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Introduction 
he hotel industry is one of the four major components of the 

hospitality and tourism industry (Dolasinski & Reynolds, 2019).  

According to Marneros, Papageorgiou & Efstathiades (2021), 

the hotel industry contributes immensely to the gross domestic 

products (GDP) of many countries as a major employer of labour. 

Being a labour-intensive industry, multiple competencies (skills) are 

required to provide high-quality service to satisfy guests. The public 

globalisation of hotel the business has therefore necessitated 

diversity and it takes various skills to work in the hotel operation 

(Marneros et al, 2021). These competencies (skills) can be obtained 

through educational programs and intensive training. These skills can 

be categorised into hard skills which were initially considered vital for 

employment (Anthonius, 2021). These skills include technical skills, 

problem-solving skills and decision-making skills (Sission & Adams, 

2013). In the hotel industry, the technical skills include; culinary skills, 

banqueting skills, gueridon service skills, mixology skills, bed making, 

and cleaning skills.  However, only these technical skills are no longer 

sufficient to get employed and be productive (Harkison, Poultson, & 

Kim, 2011). Therefore, the need to possess several soft skills to 

perform efficiently and effectively in today's work environment 

cannot be over-emphasized son & Adams, 2013). This has 

necessitated the bridging of gaps, which often exist in the employee 

as a result of factors such as inadequate training, motivation, and the 

lack of knowledge and education about digital transformations  
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(Madera, Dawson, Guchait & Belamino, 2017).  According to Siddiq & Acharya (2016) skills 

development has attracted international interest as a major factor in enhancing business success 

and competitiveness in the hotel industry.  Hence, Kavita and Sharma (2011) stated that in the hotel 

sector, the skill that the worker possesses is the key driver of his/her productivity. The skills base 

of the hotel industry has a critical and important role to play in undermining employees' 

productivity (People 1st, 2015). Extant literature has confirmed a wide range of skills and 

knowledge gaps in the hotel industry. However, these findings have not been confirmed in the 

hotel industry in Plateau and Nasarawa States, North Central Nigeria, hence this study intends to 

fill this gap.  
Nigeria Skills Council in 2018 reported that less than 10% of hotel managers and supervisors were 

thought to be appropriately qualified compared with other sectors such as; banking and finance, 

manufacturing, and agriculture. It was found to be because training is often underfunded, 

although more problems are found in small hotel (hospitality) enterprises, which have smaller 

budgets and less access to training (Bello & Bello, 2020). This is in line with Dhaliwal and Misra's 

(2020) assertion that employee development poses a problem to productivity in the hospitality 

industries because of the issues relating to the inability to provide or have the funds to cover those 

on training leave. Other factors are an increase in the cost of training, some enterprises not 

knowing how training can be received, and the absence of a traditional career ladder in the 

hospitality sector, leading some employees to think that training is not worthwhile. Some 

employers are also concerned that once the employees are trained, they may be poached by rival 

businesses. Some stakeholders believe that qualified employees can be engaged in the labour 

market but hotels are usually unwilling to make financial budgetary allocations that will impact 

their employees (Adedipe and Adeleke, 2016). Also, Samson and Gungul (2014) assert that no 

matter the sophisticated building structure, equipment, and investment in the brand 

(supervisors) were sampled from the selected hotels in the two states. Data were collected and 

analyzed and the results revealed that communication skill was found to be needed in the hotel 

industry but discovered to be marginally missing. An increase in workload for the few skilled 

employees was identified to be the greatest problem of the skill gap with the least mean 

(standard deviation) of 1.42(±0.565). The next one on the list was an item on having difficulties in 

introducing new working practices with a mean of 1.56 and a standard deviation of ±0.655. The 

study concludes there is a skills gap between the needed and available skills in the study areas and 

recommends that managers and supervisors make it a duty to analyse the skills set of their 

employees to organise training and development programmes to ameliorate the skills gap. 

 

Keywords: Identified skills, Available Skills, Skills Gap, Hotel industry and Plateau and the 

Nasarawa States.   
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advertisement, all would come to nothing without the right human resource in place in the 

hospitality industry. There is also this erroneous perception, especially here in Nigeria that 

hospitality employment is somewhat second class and it is for people who cannot get gainful 

employment elsewhere. That perception has impacted negatively on the industry and remains a 

serious deterrent to attracting good candidates to hospitality education programs. However, Skills 

development is identified to have a higher interest in many countries. The challenges that are 

driving the interest are economic, social and development. The performance and productivity of 

the employee depend on the skill sets they have and these skills determine the quality of their 

performance and productivity (Manjunath, Shravan & Dechakal, 2019). Meanwhile, some hotels 

are finding it difficult to sustain competition because of the huge skills gap in their employment. 

Thus, analysis of employee skills gap and development can provide crucial information on their 

competencies so that managers can focus on necessary skills and development needs that are 

required to enhance productivity (Manjunath et al, 2019). Therefore, it is as a result of the gap in 

employee skills that the researcher was motivated to identify the skills gap between the needed 

and the available skills in the hotel industry in Plateau and Nasarawa States, North Central Nigeria.  
The research questions stated thus,  

To what extent can we identify the skills gap between the available and the needed skills in the 

hotel industry in Plateau and Nasarawa states, North Central, Nigeria? 

To what extent can we evaluate the effects of the skills gap on employee performance and 

productivity in the hotel industry in Plateau and Nasarawa states, North Central Nigeria? 

 

Literature Review  

The hotel industry, unlike other industries, is labour intensive, it is most often difficult for the 

stakeholders to recognise and appreciate the importance of human resources and invest in their 

development.  Esu (2012) maintained that the ability of the hotel business to develop a competitive 

edge is a function of the level and quality of employees. Thus, skill is the ability to do something 

well, usually gained through training or experience. Skills are attained after training or a practical 

session. It is the ability to perform an activity competently. It involves the development of a new 

skill, practice, or a way of doing things usually gained through training or practice. In the same vein, 

skill is considered an ability to accomplish a task efficiently and effectively with predefined results. 

Extant literature has classified skills into two major groups. Soft skills include skills related to 

people such as communication skills and interpersonal skills, and hard skills include technical skills, 

problem-solving skills, decision-making skills, etc. (Anthonius, 2021). 

 

Skills Gap in Tourism and Hospitality Organizations 

The American Society for Training and Development (ASTD) defines a skill gap as the gap between 

the current capability of an organisation and the skills it needs to achieve its goal. It is said to be 

the perceived mismatch between the employer's skill need and the available workforce skill. Some 
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people often refer to the skill gap as a compensation gap, where employers are not willing to pay 

sufficiently to bring in the skill required. Others call it a training gap where employers do not 

provide necessary training, or the gap between education and the employer's need (EMSI, 2013). 

The skill gap in the organisation can be defined as the gap which does not allow the organisation 

to grow or to remain competitive as it is unable to find the employees with the right knowledge to 

fit into the critical job. Thus, the performance of the company will be hindered by a skill gap due to 

low productivity and lack of quality (Bennett & McGuinness, 2009). It is therefore rather advisable 

to identify the skills in the workplace of the company rather than to identify the gap in the 

workforce earlier in selection due to difficulties in recruiting skilled labour despite paying high 

salaries. Oftentimes, the company tends to employ incompetent workers not due to lack of skill 

availability but due to the selection process. Also, other literature describes a skill gap as the 

situation in which workers' skills are incompetent for doing the job. There is a lack of interest in the 

employees as well as employers in evaluating the skill gap. The skill gap can lower the company's 

productivity level and increase the company's cost. In addition, the skill gap can reduce the 

company's profit level, and competitiveness and harm the company's sustainability. Hence, 

Metilda & Neena (2016) maintain that finding new ways to enhance employee performance is very 

important for the organisation so that they can use the resources effectively and efficiently. 

According to Murshid (2016), the skills gap is a situation where employers are employing workers 

that they consider under-skilled or that their current staff is under-skilled compared to some 

preferred levels. It is described as a significant gap between an organisation's current capabilities 

and the skills it needs to achieve its goals. This affects the growth of the organisation and its 

competitiveness. It is a situation where employers are hiring workers that they consider under-

skilled or that their existing workforce is under-skilled relative to desired levels. Skills shortage on 

the other hand refers to difficulty in filling existing vacancies, that is, there is not enough 

manpower or the available ones do not possess the right skill mix (Murshid, 2016).  

 

Identifying and Evaluating Skills Gap in the Hotel Industry  

Green (2011) in her study concluded that hospitality and tourism leaders and the university faculty 

consented that both technical and interpersonal skills are important competencies in the industry.  

Jefferis and Hutchinson (2020) reported that combined assessments of the hotel managers' views 

showed that human relations skills came top with a score of 70.9%, followed by the professionalism 

with 65%, and then passion and care each with a score of 54.8%. Similarly, Dhaliwal and Misra (2020) 

said that based on the most needed skills from the selected papers, findings showed that hotel 

employers need staff with skills in leadership, communication, problem-solving, interpersonal, oral 

and written communication, personality development, teamwork, positive attitude, customer 

service, professional and ethical standards, personnel management, professional attitude, hard 

and soft skills, time management, decision-making and information technology. 
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Skills Gap, Performance and Productivity 

Anthonius (2021) examined the influence of employee empowerment, soft skills, and hard skills on 

the performance of employees in the hospitality industry in Indonesia. The research adopted a 

quantitative research method with a hypothesis test. The samples used are 100 active employees 

of 4-star rated hotels. The questionnaire was used as the research instrument and the data analysis 

was conducted by applying Structural Equation Modelling (covariance-based SEM). The findings of 

the study showed that the employee empowerment factor has no impact on employee 

performance, but the hard and soft skill factors were positively impacting employees' performance 

in Indonesia's hotel industry. It concludes that the management of hospitality enterprises in the 

study area is required to enhance the soft and hard skills of their employees for improved 

performance via training and development. Furthermore, Dhaliwal & Misra (2020). Conducted a 

study based on the most needed skills from the selected papers, the findings showed that the 

hospitality industry needs skills in leadership, communication, problem-solving, interpersonal, oral 

and written communication, personality development, teamwork, positive attitude, customer 

service, professional and ethical standards, personnel management, professional attitude, hard 

and soft skills time management, decision-making and information technology. The study 

concludes that hospitality educators in the process of designing their curricula should create such 

an academic atmosphere, where skills reported by the study can be included among their students 

through theoretical as well as practical knowledge. 

Jefferis & Hutchinson (2020) examined a new perspective on the soft skills which hospitality 

management students need to possess to be successful in the hospitality industry. The study 

adopted the exploratory participatory action research method. The research questions seek to 

know how many students perceive they possess soft skills; what they see to be the important skills 

for new hire and what students believe were the expectations of a new hire. Similarly, the research 

questions enquired to know from the general managers what were the basic skills requirements 

of a job applicant, what skills did the general managers believe a top-quality candidate must 

possess and what soft skills the general managers think were most important. Analysis of the data 

collected from the research questions showed a disparity between the soft skills students 

perceived they had and the soft skills that the general managers said were needed in the industry. 

The combined assessments of the general managers showed that people skills scored 70.9%, 

passion and care scored 54.8%, and professionalism scored 65%. In summary, the top three skills for 

general managers are people skills, professionalism, and passion care skills. The study determined 

that the greatest disparity lies in the people skills that the students perceive they have and those 

the managers said are needed. The study concludes that despite the students' perception of their 

soft skills, there exists a gap between students' perceptions and what the general managers 

determined were essential for the hospitality industry. 

 The skills gap in the tourism and hospitality industry in Kenya was analysed by Francis, Wamathai, 

Wamaka & Jilo (2019). The main objective of the study was to investigate the skills gap between 
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tourism and hospitality graduates and industry expectations. Primary data were collected through 

the use of questionnaires and interviews. A sample size of 200 respondents purposefully selected 

comprising managers and supervisors from two to five-star hotels from different regions in Kenya 

was used for the study. It was observed that graduates from the Technical and Vocational Training 

Institutes (TVET) had more contact hours in practical sessions than their colleagues in the 

universities. Similarly, 59% of the respondents opined that graduates from all the institutions they 

interacted with did not have the technical and operational skills required of them to perform as 

they were expected in the departments they (graduates) were attached to. The study concludes 

that most of the managers and supervisors in the tourism and hospitality industry in Kenya rate 

graduates from technical colleges higher than those from universities. Graduates need more cross-

cultural, interpersonal, and technological skills. It advocates synergy between educators and 

industry players on issues of curriculum standardisation to meet the expectations of the dynamic 

environment and taking cognisance of emerging and future trends brought about as the result of 

globalization. Furthermore, an assessment of the skills gap and training needs in Malawian tourism 

was conducted by Bello, Kamanga & Jamu (2019).  The study adopted a mixed-methods design. 

Quantitative and qualitative data were collected through document review, survey, semi-

structured key informant interviews, and focus group discussion. One hundred interviewees 

completed copies of a survey questionnaire administered to them in tourism and hospitality 

establishments but, 92 copies of the questionnaires were usable representing a 92% response rate. 

The results revealed that tertiary institutions focused on the theoretical knowledge against the 

practical experiences of the students while the industry requires more practical knowledge. The 

study identified skill gaps in the accommodation, food and beverage, travel, attractions, and 

transport services in the Malawi tourism industry. Likewise, the tourism industry's requirement for 

skilled and qualified manpower and its expectations from the hospitality management graduates 

entering the industry at various levels in India was examined by JayKumar (2019). The study 

identified the obvious skills gap between the skills and knowledge the graduate is groomed with 

by the institutions and the skill sets he is expected to possess by the industry. Data for the paper 

was collected from a semi-structured interview within the industry, with faculty members and 

alumni students. Also, information was obtained from quite an exhaustive review of the literature. 

The study observed that hospitality courses like effective communication and personality 

development, hospitality service excellence, word processing and spreadsheet skills, customer 

service, and information technology application skills essential for hospitality management 

graduates should be made mandatory from the first year of the program. The paper concludes that 

it would be in the best interest of the industry to take more active and cohesive participation in the 

training of the prospective graduates. For example, the industry representatives would guide the 

educators on current trends and expectations of the industry. Similarly, the institutions need to 

keep the industry in mind while designing the curriculum, syllabus, and module structures. 

Prominence needs to be given in the curriculum for the learning of soft skills in line with the 
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changing technology in the industry. Additionally, Babalola (2019) on tourism and hospitality 

education in Nigeria and the strategies for bridging the issues of curriculum gap for industry's 

benefit and development. The study identified four broad skills needed to prepare a hospitality 

and tourism graduate to fit into the industry.  It analysed the tourism and hospitality education 

curriculum against industry expected skills. Data were collected through an online survey 

conducted across the spectrum of employers and students/graduates of hospitality and tourism. 

These are generic skills, fundamental skills, functional area-specific skills and concentration area-

specific skills. Against this, the analyses showed that the Nigeria tertiary institution curriculum 

reflects partly generic, fundamental and concentration/core skills. Hence, polytechnics offer 71.25% 

and 58.44% of core skills at National Diploma (ND) and Higher National Diploma (HND) respectively, 

while the universities offer 42.94% at the BSc level. In conclusion, the study shows that 

communication, multilingual, and operational skills, as well as skills in computing, are the most 

prominent skills needed by the students to fit into the industry. However, the institutions are 

emphasizing basic craftsmanship as the backbone of the profession, while the hospitality and 

tourism operators are emphasizing more on managerial capability. The study recommends that the 

tertiary institutions should strengthen the study of communication skills both written and orally 

together with close collaboration between educators and the industry. 

 

Research Methodology  

This study adopted a quantitative survey method in which a questionnaire was used to collect the 

data. The targeted population comprised the managers and supervisors of the four operating units 

(reception, housekeeping, kitchen, and restaurant) in the registered hotels of the Tourism Boards 

of the selected states.  Plateau and Nasarawa states were purposively selected as the study area 

due to logistic problems and security challenges. Accordingly, 28 and 35 registered hotels in 

Plateau and Nasarawa states (adding to a total of 63 hotels) met the criteria to participate in the 

study. Thus, the population of this study was 63 registered hotels multiply by five (5) employees in 

each of the registered hotels (also making a total of 315 employees). Three hundred and fifteen 

questionnaires were administered to 63 managers and 252 supervisors. Fifty-seven (57) 

representing 90% response rates were retrieved from the managers while two hundred and 

twenty-nine (229) representing 91% response rates were correctly filled and returned by the 

supervisors. These were analysed using descriptive statistics of frequency count, percentages 

mean, and standard deviation. 

 

Results and Discussion 

The results are presented along the line of the research questions.  

Research Question 1: To what extent can we identify the skills gap between the available and the 

needed skills in the hotel industry in North Central, Nigeria? 
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Variables  Needed skills  Available skills   

Skill 

Gap 

 

 

Remark Needed Skills Available Skills 

Mean Std 

Dev 

Mean Std. 

dev. 

Communication skills 1.21 ±0.407 1.52 ±0.500 -0.31 Negative 

Initiative skills 1.31 ±0.466 1.78 ±0.414 -0.49 Negative 

Multitasking skills 1.36 ±0.483 1.70 ±0.458 -0.34 Negative 

Adaptability skills 1.41 ±0.493 Nil Nil -  

Attention to details skills 1.29 ±0.458 1.73 ±0.440 -0.44 Negative 

Cultural awareness skills 1.46 ±0.499 Nil Nil -  

Networking (ICT) skills 1.35 ±0.477 1.84 ±0.366 -0.49 Negative 

Neatness and professional skills  1.24 ±0.429 Nil Nil -  

Problem solving skills 1.24 ±0.431 1.71 ±0.456 -0.47 Negative 

Stamina to stand for long period 

skills 

1.34 ±0.476 Nil Nil -  

Calmness under pressure skills 1.24 ±0.428 1.51 ±0.500 -0.27 Negative 

Multi-language skill s 1.34 ±0.473 1.83 ±0.364 -0.49 Negative 

Resilience skills 1.42 ±0.495 Nil Nil -  

Respect for authorities’ skills   1.83 ±0.377 -  

Neatness and professionalism skills  1.24 ±0.429     

Ability to work with or without 

supervision skills 

  1.51 ±0.500   

Prompt response to task **   1.95 ±0.223   

Telephone skills   1.97 ±0.173   

N=229     

Source: Author’s Field-work, 2022. 

 

Results 

Table 1. Skills gap identified in the hotel industry in the study area.  

To answer this question, the skills gap in the hotel industry situated in North Central Nigeria was 

assessed. The mean and standard deviation values of needed skills and available skills were placed 

side by side to determine the skills gap in the hotel industry of the geographical location of interest. 

Cultural awareness had the lowest negative value of  0.15 next to it is calmness under pressure with 

a negative value of 0.27 while communication skill had a negative of 0.31 and multitasking skill with 

a negative of 0.34, all these values indicated a strong skill gap in the aforementioned areas in the 

hotel sector. In addition, skills like attention to detail (-0.44) and problem-solving skills (-0.47) were 

also found to precipitate skills gaps.  While initiative skills, networking skills (ICT), and multi-
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language skills have the same negative value of 0.49, this also implies that there is a need for 

improvement of the identified skills to militate against deficiencies. Meanwhile, skills like 

adaptability, neatness,  professionalism, stamina to stand for a long time, and resilience are needed 

and found to be completely absent. Also, skills like respect for authority, ability to work with or 

without supervision, prompt response to tasks, and telephone skills are available but not needed 

in study areas according to the responses received.   

Research Question 2: To what extent can we evaluate the effects of identified skills gap on 

employee performance and productivity in the hotel industry in Plateau and Nasarawa states, 

North Central Nigeria? 

 

Table 2: Effects of Identified Skills Gap on Employee Performance and Productivity 

Variables Yes Yes 

(%) 

No No 

(%) 

INS 

  

INS 

(%) 

Total 

(Frequency) 

Total 

(%) 

         

Loss of business to 

competitors 

29  50.9 20 35.1 8 14.0 57 100 

Delay developing new 

products or service 

21  36.8 28 49.1 8 14.0 57 100 

Have difficulties meeting 

quality standards 

22  38.6 32 56.1 3 5.3 57 100 

Have higher operating 

costs 

29 50.9 21 36.8 7 12.3 57 100 

Have difficulties 

introducing new working 

practices 

30 52.6 22 38.6 5 8.8 57 100 

Increase workload for 

other staff 

35 61.4 20 35.1 2 3.5 57 100 

Outsource work 27  47.4 20 35.1 10 17.5 57 100 

N=57, INS= I’m Not Sure 

Source: Author’s Field-work, 2022 

 

The effects of the skills gap on employee performance and productivity in the sampled hotels are 

indicated in Table 2. An increase in workload was identified to be the greatest problem of skill gap 

with 61.4%, having difficulties in introducing new working practices was next with 52.6%, and loss 

of business to competitors and higher operating costs were also some of the effects of skills gap 

on productivity with 50.9% each. Outsourcing work was also found to be the effect of a skills gap 

on employee performance and productivity with 47.4%. However, items on delay in developing new 
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product or service and having difficulties meeting quality standard minimally due to skill gap with 

36.8% and 38.6% respectively. 

 

Discussion  

The hotel industry, which is a major component of the hospitality industry, needs professionally, 

qualified, and committed human resources (Adedipe & Adeleke, 2016). Being a people-oriented 

industry; its businesses are characterised by personalised services and face-to-face or direct 

contact of managers and employees with customers. Information on available and needed skills in 

the hotel industry in both states was elicited from the hotel supervisors and the responses received 

were collated and analyzed. Results indicate that the skills claimed to be available include 

communication skills, multitasking skills, Multilanguage skills, initiative skills, customer relation 

skills, ability to work under pressure skills, and telephoning courtesy skills. Most of these skills were 

reported in less than 50% across the board; that is, none of the skills was available in all the hotels 

selected. Similarly, the report indicated that communication skills, professionalism skills, problem-

solving skills, and calmness under pressure skills were the most needed skills (79%, 75%, 75%, and 

76% respectively) by employees in the selected hotels in Plateau and Nasarawa states. The only 

skills that were not highly needed include; resilience, cultural awareness, and adaptability skills 

which were needed by 57.6%, 52.3% and 59% respectively. 

Robles (2012) reported that the most preferred skills by employers are: integrity, communication, 

courtesy, responsibility, social skills, positive attitude, professionalism, flexibility, teamwork, and 

work ethics. It maintained that about 25% of success in the job depends on technical abilities, while 

75% is dependent upon the soft skills carried by employees at the workplace. Similarly, Dhaliwal 

and Misra (2020) said that based on the most needed skills from the selected papers, findings 

showed that the hospitality industry needs skills in leadership, communication, problem-solving, 

interpersonal, oral and written communication, personality development, teamwork, positive 

attitude, customer service, professional and ethical standards, personnel management, 

professional attitude, hard and soft skills time management, decision-making and information 

technology. Based on the findings of this study which are also corroborated by previous literature, 

it will be right to state that employees in the hotel industry in Plateau and Nasarawa states have 

no adequate technical and soft skills to enhance productivity and offer quality service to guests.  

The second research question was assessed through the managers. The findings indicated that 

staff incompetency; low patronage; low-quality standard, low productivity; shortage of skilled 

staff; guest dissatisfaction, and frequent complaints were identified as the aftermath of the skills 

gap in the selected hotels in the study area. This study also found that loss of business to 

competitors, delay in the development of new products or services; having difficulties meeting 

quality standards; higher operating costs; problems in introducing new working practices; increase 

in the workload for skilled staff and outsourcing of work are all as a result of the skills gap and have 

a serious effect on employee performance and productivity. Morris, Vanino & Corradini (2020) 
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maintained that the skills gap has effects on the productivity of employees and the organisation at 

large. It results in loss of business to competitors and guest dissatisfaction (Sharma, 2020).    

 

Conclusions  

In conclusion, the skills gap identified in the hotel sector includes communication skills; initiative, 

multi-tasking, attention to detail, networking, problem-solving and multilanguage were also 

seriously missing. Skills like adaptability, neatness and professionalism, stamina to stand for a long 

time and resilience were absent. The major problem of skills gap includes an increase in workload; 

having difficulties in introducing new working practices; loss of business to competitors; higher 

operating costs; delay in developing new products or services and outsourcing work. Hence, an 

upgrade of employees' skill set will enhance productivity and minimise the consequences listed 

above. Based on these findings, the researchers thus recommend that hotel managers and 

supervisors should ensure that they carry out–house training that will improve the hotel staff skills 

in hotel operations. Aside, there should be proper awareness to staff in the hotel on the need to 

always improve on new techniques and methods of operation that may lead to higher performance 

and productivity in the workplace to ensure effective and efficient quality service to guests.   
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