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Romanian Hospitality Degree Graduates:
Perceptions and Attitudes Among
Industry Professionals
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Abstract The customer experience is the lifeline of all hospitality providers and
therefore requires special attention to the exact talent domains that are necessary
for competitive existence in the highly fragmented marketplace. Robust training and
continuing education are necessary elements to maintain employee readiness and
competitiveness in most industries and business sectors. Understanding the most
critical needs for operational improvement, aligned with the components that deter-
mine good and bad service, is critical touch point for hospitality managers.
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12.1 Introduction

In business, we have come to prefer emails to phone calls, text messaging over
personal sales calls and computer time to trade shows and travel. Emails and text
messaging have become a necessity in our business and social lives. Hospitality
service providers must be adept at leveraging the value and impact of these commu-
nication and data exchange tools, both those based on technology and those based on
relationships, and understand when and where best to employ each. Those compa-
nies whose employees can deliver true customer service will capture the most market
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S. A. Văduva et al. (eds.), Civil Society: The Engine for Economic and Social
Well-Being, Springer Proceedings in Business and Economics,
https://doi.org/10.1007/978-3-319-89872-8_12

157

http://crossmark.crossref.org/dialog/?doi=10.1007/978-3-319-89872-8_12&domain=pdf


158 J. Takacs III et al.

share. The increasingly competitive service sector is always looking for employees
who can do just that, performwell while providing a superior level of service quality.

Lashley (2007) suggested that, in the context of hospitality interaction, hosts
(service providers) should understand and satisfy customer needs and expectations,
using appropriate hosting performances and delivery transactions. This suggestion
indicates elements of the experience between customers and host employees influ-
ence consumer perceptions of hospitality, despite the focus on the tangible product
and service provided. In other words, what matters is equally about how the product,
or service, is delivered, as it is about the product or service. The challenge, then,
is how to understand and train hospitality service industry employees, based on the
many varying perspectives and expectations of many different people from different
cultures.

To meet new demands of customers’ service expectations, practitioners must cre-
ate an environment for andwith employees that set up employees and the organization
to perform successfully. Kini and Hobson (as cited in Whitney 2010) remarked that
the quality of services depends on an employee’s commitment, satisfaction, involve-
ment and morale. One area of increasing concern is the ubiquity of technology and
our dependence on it. While technology improves the availability of information and
communication, it also makes it easier to distance oneself from the actual person.
According to MacKay (as cited in Brudney 2007), a primary message repeated in
many past articles has been concern over service providers being an entirely new gen-
eration of people and especially hospitality sales professionals and service providers
who have mastered the art of technology-based selling, while forsaking the timeless
skills required in relationship-based selling. ‘Only a computer wants to do business
with another computer. People respond to people’ (MacKay, as cited in Brudney
2007, p. 76).

Service is about people. Employees are customers also, and there is a link between
employee satisfaction and the service concept that has a direct impact on the customer
satisfaction of consumers. This impact affects customer loyalty, which in turn influ-
ences revenue growth. Lastly, revenue growth fuels the internal service of the organi-
zation.Understanding an employee’s level of satisfaction, commitment, involvement,
and self-esteem, gives managers and strategists mean to create a favourable environ-
ment, where links in the service profit chain work to the advantage of the service
provider (Crawford and Hubbard 2007).

12.2 Employees Training as a System to Improve Customer
Service

Surveys of the hospitality industry have revealed that up to 75% of employees have
received no job-related training since starting the job, just under 50% of small firms
engaged their employees in training and 85% of hospitality employers surveyed
provided some training for some employees. The variance in these figures might
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represent awide and complex variety of practices and attitudes to training. Regardless
of rationales used to justify not providing training, hospitality service leaders must
realize that employees provide the service to the customers and must be equipped
and prepared to do just that (Crawford and Hubbard 2007).

With tourism/hospitality being the number one rated industry around the world,
regarding revenues, as well as employment, a question often asked is whether there
exist hospitality-specific training programmes that allow employers to find new staff
and train existing staff to possess competencies that the hospitality industry believes
employees need. According to the World Travel and Tourism Council (WTTC)
(2007), theUnited States’ travel and tourism industry are expected to generate $524.5
billion dollars of economic activity. This growth is expected to add over 15 million
new jobs in 2007 and $851.0 billion in revenue, with 16.1 million jobs by 2017
(World Travel and Tourism Council 2007).

At the same time, education and training fail because they are fewer than 1,000
secondary hospitality and tourism training (HTE) programmes located throughout
the United States (Riegel and Dallas 2006). Because of the growth in these pro-
grammes the related revenue and employment opportunities, not just in the United
States, but around the world, the tourism industry should enjoy a wide and diverse
field of qualified applicants from which to choose. However, when it comes to for-
mal institutional type training, one question is whether this institutional training is
preparing the workforce and meeting needs of the industry.

In many cases, industry professionals claimwhat potential employees bring to the
workforce is way behind (Goodman and Sprague 1991). Learning is changing more
rapidly than ever and customers are constantly changing. Consequently, to sustain
success, relevant competencies must also evolve. It is critical that institutional faculty
and industry professionals work together to ensure what is being taught is relevant
for future employees to enter the workforce and be a successful part thereof.

12.3 Training for the Right Competencies
and with the Appropriate Impact

Competency by a specific profession or industry is determined bywhat theworkplace
and companies need (Council on Education for Public Health 2006). According to
Tas (1988), the talents and skills needed to perform a given job are, in fact, called
competencies. Brophy and Kiely (2002) expanded on this by including attitude as
a competency. The United States Department of Education defines competencies as
a set or group of skills and knowledge of the workforce; therefore, competencies
should be what students and graduates possess as they leave institutions and enter
the workforce.

Models and programmes designed around specific competencies are needed tools.
Once industry insiders, managers and senior leaders determine the actual skills and
abilities required to perform a specific job and once universities and educators under-
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stand required competencies, they can get them into groups, enabling employers to
quickly assess where an individual excels, or fails, in a skill set.

In the U.S. dating back to the 1980s, the hospitality industry began to look for and
define competencies and skills needed for college students once they graduate. As a
result, a significant work and learning exists on this topic exists having been created
and tested over the past 20 years. Most of the studies centred, however, on either
the hotel industry by itself or the overall hospitality industry, with a few exceptions
focusing solely on the food service industry (Horng and Lu 2006; Okeiyi et al. 1994).

The question in assessing training needs of the tourism and hospitality industry
is understanding the viability of employability. Employability-linked training and
learning are likely to continue to be subjected to simple outcomes, such as the per-
centage of college students that graduate and then get a full-time job, or the number
of workers entering the workforce prepared with the skills needed, within a specified
period, for example. In the United Kingdom, for example, ‘first-destination returns’
are tracked after only 6 months as key factors in determining employability. There
is considerable pressure from government and funding circles to ‘keep employabil-
ity simple’. In effect, employability is being de facto equated with the gaining and
retaining of fulfilling work (Hillage and Pollard 1998).

Two problems surface with such crude measures. First, the insistence that some-
how the ability to or actual use of a graduate in the workforce is a measure of rate.
Second, the tendency to slide into a view that employability is an institutional or
somehow the schools resulting achievement rather than the propensity of the indi-
vidual themselves actually look for and to get a job, meaning that job attainment is
more than training in some cases and involves personality and other people-related
skills that are on display at the time of hire.

However, the real question over the long term might well be whether more formal
institutional training, as compared to on the job training, leads to better employees
for the workplace and gives both the individual and the company a competitive
advantage in the marketplace. Ultimately, it is employers who use to their advantage
the skills of ‘employability’ into an actual job within the company that will better
and more quickly find those employees that are ideally suited to a people-oriented
industry. Employers’ recruitment procedures on a formal or rational level will create
a substantiation of the desired attributes, more than likely on a case-by-case basis. In
this case, the quantitative employment rates of those with some form of hospitality-
specific training may be seen as an indicator of employability and indirectly, or
otherwise.

However, there exist a bevy of factors that are in play in the employment process,
irrespective of training opportunities that might exist specific to hospitality (Harvey
2001). They include:

1. Type of training platform and institution. There is a definite ‘pecking order’ of
institutions. Some institutions have higher employment rates, simply because of
their reputation rather than how well students develop. However, in the long run,
profitability and performance would tend to eliminate institutions that, in fact,
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were not producing trained potential employees with the skills needed for the
respective job.

2. The mode of study. Is there, for example, a differentiation of part-time and full-
time students, wherein part-time students might be already working in the hos-
pitality industry. Further, some training institutions offer on the job learning, as
part of the curriculum.

3. Where the training is and where the students live. Not all employees, for var-
ious reasons, are mobile. Institutions also graduate far more students than the
‘local’ economy can employ; therefore, students often return to their homes.
Some employers are wary, for various reasons, of employing graduates from
parts of the country.

4. The subject of study. There are statistically proven variations: (i) in employment
rates of trainees from different skill sets (Purcell et al. 1999), (ii) skill differences
in training and employment, and (iii) differences in the typeof job that is desirable.
Many learners also undertake some form of entrepreneurship for at least part of
their time (Blackwell and Harvey 1999).

5. Previous work experience. Prior experience is a major consideration and driver
for many recruiters, especially smaller companies. Naturally, experience only
exists as a result of previous work, whether a previous full-time job or on a
part-time basis by potential employees while in some form of organized learn-
ing. An experience that is, often, independent of the institution of study or the
training facility. However, companies and recruiters are increasingly drawn to
potential employees wherein work experience was part of their curriculum of
study (Harvey et al. 1997; Harvey et al. 1992).

6. Age. Potential employees face discrimination by recruiters based on their age
(Harvey et al. 1997; Purcell et al. 1999).

7. Race and ethnicity. Althoughwe are led to believe that inmany circles, the level of
discrimination against ‘ethnic minorities’ is reduced, some studies reveal direct
bias in recruiting procedures, and it is unlikely that this is a negligible factor.
This factor would also vary widely across cultures more so in an analysis of
international hiring.

8. Gender. Females still face the ‘glass ceiling’ or cap on the level of seniority they
can achieve and are underrepresented at senior levels in organizations. However,
female recruitment is often in larger proportions thanmales inmanyorganizations
(Harvey et al. 1997).

9. Social class. The social class that one belongs to continues to alter employ-
ment opportunities, due largely to the entanglement of training opportunities,
and experience and opportunities for extracurricular activity and social networks
that develop (Brennan et al. 1996).

In the end, it might be that the ‘employability’ rate is a factor of the training
afforded students to prepare them for on the job training. In other words, teaching
them to learn how to learn. It is, at least, somewhat impossible and unrealistic to sug-
gest that hospitality-specific training institutions can know and teach people-specific
expertise across broad spectrums of companies, cultures and marketplace activities.



162 J. Takacs III et al.

Rather, they should teach components of hospitality that in varying degrees, transcend
all companies, such as attitude, finance and accounting, marketing principles, social
responsibility, communication and human resource attributes needed regardless of
the ultimate job.

12.4 The Training Needs of Romanian Hospitality Industry

In the post-communist economy of Romania, an examination of readiness levels
of students entering the hospitality workforce is paramount to service providers
seeking to compete on a global stage and in a now free market exchange. Prior
studies examinedmanagement perceptions of innovation, the subsequent implication
of technology and ultimate indicators of success. The value proposition perception
among guests emerged as being one of the critical components when factoring in
customer acquisition and retention (Iorgulescu and Ravar 2013).

Romania employment statistic, at 43% in the hospitality sector, lags far behind
the European Union’s percentage of 70%. Cultural influence plays a large role in the
readiness level of individuals to apply new learning; therefore, further examination
across age, gender, and levels of prior experience and education will provide insights
into workforce training grouping.

A 2013 study of 31 European countries was conducted by Ernst and Young, on
behalf of theBrewers ofEurope, to determine an assessment of economic contribution
from the hospitality sector. Romania was identified in this study as having seen
strong growth between 2004 and 2008, because of accession into the EU, as well
as maintaining lower tax assessments. However, from 2008 to 2010, an economic
downturn and lower disposable income resulted in a tourism drop of 22%. The 2009
recession impacted gross domestic product in Romania (GDP) by 15% and increased
the tax rate from 19 to 24%, further exacerbating limitations of growth, resulting in
only 1% growth overall, from 2000 to 2010.

Restaurants and bars command the largest hospitality presence in Romania; how-
ever, hotels and canteens employ the largest percentage, which makes sense, because
of the staff requirements of hotels and catering services. However, shifts within the
labour code allow employers directly manage flexible demand; although, argued in
the short term, might also increase unemployment and over the long term, economic
recovery will create jobs. From 2000 to 2010, the Romanian hospitality sector out-
paced GDP, the hospitality turnover index and the national and hospitality employ-
ment index.

Technology and political transformation continue to reshape the market and spe-
cific economies related to the hospitality industry. Adina (2009) recommended man-
agers maintain a willingness to invest in digital technologies, as solid employee
training is more likely to succeed in hospitality sectors. Western market hospitality
firms have invested heavily in technology to maintain a competitive market position,
including enticements towards Central and Eastern European citizens who are now
able to travel freely. Before exiting communist rule, Romania entertained tourists
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from other communist countries but now, must compete for their continued patron-
age, as opportunities now exist for those travellers to experience Western attractions
as well as competing for European destinations.

From a national perspective, improved customer experience supports retention
of neighbouring post-communist travellers, while targeting Western travellers at a
rate that outpaces potential losses; thus, potentially adding tourism, commerce and
tax revenues to the national economy. Hospitality/tourism, as a contributor to local
economies, varies from country to country and, in many cases, is also governed by
local provinces, regions or municipalities. Those investing and marketing properly
can secure enhanced tax revenues from outside visitation, allowing for job growth
and commerce gains.

Policies play a major role in the creation of opportunities designed specifically
to encourage tourism and hospitality trade, as was evident in the Romanian internal
battle to construct Dracula Park, to capitalize on folklore and Western fascination
with the 1897 Bram Stoker novel. Internal and external politics surfaced opposi-
tion from UNESCO, Green Peace and the European Parliament, for various and
individual concerns, not too far removed from the authentic versus global debate
(Light 2007). Alignment between policymakers and investor is essential and typi-
cally requires identifying mutual incentives. Economic growth with sufficient and
reasonable tax coding can serve to incentivize both politicians and business investors
and is incorporated into a national economic strategy, with policies in place to protect
both.

Over the past 6 years, the hospitality industry, worldwide, when factoring in travel
and tourism reached $7.60 trillion, with a compounded annual growth rate of 8.1%;
thus, making this industry a solid investment and employment target (Statista 2017).
Romania has experienced a 3-year consecutive drop in GDP, as well as employment;
however, a segment shift of education from industrial, to service, has increased by
12%, respectively. Predominantly an agricultural industry, Romania’s cultural influ-
ence placed a lower premium on service sector education before the 1989 communist
exit; however, educators acknowledged the need for shifting focus andwithin the past
5 years, thus increasing the service curriculum.

12.5 Conclusions

Education is important, as it supports the development of the hospitality sector in
Romania while helping to close the gap in economic contribution. Choi et al. (2000)
identified other European countries as having only 7% of the total hotel rooms
and employees, indicating a significant upside in growth, as Eastern European
countries also hold only 6% of the world population. In a post-communist economy,
open travel borders and aggressive tourism marketing, supported by abled service
providers in Romania, support the need for additional market development and
industry study to better compete with Western countries and competing for prior
Eastern bloc countries.
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As Romania seeks to achieve a stronger service sector role in the overall econ-
omy, preparedness for success should be measured, managed and maintained from
the perspective of those operating within this industry and more specifically, within
this geography. Tourism, hospitality and typical service sectors play a significant
role in creating and developing the national economy. Like many of other countries
withinCentral andEasternEurope,Romania also struggledwith transition pains from
a somewhat divided citizenry. Even before communist influence, many Eastern Euro-
pean cultural and political elitist held closer nationalist aspirations that, after the 1989
Autumn of Nations, were quickly reasserted. This pre-communist conflict between
the intelligentsia and national elitists clash over the post-communist redevelopment,
in which international globalization and technology now play a more important role
in the debate, was examined by Korkut (2006). Romania, like other CEE countries,
needed to get it right if it was to compete on a global scale successfully. Education and
educational reform have also been important areas of post-communism transition.
The move from state employment, to privatization, is more difficult for unskilled and
undereducated members of society. Additionally, in the first post-communist decade,
Romania experienced an economic crisis, changes in social structures and a decrease
in student population, from 24 to 20% (Tascu et al. 2002). Open borders and low
pay created a vacuum of potential workforce as many Romanians left the country
for employment in more developed countries offering increased pay.
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