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When asked to identify what characteristics are needed to fulfil an entry level 

management position in their companies, recruiters replied they were looking for someone 

“good”. When asked why they are enrolled in a 4 year hospitality program, a student may say 

to acquire a “good” job. The purpose of this study was to investigate the word “good” as it 

relates to hospitality industry recruiters in fulfilling an entry-level management position, as 

well as the hospitality management students perspective of “good” related to acquiring an 

entry level management position upon graduation from a four year hospitality degree 

program. This study investigated characteristics, skills, experience, and education of an entry-

level manager, as defined by hospitality industry recruiters and hospitality students as “good”. 

There are opportunities to ensure that development is relevant and valued by both 

organization and students, through greater understanding of which competencies the industry 

recruiter is looking for in a “good” entry-level manager. Examples of good practice that enable 

development of existing talent should be published, in order that industry, academia and 

college graduates can learn from each other. Industry will ultimately determine the strengths 

and weaknesses of each four year hospitality degree program, based on whether or not they 

are able to recruit “good” entry-level managers from the program’s graduates.
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CHAPTER 1 

INTRODUCTION 

The hospitality industry is one of the fastest growing global sectors. The World Travel 

and Tourism Council estimates that travel and tourism industry-generated jobs represent 8.7% 

of total employment worldwide, increasing to 9% global employment by 2016 (WTTC, 2006). 

Managers represent 29% of those employed in the industry and play a vital role in the 

development and productivity of the sector (Wilson, Homenidou, and Dickerson, 2006). 

Perhaps the greatest challenge facing the hospitality industry in the future is attracting “good” 

entry-level hires into management positions. In an industry known for high turnover rates, this 

represents an enigma facing recruiters in the hospitality field. Finding candidates with the 

expertise to succeed in entry-level management positions has become a critical issue (Severson, 

n.d.). Specifically, the industry must identify valid job competencies in an effort to reduce

turnover as well as combat challenges in the recruitment and retention of qualified entry-level 

management positions (Ghiselli, La Lopa & Bai, 2001; Tesone & Ricci, 2005; Tsai, Chen & Hu, 

2004). 

Topor (2000) reiterated the need of both industry and academia to understand the 

selection factors used by recruiters and hiring managers, stating that, “Efforts that strive 

toward a better understanding of hospitality recruiter decision-making processes will not only 

contribute toward organizational productivity and effectiveness, but will further advance the 

field of personnel selection overall” (p. 8). The entry-level management selections that 

recruiters and hiring managers make contribute to the organization’s success or failure over 

time. Therefore, scholarly research journal articles regarding the recruiting and hiring 
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managers’ perspective of the word “good” can be expected to contribute to the successful 

hiring of “good” entry-level managers. 

Current research by hospitality educators and students emphasizes the hospitality 

industry’s day to day operational issues such as shortage of appropriate skilled staff and high 

employee turnover. The ability for recruiters to identify “good” candidates when hiring 

individuals for entry-level management positions can contribute to this research and enable 

companies to maintain a competitive advantage that aligns with their corporate hiring 

strategies (Marco-Larjara & Ubeda-Garcia, 2013). Hospitality industry recruiters know their 

company’s strengths and weaknesses and need to select associates whose strengths enhance 

the overall objectives of the organization (Simpson, 2008). 

Ley and Sandler (1982) stress the necessity for students to comprehend the 

requirements of hospitality industry recruiters’ definition of “good” entry-level managers to fill 

key positions. Employers demand a range of competencies and expect graduates to be work-

ready (Yorke & Harvey, 2002). Recruiters have long maintained that new hires require a 

combination of relevant experience, technical skills, education and abilities, but they also look 

for a close match of the candidate's personal values to the organizational culture (Josiam, 

Devine, Baum, Crutsinger, & Reynolds, 2010). Recruiters indicate that many students who 

attend hospitality programs are not prepared for entry-level management positions and 

perceive that graduates lack resilience in trying to cope with a hectic hospitality environment 

(Collins, 2002). Hospitality recruiters call on universities to produce employable graduates 

(Barrie, 2006). 
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 Students participating in a four year hospitality management degree program expect to 

enter an entry-level management position soon after graduating (Brien, 2004). Jauhari (2006) 

believes that expectation to be unrealistic. Collins (2002) and Raybould and Wilkins (2005) 

examined the differences in career expectations between students and hospitality industry 

recruiters. One study found that often, hospitality graduates are not the recruiters’ first choice 

(Brien, 2004). Those with industry experience are valued over those with a degree in hospitality 

management for entry-level management positions (Chi & Gursoy, 2009; Li & Leung, 2001). 

Historically, hospitality industry recruiters do not highly regard university hospitality degrees 

(Harkinson, 2004).  

According to Smith Travel Research and Tourism Economics, the hotel industry is 

predicted to increase occupancy rates 0.6% to 65.9% in 2016, and to continue the rise in 2017, 

peaking at 66.1%. Seven trillion dollars a year are attributed to tourism globally. France and the 

United States are currently two of the top tourism destinations, but Brazil, Russia, India and 

China (Jain, 2006) are quickly emerging as popular travel destinations. Increases in the number 

of visitors to tourism destinations demand the need for more workers in the hospitality 

industry that qualify as “good” entry-level hospitality managers (Kubacki, 2016). 

It is imperative that hospitality competencies and expectations for entry-level 

management positions be defined, with input from educators, hospitality recruiters and 

students, to avoid disappointment and disillusionment on all sides (Harkison, Poulston & Kim, 

2009). However, the ultimate hiring decision rests with recruiters and hiring managers, and 

their beliefs are the most critical to be studied.  
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There are over 170 four year undergraduate hospitality degree programs in the United 

States. College degree programs in hospitality have a long history of working to meet the 

evolving needs of the hospitality industry recruiter (Simpson, 2008). Kolenko (1996) suggested 

that students should start developing relationships with recruiters early in their educational 

experience; this gives them advanced knowledge of hospitality recruiters’ expectations.  

Researchers have attempted to gain knowledge from hospitality industry recruiters by 

conducting studies on traits of successful managers (Graves, 1996; Emenheiser, Clay, & 

Palakurthi, 1998; DiPietro, Murphy, Rivera, & Muller, 2007). However, these investigations have 

not focused on the criteria of “good” as it relates to entry-level management positions. Jauhari 

(2006) contends that the hospitality industry must be managed like any other business; 

therefore hospitality recruiters and students must understand the need to identify “good” 

management competencies needed to ensure an opportunity to enter the industry in an entry-

level management position.  

A majority of the academic literature in hospitality focuses on students’ general 

attitudes, career expectations, and their intentions to enter the hospitality industry upon 

graduation (Aksu & Koksal, 2005; Barron & Maxwell, 1993; Jenkins, 2001; Kuslucan & Kusluvan, 

2000; Richardson, 2008; Roney & Oztin, 2007). Studies focus on how variables such as gender, 

work experience, year of study, and influence of friends and family members could affect 

students’ attitudes toward the hospitality industry and their career intention and commitment 

(Barron & Maxwell, 1993; Chuang, 2010; Jenkins, 2001; O’Leary & Deegan, 2005; Roney & 

Oztin, 2007; Wan & Kong, 2012; Wong & Lui, 2010). Raybould and Wilkins (2005) suggested 

that increased competition and complexity in the industry reduced the importance of technical 
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and operational skills in favor of leadership, corporate and strategic skills.    

 Another component of the path to an entry-level management position is the 

internship, or advanced work experience, that most students complete prior to graduation 

from a four year hospitality degree program. Student interns are viewed by the industry as a 

readily available, easily transformed, and specifically trained workforce that can be a valuable 

source of labor in today’s economy (Dixon, Cunningham, Sagas, Turner, & Kent, 2005). Despite 

the importance and emphasis attached to the internship by educators, and evidence that it 

creates value for students and recruiters, it does have weaknesses and limitations (Cook, 

Parker, & Pettijohn, 2004). Davies (1990) points out that students and recruiters view the 

benefits differently and have different needs, expectations, and beliefs. Students view 

internships as a valuable experience in assuring them a position within the industry (Cannon & 

Arnold, 1998). However, O’Leary and Deegan (2005) highlighted the disillusion of student 

expectation of internships after they were subjected to long hours, poor pay, and the physical 

and stressful nature of hospitality work.  

Understanding the use of the word “good” by hospitality industry recruiters is important 

to a successful hiring process for entry-level management positions (Watson, 2008). Watson 

indicates there is a need to align student and industry expectations with respect to the 

development of characteristics, skills, education and work experience. When recruiters do not 

identify their expectations for “good” as it relates to the skills, characteristics and education 

they prefer when hiring for a “good” entry-level management position, students are at a 

disadvantage in their ability to perform satisfactorily at these levels upon graduation.  



  
  

6 

 Few studies of hospitality management reflect the changing role of managers in terms 

of the decreasing importance of operational and technical skills and the corresponding increase 

of emphasis on corporate and strategic skills (Gilbert & Guerrier, 1997; Tas, LaBrecque, & 

Clayton, 1996). Given the changes highlighted by Gilbert and Guerrier (1997) in the roles of 

managers in the hospitality industry over the last three decades, it is essential to continually 

update the body of knowledge and expectations in the hospitality internship environment 

(Perdue, Woods, & Ninemeier, 2000). Furthermore, the impact of this research will contribute 

to the working relationship between hospitality recruiters, students and academics to ensure 

“good” entry-level management competences are clearly identified.  

The major objectives of this study are to: 

 define the word “good” as it is perceived by hospitality industry recruiters in 

selecting a new hire for an entry-level management position; and 

 define the word “good” as it is perceived by hospitality management students in 

ensuring an entry-level management position upon graduation from a four year 

hospitality degree program. 

 Specifically, objectives for hospitality recruiters and students will include defining: 

“good” characteristics with regard to intelligence, integrity and work ethic; “good” skills with 

regard to leadership, technology and communication; “good” work experiences with regard to 

internship, actual work experience, and supervisory roles; and “good” education with regard to 

attainment of a four year hospitality degree. These key areas must be studied in order to 
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ensure an understanding of the characteristics, skills and education needed to enter the 

hospitality industry in an entry-level management position (Aggett & Busby, 2011).  

This study will attempt to enhance the body of knowledge regarding “good” 

characteristics, skills, experience and education as perceived by hospitality industry recruiters 

and hospitality students entering into entry-level management positions. The study will employ 

the functional theory of stratification, which posits that stratification arises in response to 

unconscious social needs to place the most able persons into the function of the most 

important positions, and then motivate them to perform their tasks. Therefore, reward is a 

product of the functional importance of a position as well as the relative scarcity of a qualified 

person for the position (Abrahamson, 1973). Studies show the importance of job status 

congruence, which is a match between what workers offer (e.g., autonomy or work interest) 

and what organizations offer (e.g., status) in terms of employees’ job satisfaction, 

organizational commitment, and retention (Creed & Saporta, 2004). Kusluvan and Kusluvan 

(2000) reported the perceptions of undergraduate tourism students toward working in the 

tourism industry in Turkey. Their findings indicated a significant correlation between students’ 

perception of the nature of work in the tourism industry and of its perceived social status. They 

found that the word “good” related to a supervisor’s ability to contribute significantly to an 

employee’s overall satisfaction. This study will adopt the Generic Skills Framework to show that 

those who perform successfully in terms of hospitality recruiters’ values will be more likely to 

receive a variety of rewards and higher prestige. With this framework, college students can set 

realistic goals, take responsibility for their own learning and develop good characteristics, skills 

and experiences. This will provide them the opportunity to enter the hospitality industry in an 
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entry-level management position upon completion of their hospitality management degree. 

Recruiters, students and academia can learn from each other through the inclusion of examples 

of “good” existing talent in scholarly research articles (Watson, 2008). 

The findings of this study will contribute to the literature by providing a thorough 

understanding of the word “good” on the part of both hospitality recruiters and hospitality 

students. It is imperative to understand how the definition of the word “good” is perceived 

among the many aspects of the hospitality industry.  

 

Purpose of the Study 

The purpose of this study is to examine and define the word “good” as it relates to 

hospitality industry recruiters in their selection of new hires into entry-level management 

positions. The study will also examine and define the word “good” as it relates to hospitality 

management students in their pursuit of an entry-level management position upon graduation 

from a four year hospitality management program.  

This study investigated: 

 Characteristics of an entry-level manager, as defined by hospitality industry 

recruiters and hospitality students as “good” intelligence, integrity and work 

ethic 

 Skills of an entry-level manager, as defined by hospitality industry recruiters and 

hospitality students as “good” leadership skills, technology skills and 

communication skills 
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 Experience of an entry-level manager, as defined by hospitality industry 

recruiters and hospitality students as “good” internships, work experience, and 

supervisory experience  

 Education of an entry-level manager, as defined by hospitality industry recruiters 

and hospitality students as “good” educational requirements 

 

Objectives of the Study 

Objective 1: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

characteristics needed to fulfill an entry-level management position and compare the findings 

to the study of hospitality management students’ perspectives of “good” as it relates to 

characteristics needed to acquire an entry-level management position upon graduation from a 

four year hospitality degree program.  

Objective 2: Analyze hospitality recruiters’ perspectives of “good” as it relates to skills 

needed to fulfill an entry-level management position and compare the findings to the study of 

hospitality management students’ perspectives of “good” as it relates to skills needed to 

acquire an entry-level management position upon graduation from a four year hospitality 

degree program.  

Objective 3: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

experience needed to fulfill an entry-level management position and compare the findings to 

the study of hospitality management students’ perspectives of “good” as it relates to 
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experience needed to acquire an entry-level management position upon graduation from a four 

year hospitality degree program. 

Objective 4: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

education needed to fulfill an entry-level management position and compare the finding to the 

study of hospitality management students’ perspectives of “good” as it relates to education 

needed to acquire an entry-level management position upon graduation from a four year 

hospitality degree program.  

 

Definitions of Terms 

The following terms are used in this study: 

 Characteristic: A feature that helps to identify, tell apart, or describe 

recognizably; a distinguishing mark or trait (Business Dictionary.com, 2014). 

 Education: the knowledge, skill, and understanding that you get from 

attending a school, college, or university (Merriam-webster.com, 2016). 

 Entry-level: At the lowest level, the level of someone who is just starting a job or 

career (Merriam-webster.com, 2014).  

 Experience: Active participation in events or activities, leading to the 

accumulation of knowledge or skill (Merriam-webster.com, 2014). 

 Good: A favorable characteristic or tendency (Merriam-webster.com, 2015) 

 Hiring Manager: A key member of the employee recruitment team. As the 

initiator of a position, or the need for an employee, the hiring manager is the 
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head of the employee selection team. He or she works with a recruiter to fill the 

open position through every step of the organizations recruitment process 

(Heathfield, 2014). 

 Hospitality Industry Recruiter: Individual who works to fill job openings in 

hospitality businesses or organizations. A person who achieves staffing 

objectives in the hospitality industry by recruiting and evaluating job candidates; 

advising managers; managing relocations and developing and training for 

internship programs (Business Dictionary.com, 2014). 

 Hospitality Student: A person studying the quality or disposition of receiving and 

treating guests and strangers in a warm, friendly, generous way in a four year 

hospitality degree program (Merriam-webster.com, 2014). 

 Integrity: The quality of being honest and fair (Merriam-webster.com, 2014). 

 Intelligence: The ability to learn or understand things or to deal with new or 

difficult situations (Merriam-webster.com, 2014). 

 Internship: A student or recent graduate who works for a period of time at a job 

in order to get experience (Merriam-webster.com, 2014). 

 Management: The act or skill of controlling and making decisions about a 

business, department, sports team, etc. (Merriam-webster.com, 2014).  

 Perspective: The ability to understand what is important and what isn’t 

(Merriam-webster.com, 2014). 
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 Recruitment: The practices and activities conducted by an organization with the 

primary purpose of identifying and attracting potential employees (Barber, 

1998). 

 Selection: The process in which candidates for employment are divided into two 

classes, those who are offered employment, and those who are not (Gupta & 

Jain, 2014, p. 74). 

 Skill: A developed talent or ability (Merriam-webster.com, 2014). 

 Stratification: Also called social stratification, stratification is the hierarchical or 

vertical division of society according to rank, caste, or class (Merriam-

webster.com, 2014). 

 Work ethic: A belief in work as a moral good (Merriam-webster.com, 2014). 
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Figure 

 

 

  

Figure 1. Generic skills framework model 
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CHAPTER 2  

LITERATURE REVIEW 

This chapter provides the foundation for the current study, reports findings related to 

hospitality recruiters’ perspectives of competencies needed by new college graduates, and 

defines hospitality management students’ perspectives of competencies appropriate for entry-

level management positions. The theoretical framework and the hypotheses for the study will 

be described and explained.  

A series of competency studies were initiated in the 1980s and have helped form the 

framework for subsequent research. In 1988, Tas surveyed general managers in the hospitality 

industry and identified 36 competencies required of manager trainees. Since then, additional 

competencies related to qualities required in the hospitality industry have been reported in 

numerous studies. Over 45 studies focusing on competencies were integrated into the 

development of this study. A selection of those are presented in Table 1. 

Table 1 

 Selected Studies on Competencies 

Studies Authors Published 

Teaching Future Managers  Tas 1988 

Property-Management Competencies for Management 
Trainees 

Tas, LaBrecque, & Clayton 1996 

Hospitality-Management Competencies: Identifying 
Managers’ Essential Skills 

Kay & Russette 2000 

Revisiting Competencies of Hospitality Management – 
Contemporary Views of Stakeholders 

Christou 2002 

Factors Influencing Hospitality Recruiters’ Hiring Decisions 

in College Recruiting. 
Kwok, L., Adams, C., & Price, M. 2011 

Essential Hospitality Management Competencies:  
The Importance of Soft Skills 

Sisson, Adam, & Adam 2013 
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The purpose of this study is to investigate the word “good” as it relates to the 

perspectives of hospitality industry recruiters in selecting new hires for entry-level 

management positions, as well as the hospitality management students’ perspectives of “good” 

as it relates to acquiring an entry-level management position upon graduation from a four year 

hospitality degree program. The study will examine characteristics, skills, internships, work 

experiences and education to ascertain the correlation between the recruiters’ perspectives 

and the students’ perspectives regarding entry-level management positions.  

Competencies play a critical role in hospitality organizational structures. Although 

previous studies determined what general managers believe are competencies needed for 

manager trainees, the research has not identified competencies that hospitality recruiters 

define as “good” for a graduate of a four year hospitality degree program applying for an entry-

level management position. This study is designed to determine those competencies to ensure 

that both hospitality recruiters and college graduates achieve the level of “good” when 

recruiting and entering into entry-level management positions.  

 

Hospitality Industry Recruiters’ Perspective of “Good” 

Recruiters, as the representatives of their organizations, often plan recruiting-selection 

activities with university career and placement centers to attract and assess quality candidates. 

These recruiting-selection activities include receptions, class presentations, career fairs, 

interviews, site visits to the host organizations, and other recruiting functions. Recruiters utilize 

these activities to interact and become acquainted with students, and to evaluate candidates’ 

potential for success within the organization (Kwok, Adams, & Price, 2011).   
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 Hiring and retaining excellent employees is one of the most challenging and important 

tasks a Human Resource Department may face (Kurec, 2004). The hospitality and tourism 

industry is a significant employer of labor in many countries. The United States Department of 

Commerce announced in 2015 that hospitality job growth has increased for the 17th 

consecutive quarter, now accounting for more than 7.7 million American jobs. According to the 

Bureau of Labor Statistics, the leisure and hospitality industries will employ 14.4 million 

professionals by 2020. “The new data confirms how important the travel and tourism industry 

is in the U.S. economy,” Selig said, “Not only is tourism spending increasing, but job growth has 

increased. Travel and tourism continues to be a bright spot” (Selig, 2014). 

 In an effort to understand the hospitality industry expectations for qualified managers, 

researchers have conducted a number of studies. Many discussions on recruitment have 

focused on the perceived qualities a manager needs for a successful career in hospitality (Kwok, 

et al., 2011). Greger and Peterson (2000) summarized leadership attributes through 

observation of interviews with six chief executives of different hotel companies. Their study 

discussed the essential attributes (vision, passion, integrity, etc.) and the necessary skills 

(listening, imagination, creativity, etc.) for these positions. They also noted personality traits 

which should be eliminated for successful executives (an inflated ego, complacency, 

predisposition, etc.). After analyzing 137 questionnaires reported by senior-level industry 

executives at various hotel companies, Chung-Herrera, Enz, and Lankau (2003) advocated a 

Leadership-Competency Model for the Lodging Industry, which includes the constructs of self-

management, strategic positioning, implementation, critical thinking, communication, 

interpersonal leadership, and industry knowledge.  
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 In a qualitative study by Kwok, et al. (2011), the authors explored and examined the 

factors influencing hospitality recruiters’ hiring decisions, using Rational Choice Theory. The 

results suggested that many hospitality recruiters consider leadership, relevant job, experience, 

and job fit the most important factors. Personality ranked as the second most important factor 

in the rank order scale and received the highest average score in perceived importance. 

Baum and Devine (2007) conducted an exploratory study in Northern Ireland (NI), 

seeking to examine the “skills profile, work background, educational attainment, attitudes, and 

plans of front office employees” (p. 270). The study was mostly concerned with the front office 

personnel service workers’ skill sets and training. The researchers sent out an invitation to the 

general managers at 22 four and five star hotels in four counties in NI with Belfast and Derry 

being the location of the majority of participating hotels. The general managers identified 150 

front office employees who were given a survey that used a five-point Likert scale. “The skills 

seen as most important are identified as soft or generic skills; particularly oral communication, 

customer care, interpersonal skills, team work and the application of ethical standards” (Baum 

& Devine, 2007, p. 274).  

While many studies examine the industry’s expectations for successful hospitality 

managers, this information is not sufficient to answer the research question of this study 

because students do not usually begin their careers as management trainees. Chapman, 

Uggerslev, Carroll, Piasentin and Jones (2005) confirmed in their meta-analytic review about 

recruitment that the recruiting-selection process is a variable affecting recruiting outcomes. 

The researchers rated research questions about the recruiting process from the perspective of 

the applicants, examining their perceptions on how they receive appropriate interpersonal 
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treatment and timely information. However, more research should be conducted on the entire 

recruiting-selection process from the recruiters’ point of view.  

Breaugh (2008) concluded that researchers frequently focus on the effect of a specific 

recruitment activity. Relatively little attention has been given to the area of management 

recruitment and the recruiters’ perceptions of what attributes entry-level managers should 

possess to make them a “good” hire for the organization. A study of factors influencing 

hospitality recruiters’ hiring decisions (FIHRHD) prompted a FIHRHD Model in which researchers 

outlined the possible qualities that hospitality recruiters seek in graduating seniors, but the 

model did not include qualities that hospitality recruiters seek in a “good” hire for an entry-

level management position. Research findings also suggest that different segments within the 

hospitality industry (e.g., hotels and restaurants) may have slightly different expectations with 

regard to hospitality students (Kwok, et al., 2011). However, relatively few articles have 

explored hospitality industry recruiters’ perceptions of a “good” hire versus a “bad” hire, or 

what competencies make a student a quality hire for an entry-level supervisory position.  

 

Hospitality Management Students’ Perspective of “Good” 

A graduate of a four year hospitality degree program would expect to acquire a “good” 

entry-level management position upon completion of his or her education. Career choice is a 

complex and multifaceted phenomenon, and multiple factors come into play that shape 

students’ career prospects and commitment to the tourism and hospitality industries (Chuang, 

Ning-Kuang, & Dellman, 2010). Kusluvan and Kusluvan (2000) suggest that students’ 

perceptions of a promising career are based on salary, promotion ability, and other benefits 
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such as learning opportunities and work-life balance. It is imperative to conduct research to 

understand hospitality students’ perspectives of what contributes to a promising career in the 

hospitality industry. There are reports showing that hospitality employees in Macau place more 

value on salary and promotion opportunities (Chan & Kuok, 2011; Wan, 2010), whereas in 

Western countries, students place a higher value on a fun working environment, enjoyable 

work and interesting jobs (Weaver, 2009). Students who look for a high salary may not be 

attracted to the hospitality and tourism industry because of its low pay compared with other 

sectors. The results of a study by Wan, Wong & Kong (2004), suggests that more research is 

needed to examine what other non-monetary incentives could motivate students to enter and 

remain in hospitality positions. 

Hospitality students’ work experiences also affect their satisfaction with the industry. 

Some previous studies have found that the more exposure a student has to the hospitality 

industry, the less commitment they demonstrate (Barron & Maxwell, 1993; Jenkins, 2001). This 

could partially explain why senior students show a lower intention to enter and commit to the 

industry than their younger counterparts (Chuang et. al., 2010). Wan and Kong (2012) attribute 

this phenomenon to students’ having bad experiences in finding internship jobs related to the 

hospitality industry.  

When hospitality students interact with hospitality industry recruiters and become 

aware of the recruiters’ perspectives of a “good” entry-level manager, this knowledge affects 

the students’ perspectives of the value of the curriculum at their four year degree program. If 

the students do not feel that the curriculum is relevant, then academia is missing the mark. 

Degree programs are not only trying to sell a product to hospitality students that recruiters do 
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not value, they are also trying to convince hospitality recruiters that students graduating from a 

four year hospitality degree program are only experienced enough to begin careers as line level 

associates.  

 Jenkins (2001) noted that relatively little research had been undertaken to establish 

hospitality students’ perspectives of the industry. Further understanding of their career 

decision-making processes and career intentions has important implications for educators and 

recruiters alike. Understanding the values and expectations of their students will allow 

hospitality programs and faculty to adequately prepare students for “good” entry-level 

management positions upon graduation (Aycan & Fikert-Pasw, 2003).  

 

Theoretical Background 

 This study adopted a generic skills framework rather than the management 

competencies model used in many of the studies described above. This researcher used the 

functional theory of stratification wherein the occupations and social roles which are most 

highly rewarded are perceived as most important to social stability. High levels of reward, 

therefore, are seen as evidence of social importance. 

 The Generic Skills Framework was developed in an educational context and has been 

used widely in the UK, the USA and Australia in curriculum analysis and design (Australian 

National Training Authority, 2003). Generic skills have been described as "those transferable 

skills which are essential for employability at some level" (Kearns, 2001; p. 2). Generic skills 

have also been referred to as "core skills”, "key competencies,” and recently as "employability 

skills" (Australian Chamber of Commerce and Industry, and the Business Council of Australia, 
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2002). The focus of the generic skills approach is on broad learning outcomes for students 

rather than on the narrower management activities or competencies identified by Sandwith 

(1993). This broad focus acknowledges the dynamic and unpredictable nature of employment 

in the new millennium and the need for workers to be able to hold and continually upgrade sets 

of generic skills that can be transferred across different settings (Curtis & McKenzie, 2001). It 

also acknowledges the role of higher education in preparing students for life and lifelong 

learning. 

A number of alternative generic skill structures have been proposed (Australian National 

Training Authority, 2003). This study adopted a model with four generic skill groups similar to 

the "employability skills" framework proposed in a study by Australian industry representative 

groups (Australian Chamber of Commerce and Industry, and the Business Council of Australia, 

2002).  

In their study, Chan and Kuok (2011) examined three issues plaguing the hospitality 

industry in Macau: “(a) determine how employers in the hospitality and tourism industry assess 

their applicants, (b) identify what skills employers value most in the selection process; and (c) 

identify the reasons behind the employee turnover in Macau” (p. 422). Their study found the 

first two issues to be significant because it focused on identifying the selection methods and 

selection factors of hiring personnel. Along with their extensive literature review, a 

questionnaire with a five-point Likert scale was delivered to 13 hiring managers who hired and 

selected employees in four venues within the hospitality industry in Macau. The study was 

limited to managers at hotels, retail souvenir shops, food and beverage outlets, and travel 

agents. Human-relations skills were rated highest, with oral communication, listening, and 
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interpersonal skills found to be extremely important in selecting a candidate. Chan and Kuok 

(2011) indicated that a limitation of their study was “the cross-sectional data was largely based 

on information provided by the employers for the last position filled, which are generally entry-

level, front-line in nature.” 

The functional theory of stratification perspective views wealth and other rewards 

within the social structure as justified, because they motivate the most qualified people to 

exercise their talent in the most important jobs (Functionalist, 2014). According to structural-

functionalists, stratification and inequality are inevitable, and are beneficial to society. The 

layers of society, conceptualized as a pyramid, are the inevitable sorting of unequal people. This 

layering is useful because it ensures that the best people are at the top and those who are less 

worthy are further down the pyramid, and therefore have less power and are given fewer 

rewards than the high quality people at the top. The Davis-Moore hypothesis, advanced by 

Kingsley Davis and Wilbert E. Moore in 1945 (Functionalist, 2014) is a central claim within the 

structural functionalist paradigm, and postulates that the unequal distribution of rewards 

serves a purpose in society. Inequality ensures that the most functionally important jobs are 

filled by the best qualified people. In other words, it makes sense for the CEO of a company, 

whose position is more important functionally, to make more money than a janitor working for 

the same company. The functional theory of stratification sets out to prove that individuals who 

complete a college degree should therefore benefit more than individuals who do not.  

A job's functional importance is determined by the degree to which the job is unique 

and requires skill, differentiating between whether only a few, or many, other people can 

perform the same function adequately. For example, room attendants are important to public 

https://www.boundless.com/definition/more/
https://www.boundless.com/definition/mores/
https://www.boundless.com/definition/money/
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sanitation, but do not need to be rewarded highly because little training or talent is required to 

perform their job. Conversely, according to this theory, graduating college students from a 

managerial program should be rewarded highly, because extensive training is required to 

become a manager in the hospitality industry. It is logical that society must offer greater 

rewards (e.g., income, vacations, promotions) to motivate the most qualified people to fill the 

most important positions.  

 

Objective Development 

Kwok (2012) researched the contemporary recruitment literature and proposed the 

FIHRHD Model, which suggests that hospitality recruiters select qualified candidates according 

to the hospitality students’ characteristics of intellectual skills, academic performance, extra-

curricular activities, relevant job experience, job pursuit intention, person-organization (PO) 

and person–job (PJ) fit, in addition to other qualities. Even though they confirmed some 

relationships among constructs in the FIHRHD Model with qualitative data, they failed to 

generalize their research findings with this data and suggested that a quantitative-focused 

study may help validate the relationships. Accordingly, this study advances four objectives for 

statistical analysis and evaluates each objective with quantitative data.  

 

Characteristics 

To examine the cultural make-up of the hospitality industry, it is important to identify 

the attributes (i.e., values and characteristics) of the managers. In their textbook, Hospitality & 

Tourism Careers, Riegel and Dallas (1998) state that managers need a special set of skills and 
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qualities if they are to be effective in their roles. This involves personal attributes as well as 

attainable skills such as problem solving, decision making, communication, flexibility, 

leadership, and work experience.  

To examine these desired characteristics, this study analyzed hospitality recruiters’ 

perspectives of “good” as it relates to characteristics needed to fulfill an entry-level 

management position and compared the findings to the study of hospitality management 

students’ perspectives of “good” as it relates to characteristics needed to acquire an entry-level 

management position upon graduation from a four year hospitality degree program.  

 

Skills 

Several researchers have examined the types of skills need for success in the hospitality 

industry.  Tas. LaBreque & Clayton (1996) observed that it is essential for graduates to acquire 

‘soft’ human relation skills, including oral and written communication skills. Christou (2002) 

indicated that certain generic and transferable skills are vital to success, citing leadership and 

communication skills among others. Piccoli (2008) maintained the hospitality industry is facing 

an insurgency of sophisticated guests. Thus, it is a requirement for hotel managers to learn the 

skills to develop and implement new technologies.  

To examine these desired skills, this study analyzed hospitality recruiters’ perspectives 

of “good” as it relates to skills needed to fulfill an entry-level management position and 

compared the findings to the study of hospitality management students’ perspectives of “good” 

as it relates to skills needed to acquire an entry-level management position upon graduation 

from a four year hospitality degree program.  
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Internships/Work Experience 

Hospitality internships provide an experience that is said to benefit all concerned: 

students, industry and the four year hospitality degree program. The importance of internships 

in developing the students professionally and personally is well documented (Leslie, 1991). 

There is certainly an imbalance in the expectations for an internship as perceived by students of 

hospitality programs, and what industry expects from these students as they participate in an 

internship. The internship has to be structured by meeting the needs of both educators and 

industry (Downey & De Veau, 1987) and work as "consulternships" (Neumann & Banghart, 

2001) whereby educators and industry representatives’ work together to plan a constructive 

internship for the hospitality student. One issue which seems to worry internship students is 

achieving an entry-level management position upon graduation (Srivastava, 2007). Zopiatis 

(2007) recommends that educators and industry professionals should have a pragmatic 

approach towards internships.  

As the hospitality industry has grown, and recruiters’ need for entry-level managers 

increase, it has become difficult to qualify the work experience. Students perceive themselves 

to be entry-level management ready since they have a combination of college courses and work 

experience (Raybould & Wilkins, 2005).  Recruiters are continually emphasizing the importance 

of leadership experience in newly hired entry-level mangers.  Kwok (2012) stated leadership 

experience as one of the most important competencies influencing recruiters today.  

There is a need to investigate what changes need to occur to facilitate effective work 

experience for entry-level managers in order to enhance the satisfaction of all concerned, and 

to determine how best these changes can be implemented. This study analyzed hospitality 
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recruiters’ perspectives of “good” as it relates to internship and work experience needed to 

fulfill an entry-level management position and compared the findings to the study of hospitality 

management students’ perspectives of “good” as it relates to internship and work experience 

needed to acquire an entry-level management position upon graduation from a four year 

hospitality degree program. 

 

Education 

Hospitality education has seen rapid growth over the past decade, despite four year 

hospitality degree programs being a relatively new academic pursuit (Weaver, 2009). 

Certifications were commonly used to advance hospitality education prior to the advent of four 

year hospitality degree programs. Professional certifications are still seen as valuable today to 

further employee’s credentials (Phillips, 2004). The hospitality bachelor’s degree was originally 

designed to reflect the demands of the hospitality industry. However, as the twenty-first 

century progresses, a more arduous and sophisticated hospitality recruiter is demanding a 

better educated and efficient workforce (Breakey & Craig-Smith, 2007). 

To examine these desired educational requirements, this study analyzed hospitality 

recruiters’ perspectives of “good” as it relates to education needed to fulfill an entry-level 

management position and compared the finding to the study of hospitality management 

students’ perspectives of “good” as it relates to education needed to acquire an entry-level 

management position upon graduation from a four year hospitality degree program.  
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CHAPTER 3  

METHODOLOGY 

The purpose of this chapter is to describe the methodology involved in conducting the 

investigation of the word “good” as it relates to hospitality industry recruiters in selecting a new 

hire for an entry-level management position, as well as the hospitality management students’ 

perspective of “good” as it relates to acquiring an entry-level management position upon 

graduation from a four year hospitality management program. This chapter includes the 

research questions, variables studied, objectives, description of the sample, instrumentation, 

data collection, and data analysis.  

 

Research Questions 

Based on an extensive review of literature, the following research questions were 

examined for this study: 

 How is the word “good” defined by hospitality industry recruiters and by 

hospitality students in terms of the essential characteristics needed by an entry-

level manager? 

 How is the word “good” defined by hospitality industry recruiters and by 

hospitality students in terms of the essential skills needed by an entry-level 

manager? 
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 How is the word “good” defined by hospitality industry recruiters and by 

hospitality students in terms of the internships needed by an entry-level 

manager? 

 How is the word “good” defined by hospitality industry recruiters and by 

hospitality students in terms of the work experience needed by an entry-level 

manager? 

 How is the word “good” defined by hospitality industry recruiters and by 

hospitality students in terms of the education needed by an entry-level 

manager? 

 

Variables Studied 

 The independent variables studied in this research are as follows: 

 Characteristics 

 Intelligence 

 Integrity 

 Work Ethic 

 Skills 

 Leadership 

 Technology 

 Communication 
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 Experience 

 Internship 

 Hospitality Work Experience 

 Supervisory Level Achieved 

 Education 

 Certificate 

 Four Year Hospitality Degree 

 Any Four Year Degree 

The dependent variable is “good” hire. This variable is analyzed using hospitality 

industry recruiters’ and hospitality students’ perspectives of characteristics, skills, experience 

and education, to determine how these constructs contribute toward a “good” hire for an 

entry-level management position.  

 The generic skills framework model, with four generic skill groups and twelve 

subheadings, will be used to study the variables that will be applied to explain the use of the 

word “good” in the hiring of an entry-level manager in the hospitality industry. 
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Figure 2. Generic skills framework model 
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Objectives 

 Based on the generic skills framework model, the following objectives were developed: 

Objective 1: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

characteristics needed to fulfill an entry-level management position and compare the findings 

to the study of hospitality management students’ perspectives of “good” as it relates to 

characteristics needed to acquire an entry-level management position upon graduation from a 

four year hospitality degree program.  

Objective 2: Analyze hospitality recruiters’ perspectives of “good” as it relates to skills 

needed to fulfill an entry-level management position and compare the findings to the study of 

hospitality management students’ perspectives of “good” as it relates to skills needed to 

acquire an entry-level management position upon graduation from a four year hospitality 

degree program.  

Objective 3: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

experience needed to fulfill an entry-level management position and compare the findings to 

the study of hospitality management students’ perspectives of “good” as it relates to 

experience needed to acquire an entry-level management position upon graduation from a four 

year hospitality degree program. 

Objective 4: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

education needed to fulfill an entry-level management position and compare the finding to the 

study of hospitality management students’ perspectives of “good” as it relates to education 

needed to acquire an entry-level management position upon graduation from a four year 

hospitality degree program.  
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Population Sample 

The recruiter sample for this study consisted of hiring managers in the hospitality 

industry who have the responsibility for recruiting entry-level managers in the Dallas/Fort 

Worth Metroplex in Texas. Dallas is the 8th largest U.S. city by hotel rooms, with 78,000 existing 

rooms, 1,000 rooms under construction, and 4,300 rooms in the planning phase, resulting in a 

total of 83,000 forecasted (Top Ten, 2013). The sample frame consisted of 3,800 hospitality 

recruiters and general managers in the Dallas/Fort Worth Metroplex. Surveys were distributed 

via e-mail to members of the Hotel Association of Tarrant County, the Club Managers 

Association of America, the National Restaurant Association, and over 3,000 hospitality 

recruiters listed in the University of North Texas’ Hospitality and Tourism Management 

database. This sample base was determined by the 20-plus years of hospitality experience by 

the researcher as well as the input from faculty in the Department of Hospitality and Tourism 

Management at the University of North Texas.  

The student sample for this study consisted of over 500 students who are currently 

enrolled in the College of Merchandising, Hospitality and Tourism at the University of North 

Texas located in Denton, Texas. The students ranged from freshmen to seniors enrolled in the 

program. The Department of Hospitality and Tourism Management is one of twenty-one 

accredited hospitality schools in the state of Texas. Academia in hospitality includes hospitality 

training at the following levels: certificate in hospitality, associate’s degree in hospitality, 

bachelor’s degree in hospitality, master’s degree in hospitality, and doctoral degree in 

hospitality. This study focused on students who are currently pursuing a bachelor’s of science 

degree in hospitality management.  
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Instrumentation 

 Based upon an extensive review of literature, surveys were created and delivered on 

two platforms for this study; a Qualtrex questionnaire was developed for industry recruiters 

and hospitality students were given a paper survey. All responses were coded into a statistical 

software package. Respondents in each category were queried about their perspectives of 

“good,” as it relates to an entry-level management position, in terms of necessary 

characteristics, skills, internships, work experience and education. In addition, each 

questionnaire included two open-ended commentary questions, along with several general 

demographic questions.  

The recruiters were asked to fill out a Qualtrics survey that was e-mailed to them. The 

hospitality student population was given a separate paper survey during the 2015 fall semester, 

which was administered in various classrooms used by the hospitality program.  

The instruments were submitted, along with a cover letter, letter of introduction and 

appropriate supporting documentation, to the Institutional Review Board (IRB) of the University 

of North Texas for approval in accordance with university policy, prior to the beginning of the 

study. All items were measured using the 5-point Likert design, with a 1 to 5 rating scale, 

ranging from 1 (strongly disagree) to 3 (neither agree or disagree) to 5 (strongly agree). This 

scale format was used to rate the characteristics, skills, internships, work experience, and 

education according to the level of importance in defining “good” as it relates to success as an 

entry-level manager.  
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“Good” Characteristics  

In the first section of each questionnaire, five items were used to assess the definition of 

“good” characteristics, from the perspective of each respondent group. In the survey for 

hospitality industry recruiters, respondents were asked their perspectives of the characteristics 

of a “good” entry-level management hire (Table 2).  

Table 2 

 Hospitality Recruiter Survey of Characteristics 

 

 

 

 

In the survey for hospitality students, respondents were asked their perspectives of 

what characteristics are needed to secure a “good” entry-level management position upon 

graduation from a four year hospitality program (Table 3).  

Table 3 

 Hospitality Student Survey of Characteristics 

Graduate has problem solving abilities 

Graduate has high level of intelligence 

Graduate has strong moral/ethical principles 

Graduate is an independent thinker 

Graduate illustrates originality 

 

“Good” Skills 

 In the second section of each questionnaire, ten items were used to assess the 

definition of “good” skills, from the perspective of each respondent group. In the survey for 

New manager has problem solving abilities 

New manager has high level of intelligence 

New manager has strong moral/ethical principles 

New manager is an independent thinker 

New manager illustrates originality 
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hospitality industry recruiters, respondents were asked their perspectives of skills, as they 

relate to a “good” entry-level management hire (Table 4).  

Table 4 

 Hospitality Recruiter Survey of Skills 

New manager can execute ideas 

New manager is able to handle high levels of stress 

New manager is able to delegate  

New manager has strong computer skills  

New manager understands property management system 

New manager has strong written communication skills 

New manager has strong oral/verbal communication skills 

New manager has strong nonverbal communication skills 

New manager has strong social media skills 
 (Facebook, Instagram, Pinterest, etc.) 

New manager is bilingual (English/Spanish) 

 

The hospitality students were asked to assess what skills they felt were needed to 

secure a “good” entry-level management position upon graduation from a four year hospitality 

degree program (Table 5).  

Table 5 

 Hospitality Student Survey of Skills 

Graduate can execute ideas 

Graduate is able to handle high levels of stress 

Graduate is able to delegate  

Graduate has strong computer skills  

Graduate understands property management system 

Graduate has strong written communication skills 

Graduate has strong oral/verbal communication skills 

Graduate has strong nonverbal communication skills 

Graduate has strong social media skills 
 (Facebook, Instagram, Pinterest, etc.) 

Graduate is bilingual (English/Spanish) 
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“Good” Understanding of Subject Matter 

 In the third section of each questionnaire, twelve items were used to assess the basic 

understanding of subject matter, from the perspective of each respondent group. Recruiters in 

the hospitality industry were asked about their perspectives of the basic understanding needed 

by a “good” entry-level management hire (Table 6).  

Table 6 

 Hospitality Recruiter Survey of Subject Matter 

New manager must understand hospitality accounting 

New manager must understand hospitality cost controls 

New manager must understand hospitality finance 

New manager must understand revenue management 

New manager must understand human resource management 

New manager must understand hospitality law  

New manager must understand basic marketing 

New manager must understand leadership  

New manager must understand IT/ computer usage 

New manager must understand sales and marketing 

New manager must understand food and beverage operations 

New manager must have culinary skills 

 

The hospitality students were asked what basic understanding they believed they should 

have in order to secure a “good” entry-level management position upon graduation from a four 

year hospitality degree program (Table 7).  

 Table 7 

 Hospitality Student Survey of Subject Matter 

Graduate must understand hospitality accounting 

Graduate must understand hospitality cost controls 

Graduate must understand hospitality finance 

Graduate must understand revenue management 

Graduate must understand human resource management 

(table continues) 
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Graduate must understand hospitality law  

Graduate must understand hotel operations 

Graduate must understand leadership  

Graduate must understand IT/ computer usage 

Graduate must understand sales and marketing 

Graduate must understand food and beverage operations 

Graduate must have culinary skills 

 

“Good” Level of Education 

 In the fourth section of each questionnaire, seven items were used to assess 

educational requirements for a “good” entry-level management hire, from the perspective of 

each respondent group. Recruiters in the hospitality industry were asked about their 

perspectives of the educational level needed by a “good” entry-level management hire (Table 

8).  

 Table 8 

Hospitality Recruiter Survey of Education 

New manager must have an associate’s degree 

New manager must have a bachelor’s degree in hospitality 

New manager must have a bachelor’s degree in any field 

New manager must have been involved in student organizations 

New manager must have been an officer in a student organization 

New manager must have industry/professional certification (ServSafe,CHM, etc.) 

New manager hire does not need a college degree 

 

The hospitality student respondents were asked what educational level they believed 

they should have in order to secure a “good” entry-level management position upon graduation 

from a four year hospitality degree program (Table 9).  

  

Table 7 (continued) 
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Table 9 

Hospitality Student Survey of Education 

An associate’s degree 

A bachelor’s degree in hospitality 

A bachelor’s degree in any field 

Graduates that have been involved in student organizations 

Graduates that have been an officer in a student organization 

Anyone that may have industry/professional certification (ServSafe,CHM, etc.) 

Many hospitality recruiters feel that some entry-level managers do not need a 
college degree 

 

“Good” Internships 

In the fifth section, internships were assessed. An internship is defined as an organized 

or structured program implemented by the employer, typically requiring the trainee to 

experience all aspects of the work environment (Merriam-webster.com, 2014). The hospitality 

recruiters were asked to give their opinion on number of internship hours which should be 

required for a “good” hospitality management internship (Table 10).  

Table 10 

Hospitality Recruiter Survey Internship Hours 

100-500 hours 

600-1,000 hours 

3-12 months 

Over 24 months 

New Hire does not need an internship 

 

The hospitality students were asked how many internship hours they thought were 

needed to prepare them for a “good” entry-level management position (Table 11).  
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Table 11 

Hospitality Student Survey Internship Hours 

100-500 hours 

600-1,000 hours 

3-12 months 

Over 24 months 

I do not need an internship 

 

“Good” Work Experience 

In the sixth section of each questionnaire, work experience was examined. Work 

experience is defined as being paid to perform tasks associated within the hospitality industry 

(Merriam-webster.com, 2014). The hospitality recruiters were asked to give their opinion on 

amount of work experience which should be required for a “good” hospitality management hire 

(Table 12).  

Table 12 

 Hospitality Recruiter Survey Work Experience 

3-6 months 

6-12 months 

1-3 years 

4-6 years 

Over 7 years 

New Hire does not need hospitality management work experience 

 

The hospitality students were asked their opinion on the minimum work experience 

requirements for a “good” entry-level management position (Table 13).  
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Table 13 

Hospitality Student Survey Work Experience 

3-6 months 

6-12 months 

1-3 years 

4-6 years 

Over 7 years 

I do not need hospitality management work experience 

 

Importance of a College Degree for Entry-Level Managers 

In the seventh section of each questionnaire, six items were used to assess the 

Importance of a college degree for entry-level managers, from the perspective of each 

respondent group. Recruiters in the hospitality industry were asked about their perspectives of 

the importance of a college degree for a “good” entry-level management hire (Table 14).  

Table 14 

 Hospitality Recruiter Survey of Importance of a College Degree  

In my experience students graduating from a 4 year hospitality program are 
ready for an entry-level management position 

In my experience a college graduate with any degree is prepared for an entry-
level management position in hospitality 

In my experience college graduates have “Booksmarts”/theoretical knowledge 

In my experience college graduates have “Streetsmarts”/Business savvy 

I would hire a college graduate from Cornell University into an entry-level 
management position 

I would hire a college graduate of the Hospitality Program from The University 
of North Texas into an entry-level management position 

 

The hospitality students were asked their opinion on the importance placed on a college 

degree by industry recruiters in hiring for a “good” entry-level management position (Table 15).  
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 Table 15 

Hospitality Student Survey of Importance of a College Degree 

 

 

 

 

Demographics 

 In the eighth section of each questionnaire, recruiters and students were asked for 

demographic information including age and gender. Recruiters were also asked for their 

educational level (i.e., less than high school diploma, high school diploma, some college, 

bachelor’s degree, master’s degree), their current job responsibilities (i.e., college recruiter, 

human resource director, operations manager, general manager, other), and whether they had 

ever taught in a post-secondary education institution (i.e., never, less than a year, 1 to 3 years, 

4 to 6 years, 7 to 10 years, 11 to 20 years, over 20 years). 

Student respondents were also asked their educational status (i.e., freshman, 

sophomore, junior, senior), their hospitality supervisory experience (i.e., never, less than a year, 

1 to 3 years, 4 to 6 years, 10+ years), and their line-level hospitality experience (i.e., never, less 

than a year, 1 to 3 years, 4 to 6 years, 10+ years). 

 

Open Ended Questions 

In the final section, two additional open-ended questions were included in each 

questionnaire in order to capture latent variables as to how hospitality recruiters and students 

A college graduate with a 4 year Hospitality Management Degree 

A college graduate with any degree 

College graduates with “Streetsmarts”/Business savvy 

A college graduate from Cornell University 

A college graduate from any reputable 4-year Hospitality Management program 

such as UNT, UNLV, Cal Poly, OSU 
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feel about their experiences in the hospitality industry. Recruiters were asked, “In your 

experience, what are the advantages to your company in hiring a new graduate from a four 

year hospitality program in terms of attitude, skills, experience, etc.?” and “In your experience, 

where do you think new graduates from a four year hospitality program fall short in terms of 

attitude skills, experience, etc.?” Students were asked, “In your experience, what are the 

advantages to recruiters in hiring graduates from a four year hospitality program, in terms of 

attitude, skills, experience, etc.?” and “In your experience, where do you think new graduates 

from a four year hospitality program fall short in terms of attitude skills, experience, etc.?”  

These questions are important because they capture a wide variety of responses which 

truly reflect the perspectives of both the hospitality recruiters and the hospitality students. 

Open-ended questions increase the probability of receiving unexpected and insightful feedback 

from respondents. 

 

Reliability and Validity Check of Instruments 

 The content of the instrument used in this study was verified by conducting a pilot study 

with 38 hospitality recruiters from the Hotel Association of Tarrant County, and 45 hospitality 

students. This pilot study ensured the questions on both instruments questions were properly 

developed and were reliable. Additionally, University of North Texas professors and hospitality 

recruiters assessed the internal content validity of the instrument.  
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Reliability 

 Reliability is frequently defined as the degree of consistency of a measurement (Babbie, 

2001). The internal consistency of a set of measurement items refers to the degree to which 

items in the set are homogenous. The main purpose of the pilot study was to determine the 

reliability of the instrument. Data were collected from hospitality recruiters who are members 

of the Hotel Association of Tarrant County (HATC). A total of 50 questionnaires were e-mailed 

to HATC members. The researcher then asked permission from the Executive Director of HATC 

to contact each member to ensure responses were returned in a timely manner. Of the 50 

surveys distributed, 38 were returned, resulting in an overall response rate of 76%. In the 

preliminary analysis, the researcher assessed the internal consistency of the research 

instrument. Overall, the study had acceptable reliability with a Cronbach’s alpha of 0.78. As a 

result of the pilot study, the researcher combined “strong morals” and “ethical principles” in 

the characteristics section of the survey, as there was no significant difference in the results for 

these variables. The internal consistency reliability for the scales of Characteristics (5 items), 

Skills (10 items), Experience (12 items), and Education (13 items), were 0.90, 0.80, 0.92, and 

0.86, respectively. 

 

Validity 

 Validity refers to the extent to which an empirical measure adequately reflects the real 

meaning of the concept (Babbie, 2001). In order to assess content validity for the survey 

instrument used in this study, a panel of five experts was utilized. These experts included 

professors from the College of Merchandising, Hospitality and Tourism at the University of 
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North Texas, the Executive Director of the Hotel Association of Tarrant County, and several 

hospitality recruiters. These experts critiqued the survey for clarity, precision, and 

appropriateness of the items. The survey was consequently modified to enhance clarity and 

appropriateness.  

 

Data Collection 

Permission to conduct the study was granted by the University of North Texas 

Institutional Review Board for the Protection of Human Subjects in Research (IRB). In addition, 

the researcher received approval from the respective Executive Directors to survey the 

members of the Hotel Association of Tarrant County, The Club Managers Association of 

America, and the National Restaurant Association residing in the Dallas/Fort Worth Metroplex. 

Permission was received from the Chair of the Department of Hospitality and Tourism 

Management at the University of North Texas to send the survey to hospitality recruiters 

included in their database. An introductory e-mail was sent to all selected hospitality recruiters 

informing them of the upcoming study. A Qualtrics survey instrument was developed, 

approved, and e-mailed to hospitality recruiters in the Dallas/Fort Worth Metroplex. A total of 

3,800 surveys were distributed to hospitality industry recruiters. The pilot study surveys are not 

included in the final study. A snowball-style convenience sampling method was utilized; each 

hospitality recruiter was asked to forward the survey throughout their respective companies. 

Survey recipients were informed that their participation was anonymous and voluntary. The 

web-based survey method ensures confidentiality of participants. Qualtrics was programmed to 

send reminders to all initial recipients every week. With permission, the researcher also 
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attended monthly HATC meetings during the survey period of five months to remind hospitality 

recruiters to complete the surveys. A total of 393 surveys were opened, with 311 being 

completed by hospitality recruiters; this represents an 8.18% return rate based on the original 

3,800 distributed.  

Permission was granted by the Chair and the faculty in the Department of Hospitality 

and Tourism Management to solicit students in their hospitality classes to complete the survey. 

The students were given 15 to 20 minutes to complete the survey. The survey instrument was 

then collected by the researcher. The students were informed verbally and in writing that their 

participation was anonymous and voluntary. No extra class credit was given by faculty for 

participating in the study. An estimated 500 students are currently pursuing a bachelor’s degree 

in Hospitality and Tourism Management at the University of North Texas. The researcher 

collected 243 completed student surveys which represents 48.6% of the population.  

 

Data Analysis 

Returned surveys were reviewed upon receipt to identify and address those with 

obvious errors and/or missing information in order to establish a minimum standard of quality. 

Surveys failing to meet this standard were eliminated. The raw data was coded into symbols 

(Churchill & Brown, 2007) by the researcher to prepare the data for analysis. SPSS Statistical 

Software Package (SPSS, 2008), version 16.0 was the tool selected to analyze the data. 

Descriptive statistics such as the mean, median, mode, percentages, frequencies, and standard 

deviation were used to examine responses regarding characteristics, skills, internships, work 

experience and education. 
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Once the Generic Skills Framework parameters were established, the researcher made a 

dichotomous decision: either to retain or to reject the model. The model was adjusted as 

needed based on the findings (i.e., to include education). The statistical testing of the data 

relating to the aforementioned research objectives consisted of ANOVA, Crosstabs, and 

Correlation. 

The research design also included the use of factor analysis to ensure that all items in 

the scale for this study loaded onto their respective scale factors. Weerakit (2007) describes 

factor analysis in terms of a statistical approach used to discern interrelationships among a 

large group of variables. According to Weerakit (2007), factors are considered significant if they 

have an “Eigenvalue equal to or greater than 1.0, with factor loading equal to or greater than 

0.50” (p. 46).  
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1 2 3 4 5 6 7 8 9 10

Subject Matter

hospitality finance .860

hospitality accounting .857

hospitality cost control .842

hospitality revenue management .811

human resources .751

hospitality law .721

sales and marketing .539

understands pms .430

Characteristics 

strong oral communication .792

high levels of stress .774

problem solving .742

ability to delegate .739

execute ideas .736

strong moral ethics .652

strong non verbal communication .628

strong written communication .587 .440

independent thinker .564

high level of intelligence .525

leadership .494

illustrates originality .482 .447

Skills

social media skills .720

strong computer sklill .713

it/computers .457 .538

Degree 

4-year hospitality degree .785

any degree .731

street smarts .670

any 4-year degree .639 .412

Level of Education

bachelor degree .796

associates degree .796

bachelor degree in hospitality .615

do not need a degree -.532 .430

Involvement

officer in student organization .830

involved in a student organization .790

Food and Beverage

culinary skills .413 .599

bilingual .566

food and beverage .509 .557

industry certification .498

Do Not Need

do not need work experience .722

do not internship .709

Educated

cornell .827

booksmarts .435

Experience

months work experience required .785

internship hours needed .689

Rotated Component Matrix
a

Component

Extraction Method: Principal Component Analysis. 

 Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.

Figure 3. Exploratory factor analysis 
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CHAPTER 4  

RESULTS 

The results of this study will be applicable to the hospitality industry, hospitality 

students and academia as each continues to expand its efforts to meet the growing demand for 

entry-level managers in the hospitality industry. If hospitality industry recruiters’ perspectives 

of a “good” entry-level management hire are identified, post-secondary hospitality educators 

will have a better understanding of their role in the process, and will be able to positively align 

hospitality students as they seek to acquire entry-level management positions. The results can 

be used by four year hospitality degree programs to evaluate their current curriculum and 

determine if it meets the ever changing needs of the hospitality industry. Research that can be 

used to improve the quality of hospitality education, and better prepare its graduates to be 

successful entry-level managers, will increase the productivity of graduates, increase the 

satisfaction of both employers and employees, reduce labor turnover, and positively influence 

the overall profitability of the hospitality industry. Furthermore, this research has the potential 

to expand beyond the boundaries of hospitality into the realm of general education, identifying 

attributes that are desired by industry recruiters everywhere in a “good” entry-level manager in 

any industry.  

To report the findings of the four objectives of this study, the researcher measured the 

differences of perspective between the hospitality recruiter and the hospitality student using 

analysis of variance (ANOVA). To address the objectives of the study, respondents were asked 

to score, on a Likert scale, their perspectives of “good” characteristics, “good” skills, “good” 

internship, “good” work experience and “good” education.  
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Recruiter Demographics 

 Of the 393 recruiter surveys opened, 311 were completed and returned successfully. 

Demographic information for the respondents is summarized in Table 16. The data reflected 

that the ratio of females to males was relatively equal, with 161 (51.8%) of survey respondents 

being female and 150 (48.2%) of respondents being male. The largest age cohort of the 

respondents was the group aged 35-54 years old, with approximately 64.6 % of the 

respondents falling into this category. The sample for this research included responses from a 

variety of hospitality recruiters with the majority, 106 (34.1%), being managers in hospitality 

operations. 281 (90.3%) of the total respondents have degrees ranging from associate’s degree 

to doctoral degrees; 143 (46.0%) of these recruiters completed college with a bachelor’s 

degree. 258 (83%) of the recruiters surveyed have never taught in post-secondary education.  

Table 16 

 Hospitality Recruiter Demographics 

  N=311 %  

 Gender    

 Male 150 48.2  

 Female 161 51.8  

 Age    

 18-24 years old 19 6.1  

 25-34 years old 84     27.0  

 35-44 years old 83     26.7  

 45-54 years old 118     37.9  

 55-64 years old 7 2.3  

 Manager Title    

 College Recruiter 24       7.7  

 Human Resource Director/Manager 74     23.8  

 Manager in Hospitality Operations 106     34.1  

 General Manager 57     18.3  

 Other  50     16.1  

 Highest Level of Education    

 Less than High School  1 .3  

 High School/GED 29 9.3  

 Some college/Associate Degree 80 25.7  

 Bachelor’s Degree 143 46.0  

 Master’s Degree 49 15.8  
(table continues) 
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 Professional Degree 3 1.0  

 Doctoral Degree 6 1.9  

 Years Taught College (continued)    

 Never 258 83.0  

 Less than 1 year 10 3.2  

 1-3 years 24 7.7  

 4-6 years 6    1.9  

 10-20 years 8    2.6  

 20+ years 4 1.3  

 *Totals differ due to missing values  

 

Student Demographics 

 Out of the over 500 students currently enrolled in the Department of Hospitality and 

Tourism Management program at the University of North Texas, 229 surveys were completed 

and returned successfully. Demographics for the students are shown in Table 17. The student 

participants included 160 (69.9%) females and 69 (30.1%) males. The largest age cohort of the 

respondents was the group aged 20-23 years old, with approximately 63.7% falling into this 

category. 85 of the students (37.1%) were juniors, 99 (43.2%) were seniors, and the other 

19.6% were freshman and sophomores. In terms of work experience in the hospitality industry, 

only 21 (9.2%) have never worked in the hospitality industry. 85 students have worked in entry-

level management, but 137 (59.85%) students have never experienced the responsibilities of an 

entry-level manager. However, 208 (85.6%) of the students that completed the survey have 

worked as a line level employee in the hospitality industry, ranging from less than 1 year to 

over 20 years. 

  

Table 16 (continued) 
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Table 17 

Hospitality Student Demographics 

 
 

N=229 %  

 Gender    

 Male 69 30.1  

 Female 160 69.9  

 Age    

 18 years old 9 3.9  

 19 years old 16 7.0  

 20 years old 34 14.8  

 21 years old 55 24.0  

 22 years old 42 18.3  

 23 years old 24 10.5  

 24 years old 14 6.1  

 25 years old 12 5.2  

 26+ years old 23 10.0  

 Education    

 Freshman 9 3.9  

 Sophomore 36 15.7  

 Junior 85 37.1  

 Senior 99     43.2  

 Work as a Hospitality Manager    

 Never  137 59.8  

 Less than 1 year 36 15.7  

 1-3 years 38 16.6  

 4-6 years 11 4.8  

 7-10 years 7 3.1  

 Work as a Line Level Employee    

 Never 21 9.2  

 Less than 1 year 43 18.8  

 1-3 years 105 45.9  

 4-6 years 41 17.9  

 7-10 years 18 7.9  

 11-20 years 1 .4  

 

Objective 1: “Good” Characteristics 

Objective 1: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

characteristics needed to fulfill an entry-level management position and compare the findings 

to the study of hospitality management students’ perspectives of “good” as it relates to 
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characteristics needed to acquire an entry-level management position upon graduation from a 

four year hospitality degree program.  

  The researcher addressed the importance of each of five given characteristics. 

Recruiters were asked what they felt were “good” characteristics in entry-level managers. 

Students were asked what “good” characteristics they should possess to secure an entry-level 

management position upon graduation from a four year hospitality degree. The respondent’s 

results are summarized in Table 18.  

 The hospitality students surveyed strongly agreed that problem solving ability (4.60) and 

strong moral ethics (4.54) were significant characteristics of a “good” entry-level manager. This 

strong agreement can be attributed to the hospitality student’s perception of a manager’s role. 

Managers are responsible for solving issues such as: budgeting, staffing and guest relations, 

while upholding a high moral standard.  Independent thinker (4.35), high level of intelligence 

(4.29) and illustrates originality (4.20) were also identified significant as somewhat agree on the 

Likert scale.  Students understand the importance of these characteristics. However, due to 

their lack of managerial experience they are unsure how important these characteristics may be 

to a “good” entry-level manager. 

All hospitality recruiters surveyed strongly agreed that strong moral ethics (4.57) was 

the most significant characteristic for a “good” entry-level manager. This characteristic is 

important to hospitality organizations because of the inclusion of integrity in company culture 

and core values. Problem solving (4.44), independent thinker (4.13), and high level of 

intelligence (4.09) registered as somewhat agree. Hospitality recruiters see entry-level 
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management positions as reliant upon seasoned managers and expect these positions to seek 

advice prior to making decisions.   

Both sets of respondents strongly agree that a “good” entry-level manager should 

possess strong moral ethics. Hospitality recruiters and students somewhat agreed that “good” 

entry-level managers should demonstrate characteristics of independent thinker and high level 

of intelligence. However, recruiters and students disagree on the illustrates originality 

characteristic.  Recruiters are looking for new hires that can follow policies and procedures 

already in place and are not looking for managers to change their organizational structure. 

Overall, hospitality students’ mean scores are significantly higher than those of the hospitality 

recruiter. This could be attributed to the fact that the student is hoping that the program they 

are paying for and attending will ultimately lead them to an entry-level management position. 

 

Table 18 

“Good” Characteristics for Entry-Level Managers 

   Student Recruiter  F-Value   

 Problem Solving Ability  4.60 4.44 5.10 * 
 High Level of Intelligence 4.29 4.09 8.69 ** 
 Strong Moral Ethics 4.54 4.57 .23  
 Independent Thinker 4.35 4.13 8.94 ** 
 Illustrates Originality 4.20 3.85 22.94 ** 
  

 *Significant at p<0.05; **Significant at p<0.01     
1=Strongly Disagree; 2=Somewhat Disagree; 3=Neutral; 4=Somewhat Agree; 5=Strongly Agree 
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Objective 2: “Good” Skills 

Objective 2: Analyze hospitality recruiters’ perspectives of “good” as it relates to skills 

needed to fulfill an entry-level management position and compare the findings to the study of 

hospitality management students’ perspectives of “good” as it relates to skills needed to 

acquire an entry-level management position upon graduation from a four year hospitality 

degree program. To address objective 2, a 10-item scale was used to assess the importance of 

skills needed to fulfill an entry-level management position (Table 19).  

Hospitality students surveyed strongly agreed (4.66) that strong oral communications 

were most important in acquiring a “good” entry-level management position.  Students are 

taught the importance of strong oral communication skills throughout their college curricula. In 

classes such as Management Foundations in the Hospitality Industry, students learn that the 

ability to communicate effectively is paramount in providing feedback, training a team, and 

resolving conflicts. Hospitality students also strongly agreed that the ability to handle high 

levels of stress (4.55), execute ideas (4.54), and the ability to delegate (4.51) were necessary 

skills for “good” entry-level managers. Students selected somewhat agree for 5 of the 10 

“good” skills. The bilingual skill (3.21) was found to be neutral. Students do not translate the 

diversity within the hospitality industry as leading to a need to communicate in more than one 

language.  

Hospitality recruiters surveyed strongly agreed (4.54) that strong oral communications 

were the most important skill needed by “good” entry-level manager. Hospitality industry 

recruiters believe strong oral communication benefits employee morale, productivity and 

commitment, which allows for effective operation within the organization. Recruiters selected 
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somewhat agree for 6 of the 10 “good” skills. Social media skills (3.44) and bilingual skill (3.08) 

were found to be neutral. Hospitality recruiters are not looking for these skills in an entry-level 

management position, because upper-level management have acquired the language skill, and 

the social media outlets are managed by the corporate office or social media marketing firms.   

Both sets of respondents agreed that strong oral communication is considered the most 

significant skill needed for a “good” entry-level management position.  The respondents agreed 

that strong computer skills and strong written communication were necessary skills and both 

agreed that being bilingual was not necessary to a “good” entry-level management position. 

Hospitality students found the remaining five skills to be more significant than the 

hospitality recruiter. Students attend a four year hospitality degree program in order to acquire 

an entry-level management position upon graduation, which would influence their perception 

of the value of these skills. Recruiters registered as somewhat agree, because there is not an 

expectation that these skills will be fully developed in an entry-level manager.  

Table 19:  

“Good” Skills for Entry-Level Managers 

    Student Recruiter  F-Value   

 Execute Ideas 4.54 4.40 4.46 * 
 High Level of Stress (ability to handle) 4.55 4.32 9.58 ** 
 Ability to Delegate 4.51 4.13 27.61 ** 
 Strong Computer Skills 4.02 4.12 1.73  
 Understands PMS 4.12 3.43 75.57 ** 
 Strong Written Communication 4.27 4.23 .23  
 Strong Oral Communication 4.66 4.54 3.67  
 Strong Non Verbal Communication 4.38 4.22 4.80 * 
 Social Media Skills 3.69 3.44 7.66 * 
 Bilingual 3.21 3.08 2.28  
 

 *Significant at p<0.05; **Significant at p<0.01     
1=Strongly Disagree; 2=Somewhat Disagree; 3=Neutral; 4=Somewhat Agree; 5=Strongly Agree 
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Objective 3: “Good” Experience 

Objective 3: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

experience needed to fulfill an entry-level management position and compare the findings to 

the study of hospitality management students’ perspectives of “good” as it relates to 

experience needed to acquire an entry-level management position upon graduation from a four 

year hospitality degree program. For objective 3, a 4-item scale was used to access the 

importance of internship and work experience in fulfilling/acquiring an entry-level management 

position (Table 20, 21, 22). 

Hospitality students surveyed disagree with the statement “do not need an internship.” 

Of the 229 hospitality students surveyed, 126 responded that in order to acquire a “good” 

entry-level management position a 3-12 month internship is essential. The surveyed students 

are currently required to complete 300 hours, approximately 4 months, of internship for their 

degree plan.  Thus, students would equate this time frame with success in finding a “good” 

entry-level management position.  

Hospitality students surveyed strongly disagreed with the statement “do not need work 

experience.” Of 229 hospitality students surveyed, 129 responded that 1-3 years of work 

experience is critical in order to acquire a “good” entry-level management position.  It would be 

naïve for hospitality students to believe they could graduate college and receive an entry-level 

management position without any work experience.  

Hospitality recruiters surveyed disagree with the statement “do not need an internship.” 

Of the 311 hospitality recruiters surveyed, 169 responded that a 3-12 month internship is 

needed to fulfill a “good” entry-level management position. These findings will be beneficial to 
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colleges that include internships as part of their curriculum, as this practice will meet recruiter’s 

expectations.  

Hospitality recruiters surveyed somewhat disagree with the statement “do not need 

work experience.” Of 311 hospitality recruiters surveyed, 189 responded that 1-3 years of work 

experience is needed to fulfill a “good” entry level management position. This is encouraging to 

our findings as it relates to our student demographics, since over 90.8% have worked in the 

hospitality industry.  

Of the 4 items on the scale only one was found to be significant (Table 20). Recruiters 

(1.98) somewhat disagreed that students do not need work experience in comparison to 

students reporting that they strongly disagree (1.74). Organizations have designated trainee 

programs for each position (e.g., managers in trainee programs, new hire training orientation); 

thus, recruiters want students to learn their organization’s way. For example, students do not 

need to learn the Marriott way if they are going to work for Hilton.  

 

Table 20 

“Good” Work Experience for Entry-Level Managers 

    Student Recruiter  F-Value   

 Internship Hours 2.61 2.67 .54  
 Do Not Need Internship 2.27 2.43 2.65  
 Work Experience Required (Months) 2.81 2.94 3.49  
 Do Not Need Work Experience 1.74 1.98 6.57 * 
  

 *Significant at p<0.05; **Significant at p<0.01     

1=Strongly Disagree; 2=Somewhat Disagree; 3=Neutral; 4=Somewhat Agree; 5=Strongly Agree 
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Table 21 

Crosstab Analysis for Internship 

 

Respondent Type 

Total Student Recruiter/Manager 

Internship hours 
100-500 hrs Count 41 39 80 

% of Total 7.6% 7.2% 14.8% 
600-1000 hrs Count 36 65 101 

% of Total 6.7% 12.0% 18.7% 
3-12 months Count 126 169 295 

% of Total 23.3% 31.3% 54.6% 
13-24 months Count 23 36 59 

% of Total 4.3% 6.7% 10.9% 
24+months Count 3 2 5 

% of Total 0.6% 0.4% 0.9% 

Total Count 229 311 540 
% of Total 42.4% 57.6% 100.0% 

 

Table 22 

Crosstab Analysis for Work Experience 

 
Respondent Type 

Total Student Recruiter/Manager 

Work Experience 3-6 months Count 16 12 28 
% of Total 3.0% 2.2% 5.2% 

7-11 months Count 51 56 107 
% of Total 9.4% 10.4% 19.8% 

1-3 years Count 129 189 318 
% of Total 23.9% 35.0% 58.9% 

4-6 years Count 27 48 75 
% of Total 5.0% 8.9% 13.9% 

7+years Count 6 6 12 
% of Total 1.1% 1.1% 2.2% 

Total Count 229 311 540 
% of Total 42.4% 57.6% 100.0% 

 

Objective 4: “Good” Education 

Objective 4: Analyze hospitality recruiters’ perspectives of “good” as it relates to 

education needed to fulfill an entry-level management position and compare the finding to the 

study of hospitality management students’ perspectives of “good” as it relates to education 

needed to acquire an entry-level management position upon graduation from a four year 
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hospitality degree program. To address objective 4, a 7-item scale was used to assess the level 

of education needed to fulfill/acquire an entry-level management position (Table 23, 24).  

Hospitality students surveyed strongly agreed (4.53) that a bachelor’s degree in 

hospitality is considered a “good” education for entry-level managers. Students somewhat 

agree that 5 of the 7 education levels were necessary to acquire a “good” entry-level 

management position. Students are currently invested in their education, therefore it is safe to 

assume that they would feel that a degree of any kind would be beneficial.  

Hospitality recruiters did not strongly agree with any education level choice included on 

the survey. Recruiters somewhat agree 6 of the 7 education levels are necessary to fulfill an 

entry-level management position, with Industry certification registering the highest (3.37). 

Recruiters may not themselves have had access to a four year hospitality degree program, 

because such programs are relatively new. Therefore, recruiters may not understand the value 

of a four year hospitality degree program.  

A significant difference was found in 6 of the 7 items surveyed. Recruiters (2.8) and 

students (2.62) both somewhat disagree that entry-level managers “do not need a degree.” 

Even though recruiters and students were in agreement that a degree is needed, Crosstab 

analysis revealed that 178 (33.0%) of recruiters expressed “neutral” to “strongly agree” with 

regard to the need for a degree. This can be attributed to the fact that 35.3% of recruiter 

respondents have not attained a bachelor’s degree. 
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Table 23 

“Good” Education for Entry-Level Managers 

    Student Recruiter  F-Value   

 Associates Degree 3.45 3.24 4.77 * 
 Bachelors Degree of Hospitality 4.53 3.25 196.46 ** 
 Bachelors Degree (any) 3.66 3.26 17.17 ** 
 Involved in Student Organization 3.49 3.09 19.68 ** 

 Officer Student Organization 3.16 2.58 37.32 ** 

 Industry Certification 3.97 3.37 46.53 ** 

 Do Not Need a Degree 2.62 2.80 2.58  
 

 *Significant at p<0.05; **Significant at p<0.01     

1=Strongly Disagree; 2=Somewhat Disagree; 3=Neutral; 4=Somewhat Agree; 5=Strongly Agree 

 

Table 24 

Crosstab Analysis for Education 

 

Respondent Type 

Total Student Recruiter/Manager 

Do not need 
degree 

strongly disagree Count 48 67 115 
% of Total 8.9% 12.4% 21.3% 

somewhat disagree Count 67 66 133 
% of Total 12.4% 12.2% 24.6% 

neutral Count 54 78 132 
% of Total 10.0% 14.4% 24.4% 

somewhat agree Count 44 63 107 
% of Total 8.1% 11.7% 19.8% 

strongly agree Count 16 37 53 
% of Total 3.0% 6.9% 9.8% 

Total Count 229 311 540 
% of Total 42.4% 57.6% 100.0% 

 

Additional Findings 

 In addition to these aforementioned objectives, several other findings were of note; 

these findings included the importance of subject matter or “basic understanding,” as well as 

the Qualitative findings of the open-ended questions.  

The survey asked respondents what basic understanding is needed in order to fulfill a 

“good” entry-level management position. The basic understanding section of the survey mirrors 
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course curriculum of hospitality degree programs such as hospitality accounting, human 

resources, hospitality law, leadership, food and beverage, and culinary skills. Students gave a 

significantly higher score to “basic understanding” than recruiters. Students are paying for 

college and are expecting the curriculum to be of value. Recruiters were neutral in their 

responses to subject matter. Hospitality degrees are relatively new, and as the mean age of our 

recruiters is 45-54 years old, with no post- secondary teaching experience, they may not know 

what is being taught in the classroom or understand what a four year hospitality degree 

program entails.  

The two additional open-ended questions included in each questionnaire captured 

latent variables as to how hospitality recruiters and students feel about their experiences in the 

hospitality industry. 

   Recruiter were asked the open-ended question, “In your experience, what are the 

advantages to your company in hiring a new graduate from a four year hospitality program in 

terms of attitude, skills, experience, etc.?” Recruiters responded that advantages in hiring a 

student from a four year hospitality degree program were: 

 Students possess basic knowledge and skills needed in the hospitality industry 

 Students are eager to learn 

 Students have hospitality experience 

 Students are committed to the hospitality industry 

A graduate that has worked in the industry is always my choice, since they hopefully have a 
clear picture of hours and workload that is expected for all level positions. They have drive, 
endurance, and are willing to work long weekends and holidays as needed to work their 
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way up. Strong communication skills, customer service, dedication, and flexibility are also 
advantages. 
 
In my experience, the advantages to our company in hiring a new graduate from a 4 year 
hospitality program shows determination and drive. It also shows us that he or she is 
committed and wanting to make the hospitality industry his or her career. Often, in the 
restaurant industry, you get applicants who just "need" a job but don't have a passion for it. 
Having the degree behind them shows that they do have a passion for it. It also allows us to 
know that they do have more background in financial skills and different areas in the 
hospitality industry. 
 

Recruiter were asked the open-ended question, “In your experience, where do you think 

new graduates from a four year hospitality degree program fall short in terms of attitude, skills, 

experience, etc. required for being hired into an entry-level management position?” Recruiters 

responded that new graduates fall short in the following areas: 

 Students lack experience 

 Students lack the basic knowledge and skills need for entry-level management 

positions 

 Students lack commitment to the work load of the hospitality industry 

 Students show entitlement 

 Students lack a basic understanding of how the hospitality industry work. 

In my experience, I think that new graduates fall short from a 4 year hospitality program 
when they think that the degree will get them a job without experience. I know that some 
degrees now require internships and work experience. However, I think some graduates do 
expect to be able to have the degree and have a job instantly. They just need to realize that 
they have to have experience and be the right person for the job. 
 
These students sometimes think that their degree ‘entitles' them to preferential treatment 

in terms of hiring or promotion. They sometimes feel they are superior to coworkers who 

do not have degrees. They do not always have the leadership and communication skills that 

will help them succeed. 
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Students were asked the open-ended question, “In your experience, what are the 

advantages to recruiters in hiring graduates from a four year hospitality program, in terms of 

attitude, skills, experience, etc.?”  Students responded that the advantages to recruiters in 

hiring graduates are: 

 Students have the basic skills and knowledge needed to work in the hospitality 

industry 

 Students have work experience in the hospitality industry 

 Students have a basic understanding of the hospitality industry 

 Students are easy to train 

You come in with experience, knowledge, and motivation, meaning you want to be there. 
Students are determined, easier to train, and are eager to learn and grow. 
 
Advantages include intelligence within the field, along with lots of work experience. 

Students have been trained and tested on these skills. 

Student were asked the open-ended question, “In your experience, where do you think 

new graduates from a four year hospitality program fall short in terms of attitude skills, 

experience, etc.?”  Students responded that new graduates fall short in the following areas: 

 Students lack work experience 

 Students have an entitlement attitude 

 Students lack experience in their specific area 

 Students lack social skills 

Need more “practical” experience. Maybe instead of having one internship, have two. 
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I think experience is the key to learning so I think we fall short in our field by not having 
enough. 
 
Attitude, many students tend to think they know it all because they have a degree, but 
some come to realize that they don’t know as much as they thought once they start 
working. 

 
Both respondents are aware of the graduates’ basic understanding of the hospitality 

industry, and give credit to the classroom curriculum. It appears that both sets of respondents 

are concerned about the level of experience, attitudes and lack of basic understanding of the 

long hours and poor pay of the hospitality industry.  
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CHAPTER 5  

CONCLUSION 

This study explored which factors influence hospitality recruiters’ hiring decisions when 

hiring a “good” entry-level manager for their organization, and why they consider these 

competencies to be important. It also explored the perceptions of hospitality students as they 

prepare to enter the hospitality industry as entry-level managers. The research findings have 

practical implications for industry, students, and four year hospitality degree programs. The 

importance of understanding how careers in hospitality management are developed is an 

integral component of both management development and talent management (Kwok, 2012).  

This study will be used to understand how hospitality industry recruiters make their 

decisions regarding “good” entry-level management hires. Recruiters and hiring managers have 

multiple choices to advertise an open position when recruiting applicants. One increasingly 

popular choice is recruiting on college campuses. This trend indicates that the recruiters and 

hiring managers are becoming more strategic in their budgets and are targeting “good” 

candidates seen as being qualified for entry-level management positions (Breaugh, 2008). 

Information on the perspectives of hospitality students about entry-level management 

positions can also be useful to recruiters in reducing disillusionment and disenchantment by 

clarifying exactly what will be required of new entry-level managers in these positions. This 

study found that as recruiters themselves are graduating from four year hospitality degree 

programs they better understand the advantages in hiring a graduate into an entry-level 

management positon.  
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 It is imperative that hospitality students’ perspectives of a “good” entry-level 

management position and the hospitality recruiters’ perspectives of a “good” entry-level 

management hire be in line with what four year hospitality degree programs are requiring for 

graduation. While most recruiters do not attribute much importance to a student’s college 

degree, they see intellectual skills, competencies, and management knowledge to be important 

(Kwok, et al., 2011). Students in this study found the college degree to be more significant than 

the hospitality recruiter did; this implies a misunderstanding of how a student’s four year 

hospitality degree can meet the needs of today’s hospitality organizations.  

 Experience also seems to be a concern in the recruitment process, because the 

recruiter and hiring manager may assume, since the students are in college, they are not 

working, or that the longevity required for an entry-level position does not lend itself to the 

nature of college semester scheduling. A study could be conducted regarding employers who 

take a chance on student applicants who have less than one year in the positions listed on the 

résumé. The open-ended questions of this study confirmed a disconnect between recruiters 

and students. Both sets of respondents placed an emphasis on 1-3 years of experience needed 

to fulfill/acquire a “good” entry-level management position. However, in the open-ended 

questions both respondents expressed a need for more experience. 

The study provides information for academia in understanding what recruiters and 

hiring managers consider when selecting “good” entry-level management hires. The analytical 

results of this study demonstrate that four year hospitality degree programs need to focus on 

work experience and longer internships, with a specific concentration on leadership skills. Both 
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hospitality recruiters and students strongly identified “good” characteristics, skills, and 

education needed to enter the hospitality industry as an entry-level manager. The age and 

gender information of the recruiters in this study compared to the stage of development of the 

hospitality programs implies a misunderstanding of how four year hospitality degrees can meet 

the needs of today’s hospitality organizations.  

 Academia must not only educate the students in their programs, they must also 

educate the hospitality recruiter on the curriculum being taught so they can work with each 

other to continue to identify the ever changing competencies of entry-level management 

positions.  

There are two issues which this researcher believes emerged as challenges that must be 

overcome in industry’s efforts to attract, retain and develop talented managers. The first is the 

need to align student and industry’s expectations with respect to the recognition of 

characteristics, skills, internships, work experience and education that are needed for college 

graduates to become entry-level managers upon graduation.  

The second challenge is the call for recruiters and educators to work in collaborative 

ways to enhance the recruiters’ ability to communicate their expectations of what constitutes a 

“good” hire into an entry-level management position. There are opportunities to ensure that 

development is relevant and valued by both organization and students, through greater 

understanding of which competencies the industry recruiter is looking for in a “good” entry-

level manager. Examples of good practice that enable development of existing talent should be 

published, in order that industry, academia and college graduates can learn from each other.  
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 The items in this study sought to measure and define the word “good” as it relates to 

the perspectives of hospitality industry recruiters, as well as, hospitality students enrolled in a 

four year hospitality program. This study contains several limitations.  Even though 311 

recruiter surveys were finalized, all the respondents were drawn from the Dallas/Fort Worth 

Metroplex. The Dallas/Fort Worth area is one of the 8th largest hospitality economies in the 

United States, and therefore represents a thriving economic environment. The student sample 

population focused solely on the students pursuing a bachelor’s degree with a major in 

hospitality at the University of North Texas in Denton, TX. The survey’s “basic understanding” 

questions were developed using the course curriculum of the Department of Hospitality and 

Tourism at the University of North Texas. Therefore, the findings may not be generalizable to all 

four year college programs.  

Despite these limitations, the study’s results suggest a number of areas for future 

research. First, because this study focused on a comparison, both hospitality student group and 

hospitality recruiter group require further examination. Second, future research should include 

larger populations of hospitality recruiters as well as hospitality students. Finally, future studies 

might compare recruiters and academia to define each of their definitions of the word “good” 

as it relates to fulfilling/acquiring an entry-level management position upon graduation from 

their four year hospitality degree program.  

In conclusion, recruiters will continue to search for “good” entry-level managers; the 

question is what the recruiter identifies as a “good” hire for an entry-level management 

position. Will graduates of college hospitality management programs be ensured an entry-level 

management position upon graduation? A disparity lies between the perspectives of hospitality 
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industry recruiters of a “good” hire into an entry-level management position, the perspectives 

of hospitality students of what is needed to acquire a “good” entry-level management position, 

and the ability of a four year hospitality degree program to graduate “good” candidates. 

Industry will ultimately determine the strengths and weaknesses of each four year hospitality 

degree program, based on whether or not they are able to recruit “good” entry-level managers 

from the program’s graduates. 
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