis of the study findings highlights three important aspects related to the

management of human resources in the tourism and hotel industry:

Empowering and Training Employees: A strategy that focuses on empowering and
training employees is closely related to job satisfaction. Training gives employees the
skills they need to meet the demands of modern work, while empowerment gives them
a sense of influence and autonomy in their work. Employees who feel empowered and

well trained are more likely to be satisfied with their work.

Digital Transformation and Technological Skills: Digital transformation in the tourism
sector requires high technological and analytical skills from employees. This means
that they must be able to handle and exploit modern technologies and tools. Therefore,
education and skill development in the field of technology are essential to meet modern

job demands.

Advanced Practices in Human Resource Management: Advanced practices in the field
of human resource management, such as promoting corporate social responsibility and
ecological awareness, contribute to the sustainability of the tourism industry.
Management focused on responsibility and ecological sustainability enhances social

hospitality and industry awareness of environmental issues.

Overall, this analysis highlights the importance of human resource management and
investment in training and technological adaptation for the successful operation of

hotels and tourism, alongside their commitment to social and environmental awareness.

Summary of Findings

A strategy that focuses on empowering and training employees is closely related to job
satisfaction. Training gives employees the skills they need to meet the demands of

modern work, while empowerment gives them a sense of influence and autonomy in
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their work. Employees who feel empowered and well trained are more likely to be

satisfied with their work.

Digital transformation in the tourism sector requires high technological and analytical
skills from employees. This means they must be able to manage and exploit modern
technologies and tools. Therefore, education and skill development in the field of
technology are essential to meet the modern demands of work.

Advanced practices in the field of human resource management, such as the promotion
of corporate social responsibility and environmental sensitivity, contribute to the
sustainability of the tourism industry. Management focused on responsibility and
environmental sustainability improves social hospitality and industry environmental

awareness.

Overall, this analysis highlights the importance of human resource management and
investment in training and technological adaptation for the successful operation of
hotels and tourism, combined with their commitment to social and environmental

awareness.

Limitations of the study include:

Small Sample Size: The sample consists of only 16 people, which may not fully

represent the wider population sample of tourism and hotel workers in Santorini.

Gender: The sample is divided into men and women, but does not take into account
other possible variables that may influence the behavior and opinions of staff, such as

education, experience and position in the company.
Limited Age Coverage: Although the sample covers a wide age range, the highest age

group consists of people over 50 years of age. This may limit the ability to detect

differences in younger age groups.
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Opting for Quantitative Research: Using exclusively quantitative data can limit the
understanding of deeper aspects of human behavior and exclude the analysis of

qualitative aspects of human resource management.

Limited Geographic Coverage: The study is limited to Santorini, which does not
allow generalizing the results to other regions of the world or even to other Greek

islands.

Focus on Technology: The priorities of the study are mainly focused on technology
and the digital transformation process, leaving aside other possible influences on human

resource management in the tourism and hotel industry.

Future Directions

Future studies can examine how continuous developments in technologies such as
Artificial Intelligence, Big Data and Augmented Reality affect HRM practices in the
hotel sector. Future research can focus on how HRM practices relate to social
responsibility and hotel sustainability.

They can also examine the role of managing multicultural staff groups in hotels and
how this affects performance and impact on customers.

Future studies can investigate how HRM practices relate to innovative marketing and
promotion strategies in the hospitality industry.

They can also focus on how HRM practices affect the psychological well-being of
employees and their impact on the quality of customer service.

Future research can examine how HRM practices contribute to managing crises, such
as the pandemic, and improving customer communication.

Future studies can focus on how hotel businesses use social networks and online

presence to advertise and interact with customers.
These propositions pave the way for future research that will delve into the investigation

of Transformational HRM in the hotel industry and its impact on performance and

customer experience.
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Theoretical Contribution and Extensions

Strengthening Transformational Theory: Research can deepen the application of
transformational theory in the field of HRM and examine how transformational

practices can affect the performance and satisfaction of hotel staff.

Improved Understanding of HRM's Impact on Customer Experience: Research can
examine how transformational HRM practices impact customer service quality,
customer satisfaction, and customer satisfaction by developing a new theoretical
approach.

Integrating Digital Transformation: Research can examine how digital transformation
in relation to technology and data affects HRM in the hospitality industry, creating a
new theoretical platform.

Social Impact of Hospitality: Research can examine how transformative HRM practices
influence the social impact of hospitality, contributing to social well-being and
strengthening the local community.

Collaboration and Social Networking: Research can examine the importance of staff

collaboration and networking in achieving the transformational goals of HRM.

Application to Other Industries: Research can examine how transformative HRM

practices in the hospitality sector can be applied and impact other industries.
These theoretical contributions and implications can enhance the understanding of how

transformational HRM affects the hospitality industry and how it can enhance

performance, sustainability and success in the hospitality industry.
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Practical Consequences

Improved Impact on Customer Experience: Transformational HRM practices can
improve customer service, as staff who feel empowered and well-trained are more

likely to provide high-quality service and improve the customer experience.

Increase Productivity: Training and empowering employees can lead to increased
productivity and efficiency as employees acquire the necessary skills to perform their

duties.

Increase Staff Satisfaction: Empowering and training employees can improve their job
satisfaction as they feel empowered to influence their work environment and develop

their own capabilities.

Sustainability and Social Awareness: Transformative HRM practices that focus on
social responsibility and ecological sustainability can lead to an improved company

image and attract more customers.

Developing an International Presence: Expanding the global presence of the hotel
business can be achieved through transformational HRM, attracting customers from

different countries and markets.

Networking with Influencers: Working with influencers and social media stars can
improve business visibility and increase audience impact, creating new promotional

and marketing opportunities.
The above practical implications can contribute to the development of a sustainable and

successful hotel business, improving customer experience, staff performance and social

and ecological awareness.
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RECOMMENDATIONS FOR IMPROVING HUMAN RESOURCE
MANAGEMENT

Human resource management is a critical area for any business, as employees are its
most valuable resource. A strategy that focuses on the improvement and development
of human resources can lead to increased productivity, better morale and greater
commitment to the company's goals. Below are some recommendations for improving
human resource management: Transparent and regular communication helps create a
positive work environment. Encourage open discussion and exchange of ideas between
employees and management.

Provide employees with regular training opportunities and development programs. This
can include seminars, workshops, online courses and conferences.

Recognizing hard work and rewarding successes can boost morale and promote
positive behavior. Consider implementing a reward system that reflects individual and
team performance.

Ensuring that employees have access to resources and support to fulfill their duties.
This may include technical support, guidance and consulting services.

Encourage flexibility in the workplace by allowing flexible work hours, telecommuting
and other accommodations that help workers balance their work and personal lives.
Developing strategies to effectively manage conflict and reduce stress in the workplace.
This may include stress management workshops and mediation techniques.

Encourage teamwork and collaboration through group projects and activities. This
helps develop cooperation skills and team spirit.

Creating a work environment that supports cultural diversity and promotes equality.
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ANNEX

Demographics:

Gender: [Male/Female/Other/]
Age: [...]

Education Level: [Primary/Secondary Education/Higher Education/University
Degree/Master's or Doctorate]

Years of Work in the Hotel Industry/Tourism: [...]
Job Position: [Revenue/Middle Management/Senior Management/Managerial]
The company you work for is *
Mark only one omission.
Greek Property
Foreign Ownership
Mixed Ownership

2. Does the company you work for belong to a group of companies? (If * you work in
a group company for the purposes of the questionnaire we would like you to refer to
the company and not the group).

Mark only one omission.

Yes

No

3. The company you work for is multinational *
Mark only one omission.

Yes

No

4. The business you work for is a family business *
Mark only one omission.

Yes

No

5. Does the company you work for have a Human Resources Management
department?
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Mark only one omission.
Yes
No

6. Does the company you work for have a * work-life balance policy? Mark only one
omission.

Yes

No

7. Years of business operation *
Mark only one omission.

0-5

6-10

11-15

16-20

> 20

number questions | absolutely | Disagree I neither agree Strongly
disagree agree nor Agree
disagree

1 I receive
regular training
to keep up to
date with
current trends.
2 My company
invests
sufficiently in
staff training
for time.

3 Educational
activities are
exciting and
interesting.

4 The training |
receive helps
to develop my
personal skills.
5 There is good
communication
from
management
about
educational
opportunities.

Postgraduate Dissertation 84



HELLENIC . .. .
Eopm Filippou Asimina, Human Resources Management in the Hotel Industry
UNIVERSITY

6 The training
sessions are
well organized
and efficient
7 I have the
necessary
skills to
perform my
duties
effectively.

8 The training is
coordinated
with the
modern needs
of the market.
9 My company
promotes staff
development
through
training.

10 The training
helps me deal
effectively
with the
challenges of
my job.

11 The company
provides
adequate
support for
professional
development.
12 Training
improves
teamwork and
cooperation.
13 The company
encourages
innovation and
creative
thinking
through
training.

14 The training is
adapted to the
needs of each
employee

15 The company
evaluates the
effect of
training on
performance.
16 I have
adequate
access to
educational
materials and
resources.
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17 Education
helps to solve
specific work
problems.

18 The
educational
programs are
varied and
cover a wide
range of
subjects.

19 The company
provides
incentives for
participation in
educational
activities.

20 My colleagues
view
participation in
educational
activities
positively.

21 Training helps
strengthen
personal brand
and
professional
identity.

22 Training
improves
understanding
of corporate
culture and
values.

23 Training
enhances the
sense of
satisfaction
and well-being
at work.
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