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Abstract: The aim of this study is to find out the 

necessary competencies, skills and trainings that hospitality 

employees must have in order for them to accelerate in 

advance into key position. This is to measure the 

capabilities of the employee on how they should perform 

and what are the expected output when they are promoted 

in to middle post. It is empirical that when you hold a 

middle position you must be equipped by couple of skills 

and upgrade it from time to time by attending trainings and 

seminars, so that the knowledge and information are attune 

and innovative. Findings revealed in this study that 

trainings and development, attitude, education as well as 

previous working experience in the same industry were all 

rated as important, it can make an individual to be more 

qualified, competent and effective to hold position in the 

hospitality industry. 

 

Index Terms: Leader, Competency, Skills, Managerial 

Position, Training needs, key Position, Hospitality 

Industry. 

I. INTRODUCTION 

Now a day’s men and women are having equal opportunity 

whenever industry you are, both gender are dynamic and 

equipped of those expected capabilities, likewise competition 

for promotion in every organization is demanded to be 

competitive. It is essential for an employee to be competitive 

among others and capable of doing a multi-tasking work and 

ability perform as a problem solver, critical analysis, 

innovative and output oriented.  Therefore it empirical that an 

employee must have both basic and advance necessary things 
like; education, trainings, seminars, attitude and work 

experience to be competitive and fit for the position. 

Exploring your strengths in the working environment will 

define what really you can do and how far you can be as your 

skills and competencies must will bring you at your best. 

Having a good skills, trainings, and education are 

requirements for success in your current and future job role in 

industry. Competencies blended with your own knowledge 
and good character to produce a good performance 
output that may apply across job role functions in different 

forms these are very vital in advance promotion. 

Oman’s rapidly growing tourism industry which attracts 

businessmen to build more restaurants and hotels in order to 

support the demand. 
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Thus, as number of tourism influx in the country’s 

increasing yearly, it brings opportunity to so many 

jobseekers. However current employees are facing career 

competition inside the organization, due to management 

qualification requirement, such as education, training and 

seminars attended. in Muscat alone numbers of restaurants 

and hotels are sprouting in the heart of the city and near 

beaches where 80 percent of their workforce are expat, facing 

huge competition. Companies are requiring tough 

competencies for you to get a position, thus employees are 

updating their skills, knowledge and even education. 
According to Dubrin (2015) that being results- 

oriented the management process approach to training 

concerns the provision of opportunities for managers to 

become acquainted with principles, concepts and techniques, 

which are useful in improving their efficiency and 

effectiveness. Which means that skills and competencies of a 

leader is very vital to the success of the organization. Leaders 

must continue in learning thru seminars, training and even to 

considering graduate studies. Development should not be 

stopped in order to update and upgrade your skills from time 

to time. 

The aim of this study was to determine what type of 
competencies, skills and training needs in order for them to 

advance in to managerial position. To those employees 

currently working in a hospitality industry. The researcher 

chose those employees that are currently working in the 

following hospitality facility:  Shangri-La Hotel, Sheraton 

Hotel, Radisson blue hotel, Chillis Restaurant, Kabayan 

Restaurant and Pizza hut. This in order  

 

II. REVIEW OF RELATED LITERATURE 

Similar in the study of Purcell (993) the training 

needs of the hospitality employees which resulted that 

manager and supervisor must be able to aware how to deal 

with the external forces like globalization, technology 

advancement and cultural diversity. The hospitality industry 

is now improving its standard quickly from its traditional 

style, when it comes to strategy, technology application and 

even management style. Therefore, in order to be dynamic 

and attune to the new culture growing within the 

organization. Future leaders must be aware in this very 

important factors, be proactive to the above-mentioned and 

continue learnings from new things to adopt a culture of 

modernization. 

 

 

 

 

Competencies, Skills and Training Needs of 

Hospitality Firm Employees in Oman towards 

Promotion: An Inquiry 

Roland Getaruelas 



 Competency-Based Skills and Training Needs of Hotel and Restaurant Employees towards Key Position in Muscat, 

Oman: An Inquiry to the Customer 

443 

Published By: 

Blue Eyes Intelligence Engineering 

& Sciences Publication  Retrieval Number: K107109811S219/2019©BEIESP 

DOI: 10.35940/ijitee.K1071.09811S219 

 

In the previous study of Wessel ( 2017) he found out 

that the most important four major factor of an employee in 

tourism industry are;  First characteristic, in his findings  that 

when the company hires an individual to become part of their 

organization it is not only experience but also personality 

matters. According the respondents characteristic is 

something that anybody cannot be taught or trained. A person 

must have a good characteristic or personality, when the time 

that he or she will experience tough situation in his job he 

might use this factor to manage the job well. Second,  it was 

found put that those respondents who are managers were 

either young or old ages are holding diploma or degree, 

therefore if you have education undergraduate or graduate 

degree it brings you a piece of pie in the promotional 

opportunity. Once you’re educated it will support your 

knowledge and critical thinking on how to solve problem in 

the organization. Thirdly skills and competent a person must 

be skillful, equipped and knowledgeable of those necessary 

skills needed in the industry. Aside of education you must 

have creativity and innovativeness in managing a business. 

according to Wessel that the universities and colleges has 

play a big role in enhancing the skills of the students by 

proving a good training outcome based or skills based 

curriculum would be a plus factor for them to be ready and 

have an easy access working in the industry. Furthermore, the 

last factor that a student must acquire are customer service, 

financial management and crisis management these four 

factors are very vital skill in becoming a good leader 

someday in an organization because these factors will be your 

driving force in facing the possible challenges in the 

company. He also added that incorporating the education and 

experience would an excellent combination that would mold 

you as early as young age so that when you enter in the 

workforce of the society it would be easy for you to compete 

with those senior age. 

Miranda (1999), conducted a study on the level of 

competency needed by the hospitality industry, where 

respondents are both male and female in his findings HR 

recruitment still prefer those applicant who possess the six 

most important skills needed when entering the industry 

education, industry experience, employee relations skill, 

leadership skill, guest services skills and conflict 

management. For education he found that respondents were 

rated very important as it will be cutting edge to succeed in 

the industry. If you have education would be easy for to speak 

the language of business and to manage a critical situation. 

Working experience was also rated very important, that if 

you have experience, chances are you will be able to master 

the skills and familiar the daily activities, therefore it would 

easy for you to design a good strategy on how to win in the 

business. Another advantage is having an employee 

relationship, leadership, guest service and conflict 

management which was rated very important, it is blatant that 

the industry approve that these skills are necessary to have, an 

individual must acquire these important skill in order to be 

resilient I in any situation of the business.  According to 

Pablo promotion standard must require tough qualification in 

order to ensure that the person is really qualified for the 

position and not just a waste of time. 
In the previous Chen Nian. ET. Al ( 2014) effect of 

competency at work on job satisfaction and organizational 

commitment in the restaurant he found out that study of This 

study empirically tested the relation between the individual 

competencies of employees in  the  foodservice  industry,  as  

core  competencies  that  improve  the  competitiveness  and 

effectiveness of the foodservice industry, and job satisfaction 

and organizational commitment, which are an organizational 

achievement. Based on this concept, it attempted to achieve 
the following academic purposes; first it provided more 

detailed individual competency factors related to job 

satisfaction; second, it aimed at  offering  a  depth  of  

information  to  restaurant  industry  as  well  as  restaurant 

employees. For current restaurant employees, they can carry 

out self-evaluation based on the result of this study. The 

results of current study revealed that three factors of 

individual competency highly predict commitment by 

explaining 74% of the variance.  In particular, the individual 

competency  factor  impact  &  influence, managerial,  

personal effectiveness  are  significant predictor  of which  in  

turn relates  to  job  satisfaction  and  this  information  can  
help  the restaurant employees to  identify what essential  

competencies are missing.  In addition, the study will aim to 

provide the basic data required for developing an 

ability-based curriculum for universities.  Furthermore, it 

aims to understand the degree of current awareness in the 

foodservice industry of the importance of the individual 

ability factors of expert employees in the industry, and 

examine whether or not the factors affect job satisfaction and 

organizational commitment. However, it is hard for the 

universities with this ideal purpose to educate and develop 

students and help them to get jobs in the foodservice industry.  
Worse still, even when graduates from such programs find 

employment, they tend to easily give up on their work. As 

there has been a gap between the competencies that the 

foodservice industry demands and those that students have 

cultivated at university, the ideal balance is hard to achieve. 

Thus, to respond to the rapid growth of the foodservice 

industry, university education should cover comprehensive 

and practical methods that can increase the competencies of 

the 13th Asia Pacific Forum for Graduate Students Research 

in Tourism students, instead of simply delivering and 

teaching traditional knowledge and skills. In this situation, 

the ability-based curriculum in the recent educational course 
design model has been attracting attention. To put it simply, 

this is a method in which preferentially required 

competencies  are understood  in  developing the  curriculum 

and  an attempt  is  made  to  develop  the  curriculum  that  

helps  the  students  learn  the  essential competencies.  The 

analysis study on the curriculum of foodservice management 

major emphasized that the undergraduate curriculum should 

be planned based on the competencies required for managers. 

This study has some limitations that may be addressed in 

future studies.  This study focused on restaurant employees in 

Korea only. While this allows for more nation-specific 
control,  The  ability  to  generalize the  outcomes  of  the 

study  outside  of  Korea within  the industry  is  limited.  For 

future studies, cross-national studies is recommended for 

better understanding of individual competency and 

organizational performance. 

Similar in the study of Liaman (2014) the objective 

was met by study that identified that as for managers, 22 out 

of 31 managers surveyed were males which are almost 71% 

of the whole target group. 
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 Most of the managers were in between the age 

range 31 – 40 (55%) finding revealed that 60% of the 

workforce were women, which is 25 out of 42 respondents. 

The findings revealed that mostly of the middle level position  

(55%) had a bachelor degree holders, while it was observe 

that only 4 (13%) manager has Tourism and hospitality 
graduate, aside from that there were  managers who are just a 

high school graduate. 70% of the respondent shad past 

working experience in the hotel and tourism industry. 

As far the result young respondent group with just a 

secondary background, while 24 out 42 have bachelor or 

master’s degree holder. Other goal was set to find if hotels 

and hostels in Prague offer any qualification development 

trainings and how efficiently they effect in overall 

performance of the employee within the company. This 

question was related only to managers, therefore as it has 

been surveyed (see Appendix B, question 11, 12, 13, 14, 15), 

out of 21 hospitality establishments only 16 (76.19%) offer 
qualification development trainings; 13 out of 16 

establishments are hotels and 3 are hostels. In fact 14 (87.5%) 

out of 16 hospitality establishments that provide trainings, 

completely cover all expenses that are required for training, 

such as payment for the training time, training materials and 

travel expenses. Remaining 2 (12.5%) hospitality 

establishments partially cover some expenses, as for 

example, paying employee half of the regular wage during 

the training hours. The frequency of trainings is stable for all 

16 hospitality establishments, as nearly 100% managers 

indicated that qualification trainings take place only once a 
year. This does not relate to entry-level trainings as they take 

place every time when a new employee is hired. The fifth 

objective was to determine whether hotels and hostels in 

Prague offer real career growth opportunities. Question 

related to this objective was also directed only to managers of 

hostels and hostels. In fact, not all hospitality establishments 

offer career path development plans. The career path 

development opportunity will be offered in 19 out of 21 

hospitality establishments if hospitality establishment has: 

enough qualified employees and confidence that employee 

will stay within the company for a long time. In cases if 

hospitality establishment prefers hiring new people for the 
vacant positions in order to avoid extra expenses or generally 

has low retain ability of employees, the career path 

development will not take place. For more detailed 

explanation see Table 7. The objective six was set to 

highlight and analyze the main reasons employees are being 

fired for or quit. This question was addressed both managers 

and employees and results showed that the first three reasons 

why an employee might get fired by manager are: inability to 

fulfill the responsibilities, low level of customer service and 

bad relationship with colleagues. On the other hand, 

employees named three main reasons what would make them 
quit the job, which are: bad or not developing position in the 

company, unfriendly colleagues and unfriendly supervisor or 

CEO. As it was clear from the survey for employees the 

atmosphere at work play a bigger role than to the managers, 

in fact 2 out of 3 reasons were regarding colleagues at work. 

Detailed breakdown of the results can be found in Table 8. 

The seventh objective was set to identify what top 5 qualities 

of the employee do the hospitality establishments in Prague 

usually looking for. The answer to this objective was given 

through the competency model of Chung-Herrera, Enz and 

Lankau (2003) that was presented to employees. They were 
asked to rank the competencies from the most important to 

the least important on 1 to 5 scales. The results for this 

objective can be found in the Table 10. The eights objective 

was to identify the main qualities, competencies and skills for 

the best performance at work, from the employer and 

employee point of view. In order to meet this objective, 

results of two competency modeling tables were combined 
together to represent opinions of managers and employees. 

III. METHODOLOGY 

 The study was adopted a descriptive survey, as the main 

tool in gathering the data. The researcher created a self-made 

questionnaire for the investigation. The questionnaire has a 

four important phases in order to extract an accurate 

information namely; training and development in which 

criteria will determine how many times that the employee 

attended in a training every month, year and if is relevant to  

their work. Second phase is work experience which will 

measure if the employee has a previous work related from his 

job and the number of year being in that work. Third phase 
the attitude and personality of an individual towards work 

which will sees how an individual will follow the policy and 

his understanding towards his work in general, and lastly is 

education which emphasize a type of education acquired by 

an employee and it’s important on how to play his role in a 

managerial position.   

The respondent of the study were 100 employees 

who are currently working a hospitality an d1 year in service, 

this type of criteria of respondents were chosen because the 

researcher believe that they have enough knowledge on how 

to answer the questionnaire and give an accurate information, 
which is very important for the study. 

Permit to administer the questionnaire was approved 

by the managers of the chosen facility, the researcher 

administered the tool to the chosen respondent, collected, and 

tallied, tabulated and descriptive analysis were used. 

IV. RELIABILTIY AND VALIDITY OF MEASSURE 

The four phases of competencies namely; training and 

development, work experience, attitude and personality and 
education, were independently evaluated using the statistical 

formula. For accuracy and precise interpretation and analysis 

of the findings, the following statistical tools were used: 

Mean. This were used to determine the importance 

competency skills and training needs as assessed by the 

full-time employees of the selected hotels and restaurants. 

The formula is presented below: 

 

 
where: 

μ = weighted mean 

Ʃ = Summation 

ƒ = the number of responses under each scale 

X = the weight assigned to each scale 

n = Number of respondents 
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V. RESULTS AND DISCUSSION 

Table 1: Respondents gender profile 

Gender  Frequency  Percentage 

Male  50 50% 

Female  50 50% 

Total  100 100% 

Table 1 displayed the gender profile of the respondents.  

As shown in the table, 50 or 50% of the respondents were 

males and 50 or 50 percent of the respondents were females.  

There were total of 100 respondents of this study. The 

distribution of gender among of the respondent were 
considered because of its deferent point of view, preference 

and quality. Thus, gender segregation is vital in order to get 

an accurate information    
 

Table 2: Respondents age profile 

Age  Frequency  Percentage 

20-30 50 50% 

31-40 30 305% 

47- above 20 20% 

Total 100 100% 

Table 3 shows the age profile of the respondents.  As a 

disclosed in the table 2 50% of the respondents claimed that 

they were in the age bracket of 25- 35 years old while 30% of 

the respondents claimed that they were in the age bracket of 

36- 46 years old and lastly 20% of the respondents claimed 

that they were in the age bracket 47 years old above. 
 

Table 3: Summarized table of training/development (n=100) 

Indicators 
Factor 

Mean 
Interpretation 

1 

Training and 

development program 

attended 

3.45 
Very 

Important 

2 
Frequency of attending 

training program 
3.46 

Very 

Important 

3 
Benefits of training 

programs 
3.39 Important 

 Over-all weighted mean 3.43 
Very 

Important 

Table 3 shows the summarized data of the importance of the 

different category of training and development. In which 

employee must have or acquired in early stage of their career 

or while working in the hospitality industry. Acquiring 

training and development were generally rated as 3.45 or 

very important, which depicts that in order for you to be 
completive for the promotion you must have acquire a 

training certificates and upgraded your knowledge thru 

training. While the respondents agreed that frequency of 

attending training program is very important with the ratings 

of 3.46, by attending training programs in a weekly, monthly 

or yearly basis is a requirement for every individual as it will 

help them to hone their skill and update their knowledge in 

order to advance their performance. Respondents also agreed 

that the benefits of Training programs with 3.39 or important. 

with the overall weighted mean of 3.43 or very important, 

Respondents therefore concluded that training and 

development is one of the important tool to improve, make 
your knowledge up to date and ready for any changes of 

standard within the organization. 

 

 

 

 

Table 4: Summarized table of work experience (n=100) 

Indicators 
Factor 

Mean 
Interpretation 

1 

Previously work as 

manager of hotel and 

restaurant 

3.45 Very Important 

2 Own a related business 3.41 Very Important 

3 

Previously working 

abroad or outside the 

country 

2.55 
Less  

Important 

4 
Experience as on-job- 
training 

3.40 Important 

 
Over-all weighted 

mean 
3.20 Important 

Table 4 displayed the summarized data of the type 

of work experience that an employee must have before 

promotion. Respondent rated as 3.45 or very important on the 

previously work as a manager of hotel and restaurant, thus to 

have a background in a related industry would be a plus factor 

because you will have the ability to familiarized the nature of 

the jog and the mastery of skills.  While majority of the 

respondents believe that to own a related business is very 

important which was rated 3.41, Therefore, by owning a the 

same business  is a concreate and credible exposure which 

gives an individual an early understanding about 

management operation, challenges and opportunities, which 

gives an opportunity to be a successful manager. While 

experience working has play a less factor in advancing to a 

managerial position which was generally rated 2.55. 

Although experience as on-job training was rated 3.40 or 

important it is imperative that even in a short period of time 

an individual must at least exposure to the job nature.  An 

overall weighted mean of 3.20 or important was rated by 

majority of the respondents, experience in working into 

related job would help you to bring the best in you and 

support your knowledge on how to perform your job. 

Table 5: Summarized table of attitude and personality 

(n=100) 

Indicators 
Factor 

Mean 
Interpretation 

1 
Time management aspect 

towards work 
3.45 

Very 

Important 

2 Qualities and values 3.44 
Very 

Important 

3 
Relationship among 

employees 
3.47 

Very 

Important 

 Over-all weighted mean 3.45 
Very 

Important 

Table 5 shows the summarized data of the attitude 

and personality as one the important factor for promotion, in 

order for you to be wise enough and easily to adopt the very 

challenges in the organization you must have a desirable 

attitude and personality. In time management aspect which 

was generally rated 3.45 or very important, therefore to be a 

time oriented person is empirical for a good leader and 

improving the quality of your work.  
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It will determine your speed in finishing your work 

which play a very important role in time management. 

likewise qualities and values was rated 3.44 or very 

important, according to the respondents having a good values 

or behavior it would be easy for you to please your staff and 

create a good camaraderie, which build teamwork and 

motivation to all employees.  Having a good relationship 

among of the co-employees was rated 3.47 or very important, 

harmony and easy to work with are important to practice, 

because of this it will help them to support each other, 

working together to achieve the vision and mission of the 

organization. The general weighted mean is 3.45 or very 

important, therefore this factor is always a must to all 

employees’ harmony and motivation will only achieve in 

everyone has a good relationship. 

Table 6: Summarized table of education acquired (n=100) 

Indicators 
Factor 

Mean 
Interpretation 

1 

Attended formal education 

such as;  (baccalaureate, 

master and doctorate 

degree)  

3.50 
Very 

Important 

2 Acquired diploma degree 3.43 
Very 

Important 

3 
Attended short courses, 

trainings and seminars 
3.42 

Very 

Important 

 Over-all weighted mean 3.45 
Very 

Important 

Table 6 displays the summarized data on the 

relevance of acquiring good education in improving the skills 

competency, Attended a formal education were rated 3.50 or 

very important which means if an employee attended a 

diploma or any formal education is an advantage because he 

or she would likely competent and knowledgeable, likewise 

acquiring a diploma degree rated 3.43 or very important same 

formal education but this form a short course like two year 

program, the advantage of it is an employee ha an advance 
concept on the operation and system must be implemented as 

it will be taught in the school, and attending short courses, 

trainings and seminar were also rated 3.42 or very important 

and lastly the overall weighted mean was 3.45 or very 

important therefore education is likely to increase managerial 

advancement as it provides the knowledge, skills and 

credibility for performance in high level positions.  It is likely 

to lead self-initiated training and to offers of training made 

because those who sanction training have more confidence it 

will be successful with educated people. 

 

Table 7: Summarized data on the importance of competency 
skills, training needs of hotel & restaurant employees towards 

key position (n=100) 

Competency 
Factor 

Mean 
Interpretation 

1 
Training and 

Development 
3.43 Very Important 

2 Work Experience 3.20 Important 

3 
Attitude and 

Personality 
3.45 

Very 

Important 

4 Education 3.45 Very Important 

 General mean 3.38 Very Important 

Table 7 displayed the importance of competency 

skills and training needs of the hospitality employees, based 

on the findings. Training and development were generally 

rated as very important or 3.43, which means attending 

training is very empirical for managerial position which 

make you skill strong and up to date, which will help your 
readiness and preparedness to innovate and initiate new 

things in the organization. In terms of work experience 

generally rated 3.20 or important which means acquiring 

work experience in a related industry is a big much of help for 

you to familiarize the different functions and challenges in 

the organization. The attitude and personality was generally 

rated 3.45 as very important which will drive to success in 

handling people, motivates them and support an encourage 

them to build a good relationship is one of the most important 

factor as a manager. While education generally rated 3.45 or 

very important having a good an education as a future leader 

will support your critical analysis especially in solving some 
critical issue in the organization. With the general mean of 

3.38 or very important. These factors encourage to those 

aspirant leaders, therefore he or she must be prepared not 

only the skills but also his attitude in to be more effective in 

managing an operation. And lastly education was rated as 

very important 3.45 degree is big contributory factor in 

advancing into top management level, since you have the 

foundation of theoretical knowledge and techniques which 

taught in a formal education, it would support you in 

executing those knowledge in the real scenario, those theory 

will guide you the exact procedures to become a leader. 

VI. CONCLUSION AND RECOMMENDATION 

In a dynamic business society with full of work-force 

competition each individual must be ready and equipped 

themselves in enhancing their competencies and skills by 

acquiring trainings, education, work experience and mostly 

must possess a good attitude are the most important elements 

in order to advance in a key position in the hospitality 

industry. The result of the findings indicated that trainings 

and development, education work experience and attitude are 

the most important and effective tools which help the 

employee to be on top position, it gives an opportunity to 

those working in a hotel and restaurant facilities to upgrade 
their competencies and skills for a sustainable career growth. 

Furthermore, it is highly recommended to those who are 

currently working and those who plan to work in the said 

facility to continue strive hard by attending trainings and 

acquire education to strengthen their knowledge and hone 

their skills by getting good working opportunity in hotel and 

restaurant business. 
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