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Abstract: Hospitality & tourism-related businesses are the leading producers of new jobs worldwide. Hospitality & tourism has
developed into a truly worldwide activity that knows no political, ideological, geographic, or cultural boundaries. Hospitality sector is
growing at a very fast rate in India. The major challenge of this sector is deficiency of skilled employees along with the challenge of
attrition rate. In this paper we will study the basic Hospitality skills and analyze the employment condition in Indian Hospitality
Industry of Delhi & NCR.
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l. INTRODUCTION

Hospitality Industry has been being accepted as a multidimensional industry with various job opportunities for skilled, unskilled and
semi-skilled individuals, the government has yet not been able to develop the Hospitality education system in the country. To bridge the
gap between hotel industry expectations and education deliverables Hotel management students should be trained keeping in mind latest
trends and present demands of the industry. Hospitality graduates in India face many challenges when finding job in today’s
competitive market. Graduates must meet the expectations of the potential companies. In this paper we will study the basic Hospitality
skills and analyze the employment condition in Indian Hospitality Industry of Delhi & NCR.

Il. RESEARCH METHODOLOGY

Author designed surveys about “General/Basic competencies for a Hospitality Graduate™ in order to collect information about various
factors needed for employment in Hospitality industry. The survey comprised of fifteen different types of questions. They were
designed to get the difference and solid views of the responders. The survey was done in the period from May 2017 - July 2017 and
October 2017 - December 2017. These surveys were sent to 500 different pupils from which 270 respondents’ showed interest and
filled the desired survey. The information in this paper is based on the results of surveying almost 189 different pupils working in
Hotels, Fast Food chains, Resorts, etc. They have various hospitality educations.

I11. RESPONDENT’S BREAKDOWN

To Explore the Gap between Hospitality Education and Hospitality Industry of Delhi & NCR, We have received total 189 responses
from several departments of hotel and service industry. As per the view point of respondents working experience in hotel and service
industry the following data is observed.

Table 1.1- Total no. of respondents in various experience groups
S. No. Experience (in years) Total No. of respondents
1 2To 4 Years 140
2 5To 7 Years 31
3 8 or More Than 8 Years 18
Total 189
S "es"o"_dems SRR S———n— Figure 1- Total no. of respondents in various experience groups
MRS SRS SRS According the respondents experience group, where the experience is
2 to 4 years, the total no. of respondents are 140, where the
experience is 5 to 7 years, the total no. of respondents are 31 and
where the experience is 8 years or more than 8 years, the total no. of
respondents are 18. Out of total received 189 responses, only 4
respondents are female, rest 185 are male respondents.
Table 1.2- Total no. of respondents (Gender Wise)
S. No. Respondents Gender Total No. of respondents
1 Male 185
2 Female 4
Total 189
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Figure 2- Total no. of respondents (Gender Wise)
According the respondents gender group, where the female respondents are only 4, out of total no. of respondents are 189, where rest
185 are male respondents. The rest analysis about basic and specific competency of hospitality graduate regarding to find the gap
between required skill set and academics/trainings provided at various educational institutions will be discussed in next topics.

IV. ANALYSIS

In this section we have asked 15 survey questions of qualitative nature (in the 1 to 5 point grading scale), related to measure basic

competencies of hotel graduate.

To measure basic competency of hospitality graduate we have received the following responses in different categories (1 to 5 point
grade scale, where 1 denotes “Very Poor’, 2 denotes ‘Poor’, 3 denotes ‘Acceptable’, 4 denotes ‘Good’ and 5 denotes ‘Excellent’).

Table 1.3- Basic Hospitality Competency Measuring Sample Questions With Response (1 To 5 Point Grade Scale)
Sample Questions Total No. of responses received in 5 point grade scale. As-
P Very Poor [1] | Poor [2] | Acceptable [3] | Good [4] | Excellent [5]
Knowledge of personal-hygiene and appearance 2 23 58 67 39
General knowledge of a hotel and its areas 0 17 86 54 32
Knowledge of hospitality products and services provided by all 1 28 74 59 97
the departments
Knowledge of basic terminology of hotel business 0 21 83 60 25
Knowledge of S_tandard Operating P_roce_dures regarding 11 54 48 55 21
particular / emergency situations
Knowledge of customer saf«iagl,J :scurlty, privacy and comfort 3 97 74 49 36
Knowledge of ethics of hospitality business 1 29 62 60 37
Knowledge of legal reqwrer_nents / issues related to hotel 8 29 77 58 17
business
Knowledge of environmental / ecological issues 7 28 62 66 26
Positive and learning attitude 4 20 54 70 41
Verbal / written communication skill 6 32 56 70 25
Administrative Skills 11 38 60 46 34
Computer Literacy 9 44 57 45 34
Ability to stay alert mentally as well as physically 13 53 41 51 31
Hospitality /service attitude 14 42 39 49 45
Figure 3- Basic hospitality competency measuring
Basic Hospitality Competency Measuring Sample Questions sample questions with response (1 to 5 point grade scale)
With Resporee (110 9 Polnt Grade Scale) Interpretation- In this section we have asked 15 survey
100 #VeryPoor 1l | questions and the responses are collected in 5 categories
- ® Poor [2] of grading point scale, As- Very Poor [1], Poor [2],
8 Acceptable Accgptable [3], Good [4] and Excellent [5]. We h_ave
40 &) received total 189 responses from the working/
0 » Good [4) .
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Table 1.4- Total No. of Received Responses in 5 Categories (Total received responses in all categories are- 2835)

S. No. Parameter Category Total No. of Received Responses Total No. (F),f Received Responses in
ercentage (%)

1 Very Poor 90

2 Poor 485

3 Acceptable 931 32.83

4 Good 859 30.29

5 Excellent 470 16.57
Total 2835 99.96

Figure.4- Total no. of received responses in 5 categories (total

received responses inall categories are 2835) TotalNo. of Recelved R;:B?I:’s;;i:gzsmegotlus(Ou\ of Total

Interpretation- In this section we have received (consolidated)
2835 responses from 189 respondents through 15 survey
questions and the responses are collected in 5 categories of
grading point scale, As- Very Poor [1], Poor [2], Acceptable [3],
Good [4] and Excellent [5]. As per the respondents views, the
consolidate responses in each category (out of 5 categories, such
are- Very Poor [1], Poor [2], Acceptable [3], Good [4] and
Excellent [5]) are as- 3% are very poor, 17 % are poor, 33% are
acceptable, 30 % are good and only 17 % are excellent.

Analysis- The analysis shows the need of drastic improvements
in consolidated skill sets required by the hospitality industry.
53% (3% are very poor, 17 % are poor, 33% are acceptable) are
required to upgrade the demanding skills.

Table 1.5- Basic Hospitality Competency Measuring Sample Questions With Response (1 To 5 Point Grade Scale) in Percentage
Total No. of responses received in 5 point grade scale (in Percentage)
Sample Questions Very Poor [1] %| Poor [2] % | Acceptable [3] % | Good [4] % Excel(!/i nt [5]
Knowledge of personal-hygiene and appearance 1.06 12.17 30.69 35.45 20.63
General knowledge of a hotel and its areas 0.00 8.99 45.50 28.57 16.93
Knowledge c_Jf hospitality products and services 053 14.81 3915 3192 14.29
provided by all the departments
Knowledge of basic terminology of hotel business 0.00 11.11 43.92 31.75 13.23
Knowlegige of Standard Operating P_roce_dures 582 28,57 25 40 29.10 11.11
regarding particular / emergency situations
Knowledge of customer saf(_ety, security, privacy 159 14.29 3915 25 93 19.05
and comfort issues
Knowledge of ethics of hospitality business 0.53 15.34 32.80 31.75 19.58
Knowledge of legal reqmrer_nents / issues related to 423 15.34 4074 30.69 8.99
hotel business
Knowledge of environmental / ecological issues 3.70 14.81 32.80 34.92 13.76
Positive and learning attitude 2.12 10.58 28.57 37.04 21.69
Verbal / written communication skill 3.17 16.93 29.63 37.04 13.23
Administrative Skills 5.82 20.11 31.75 24.34 17.99
Computer Literacy 4.76 23.28 30.16 23.81 17.99
Ability to stay alert mentally as well as physically 6.88 28.04 21.69 26.98 16.40
Hospitality /service attitude 7.41 22.22 20.63 25.93 23.81
Total received respocr;ségséJ élrr; percentage) in each 317 17.11 3284 3030 16.58

Interpretation- In this section we have received total 189 responses through 15 survey questions and the responses are collected in 5
categories of grading point scale, As- Very Poor [1], Poor [2], Acceptable [3], Good [4] and Excellent [5]. As per the respondent’s
views, the responses are shown in percentages (%) in each category (out of 5 categories, such as- Very Poor [1], Poor [2], Acceptable
[3], Good [4] and Excellent [5]). As in consolidate viewpoint 3% are very poor, 17 % are poor, 33% are acceptable, 30 % are good and
only 17 % are excellent.

Analysis- The analysis shows the need of drastic improvements in consolidated skill sets required by the hospitality industry. 53% (3%
are very poor, 17 % are poor, 33% are acceptable) are required to upgrade the demanding skills. We will also discuss the individual
survey questions and respondents views regarding required skills.

V. CONCLUSION & SUGGESTIONS

These responses show that greater than half (almost 53%) of the respondents have very poor, poor or average (acceptable) knowledge of
hotels and its areas. Here, it is notable that all 99% of these respondents are Degree & Diploma holders. This shows that academic
curriculum is so much theoretical and impractical that it not even able to give the basic understanding of hotels skills to its student. This
is where the problem of unemployable candidate arises, and it broadens the gap between academia and industry.

It has been seen in our research that education systems are not well updated. They are following the age old curriculum, and focus more
on literature rather than practical implementation of hospitality aspects. Most of the courses being taught in the institutions are mostly
theoretical. Due to this many students find the nature of the job to be stressful and strenuous. The faculty members in hospitality
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institutes spent most of the time reading the books and imparting theoretical knowledge to the students, the lack of infrastructure and
practical (realistic) exposure also plays its role in making a candidate unemployable.
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