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Education, complex skills and specialized knowledge of employees are crucial in in-
dustries such as hospitality industry. Students of hotel management in various ways
try to acquire the experience necessary for employment, such as: professional prac-
tice, student exchange, attendance at specialized courses, etc. The importance of hu-
man resources both in hospitality industry and in service industries in general, is con-
stantly growing. The main goal of this paper is to determine the expectations and sat-
isfaction of hotel management students with employment in the hospitality industry.
The survey was conducted among former and current students of hotel management
of the Faculty of Sciences in Novi Sad. The results revealed statistically significant 
differences in responses. Theoretical and practical implications are discussed in or-
der to help scholars and practitioners better understand this topic.
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Introduction
Nowadays, the hospitality is cited as one of the most fascinating and fun industry to work. 
This is an industry that is open 24 hours a day and 365 days a year (Walker, 2007). It is 
generally accepted attitude that human resources are the greatest competitive advantage on 
the market. They are the key element in the hospitality industry because they are communi-
cating with guests and deliver most of the service (Kong et al., 2018). Hospitality requires 
wide range of different professional profiles and educational levels of employees.
According to data of the Statistical Office of the Republic of Serbia from 2018 (2018) the 
hospitality industry had the largest proportion of employees with secondary education (to-
tal 45.30%), while the share of employees with completed higher education school is only 
5%. According to the same data, the share of employees with degree is 10.70%. A disad-
vantage is that a considerable number of employees with secondary education occupy top 
management positions in hotels and restaurants. One of the major problems in the modern 
hospitality industry of the Republic of Serbia is the lack of competent managers, who have 
sufficient knowledge, international experience in the hospitality industry and special abili-
ties and skills necessary for managing hotel operations (Blagojević, Redžić, 2009).
One of the problems of working in the tourism sector is that there are two types of jobs in 
the industry, two different extremes. There are a large number of those jobs that are poorly 
paid and require low skills, while a small number of positions require a highly skilled peo-
ple who are generally well-paid (Macdonald, Sirianni, 1996).
National Opinion Research Center at the University of Chicago conducted a survey in 
2007 on employee satisfaction in the US. The results showed that employees in the hospi-
tality industry are among the most dissatisfied. The degree of satisfaction for employees in 
the food and beverage sector was below 30%: chefs -24%, bartenders -26%, waiters and 
servers -27% (Smith, 2007). Annual quits rates in tourism and hospitality industry is the 
highest among all industries in the US every year from 2015 until 2019 (U.S. Bureau of 
Labor Statistics, 2020).
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It is very important to identify the key components of dissatisfaction, to take specific steps 
to eliminate them and more frequently measure job satisfaction, in order to determine and 
monitor its level and progress (Kosar, Rašeta, 2005). Extraordinary service is usually pro-
vided by an employee who is satisfied with the job (Knox et al., 2003). Lower service 
quality may be provided by employees who are not satisfied with job (McPhail et al., 
2015). The impact of employees on service quality in the hospitality industry is obvious, 
because only satisfied employees can make the guest happy (Kosar, 2009). Working condi-
tions in the tourism and hospitality industry differ from country to country and from com-
pany to company (Đeri, 2009). Jobs in hotel industry are not easy at all (Cheng, O-Yang, 
2018). Working in tourism and hospitality is considered as stressful and people employed 
in this industry cannot balance between job and personal life (O’Neill, Xiao, 2010). There 
are often long shifts and overtime, level of job security is low, work schedules are not regu-
lar and flexible, a lot of working weekends and holidays, the job is low-paid (Karatepe et 
al., 2012; Karatepe, Bekteshi, 2008; Karatepe et al., 2008; Karatepe, Uludag, 2008). 
Job burnout is one more thing that can cause dissatisfaction with job in the hospitality in-
dustry (Lee, Ok, 2012) and it is very common because service employees often deal with 
difficult customers (Kim, 2008). Also, it has been noticed that friendly and well-disposed 
frontline employee could generate many desirable effects on organization, such as cus-
tomer  satisfaction,  loyalty  and  commitment,  customer  retention  as  well  as  customer 
willingness to spread the positive word-of-mouth (Groth et al.,  2009;  Hartline, Fer-
rel,1996; Tsai, 2001; Tsai, Huang, 2002).

Methodology and research description
The survey was conducted among former and current students of hotel management of the 
Faculty of Sciences in Novi Sad in September 2018. All respondents were employed in Re-
public of Serbia at the moment of their participation in the study. An online questionnaire 
was created in Google Docs and it was distributed via social networks. The study sample 
consists of 55 respondents.
The questionnaire consists of three parts. The first part of the questionnaire is related to the 
profile of participants. The second part focuses on the expectations that students had with 
the employment in the hospitality industry and the third part of the questionnaire is related 
to their satisfaction with employment in the same industry.
For the purpose of this research, a model designed by De Beer (1987) was used. The initial 
model comprised of 43 items and nine dimensions: Work Content, Payment, Promotion, 
Recognition, Working Conditions, Benefits, Personal, Supervisor and Desire to quit the 
job. However, the initial model has been modified for this research and consists of 40 
items and eight dimensions. The last, ninth dimension Desire to quit the job was omitted. 
All eight dimensions appear in both the second and the third part of the questionnaire.
Each of the statements, in the second and third part of the questionnaire, had five possible 
answers from which respondents could choose the one that best suits their attitude or feel-
ing at the given moment. A five-point Likert scale is used for assessing the statements: (1)-
strongly  disagree,  (2)-disagree,  (3)-neither  agree  nor  disagree,  (4)-agree,  (5)-strongly 
agree. Reliability of the modified questionnaire was tested by calculating the reliability co-
efficient (Cronbach’s Alpha). It can be concluded that used questionnaire is reliable given 
that the coefficient for the scale of 40 questions concerning expectations is 0.902, while 
the scale of 40 questions regarding satisfaction coefficient is 0.944 (Hinton et al., 2004).

Sample description

Based on the analysis of the sample, it can be noted that more than a half of the respon-
dents have a master's degree (Table 1).
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Table 1. Socio-demographic characteristics of the respondents (N=55)

Number Percent

Level of education acquired

Current student 8 14.5%

Bachelor’s degree 17 30.9%

Master’s degree 30 54.5%

Length of work experience in the hospitality industry

Up to a year 12 21.8%

Up to three years 29 52.7%

Up to six years 10 18.2%

Up to nine years 4 7.3%

The hospitality sector in which respondent is employed

Kitchen 9 16.4%

Restaurant 19 34.5%

Reception 22 40%

Marketing and Sales 5 9.1%

It can be also seen that more than the half of respondents are those who are in the industry 
up to three years. On the other hand, just few respondents have been working in the hospi-
tality industry for up to nine years, which coincides with the fact that most students start 
their career at the end or after graduation. The largest number of respondents is employed 
in reception (40%) and restaurant (34.5%).

Results and discussion

Results of T-test

T-test for independent samples was used to compare the mean values of acquired results. 
Tables presented below show those dimensions where statistically significant differences 
exist in responses between two different groups of participants.

Results of T-test according to gender show that there are statistically significant differ-
ences in responses of male and female participants. Female participants may have higher 
expectations, but on the other hand, male participants are generally less satisfied 
(Table 2).

The analysis of answers for dimension Working conditions, leads to conclusion that female 
participants have higher expectations. Women expect more flexibility when talking about 
working hours and overtime and this is usually due to their other daily tasks, household and 
child care (Reisch, 2017). Next to that, it is often important to women to socialize and to be 
accepted at work.
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D1-Work content (satisfaction) 3.7100 3.1569 2.506 0.024*

D3-Promotion (satisfaction) 3.2791 2.1389 2.981 0.004*

D5-Working conditions (satisfaction) 3.1318 2.2222 3.024 0.004*

D6-Benefits (satisfaction) 3.3179 2.4167 2.225 0.030*

D7-Personal (satisfaction) 3.5233 2.7083 2.177 0.034*
 *p<0.05

Further results show that female participants are more satisfied with dimension Work con-
tent, than male participants, so it is not surprising that they are probably more motivated 
for work and more interested in job promotion and therefore more satisfied with dimen-
sion Promotion.

Analyzing the results for dimension Benefits it can be seen that there are statistically signif-
icant differences between answers of male and female participants, where women are 
more satisfied.

As a result of stereotypes, men are usually considered natural leaders (Holmes, 2019). 
This has created their need to be at leader positions, so it is not surprising that they gave 
noticeably lower ratings (M=2.3333) to statement "I am given work in accordance with 
my qualifications and skills" than female participants (M=3.5581).

Participants within the age category 21-25 years, have lack of experience in hospitality in-
dustry what boosts their expectations in regard to working conditions (M=3.7879). Oppo-
site to them, participants within the age category 26-30 years who have previous work ex-
perience, gave lower marks (M=3.3636), which represents statistically significant differ-
ence between two groups (t=2.058, p=0.044). It can be concluded that younger partici-
pants are still optimistic and euphoric while older participants have more experience and 
they know much better what to expect from working in this industry.

It is also noticeable that participants that have been working up to three years in the cur-
rent company, are more satisfied with their job and department (M=3.7500) than partici-
pants that are in the company up to a year (M=3.1143), which indicate statistically signifi-
cant difference between these two groups of respondents (t=-2.180, p=0.034). The reason 
for that may be that those who work longer in the same company have gained trust of em-
ployers and proved their qualities and skills.

The results of T-test according to type of participants' employment (permanent and tempo-
rary) are shown in Table 3. Permanent employees have higher expectations about 
supervisors than those who are temporary employed. The reason may be that they are 
aware they will probably work in company for a longer period so for them relations with 
their supervisors are very important.

Dimensions
Mean

t p
Female (n=43) Male (n=12)

D5-Working conditions (expectation) 3.7442 3.1667 2.393 0.020*

Table 2. T-test according to gender
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Dimensions
Mean

t pPermanent 
employees (n=30)

Temporary
employees (n=25)

D8-Supervisors (expectation) 4.5167 4.1400 2.420 0.019*

D1-Work content (satisfaction) 3.8824 3.2376 4.288 0.000**

D3-Promotion (satisfaction) 3.5667 2.3867 3.906 0.000**

D4-Benefits (satisfaction) 3.4889 2.6800 2.427 0.019*

D7-Personal (satisfaction) 3.8333 2.7600 3.718 0.000**

D8-Supervisors (satisfaction) 4.1167 3.5300 2.705 0.009*
*p<0.05; **p<0.001

Furthermore, permanent employees know their supervisors and managers for a longer peri-
od of time, the connection between them is stronger, they have built mutual trust and they 
appreciate each other. On the other side, those who are temporary employed struggle to cre-
ate such relationship with supervisors, due to short period of time spent in the company.
In practice, promotion of a temporary employee happens rarely. According to that, these 
employees are less satisfied with work content than permanent workers. Another reason 
for this is because this type of a job is usually less valued and people are less paid accord-
ingly.
Companies usually engage temporary workers for jobs and tasks that had been previously 
defined. It is very rare occasion when those persons can choose department and job accord-
ing to qualifications and skills they have. Because of that, temporary employed staff are 
less satisfied with dimension Personal than those who are employed for a longer period of 
time and who are probably employed due to their qualifications and skills.
The results of T-test performed according to the position in the company (service employ-
ees or management) are shown in Table 4.

Table 4. T-test according to the position in the company

Dimensions
Mean

t p
Management  Executive position

D1-Work content (satisfaction) 4.0667 3.4103 3.794 0.000**

D2-Payment (satisfaction) 3.4833 2.5313 0.892 0.009*

D3-Promotion (satisfaction) 4.0000 2.6667 0.635 0.000**

D7-Personal (satisfaction) 4.1000 3.0625 0.371 0.003*

D8-Supervisor (satisfaction) 4.2667 3.6938 0.910 0.024*
 *p<0.05; **p<0.001

Participants that work at supervisor or manager positions are more satisfied with 
dimension Work content than participants who work at frontline service positions. 
Reason may be the fact that many of those who are employed at frontline positions 
actually have a faculty degree and they consider themselves qualified for better or 
managerial positions. They  probably wish to be at some position where they can stand

Table 3. T-test according to type of participants’ employment
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out by the knowledge and skills they have. This can also explain the results for dimension 
Personal.
Apparently, there are statistically significant differences in answers for dimension Pay-
ment. Managers perform various tasks, their job is complex and they have more responsi-
bilities than employees at frontline service positions so their salary is in accordance with 
that.
When building carrier in hospitality industry it usually starts at bottom level position, so 
employee could gain work experience. Employees have to gain work experience and to 
prove their abilities in order to get promoted. Having this in mind, it is obvious why those 
who work as supervisors and managers gave higher ratings to dimension Promotion. In 
fact, the biggest difference in answers between these two groups of participants is for this 
particular dimension.
Statistically significant difference is visible in answers for dimension Supervisor, where 
those who work as managers gave higher ratings. This can be explained in way that they 
can better understand managers at higher positions and their requirements as they are man-
agers themselves.
At the end of the survey participants had an extra question "I am thinking about changing 
my current job" with two possible answers (yes or no). The results showed that partici-
pants who are thinking about changing the current job, manifest dissatisfaction across all 
dimensions of the survey Satisfaction scale (Table 5).

Table 5. T-test according to opinion of respondents about changing current job

Dimensions
Mean

t pChanging job-
Yes (n=33)

Changing job-
No (n=22)

D1-Work content (satisfaction) 3.3191 3.9947 -4.998 0.000**

D2-Payment (satisfaction) 2.3333 3.4773 -3.795 0.000**

D3-Promotion (satisfaction) 2.3333 4.0758 -6.880 0.000**

D4-Recognition (satisfaction) 2.4318 3.8182 -4.215 0.000**

D5-Working conditions
(satisfaction) 2.7071 3.2727 -2.148 0.036*

D6-Benefits (satisfaction) 2.6263 3.8636 -3.941 0.000**

D7-Personal (satisfaction) 2.9848 3.8864 -2.953 0.005*

D8-Supervisor (satisfaction) 3.4470 4.4545 -5.789 0.000**
 *p<0.05; **p<0.001

This is also confirmed by results of the online survey conducted in the US that the most 
dissatisfied employees are those who chose to leave their jobs (Stamolampros et al., 
2019).
Lastly, T-test according to expectations and satisfaction for all eight dimensions of the sur-
vey was performed. Unfortunately, results showed that there are statistically significant dif-
ferences for each dimension between expectations that participants had before employ-
ment in hospitality industry and their satisfaction with employment in the same industry. 
The question is what employers could do and how could they motivate employees in order
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to increase their satisfaction level. Employers should be aware of importance of employees 
in hospitality industry and their satisfaction, because it is well known that there is a strong 
relationship between satisfied employee and satisfied guest.

Results of analysis of variance ANOVA

The application of the ANOVA analysis and LSD post-hoc test examined differences be-
tween dependent variables (questions related to expectation and satisfaction with the em-
ployment in the hospitality industry) and independent variables (socio-demographic charac-
teristics of the respondents). The results revealed statistically significant differences in re-
spondents' responses in relation to the length of work experience in the hospitality industry 
of the respondents, their level of education, and the hospitality sector in which the respon-
dents are employed.
According to the length of work experience in the hospitality industry, the results of the 
analysis of variance ANOVA show statistically significant differences in responses (Table 
6).

Table 6. Analysis of variance ANOVA according to the length of work experience in the 
hospitality industry

Dimensions

Length of work experience in the 
hospitality industry

F р
LSD

Post- hoc
test

(1) Up to
a year

(2) Up to
three
years

(3) Up to
six years

(4) Up to
nine
years

D2-Payment
(satisfaction) 2.5000 2.6293 3.6000 2.8125 1.950 0.031* 1,2<3

D3-Promotion
(satisfaction) 2.6667 2.9080 3.9667 2.6667 2.613 0.020* 1,2,4<3

D4-Recognition
(satisfaction) 3.0000 2.6897 4.1000 2.3125 3.383 0.025* 2,4<3

D7-Personal
(satisfaction) 2.8333 3.4138 3.8500 3.1250 1.464 0.048* 1<3

 *р<0.05

Respondents who work up to a year in the hospitality industry, as well as those who work 
up to three years, gave the lowest ratings to dimension Payment. The reason for this can be 
found in the fact that wage increases with the length of experience that employee has in 
the hospitality industry, time spent in the company as well as with the skills and qualifica-
tions that a person possesses. Experience of employees in the industry such as hospitality 
is very important so respondents who work up to six years in the hospitality industry have 
provided the highest average rating concerning other categories of respondents, for this di-
mension. It is believed that during that period they progressed, and accordingly achieved fi-
nancial benefits. Years of experience usually lead to higher positions as well as to greater 
responsibilities. However, employees with greater responsibilities also expect to receive 
higher salaries. The problem in the hospitality industry is that earnings are low even at the 
highest and most responsible positions, so it is not surprising the fact that respondents who 
work up to nine years in the industry did not give the highest average score to the dimen-
sion Payment.
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All the above mentioned explains also the results related to the dimension Promotion. Ac-
cordingly, respondents who work up to a year and those who work up to three years in the 
hospitality industry, presumably still work at executive positions until they gain enough ex-
perience to progress.
The results show that respondents rated the dimension Recognition in the same manner as 
previously explained. The third group of respondents, those who work up to six years in 
the hospitality industry, for this dimension gave the highest average rating.
Dimension Personal includes statements "I am given work in accordance with my qualifi-
cations and skills" and "I work in the department of my choice". As expected, the lowest 
average score for this dimension is given by the respondents who work up to a year in the 
hospitality industry, and have lack of experience, skills and qualifications. On the other 
hand, respondents who have up to six years of experience in the hospitality industry, with 
necessary qualifications and skills, agree that they can choose in which sector of the com-
pany they can work and they gave the highest average marks.
The results of the analysis of variance ANOVA according to the level of education ac-
quired show that there are statistically significant differences in responses of participants 
regarding dimension Benefits. Respondents who are still students gave lower average rat-
ings (M=2.2500) than respondents who have bachelor's degree (M=3.4510) and that 
manifests that statistically significant difference exists between them (F=2.2556, p=0.029).
Statistically significant differences in the responses of participants can be seen in the re-
sults obtained by analysis of variance ANOVA according the hospitality sector in which 
the respondents are employed (Table 7).

Table 7. Analysis of variance ANOVA according to the hospitality sector in which re-
spondent is employed

Dimensions

The hospitality sector in which respondent is 
employed

F р
LSD
Post-

hoc test
(1)

Kitchen

(2)

Restaurant

(3)

Reception

(4)
Marketing
and sales

D1-Work content
(expectation) 3.6863 3.8452 4.1230 4.3059 3.186 0.031* 1<3,4

D3-Promotion
(expectation) 4.1111 4.5263 4.7273 4.6667 1.791 0.027* 1<3

D5-Working
conditions
(expectation)

3.4074 3.3158 3.9091 3.8667 2.636 0.013* 2<3

D6-Benefits
(expectation) 3.9259 3.4737 4.2576 4.1333 2.261 0.014* 2<3

D1-Work content
(satisfaction) 3.4837 3.2755 3.8396 3.8706 3.486 0.022* 2<3

D2-Payment
(satisfaction) 1.9444 3.0789 2.8750 2.8500 1.918 0.023* 1<2

D5-Working
conditions
(satisfaction)

2.8519 2.4035 3.3333 3.3333 3.836 0.015* 2<3,4

D7-Personal
(satisfaction) 3.4444 2.8947 3.6818 3.4000 1.579 0.036* 2<3

*р<0.05
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It may be noted that the respondents who are employed in departments Reception and 
Marketing and sales had higher expectations of Work content than those who are 
employed in the department Kitchen. The reason for this may be that job in the sectors 
Reception and Marketing and sales include a wide range of different tasks and 
activities. Besides that, studies show that employees in the kitchen feel undervalued and 
they find their job boring (Murray-Gibbons, Gibbons, 2007). However, if the attention 
is paid to the results of satisfaction with the dimension of Work content, it is evident that 
the lowest average grade is given by the respondents employed in the Restaurant, while 
significantly different assessment is given by the respondents employed in the 
Reception. This may represent the fact that jobs in the Restaurant are based on service, 
while jobs in the sector Reception include various tasks such as communication, 
administration, reservations, etc. It is very common situation that in sector Restaurant do 
not work employees with proper qualifications and professional orientation (Kosar, 
2009).

While respondents who work in Kitchen department gave the lowest average score for ex-
pectations for the dimension Promotion, respondents who are employed in the Reception 
had the highest expectations for the same dimension, compared to employees in other sec-
tors.

Statistically significant differences in the responses can be observed with the dimension 
Benefits, (expectations scale). Differences in responses occur between employees in the 
Restaurant sector, who had lower expectations than employees in the Reception.

According to data of the Statistical Office of the Republic of Serbia from 2019 (2019), the 
wage of employees in restaurants and hotels is extremely low. The highest average score 
for dimension Payment was given by participants employed in the sector Restaurant. Prac-
tice shows that it is not uncommon that employees in this sector, in addition to their regu-
lar salaries or wages, receive additional income/bonus from the employer or tips from 
guests directly, due to the good services they provide. On the other hand, employees in the 
sector Kitchen gave the lowest average score for the same dimension. Dissatisfaction with 
salaries was recognized as one of the main sources of stress of chefs at work, followed by 
treatment by managers, pressures at work and working time per day (Smith, Carroll, 
2006).

The results obtained for the dimension Working conditions show the lowest average rating 
from the Restaurant sector staff, while the highest average grade is given by employees 
from sectors Reception and Marketing and sales. The explanation can be found in the way 
of functioning of the restaurant, where it is understood that the restaurant is open until the 
guests are in it.

While respondents who are employed in the sector Restaurant disagree or neither agree or 
disagree with satisfaction of dimension Personal which includes statements "I am given 
work in accordance with my qualifications and skills" and "I work in the department of my 
choice", respondents from the sector Reception gave the highest average marks to this di-
mension. Employees in the Restaurant sector may not be satisfied with the sector where 
they work and with the job they do.
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Conclusion
The topic related to employee satisfaction is very interesting, many studies have been con-
ducted about it and it was the focus of interest of many authors. Taking into consideration 
that the hospitality industry is very specific, mainly because it is based on service, it can be 
concluded that the combination of these two topics provides a very convenient and interest-
ing base for research.
The fact that mostly there are no established human resource departments, especially in 
small hotels and restaurants, represents a big problem in the hospitality industry of the Re-
public of Serbia. Those departments would deal with employees, innovations, trainings, 
new technologies, etc. For the employees in this industry is necessary to keep acquiring 
new knowledge and skills, and this can be achieved through various forms of continuous 
education and training. Those who should initiate and provide the necessary training are 
certainly employers.
The research results showed that the respondents had high expectations about the job, 
which is considered adequate for people who have a university degree, but the real picture 
shows that respondents were dissatisfied with payments, recognition, and working condi-
tions. All of the above negatively affects the attractiveness of employment in the hospitali-
ty industry as well as a lack of motivation of employees in this industry. According to data 
of the Statistical Office of the Republic of Serbia from 2019 salaries and benefits of em-
ployees in the hospitality industry in the Republic of Serbia are devastatingly low, actually 
among 19 different industry sectors employees in the hospitality industry have the lowest 
average salary.
Managers in tourism and the hospitality industry have difficulty hiring new employees and 
also struggle with retention of qualified, competent, organized and motivated employees in 
companies. Employee satisfaction should be an imperative for all companies since employ-
ees deliver service quality that guests pay for, so it can be said that employees generate in-
come.
There are few limitations of the study. Firstly, the study is done just on the sample of cur-
rent and former students of Faculty of Sciences in Novi Sad, Republic of Serbia. Secondly, 
all respondents are in the 21-30 age range. Finally, it is assumed that all respondents are 
employed in Novi Sad or in Vojvodina. Suggestion for further research would include a 
new conduction within the entire Republic of Serbia, which will focus on a bigger and 
more diverse sample. Lastly, the results of such study would allow an insight into employ-
ees' job satisfaction and further lead to necessary measures that should bridge this gap in 
hospitality sector, raising the awareness about importance of human resources at the same 
time.
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