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Abstract: The development of tourism as the 
most promising sector in Montenegro requires a 
higher proportion of high-quality, highly edu-
cated staff. This is particularly true if we bear in 
mind that tourism, and predominantly the hos-
pitality industry, is a generator of new jobs. For 
the sustainable development of human resources 
in the hotel industry, it is necessary to harmo-
nise the higher education system with the needs 
of the hotel sector. 

For the purpose of this paper, interviews 
were conducted and the obtained results ana-
lysed using statistical and descriptive methods. 
We analysed the attitudes of two key groups: 
managers in the hotel industry, as those consid-

ered responsible for the implementation of the 
services and students as future employees. The 
objective was to examine whether the provision 
of quality service in hospitality requires the in-
troduction of practical knowledge and skills as 
a compulsory part of education in tourism and 
hotel industry studies. The results obtained may 
serve as a basis for the establishment of modern 
study programmes in higher education in the 
field of tourism and hospitality.

Keywords: practical training, cooperation 
between faculties and hoteliers, improvement of 
curriculum, higher education staff

Introduction

Tourism	 today	 is	 big	 business,	 and	 is	
believed	to	be	one	of	the	fastest-growing	in-
dustries	globally.	In	2014	tourism	and	travel	
generated	revenues	of	Us$7,580	billion	and	
contributed	around	10%	to	global	gross	do-
mestic	 product	 (GDP)	 (WTTC, 2015). Ac-
cording	to	the	projections	of	the	UNWTO’s	
Tourism	 2020	 vision,	 international	 tourist	
arrivals	 are	 expected	 to	 grow	 to	 nearly	 1.6	
billion	by	the	year	2020.	Tourism	and	travel	
have	 been	 recognised	 as	 generators	 of	 em-
ployment.	 According	 to	 the	 International 
Labour Organization (2011),	 in	 2010	 more	
than	 235	 million	 people	 were	 employed	 in	
tourism	 around	 the	 world,	 comprising	 8%	
of	 global	 employment,	 while	 the	 estimates	

of	the	WTTC (2013)	for	2023	suggest	almost	
338	million	people	will	be	employed	in	posi-
tions	directly	or	indirectly	related	to	tourism	
and	hospitality,	which	will	comprise	9.9%	of	
global	employment.

Tourism	 has	 been	 recognised	 as	 a	 pri-
ority	development	area	of	the	Montenegrin	
economy.	 The	 World	 Travel	 and	 Tourism	
Council	 (WTTC, 2011)	 predicts	 that	 tour-
ism’s	contribution	to	GDP	will	grow	at	a	rate	
of	7.7%	over	the	next	ten	years.	Employment	
directly	 or	 indirectly	 generated	 by	 tourism	
will	grow	at	an	average	rate	of	4.9%.	Mon-
tenegro	 is	 the	country	with	the	third-high-
est	projected	 long-term	growth	rate	 for	the	
coming	ten-year	period.

To	ensure	quality	and	consumer	satisfac-
tion,	the	tourism	industry	needs	skilled	hu-
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man	resources.	Education	and	employment	
go	 hand-in-hand	 contributing	 to	 a	 better	
quality	of	 life	and	better	business	perform-
ance.	 The	 system	 is	 designed	 to	 utilise	 its	
organisational	 resources	 to	 transform	 in-
dividuals,	 through	 the	 educational	 process,	
into	graduates	who	are	able	to	contribute	to	
both	 the	 organisation	 and	 society	 (Frank,	
2002).	 Tourism	 education	 is	 of	 great	 sig-
nificance	 for	 success	 in	 the	 tourism	 sector	
and	for	increased	competitiveness	in	today’s	
extremely	 sophisticated	 market.	 Therefore,	
meeting	the	industry’s	requirements	and	ex-
pectations	 is	 still	 the	basic	aim	 in	develop-
ing	tourism	curricula	(Raybould	&	Wilkins,	
2005).	 The	 task	 of	 universities	 is	 to	 ensure	
opportunities	for	enhancing	these	skills	and	
competencies	 (Donina	&	Luka,	2014). This	
is	 important	 both	 for	 the	 employment	 and	
future	 careers	 of	 university	 graduates	 and	
for	 the	 hospitality	 sector,	 which	 is	 in	 need	
of	 educated	 and	 qualified	 staff.	 In	 order	 to	
achieve	this,	partnership	is	needed	between	
the	education	and	hospitality	sectors	regard-
ing	 the	 acquisition	 of	 practical	 knowledge	
and	skills,	allowing	students	to	develop	the	
necessary	competencies	 for	employment	 in	
the	hotel	industry.	

Literature review

Many	researchers	agree	that	there	is	a	lack	
of	congruence	between	education	curricula	
and	the	expertise	and	competencies	needed	
by	 graduates	 in	 hospitality.	 Although	 the	
hotel	industry	goes	back	to	the	distant	past,	
tourism	education	and	training	as	a	distinct	
area	of	study	is	a	recent	phenomenon	(Air-
ey,	1988).	 Jasper	(1988)	notes	 that	 in	many	
countries	 this	research	has	been	conducted	
ad	hoc	and	without	planning,	and	curricu-
lum	 relevance	 and	 skills	 development	 have	
been	questioned	(Airey	&	Tribe,	2005).	Fur-
ther,	 Baum	 (2002)	 says	 that	 these	 debates	
have	 been	 dynamic	 and	 controversial	 and	
have	provided	a	rich	agenda	for	researchers.	

A	 large	 number	 of	 studies	 carried	 out	 glo-
bally	suggest	that	educators	and	the	industry	
have	 differing	 perspectives	 and	 do	 not	 un-
derstand	one	another.	The	problem	of	their	
differing	 understandings	 has	 indeed	 been	
widely	 recognised	 (Collins,	 2002;	 Harki-
son,	2004b;	Li	&	Kivela,	1989;	Raybould	&	
Wilkins,	2005	as	cited	in	Kim,	2008).	

students	who	are	going	to	enter	the	tour-
ism	industry	need	different	skills,	aptitudes	
and	knowledge	to	face	the	challenges	of	the	
industry	and	this	requires	the	tourism	edu-
cation	 system	 to	 change	 to	 meet	 this	 need	
(Sheldon et al. 2008).	Many	educational	 in-
stitutions,	in	order	to	compete,	are	improv-
ing	their	curricula	and	introducing	suitable	
skill	 sets	 in	 order	 to	 develop	 and	 enhance	
management	 competencies	 (Nurhazani	 et	
al.,	2014).

Most	 authors	 agree	 that	 competencies,	
abilities	 and	 skills	need	 to	 integrate	 educa-
tion	and	training,	bringing	them	in	line	with	
the	needs	of	the	labour	market	and	so	pro-
moting	 individual	 mobility.	 Kearns (2001), 
Connolly & McGing (2006)	 and	 Kamau & 
Waudo (2012)	 think	 along	 similar	 lines	
when	they	say	that	the	industry	and	training	
providers	need	to	be	connected	and	to	 im-
plement	 updated	 management	 competen-
cies	in	order	to	be	globally	competitive.	Fur-
ther,	 researchers	 emphasise	 that	 employee	
skills	are	a	special	ability	which	is	acquired	
through	learning	and	through	practice	(No-
ble & Kwame, 2015).

Others	have	conducted	deeper	 research	
in	 order	 to	 determine	 the	 most	 important	
competencies	for	hospitality	graduates	(Van 
der Klink & Boon, 2002; Raybould & Wilkins, 
2006),	 listing	 learning	 skills,	 informing	 in-
formation,	 customer	 service	 skill,	 etc. This	
is	backed	up	by	Agut et al. (2003)	who	sug-
gest	that	for	effective	management	an	entire	
set	of	competencies	is	required.	In	line	with	
this,	 Mayo (2003)	 believes	 that	 it	 is	 neces-
sary	to	ensure	that	students	acquire	relevant	
competencies	 in	 order	 to	 serve	 as	 produc-
tive	employees.	Hence,	 it	can	be	concluded	



37No 17, June 2016

that	tourism	and	hospitality	graduates	must	
prepare	themselves	in	advance	with	specific	
abilities	and	skills	before	entering	the	indus-
try	(Nurhazani et al., 2014)

Thus,	 regardless	 of	 their	 differing	 per-
spectives	 most	 agree	 on	 one	 thing:	 that	
the	key	task	is	to	provide	students	with	the	
knowledge	 and	 skills	 to	 firstly	 meet	 indus-
try	needs	and	secondly	to	be	able	to	survive	
within	 the	 industry	 environment.	 There	
are	also	opposing	views	–	 that	 there	 is	 still	
a	lack	of	fertile	ground	for	the	introduction	
of	practical	knowledge	and	skills	as	a	com-
pulsory	 element	 of	 tourism	 and	 hospitality	
studies.	Thus	Seom (2000)	notes	that	there	is	
no	network	with	 the	education	 institutions	
having	no	linkage	in	terms	of	their	hospital-
ity	curriculum.	

In	the	effort	to	link	required	knowledge	
with	quality	of	service	provided,	many	have	
studied	 the	 connection	 between	 adequate	
quality	in	the	provision	of	services	in	the	ho-
tel	industry	with	the	lack	of	standards	stipu-
lating	them.	They	have	uncovered	a	chronic	
lack	of	chef ’s	skills,	skills	 in	the	kitchen,	 in	
housekeeping,	 management,	 sales,	 enter-
prise	and	in	customer	service,	and	they	talk	
of	a	 lack	of	quality	service	that	 is	 indisput-
ably	hurting	the	industry	(Burgess & Aitken, 
2004; Gilmore & Gregoire, 2001).	This	indi-
cates	 that	 the	 hospitality	 industry	 needs	 to	
offer	quality	service,	where	employees	need	
to	 have	 competence	 in	 a	 whole	 range	 of	
skills.	Hence,	a	competent	employee	should	
have	a	cluster	of	skills	and	attitudes	that	af-
fect	a	major	part	of	one’s	job	(Nwenre, 2005).	
In	regard	to	this	state	of	affairs	the	hospitality	
industry	has	criticised	tourism	education	for	
not	adequately	preparing	people	for	employ-
ment	 in	 the	 industry	 (Airey, 1988).	 Hence	
we	will	attempt	here	to	investigate	the	need	
for	the	introduction	of	practical	knowledge	
and	skills	into	the	curricula	for	education	in	
tourism	and	hospitality	studies.

Methodology

The	research	was	conducted	using	quali-
tative	 and	 quantitative	 methods,	 with	 the	
objective	of	providing	researchers	with	key	
data	on	the	need	for	practical	knowledge	as	
a	compulsory	element	of	education	in	tour-
ism	and	hospitality	studies	and	on	the	skills	
to	be	considered	of	importance	for	students.	
The	 aims	 of	 the	 research	 were	 communi-
cated	to	the	respondents	as	comprehensively	
as	 possible,	 as	 were	 the	 anticipated	 conse-
quences	 (Brynard & Hanekom, 2008).	Two	
key	 groups	 were	 included	 in	 the	 study:	 a	
group	of	managers	responsible	for	providing	
training	and	students	who	had	been	on	work	
experience	in	hotels.	

Subject profiles:	 The	 research	 was	 con-
ducted	 among	 second-year	 students	 of	 the	
Faculty	 of	 Tourism	 who	 attended	 practical	
training	in	the	subject	of	Hotel	Management	
–	 in	 the	 2014/2015	 academic	 year	 in	 the	
town	of	Bar	(18	students)	and	2015/2016	in	
Podgorica	and	Bar	(38	students).	A	total	of	
56	students	were	interviewed,	or	86.15%	of	
all	students	who	attended	practical	training.	
The	 students	 attended	 work	 experience	 in	
hotels	of	the	same	category	–	four-star	–	in	
the	 Princess	 Hotel	 in	 Bar	 and	 the	 Ramada	
Hotel	 in	 Podgorica.	 Brophy & Kiely (2002)	
recommend	 that	 competence	 research	 be	
conducted	 in	 four-	 and	 five-star	 hotels.	 In	
this	 research	 study	 this	 is	 important	 for	
analysis,	to	ensure	that	the	responses	of	sub-
jects	can	be	compared.	

Eight	 managers	 were	 interviewed	 in	
total,	 four	 from	 each	 hotel,	 a	 100%	 sample	
since	 the	 students	 were	 undergoing	 train-
ing	in	four	sectors,	each	with	a	manager	re-
sponsible	 for	their	 training.	In	the	Ramada	
Hotel	these	were:	the	F&B	Manager,	the	HR	
Manager,	 the	 Head	 Receptionist	 and	 the	
Housekeeping	Manager;	in	the	Princess	Ho-
tel	 these	were:	 the	F&B	Manager,	 the	Head	
Receptionist,	 the	 Housekeeping	 Manager	
and	the	sales	Manager;	
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The	 main	 instrument	 used	 was	 the	 in-
terview,	which	took	a	semi-structured	form.	
Respondents	were	given	the	opportunity	to	
elaborate	on	their	views.	

Two	types	of	interview	were	used	for	this	
study,	one	for	the	managers	and	one	for	the	
students,	 with	 15	 questions	 on	 each.	 Dur-
ing	 the	 interviews	 notes	 were	 taken	 which	
were	coded	into	categories	according	to	the	
respective	 question.	 The	 research	 was	 con-
ducted	in	early	January	2015	and	2016,	im-
mediately	 after	 the	 completion	 of	 practical	
training.

The	data	collected	in	this	way	were	ana-
lysed	 using	 the	 statistical	 Package	 for	 the	
social	sciences	(sPss)	software	version	20.0.	
The	responses	from	the	interviews	were	ana-
lysed	using	descriptive	statistics,	frequencies	
and	percentages.	The	results	have	been	pre-
sented	in	table	and	graph	form.	since	the	in-
terview	 was	 semi-structured	 the	 additional	
responses	 of	 the	 participants	 are	 useful	 for	
discussion,	for	comparison	with	the	findings	
of	the	literature	review	and	for	drawing	con-
clusions.	

Results and discussion

since	the	research	involved	a	broad	anal-
ysis	of	30	questions	put	to	respondents,	the	
results	have	been	summarised	and	grouped	
in	accordance	with	the	objectives	of	the	re-
search.	 Graphical	 and	 tabular	 presentation	
has	for	the	purposes	of	this	paper	been	given	

only	for	certain	key	questions,	as	well	as	for	
certain	findings	that	went	contrary	to	expec-
tations;	the	other	results	obtained	have	been	
descriptively	compared	and	commented	on.

Results of the interviews  
with managers

Human	 resources	 managers	 in	 hotels	
have	great	difficulty	in	finding	suitable	em-
ployees	 for	 specific	 positions	 in	 the	 hotel.	
The	industry	requires	skilled	and	job-ready	
youth	to	meet	the	growing	demands	of	 the	
organisation	and	to	face	global	competition;	
but	in	reality	it	is	not	happening	(Nagarjuna 
& Kallarakal, 2014).	Thus	the	conclusion	can	
be	drawn	that	managers	see	practical	training	
at	the	degree	level	as	a	good	way	of	develop-
ing	and	selecting	quality	staff.	This	conclu-
sion	 comes	 from	 the	 opinion	 expressed	 by	
100%	of	the	managers,	that	they	saw	future	
employees	 among	 the	 students	 attending	
practical	training	at	their	hotel.	The	reasons	
they	gave	for	this	were	that	the	students	were	
familiar	with	the	way	things	worked	 in	the	
hotel	 and	 with	 the	 operation	 of	 more	 than	
one	sector	in	the	hotel,	and	their	satisfaction	
at	the	knowledge	they	demonstrated.	

It	 is	 interesting	 to	 look	 at	 the	 opinions	
of	the	managers	on	the	competencies	of	the	
students	 and	 their	 preparedness	 to	 tackle	
service	processes	in	the	hotel.	The	pie	chart	
in	Figure	1	shows	the	responses	to	this	key	
question.
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In	 answer	 to	 this	 question,	 37.5%	 of	
managers	 said	 that	 they	 thought	 students	
had	sufficient	theoretical	knowledge	for	the	
job	in	practice,	the	same	percentage	of	man-
agers	 thought	 that	 students	 with	 their	 cur-
rent	knowledge	were	partially	prepared	 for	
the	 job,	and	25%	thought	that	students	did	
not	have	sufficient	theoretical	knowledge	to	
work	in	the	hotel	industry.	

The	fact	that	62.5%	of	respondents	who	
worked	with	students	believed	that	they	did	
not	have	sufficient	theoretical	knowledge	to	
work	 in	 a	 hotel	 is	 an	 indicator	 that	 merits	
further	investigation	in	order	to	assess	what	
knowledge	 the	 labour	 market	 needs	 to	 be	
added	 to	 curricula.	 This	 is	 in	 accord	 with	
Kamau & Waudo (2012),	who	say	that	such	
a	survey	in	the	hospitality	industry	may	re-
veal	 the	gap	 in	education	and	 training	and	
hence	be	used	to	identify	the	competencies	
required	in	the	industry	for	quality	service.	

By	way	of	explanation	of	this	opinion,	the	
managers	most	often	said	that	students	had	
general	 theoretical	 knowledge	 of	 the	 hotel	
industry	but	that	they	lacked	specific	knowl-
edge	 from	 this	 area.	 This	 finding	 is	 similar	

to	that	in	the	study	by	Avornyo (2013),	that	
hospitality	education	places	much	emphasis	
on	 theory,	with	 less	practical	 training.	This	
also	supports	the	theory	that	there	is	a	prac-
tical	 lack	 of	 harmony	 between	 course	 cur-
ricula	and	the	expectations	of	the	 industry.	
Therefore,	it	is	crucial	that	tourism	curricula	
meet	 industry	 requirements	 and	 expecta-
tions	(Donina & Luka, 2014).	The	managers	
also	stated	that	each	hotel	had	its	own	rules	
and	ways	of	doing	thing	and	that	it	was	im-
possible	 for	 theoretical	knowledge	 to	cover	
everything,	another	fact	supporting	the	need	
for	 practical	 training	 in	 the	 hotel	 industry.	
The	managers	thought	that	the	dynamics	of	
change	in	the	hotel	business	were	such	that	
theory	 could	 scarcely	 keep	 pace	 and	 that	
this	was	another	reason,	 in	their	view,	why	
practical	 training	 in	 the	hotel	business	was	
crucial	for	students	and	their	level	of	knowl-
edge.	 These	 views	 tally	 with	 those	 in	 the	
literature	 review,	 where	 many	 authors	 note	
that	 the	 hospitality	 curriculum	 must	 com-
prise	strong	practical	skills	and	‘soft’	people	
management	 skills	 (Connolly & Mc Ging, 
2006; Kearns, 2001; Ladkin, 2005 as cited in 
Goh, 2011).

100%	 of	 the	 managers	 responded	 that	
practical	 training	 was	 of	 great	 significance	
for	their	hotel	and	that	they	were	willing	to	
invest	in	students	and	pass	their	knowledge	
on	 to	 them.	 This	 response	 partly	 accorded	
with	the	fact	that	these	hotels	were	very	will-
ing	to	take	part	in	the	programme	of	practi-
cal	training	and	had	advance	notice	of	what	
was	 expected	 of	 them.	 Conversely,	 when	
preparations	 were	 being	 made	 for	 on-the-
job	 training,	 most	 hotels	 in	 Podgorica	 had	
not	been	willing	to	become	involved	in	the	
student	 training	 programme.	 This	 attitude	
fits	the	findings	of	a	number	of	authors,	who	
note	that	the	importance	of	training	as	part	
of	 course	 curricula	 is	 still	 not	 being	 taken	
seriously	 (Kamau & Waudo, 2012; Seom, 
2000).	For	this	problem	to	be	overcome,	and	
the	number	of	hotels	wanting	to	get	involved	
in	providing	practical	training	increased,	the	
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level	of	awareness	among	hoteliers	needs	to	
be	raised.

Tables	 1	 and	 2	 show	 the	 results	 of	 the	
statistical	 analysis	 of	 the	 responses	 of	 the	

managers	 regarding	 interest	 on	 the	 part	 of	
students	in	practical	training	and	in	the	job	
for	which	they	are	being	trained	itself.	

table 1: Are students interested in practical training?

Frequency percent valid percent cumulative  
percent

valid
Yes 5 62.5 62.5 62.5
Partially 3 37.5 37.5 100.0
Total 8 100.0 100.0

table 2: Are students ready in practice to take  
on the tasks you are training them for?

Frequency percent valid percent cumulative 
percent

valid
Yes 5 62.5 62.5 62.5
Partially 3 37.5 37.5 100.0
Total 8 100.0 100.0

Source for Tables 1 and 2: author	analysis

Table	1	shows	that	100%	of	students	at-
tending	practical	training	were	interested	or	
partially	 interested	 in	 acquiring	 knowledge	
and	 skills	 during	 the	 course	 of	 this	 pro-
gramme.	 The	 managers	 said	 that	 students	
most	 commonly	 lost	 motivation	 to	 work	
when	they	realised	that	day-to-day	tasks	in	
a	 particular	 position	 were	 not	 as	 they	 had	
imagined	them.	They	also	said	that	carrying	
out	 job-related	 tasks	 created	 resistance	 in	
some	students	towards	a	particular	position.	
The	managers	stated	that	this	resistance	seen	
in	 some	 students	 in	 the	 programme	 was	
considerably	 lower	 than	 expected,	 and	 so	
it	could	be	concluded	that	the	awareness	of	
students	 of	 hospitality	 studies	 is	 changing	
and	 that	 they	 are	 increasingly	 aware	 that	
they	can	only	become	good	managers	in	the	
industry	 if	 they	go	 through	 training	 for	all	
levels	 of	 management.	 This	 conclusion	 tal-
lies	 fully	with	the	opinion	of	many	authors	
who	 agree	 that	 successful	 graduates	 will	
need	to	have	greater	ownership	of	their	em-

ployability	skills	and	the	confidence	to	cope	
with	 economic	 upheavals	 and	 capitalise	 on	
career	opportunities	over	a	lifetime	(McNair, 
2003; Wood, 2003).

Table	2	shows	a	very	 important	 item	of	
information,	 that	 almost	 all	 students	 are	
committed	 to	 carrying	 out	 their	 tasks	 on	
the	 job.	This	dedication	on	 the	part	of	 stu-
dents	 contributes	 to	 the	 successful	 realisa-
tion	of	the	practical	training	programme	to	
the	 mutual	 benefit	 of	 the	 students	 and	 the	
hotel.	This	is	borne	out	by	the	statistic	that	
75%	of	managers	thought	that	the	students	
had	 helped	 them	 in	 getting	 everyday	 tasks	
done,	while	15%	thought	that	they	had	been	
of	partial	assistance.	

The	managers	cited	the	students’	dedica-
tion,	diligence,	 readiness	 to	act	on	 instruc-
tions	and	openness	and	readiness	for	team-
work	 and	 to	 acquire	 new	 knowledge.	 This	
is	 in	 line	 with	 the	 notion	 of	 some	 authors,	
that	 punctuality,	 cautiousness,	 reliability	
and	 trustworthiness	 are	 considered	 profes-
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sional	behaviours	(Kamau & Waudo, 2012; 
Gilmore & Gregoire, 2001).	Their	work	with	
the	students	led	100%	of	the	managers	to	re-
spond	positively	to	the	question	of	whether	
they,	had	it	been	their	decision,	would	have	
taken	 in	 the	 students	 for	 work	 experience.	
This	speaks	of	the	awareness	of	managers	of	
the	need	to	transfer	skills	and	competencies	
to	 students,	 as	 future	 potential	 employees.	
Accordingly,	they	elected	to	provide	key	in-
formation	and	skills	which	they	considered	
important	 for	 students	 (Noble & Kwame, 
2015).

Results of the interviews  
with students

100%	of	students	said	that	they	believed	
practical	training	to	be	of	great	significance	
for	 their	 future	 professional	 employment,	
which	 corresponded	 with	 the	 opinion	 of	
Donina & Luka (2014)	 that	 the	acquisition	
of	 skills	 is	of	great	 importance	 for	 the	 em-
ployment	and	career	of	university	graduates.	
The	 reasons	 they	 cited	 for	 this	 belief	 were	
most	 commonly	 that	 in	 the	 process	 they	
had	 acquired	 essential	 skills	 for	 employ-
ment	in	this	industry,	and	also	that	practical	
training	 had	 enabled	 them	 to	 acquire	 spe-
cific	knowledge	in	the	hotel	industry	which	
would	 distinguish	 them	 from	 other	 candi-
dates	 in	 the	 labour	 market.	 These	 findings	
are	 in	 line	 with	 the	 popular	 notion	 of	Kim 
(2008),	which	considers	people	skills	to	be	a	
key	need	in	the	industry.	They	further	stated	
that	 on-the-job	 training	 had	 enabled	 them	
to	 better	 understand	 and	 absorb	 the	 mate-
rial	from	the	curriculum.	The	reason	for	this	
view	 is	 that	 they	may	have	actually	experi-
enced	what	was	taught	in	class	and	what	was	
useful	 in	 the	 workplace	 (Noble & Kwame, 
2015).	

During	practical	training,	students	spent	
time	 in	 the	 following	 sectors:	 F&B	 sec-
tor	 (72%),	 reception	 (84%),	 housekeeping	
(76%),	 wellness	 and	 spa	 reception	 (44%).	
The	 option	 to	 attend	 practical	 training	 on	

the	 wellness	 and	 spa	 reception	 was	 only	
available	to	students	attending	work	experi-
ence	at	 the	Princess	Hotel,	and	 that	 is	why	
the	percentage	here	was	lower.	The	Ramada	
Hotel	does	not	have	its	own	wellness	and	spa	
facility.	

A	rotation	system	was	used	to	implement	
this	plan.	The	students	cited	the	advantages	
of	this	system	as	being	the	knowledge	gained	
from	different	areas	and	familiarisation	with	
different	work	processes	specific	to	each	sec-
tor.	These	findings	are	in	line	with	multiple	
studies	 that	 indicate	 that	 effective	 manage-
ment	 requires	 the	 mastering	 of	 a	 whole	
range	of	skills	and	competencies	(Agut et al, 
2003; Маyo, 2003).	students	saw	shortcom-
ings	in	the	rotations	system	in	the	short	time	
they	spent	in	each	sector	and	in	the	time	it	
took	to	adapt,	orientate	and	socialise	in	the	
new	sector.	

student	 opinion	 was	 divided	 when	 it	
came	 to	 the	 duration	 of	 the	 on-the-job	
training,	with	57.1%	saying	that	the	current	
duration	of	practical	training	was	quite	suf-
ficient	 and	 42.9%	 saying	 that	 it	 could	 have	
lasted	 longer.	 If	 we	 compare	 this	 response	
to	the	recommendation	of	the	management,	
who	felt	 that	the	work	experience	could	be	
extended,	 we	 arrive	 at	 the	 possibility	 that	
this	should	be	further	investigated	and	that	
the	 duration	 of	 on-the-job	 training	 could	
be	lengthened	for	the	next	cycle	of	the	pro-
gramme.	This	finding	 is	 in	accord	with	 the	
opinion	of	a	number	of	authors,	who	believe	
that	bringing	fresh,	dynamic	executives	into	
the	tourism	industry	requires	ongoing	train-
ing	 and	 refreshment	 of	 knowledge	 of	 the	
innovative	approaches	that	are	essential	 for	
effective	 problem-solving	 in	 our	 increas-
ingly	complex	global	business	environment	
(Thomas, 2007; Qiumei, 2007).	

Table	3	gives	a	statistical	overview	of	the	
level	of	student	satisfaction	with	the	knowl-
edge	they	acquired	during	their	work	expe-
rience,	while	the	histogram	in	Figure	2	gives	
a	graphical	representation	of	the	values	ob-
tained.
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table 3: Are you satisfied with the knowledge  
you gained during practical training?

Frequency percent valid percent cumulative  
percent

valid

Yes 33 58.9 58.9 58.9
No 3 5.4 5.4 64.3
I	expected	more 20 35.7 35.7 100.0
Total 56 100.0 100.0

source:	author	analysis

Figure 2: Are you satisfied with the 
knowledge you gained during practical 

training?

Source: author analysis

The histogram clearly shows the opinions of the students, of whom 58.9% said they were 
satisfied with the knowledge they had acquired during work experience, while 41.1% of students 
said they were partially dissatisfied with the amount of knowledge they had acquired during 
practical training. The students expressed dissatisfaction at being delegated by the manager to 
other employees in the sector they were assigned to train in, and only sometimes working with 
the manager; as a result they felt deprived of answers to some questions. These complaints did 
not concern all sectors, only the F&B sector in the Ramada Hotel. This response may indicate 
that even employers are not aware of the importance of some skills (Kamau & Waudo, 2012).

The students had a positive opinion on the overall process of practical training and stated that 
they were happy with the level of knowledge acquired but wished they had had more time to 
learn more. They especially emphasised the significance of a holistic approach to working in a 
hotel, specifically the coordinated functioning of all the different sectors, the importance of 
which they could not have appreciated if they had not been part of the system. The students also 
said that during the process they had learned to communicate better amongst themselves and to 
lose their fear of communicating with strangers. This finding is in line with (Wang, 2008; Kay 
and Russette, 2000), who emphasise communication skills, positive customer relations and 
understanding and sensitivity in resolving the problems of guests, as the keys to graduate 
employment. In a sense the findings also confirm the assertions of Tesone & Ricci (2005), that 
the most desired competencies include teamwork, communication skills, guest service skills, 
professional appearance and pride in self.

Based on the research conducted, one can conclude that both groups of respondents – students 
and managers – agreed that practical training was of great importance for the employment and 
future careers of students.

source:	author	analysis	

The	 histogram	 clearly	 shows	 the	 opin-
ions	 of	 the	 students,	 of	 whom	 58.9%	 said	
they	were	satisfied	with	the	knowledge	they	
had	acquired	during	work	experience,	while	
41.1%	 of	 students	 said	 they	 were	 partially	
dissatisfied	 with	 the	 amount	 of	 knowledge	
they	had	acquired	during	practical	training.	
The	students	expressed	dissatisfaction	at	be-
ing	delegated	by	 the	manager	 to	other	em-
ployees	 in	 the	 sector	 they	were	assigned	 to	
train	 in,	and	only	sometimes	working	with	
the	 manager;	 as	 a	 result	 they	 felt	 deprived	
of	 answers	 to	 some	 questions.	 These	 com-
plaints	did	not	concern	all	sectors,	only	the	
F&B	 sector	 in	 the	 Ramada	 Hotel.	 This	 re-
sponse	may	indicate	that	even	employers	are	

not	aware	of	 the	 importance	of	 some	skills	
(Kamau & Waudo, 2012).

The	 students	 had	 a	 positive	 opinion	 on	
the	overall	process	of	practical	training	and	
stated	 that	 they	 were	 happy	 with	 the	 level	
of	knowledge	acquired	but	wished	they	had	
had	more	time	to	learn	more.	They	especial-
ly	 emphasised	 the	 significance	 of	 a	 holistic	
approach	to	working	in	a	hotel,	specifically	
the	 coordinated	 functioning	 of	 all	 the	 dif-
ferent	sectors,	the	importance	of	which	they	
could	 not	 have	 appreciated	 if	 they	 had	 not	
been	 part	 of	 the	 system.	 The	 students	 also	
said	that	during	the	process	they	had	learned	
to	communicate	better	amongst	themselves	
and	to	lose	their	fear	of	communicating	with	
strangers.	This	finding	is	in	line	with	(Wang, 
2008; Kay and Russette, 2000),	who	empha-
sise	communication	skills,	positive	customer	
relations	and	understanding	and	sensitivity	
in	 resolving	 the	 problems	 of	 guests,	 as	 the	
keys	 to	 graduate	 employment.	 In	 a	 sense	
the	 findings	 also	 confirm	 the	 assertions	 of	
Tesone & Ricci (2005),	that	the	most	desired	
competencies	include	teamwork,	communi-
cation	skills,	guest	service	skills,	professional	
appearance	and	pride	in	self.	

Based	 on	 the	 research	 conducted,	 one	
can	conclude	 that	both	groups	of	 respond-
ents	–	students	and	managers	–	agreed	that	
practical	 training	 was	 of	 great	 importance	
for	 the	 employment	 and	 future	 careers	 of	
students.	
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conclusion

In	today’s	internationalisation	of	the	ho-
tel	industry	there	is	a	pressing	need	for	high	
quality	 staff.	 This	 is	 particularly	 true	 given	
that	tourism	is	a	labour-intensive	sector,	em-
ploying	large	numbers	of	human	resources.	
One	of	the	key	factors	in	the	development	of	
human	 capital	 is	 bridging	 the	 gap	 between	
hospitality	education	and	the	hospitality	in-
dustry.	In	order	to	overcome	this	discrepan-
cy,	that	is	the	differing	perspectives	of	edu-
cators	and	the	hospitality	industry	regarding	
the	need	to	harmonise	the	knowledge,	com-
petencies	and	skills	of	graduates	in	tourism	
and	 hospitality,	 the	 research	 we	 conducted	
has	 shown	 that	 students	 and	 management	
share	 the	same	views	when	 it	comes	to	 the	
importance	of	practical	 training	for	the	fu-
ture	 professional	 employment	 of	 students.	
All	respondents	agreed	that	practical	train-
ing	was	of	great	importance	for	the	further	
professional	 development	 and	 employment	
of	 students,	 and	 practical	 training	 needs	
to	be	 included	as	a	compulsory	part	of	 the	
course	curriculum	in	hospitality	education.	
The	 research	 further	 showed	 that	 the	 gap	
that	exists	in	education	and	training	can	be	
used	to	identify	the	competencies	sought	in	
the	hotel	industry	for	the	provision	of	qual-
ity	service.	Quality	of	service	also	means	es-
tablishing	suitable	quality	standards.	

The	 answer	 to	 the	 key	 question	 of	 how	
best	 to	 educate	 and	 develop	 human	 capi-
tal	 in	order	to	benefit	the	tourism	industry	
(Landkin, 2005)	should	be	sought	in	the	un-
derstanding	 of	 educators	 and	 the	 tourism	
industry	 of	 how	 to	 meet	 each	 other	 needs.	
Educators	 need	 to	 display	 a	 complete	 abil-
ity	 to	produce	qualified	graduates	who	will	
be	able	to	thrive	in	the	hospitality	environ-
ment.	 Hospitality	 managers	 need	 to	 learn	
to	 articulate	 the	 needs	 of	 the	 industry	 and	
support	the	training	of	students	in	acquiring	
the	best	possible	competencies	and	skills,	in	
support	of	the	theory	that	quality	provision	
of	service	requires	the	introduction	of	prac-

tical	knowledge	and	 skills	 as	 a	 compulsory	
aspect	of	education	in	tourism	and	hospital-
ity	studies.
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