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Abstract  
The purpose of this study is to examine, identify the essential competencies 
expected and perceived from hospitality graduates in the industry. A gap 
means analysis technique used to analyze hospitality managers’ expectations 
and perceptions about Employment of Graduates in the hospitality industry. 
Industry management conceded that hospitality education modules need to 
reflect recent and future industry challenges and improvements to guarantee 
graduates are outfitted with suitable and industry-relevant competencies. 
Required data are collected with a self-administered questionnaire adapted 
from competency model of Chung-Herrera, Enz, and Lankau (2003). The 
questionnaire was distributed randomly among 280 managers of chain hotels 
in Egypt after permission from the directors of Human Recourses. Gathered 
data were examined using descriptive statistics and factor analysis method. 
The results of this study reveal that hospitality managers’ expectation is less 
than their perception from Employment of fresh Graduates in the hospitality 
industry. Furthermore, factor analysis generates five groups of competencies 
required by hospitality industry namely; (Transferable Competencies, 
Professional Competencies, Generic Competencies, Analytical skills, and 
Conceptual skill). The results are very important for both of hospitality 
education and industry as it can help to determine and prioritize the needed 
competencies in the field of hospitality industry. It is therefore urgent that 
hospitality, educational institutions need to meet the requirements of the 
industry in their demand for competencies needed from the graduated. 
 

Keywords Competencies, hospitality education, hotel industry, hotel skills, 
employment. 
 

Introduction 
Hospitality industry has raised concerns in regards to the shortage of 
appropriately qualified employees. The industry emphasized that there is an 
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extreme deficiency of skilled employees who graduated from hospitality 
education, especially in the hotel management department, and that education 
of these potential employees needs to be more lined up with industry 
requirements (Raybould and Wilkins, 2005). Although, hospitality education 
plays a main part of both hospitality education and industry, with 
accentuation on building up student’s competencies, rather than operational, 
and an aptitude (Roberts and Whitelaw, 1999). There is a gap between 
hospitality higher education and industry. Hospitality education needs to 
study the needs of what hospitality industry really needs from current 
hospitality graduates, which help them to develop appropriate curriculum 
matching with the needs of the industry. In the hospitality industry, experts 
expect that students will be trained for not just aptitudes and abilities at the 
advanced level, but to also have lots of competencies such as, critical 
thinking skills, enthusiastic knowledge as a result of a multi year degree 
(Ogbeide, 2006).  
The purpose of this study was to highlight the requirements and expectations 
of middle management in the hospitality industry in Egypt, because a limited 
empirical research has been done on this topic. The specific objectives of the 
study were to examine (a) is there is a gap between expectation and 
perception competencies about the employment of graduates in the 
hospitality industry; and (b) what are the requirements of skills and 
competencies needed by the industry for future career goals. It is expected 
that findings would provide insights into how the hospitality industry views 
employment of graduates in the hospitality industry as well as how well 
higher institution for hospitality education has prepared students for their 
career challenges.  
 

Literature review 
There is a gap amongst experts and academics in every single instructive 
field and enterprises (Jenkins, 1999; Stanton, 2006; Anderson, 2007; 
Brownlie et al., 2008; Belli, 2010; Lilien, 2011). The part of educational 
establishments has been constantly reported that, as students getting ready for 
work, industry is giving them a simple direction to business and industry 
tasks (Waryszak, 1999; Ogbeide, 2006). The fundamental goal of hospitality 
education is to furnish the industry with high caliber graduates outfitted with 
pertinent management capabilities (Hansson, 2001; Christou, 2002). Generic 
and transferable skills, including initiative, communication, human resource 
management, and critical thinking are fundamental to profession achievement 
(Tas et al., 1996; Kay and Russette, 2000). Hospitality industry requirements 
are looking for graduates with transferable abilities, including solid 
composed and level of communication skills, interpersonal aptitudes, 
cooperation, and critical thinking abilities (DEETYA, 1998). Hospitality 
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management foresee that graduates have transferable generic skills in specific 
area such as, strategic management, communication, decision-making and 
basic leadership (Buergermeister, 1983; Goodman and Sprague, 1991; Cichy 
et al., 1992; Williams and DeMicco 1998). Professional degree or certificate 
programs, incorporating those in hospitality management, are proposed to 
fulfill the industry’s developing interest for high skilled staffs. Accordingly, 
there exists a need to guarantee that the academic curriculum meets 
instructive expectations, as well as those of industry and undergraduates, with 
respect to the ranges of abilities required in the work environment (Raybould 
and Wilkins, 2005). Hospitality Education cycle plays one of the essential 
parts in professions of the future hospitality employees. It is extremely 
pivotal to recognize the contrasts between the education and training, in this 
manner, to have an alternate perspective on the idea of hospitality 
management.  
Baum (1995) noticed that, colleges give the education process of the creation, 
food service methods, and management, while on the job-training training is 
given by the industry. In addition, education has been characterized as a field 
of multidisciplinary contemplate, which brings the points of view of 
numerous controls, particularly those found in the sociologies, to sustain on 
specific areas of use and practice in the hospitality industry (Riegel and 
Dallas, 2006). As indicated by Johanson et al. (2010) there are some essential 
skills required by the hospitality industry, for example, Communication 
abilities; featuring of relational abilities and language skills whether oral and 
written. The capability to talk confidently to clients, supervisors, and 
colleagues is an expertise required and utilized consistently. Alongside that, 
having the capability to impart thoughts to lead, motivate, educate, train, and 
facilitate frequently includes communicating skill. Communication skills 
must keep on being critical for positions in hospitality tasks.  
Zegward and Hodges (2003) looked at competency as an individual 
trademark, and Hodges and Burchell (2003) incorporated the dependence on 
individual capability as opposed to technical ability. According to Zeithaml 
et al. (2006), in hospitality industry managers are searching for a level of 
service competence such as, knowledge, skills, and a tendency for service job 
such as, attitude and interest. Hospitality Managers frequently comment on 
the absence of readiness of students entering the hospitality working 
environment (Kember and Leung, 2005; Barrie, 2006) and that they are 
searching for work- ready include people with an extensive variety of mixed 
abilities (Yorke and Harvey, 2005).  
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Hospitality industry’s perceptions relating to hospitality graduates 
Hospitality industry is considered a labour intensive; therefore, human 
recourses play a significant role in the industry whenever they are looking to 
hire employees (Grobler and Diedericks, 2009). Consequently, significant 
hospitality education curriculums are basic for a definitive accomplishment 
of this industry (Kay and Russette, 2000). The nature of the HR relies upon 
having the appropriate level of education, industry training, talented, and 
committed to industry tasks. In any case, it was noticed that over 30% of the 
aggregate management workforces in hospitality industry do not possess a 
basic capability in the hospitality industry. The hospitality industry hires 
graduates at entry-level or middle level positions depend on the skills they 
have. Hospitality managers’ mentioned that graduates are not willing to begin 
at the base, since they trust that their capabilities should give them quick 
access to middle management. On the other hand, those in the hospitality 
industry are revealed that newcomers need to learn the cultural awareness and 
the actions of the business through intensive on the job-training (Moyle, 
2008).  
 
Hospitality industry expectations 
Hospitality education looks to furnish undergraduates with the required 
aptitudes for good work opportunity and for better future occupation. From 
the undergraduates perspective, their choice and satisfaction with their 
hospitality programs and establishments, future profession prospects and 
simple direction to the business are ranked the higher scores in the 
undergraduate determination (Alhelalat et al., 2009; Gray et al., 2003). In 
addition, establishment's reputation, academic quality, program accreditation, 
and industry acknowledgment were a response to a central issue identified 
with what undergraduates require from their academic programs and 
instructors (Crisp, 2010; Spake et al., 2010; Gray et al., 2003). Hospitality 
Industry censured the institutions for tourism and hospitality education for 
unplanned individuals properly, and giving them the required training by the 
industry (Airey, 1988). Gill et al., (2000) added that the skills required by 
hospitality industry are gathered into three classifications: industry-particular 
or vocational skills (mostly specialized aptitudes, for example, food service 
and arrangement, stock management, cost control); generic skills (e.g. 
managerial skills, communication, problem-solving, selling skills) and 
competence getting from attitude to the workplace (e.g. enthusiasm, 
responsibility, the will to learn).  
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Key requirements for hospitality employees 
It is essential to distinguish between the key skills, competencies, and 
characteristics of hospitality staffs to decide the basic factors that help in the 
accomplishment of a hospitality graduate. Many studies have recognized 
interpersonal skills development as a main key of significance for graduates 
in the work environment (Nelson and Dopson, 1999; Raybould and Wilkins, 
2006; Spowart, 2011). Hospitality interested for undergraduates have 
transferable competencies, communication, activity, inventiveness, and 
initiative, which empowers them to be a piece of an adaptable and versatile 
workforce (Bennett, 2002; Bennett et al., 1999). Hospitality Managers 
additionally required personal characteristics, for example, the ability to 
adapt to pressure, react to a change and intercultural relational skills. It is 
conceivable that education providers are not sufficiently responsive to the 
changing idea of work, the working environment and the prerequisites of 
managers (Gow and McDonald, 2000). Hospitality industry requires various 
skills of hospitality specialists, and these skills include an extensive variety of 
individual capacities and characteristics such as,  
 Attitudinal (Lafer, 2004) – timeliness, loyalty and discipline  

• Technical (Baum, 2002, 2006) – numeracy, education, frameworks learning  
• Generic or soft skills (Baum, 2006; Raybould and Wilkins, 2005, 2006) – 
e.g. communication, critical thinking  
• Emotional (Hochschild, 1983) – the capacity to oversee feelings in the work 
environment  
• Esthetic (Nickson et al., 2005; Warhurst and Nickson, 2007) – "to be looks 
great" and "sounding elegant"  
• Cultural (Arora and Rohmetra, 2010; Baum et al., 2007; Dawson et al., 
2011; Mkono, 2010) – a familiarity with social assorted variety  
• Experiential (Baum, 2006) – the capacity to develop through involvement  
• Linguistic (Blue and Harun, 2003), and  
• Transferable (Bennett, 2002).  
Kay and Russette (2000) recognized the interpersonal skill of a person as a 
center competency in the hospitality industry. Fallows and Steven (2000) 
likewise reasoned that individual achievement and performance are upgraded 
through abnormal amounts of interpersonal skills. This point of view is 
upheld in later investigations; for instance, done by Hind et al. (2007), Huang 
and Lin (2011) and Lolli (2013). Interpersonal skills have been valued among 
the most essential competencies for entrants graduated to the hospitality 
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industry (Kay and Russette, 2000; Chung-Herrera et al., 2003; Tesone and 
Ricci, 2005). 
 

Research methods 
Sample  
A Random sample of 280 operational hospitality middle managers was 
chosen randomly by using cluster sampling due to the large population, 
which spread, over a large geographical area. The target groups for this 
research were the hotels of international chains in Egypt, such as Hilton, 
Marriott, Four Seasons, Sheraton, Kempinsky and Radisson Blu. 
  

Research instrument 
The research instrument used in this study was a semi-structured survey 
based on the research questions and literature review. The survey instrument 
builds based on the academic and practical collection. The academic 
competency was based on the model: leadership competency model of 
Chung-Herrera, Enz, and Lankau (2003) – for employees holding non-
managerial positions. However, the practical competency was based 
competency of standard training procedures for five-star hotel chain. Survey 
developed to ascertain hospitality managers’ expectations and perceptions 
about the fresh employment of Graduates in the hospitality industry who had 
studied at the department of hotel management in different faculties of 
tourism and hotel management. The instrument consisted of twenty skills to 
rate the level of essential competencies and qualifications required by the 
industry. All questions used in the questionnaire had responses, which were 
rated on the 5-point Likert scale. In order to make answers more clear and 
precise, both of the competency models were presented in a scale, where 
managers had to rank competencies from Strongly Disagree to Strongly 
Agree on a Likert scale of 1 to 5, where: 1 = Strongly Disagree 2 = Disagree 
3 = neither disagree nor agree 4 = Agree 5 = Strongly Agree A modified 
questionnaire was used in a pilot test involving 20 hospitality managers and 
Hospitality academics to identify problems regarding comprehensibility of 
the questions as recommended by Dillman (2007). After analysis of the pilot 
test data, a few minor modifications were made to the format of the 
questionnaire before it was delivered to all participants 

 
Data collection 
The survey was conducted at five-star hotel chain, Egypt. The survey was 
delivered personally to directors of Human Recourses who were a contact 
members at each of the participating hotels. Director of Human Recourses 
was responsible for ensuring that the survey was administered to managers. 
280 questionnaires were distributed, and 214 (76%) were completed and 
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considered to be valid for research purposes. Survey collected personally 
from each director of Human Recourses.  
 

Data analysis  
The SPSS version 24.0 was used for all analyses. Response percentages in 
each category were calculated and presented in tabular form. Descriptive 
statistics and content analysis were used to analyze the data and verify the 
gaps that may exist between hospitality expectations and perceptions about 
Employment of Graduates. Factor analysis was used to group the different 
competencies needed by hospitality industry 
 

Internal consistency  
To test the measurement consistency of the constraint dimensions, reliability 
analyses were conducted. The Cronbach’s alpha coefficient scores indicated 
that the items used to measure these constructs were marginally reliable, as 
alpha scores for perception were .72 and .68 for expectation. Nunnally (1994) 
greater than or close to the standard of 0.70 recommended the reliability 
alphas, which are designed to check the internal consistency of items within 
each variable.  

 
Results and Discussion 
A careful analysis of Table 1 shows that 17 out of 20 competencies mean 
score differences are statistically significant; p < .01, p < .02 level, and t-
values are greater than +/-2.00 levels (Nunnally & Bernstein, 1994; Hair et 
al., 1998). Moreover, a Mean score for manager’s expectation and perception 
are above the midpoint 3.00, indicating respondents agreed, if not strongly 
agreed, with the items listed under these competencies related variables.  
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Table 1: Items related to hospitality managers’ expectations and 
perceptions about Employment of Graduates in the hospitality industry 

 

Item Perceptions Expectations Gap t 
Sig.  

(2-tailed) 

1. Work ethics 
Graduated, seek to protect and build the company's 
reputation and the morale of its colleagues by 
engaging in conduct that builds respect and take 
whatever actions are necessary to correct or prevent 
inappropriate conduct of others 

3.799 4.320 -.520 
-

5.09 
.000 

2. Flexibility 
Graduated, prepared to keep different hours than the 
rest of the workforce.  He is also flexible in the way 
he works.. 

3.697 4.307 -.609 
-

6.13 
.000 

3. Language Skills 
Graduated required, to have language skills because 
they allow him to be better able to communicate with 
his clients. His Language skills can also help to build 
better relationships with customer and can prove to 
be invaluable in the long run. 

3.669 4.307 -.637 
-

5.92 
.000 

4. Administrative 
Graduated have the enough skills to deal with  
personnel and financial management of the business 

3.846 4.307 -.460 
-

4.49 
.000 

5. Enthusiasm 
Selected graduated are enthusiastic about their jobs 
and strive to do the best work possible. They want to 
give their customers the best experience available 

3.814 4.037 -.223 
-

2.25 
.025 

6. Pro-active 
graduated must be very thorough in their work and 
realize that any oversight could result in customer 
dissatisfaction 

3.832 4.223 -.390 
-

3.40 
.001 

7. Communication Skills 
Graduated have an excellent communication skill. 
They can communicate effectively both orally and in 
writing 

3.186 4.158 -.972 
-

7.67 
.000 

8. Teamwork 
Preferred graduated have the ability to work well 
with others and can be a productive member of a 
team. They value the contributions of everyone. 

3.311 4.153 -.841 
-

8.23 
.000 

9. Strategic thinking 
Graduated have a vision for the future of the 
department/property. 

3.418 4.134 -.716 
-

6.39 
.000 

10. Emotional 
Graduated have the ability to manage emotions in the 
workplace 

4.148 4.255 -.106 
-

1.51 
.132 

11. Cultural Awareness 
Graduated required to work with people from 
different cultural backgrounds. His ability to be 
culturally aware and get past his own cultural norms 
is crucial to building a successful career. He is also 
required to break free from cultural barriers and help 
his customers feel more comfortable 

3.083 4.069 -.986 
-

8.22 
.000 



 

Hossny, M 
  ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ

101 
 
 
 

Continued 

12. Interpersonal Skills 
graduated have top notch 
interpersonal skills, as the very nature of the business 
is to provide spectacular customer service 

3.307 4.018 -.711 
-

6.59 
.000 

13. Leadership 
Graduated have the ability to turn ideas into 
productive action and make significant contributions 
to an organization's overall success. 

3.646 4.009 -.362 
-

3.01 
.002 

14. Organized 
graduated have to be organized and multitask without 
difficulty 

3.204 3.865 -.660 
-

5.64 
.000 

15. Commitment 
Graduated to be committed to ensuring customer 
satisfaction. You must do whatever it takes to keep 
customers happy and create repeat business. 

3.111 3.711 -.600 
-

4.06 
.000 

16. Computer Know-How 
Graduated have a good computer skill and is familiar 
with a wide range of technological applications that 
are used within the industry. 

3.200 3.641 -.441 
-

3.09 
.002 

17. Technical 
graduated have the sufficient knowledge and skills 
essential to producing the product or service 

3.055 4.088 -1.032 
-

9.32 
.000 

18. Can-do Attitude 
Graduated able to can-do attitude that will make 
everyone feel at ease with him. He have  punctuality, 
loyalty and discipline 

3.353 2.669 .683 4.84 .000 

19. Multitasking 
Graduated should be multitasks and able to achieve 
more than one objective in the same time 

3.572 3.497 .074 .532 .595 

20. Knowledgeable of Safety/Hygiene Issues 
Graduated are familiar with rules of safety and 
hygiene as they apply to food serving places, hotels, 
and other places where people spend time. 

3.446 3.311 .134 .962 .337 

 
Based on the data presented in Table 1, the most negative gaps are found to 
be technical competency concerning the knowledge and skills essential to 
producing the product or service (-1.032). Cultural Awareness (-.98605), 
Communication Skills (-.972), teamwork (-.841), Strategic thinking (-.716), 
Interpersonal Skills (-.711), Organized (-.660), Language Skills (-.637), 
Flexibility (-.609), Commitment (-.600). However, the lowest gaps score 
calculated belongs to the Work ethics (-.520), Administrative (-.460), 
Computer Know-How (-.441), and Enthusiasm (-.223).  The pervious 
negative gaps demonstrate that hospitality expectation with a certain attribute 
is less than its perception. These results explain that the highest important 
negative gap found is a technical competency. This result on contrast with a 
research conducted by Raybould & Wilkins (2006) in the UK and US. Their 



A Gap Analysis of the Essential Competencies Expected and Perceived 
from Hospitality Graduates in the Industry: The Case of Egypt  

ـــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــــ  

102 

result has found technical attributes were less important than generic 
interpersonal and human relations attributes. However, result consistent with 
a previous study by Crebert et al., (2004) who emphasized on the significance 
of technical skills during the study and after graduation. The professional 
idea of hospitality management is ideal to use work-coordinated learning as a 
strategy for exchanging classroom exercises, and practical lectures to the 
work put. Hospitality Education providing such curriculums have the basics 
of physical facilities that allow for teaching of technical skills such as 
restaurant service, culinary art, and services to clients, which students will 
require in the hospitality industry. Those students having a mandatory 
semester of work-incorporated then exchange these technical skills to the 
genuine workplace. 
On other hand these results supported with a previous studies such as, 
Harkison et al., (2011) who found a gap exists between what hospitality 
require and what hospitality education provides. He explained that the 
aptitudes gap alludes to the contrasting viewpoint of managers and teachers 
on the necessities and abilities expected to enter the workforce. Baum (2002) 
and Spowart (2011) added that in the hospitality industry, many employers 
consider that new recruits are not work prepared and not being instructed to 
address the issues of the industry. Therefore, hospitality management 
educators are encouraged to focus on the variables with the biggest negative 
gap that is statistically significant because these variables are not meet the 
hospitality expectations. 
One of the most important results is the positive variable gap of graduated 
attitude (.683). This indicates that the manager’s perception with a graduated 
attitude is higher than their expectation. This result consistent with a pervious 
study by Harkison et al. (2011) who stated that there is a uniqueness in view 
between hospitality graduates and industry managerd; while students think 
that their knowledge and skills after graduation are sufficient to get a job in 
the industry managers focus on personality and initiative. Industry executives' 
perspectives recommend that managers esteem attitude characteristics more 
than skills. 
A paired t-test conducted on the perception and expectation means to 
determine whether there is a significant difference between the means or 
whether this difference is due to random chance. Table 2 shows the 
descriptive statistics for hospitality managers’ expectations and perceptions  
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about Employment of Graduates in the hospitality industry. The result 
indicates that the average mean of skills perceived by Graduates in the 
hospitality industry (70.73) less than the expected skills from them (78.05). 
 
Based on the results of the paired t-test in table 3, the results showing a 
statistical difference between perception and expectation gaps in 17 items out 
of twenty and thus should be considered. 
 

Table 3: Paired Samples Test- Perception and expectation 
 

Pair 1: 
 

Mean 
Std. 

Deviation 

95% 
Confidence 

Interval of the 
Difference 

 

t df 
Sig. (2-
tailed) 

Lower Upper 
Perception-
expectation 

-7.316 13.371 
-

9.113 
-

5.518 
-8.023 214 .000 

 
The dependent samples t-test showed an average reduction in perception 
scores with 7.316 than the expectation scores with a standard deviation of 
13.371 in the sample of 214 Employment of Graduates in the hospitality 
industry. This results in a t-value of t = -8.023 with 214 degrees of freedom. 
The dependent sample t-test was used to account for managers differences in 
the perception-expectation of the Graduates. The observed decrease is highly 
significant (p = 0.001).Therefore, the result reveals that there is a gap 
difference in means of expectation and perception competencies about the 
employment of graduates in the hospitality industry. In addition, with 99.9% 
confidence the observed reduction in perception score can also be found in 
the general population. With a 5% error rate, that the difference in perception 
and expectation of the graduates' scores will be between -9.11384 and -
5.51872.  

Table 2: Mean for hospitality managers’ expectations and perceptions 

 Mean N Std. Deviation Std. Error Mean 
Pair 1 Perception  70.7395 215 10.22856 .69758 

expectation 78.0558 215 8.32161 .56753 
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This finding is consistent with the literature that criticism the higher 
education programs were in fact getting to be distant from the immediate 
needs of the industry (Beth et al. 2003). Sharp difference has been noticed in 
the hospitality literature between hospitality educators and industry experts 
with respect to the degree to which hospitality educators are responsible for 
competencies, internship, and competency development (Harper et al., 2005; 
Williams 2005). In accordance with the findings of Jebril (2015) there is a 
gap between hospitality education outcomes and industry needs in relation to 
what competencies should graduates acquire and the degree to which they 
match what hospitality industry requires. The academic outcomes and 
business essentials of the hospitality industry are not identical in reality as the 
current field study concludes. 
 

Factor analysis 
To examine the variables of the competencies required by the hospitality 
industry for graduates hotel employees, a principal component factor analysis 
with varimax rotation was implemented. As the KMO (Kaiser-Mayer-Olkin) 
measure of sampling adequacy indicated .721, the factor analysis was 
believed to be a useful validation of the factor model. The mean skills gaps 
for all twenty skills required by hospitality industry items are determined. 
The higher the negative perceived- expected of the skills gap, the lesser is the 
chance of hospitality managers’ expectations meeting the perceptions’ level. 
Hence, seventeen items having higher mean service quality gaps were 
identified and analyzed through Factor Analysis. The 17 items yielded five 
factors with eigenvalues greater than 1.0 (Table 4). These factors explained 
54.58% of the variance and were labeled: (1) Transferable competency, (2) 
Professional Competencies, (3) generic competency, (4) Analytical skills, 
and (5) Conceptual skill. Table 4 shows the analysis of the 17 items was 
conducted, followed by varimax rotation to examine their dimensionality. 
The criteria for the number of factors extracted was determined on the basis 
of percentage of variance extracted by the factors reach at least 40% of the 
cumulative variance. Items with eigenvalue equal to or greater than 1 were 
chosen for interpretation. Factor analysis identified five underlying 
dimensions 
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Table 4: Rotated Component Matrix for hospitality managers’ 
expectations and perceptions about Employment of Graduates 

in the hospitality industry 
 1 2 3 4 5 
Q3 .861     
Q1 .846     
Q2 .804     
Q7 .514     
Q6 .407     
Q17  .663    
Q8  .634    
Q15  .610    
Q12   .810   
Q11   .785   
Q13   .593   
Q16    .817  
Q4    .622  
Q14    .557  
Q9     .662 
Q5     .579 
Q18     .578 
Eigen Values 4.391 2.511 1.511 1.347 1.158 
Variance Explained (%) 21.95 12.55 7.55 6.73 5.78 
Cum Variance Explained 
(%) 

21.95 34.50 42.05 48.79 54.58 

 
From the previous matrix, the highest factor loading for each item is 
specified. The results indicate that items 3, 1,2, 7, and 6 combine to define 
the first factor; items 17,8 and 15 combine to define the second factor; the 
third factor contained the items 12, 11, and 13; items 16,4 and 14 combine to 
define the fourth factor and item 9,5 and 18 are identified in the fifth factor. 
The underlying dimension for each factor is identified and shown in Table 5 
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Table 5: Factors and their underlying dimensions 

Factor 
1 

Q3 Language Skills 

Transferable 

Competencies 

 

Q1 Work ethics 

Q2 Flexibility 

Q7 Communication Skills 

Q6 Pro-active 

Factor 
2 

Q17 Technical, 

Professional 
Competencies 

Q8 Teamwork 

Q15 Commitment 

Factor 
3 

Q12 Interpersonal Skills 

Generic Competencies Q11 Cultural Awareness 

Q13 Leadership 

Factor 
4 

Q16 Computer Know-How 

Analytical skills Q4 Administrative 

Q14 Organized 

Factor 
5 

Q9 Strategic thinking 

Conceptual skill Q5 Enthusiasm 

Q18 Can-do Attitude 

 
These groups of competencies are very important for both of hospitality 
education and industry as they can help to determine and prioritize the 
needed competencies. The importance of this groping is supported by a study 
by Millar et al., (2008) who explained that when industry managers and 
educators specify the actual aptitudes and skills required by hospitality 
industry, they can categorize them into different groups, accordingly 
empower management to quickly assess where an employee performing well 
or lags in a particular group. As educators and professionals communicate 
with each other, it will become easier to identify the competencies that can be 
incorporated into the groups and then into classroom curriculum to  
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Practical implications  
The current study helps to focus on competencies under hospitality 
expectation, which need immediate attention to enhance the hospitality 
education. Furthermore, to raise the standards of hospitality education, 
procedure, and outcomes in relation to the particular competencies required 
by the industry; specially technical competency concerning the knowledge 
and skills essential to producing the product or service, Cultural Awareness, 
Communication Skills, teamwork, Strategic thinking, Interpersonal Skills, 
Organized, Language Skills, and commitment.  
 

Conclusions  
This study mainly is focused on identifying the skills and competencies 
required for the hospitality industry and middle management expectation and 
precipitation about the employment of graduates in the hospitality industry. 
The findings have implications for management, instructors, fresh 
employees, and students. Hospitality management is urged to structure the 
induction and training of new graduates exploit their solid mentor 
competencies. The implication of the above findings is that hospitality 
management institutions should take care of those competencies perceived as 
essential for the field by rehearsing experts, and provide curriculum to 
develop them. The results of the study achieved the research objectives, as 
the results indicate that a gap found between hospitality managers’ 
expectations and perceptions about the employment of graduates in the 
hospitality industry. The expectations of the managers are determined by the 
essential competencies and qualifications required by the industry, which 
graduated, acquired from the education of hospitality management. The 
results of the study indicate that hospitality graduates' competencies are not 
met to the industry requirement.  
Middle management requires that students should have more Transferable 
Competencies, Professional Competencies, Generic Competencies, 
Analytical skills, and Conceptual skill in order to match the standards of the 
industry for hospitality graduates' Competencies. However, the industry also 
has certain perceptions to measure skills and ability to manage the operation, 
time, situations, and guests. It is important to determine the gap that may 
exist between hospitality expectations and perceptions about employment of 
graduates, so that graduates are better developed and trained for a career in a 
challenging industry. The results indicated that there are some gaps between 
hospitality expectations and perceptions about Employment of Graduates in 
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the hospitality industry. In fact, the gap analysis approach conducted to 
evaluate the hospitality education outcomes rather than the graduated. The 
results are in contrast to a study done by Cho et al., (2007) on the gap 
between hospitality education and industry which explain the significant gaps 
and interesting differences on perceptions about hospitality education exist 
between what student acquired from skills during his study and hospitality 
needs. This result can help of both the educators and hospitality professionals 
to prioritize and emphasize the items with highest significant negative gaps 
and de-emphasized the items with positive or non-significant gaps. In 
addition, according to Milman & Ricci (2004) closure of the perception and 
expectation gap between hospitality education and industry is considered the 
main key to reduce the employees’ turnover. The most negative gaps are 
found to be technical competency concerning the knowledge and skills 
essential to producing the product or service. This competency needs further 
developments and improvements by hospitality education and hospitality 
industry. The hospitality industry should develop the cooperation with 
hospitality, educational institutions; this cooperation could endeavor to 
develop the internship and curriculums in which meet the hospitality 
requirements and expectations. Interestingly, the positive variable gap found 
of graduated was the attitude of hospitality graduates. This indicates that the 
manager’s perception with a graduated attitude is higher than their 
expectation. The factor analysis prioritized the competencies needed by the 
hospitality industry into 5 groups, namely, Transferable competencies, 
professional competencies, generic competence, analytical skills, and 
conceptual skill.  
 

The implication of the study  
The implications of the findings can assist instructors to raise the standards of 
their education procedure and outcomes in relation to the particular skills 
required by the industry; especially technical competency concerning the 
knowledge and skills essential to producing the product or service, cultural 
awareness, communication skills, teamwork, strategic thinking, interpersonal 
skills, organized, language skills, commitment. . In addition, there is a 
requirement for genuine endeavors for academic-industry association in 
deciding the course content and approaches to expand the graduates’ 
employment skills. The findings also recommend the absences of a solid 
relationship among hospitality education programs and industry 
professionals. These relationships may become stronger through enhancing 
training programs and developing new activities through the cooperation of 
the industry by providing summer training, seminars for the students to let 
them know the hospitality requirements and companies’ goals and mission. 
In addition, hospitality institutions could seek to set up working associations 
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with human resource management and hospitality professionals for the 
purpose of the community and sharing of information that will upgrade the 
perception of graduate preparation upon entry to the workforce. There is a 
need for implementing an assessment by hospitality educators to enhance 
student competency development so that a close the gaps between what 
hospitality needs and what hospitality education providers. 
 

Limitations  
Despite many statistically significant results, the study is not free from 
limitations. The study is conducted in five star hotels with a quantitative 
approach; hence, the findings cannot be generalized to all categories of the 
hospitality industry such as, four, three star hotels and independent 
organizations. Future studies in other hotels categories are necessary for a 
complete understanding of hospitality expectations and perception about 
Employment of Graduates in the hospitality industry. Second, the method for 
examining career goals and expectations used simple descriptive statistics, 
and factor analysis, thus the study has limitations in explaining the 
complicated relationships among different measurement such as, correlations, 
and regression analysis. Future Research may aim to explore the real reasons 
behind existing of gaps between hospitality industry and hospitality 
education Originality/value – The position taken in this study recognizes the 
need to enhance the student’s competencies and skills to meet the 
requirement of hospitality industry. This enhancement needs collaboration of 
both of hospitality educators and professionals to adapt curriculums, training, 
and development plan to satisfy the hospitality managers’ expectations  
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