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Abstract 

It has been claimed that one of the major issues currently facing the tourism 

and hospitality industry worldwide, and Australia in particular, is the issue of labour 

and skills shortages. Current estimates indicate that there are up to 7,000 positions 

vacant in the tourism and hospitality industry in Australia. If estimates are accurate, 

over the next decade this number will rise to close to 100,000 unfilled positions in the 

industry in Australia. Due to the fragmented nature of the industry it is not well 

equipped to deal with the future challenges provided by these skills shortages. 

Current figures suggest that approximately 2,500 students graduate from 

tourism and hospitality programs in Australia each year. The main issue facing 

tourism and hospitality recruiters is that there is evidence that many of these graduates 

are leaving the industry or even failing to enter the industry upon graduation. 

Therefore the purpose of this thesis is to examine how working in the industry 

impacts on students perception of the industry as a career path. The thesis also 

examines the ways in which tourism and hospitality employers are utilising students 

and graduates in their workforce. The project uses a methodological combination of a 

large online quantitative survey, interviews with industry managers and qualitative 

experiential ‘blogs’. The latter is an innovative research technique and offers a major 

methodological contribution.  

The main findings of this study have identified that having direct experience 

working in the tourism and hospitality industry can cause students to acquire negative 

views towards pursuing a career in the industry. Of the 76% of respondents that had 

work experience in the tourism and hospitality industry, most were working, or had 

worked previously, in food and beverage in hotels, restaurants or bars. The majority 

of respondents were working in frontline positions, with many claiming that the 
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experience of working in the industry had left them with a negative attitude towards a 

career in the industry. A troubling 42.4% of respondents who stated they had work 

experience claimed it was definite that they would not pursue a career in the industry, 

with almost all (92.6%) citing working in the industry as the main reason for this 

decision. This contrasts the fact that just 4.4% of those with no work experience claim 

they will not work in the industry. The main dimensions that respondents were 

unhappy with were those of pay/benefits, promotion opportunities and relationships 

with managers. 

 From the research conducted with employers investigating their utilisation of 

students and graduates it is clear that the majority of organisations are utilising 

students purely as casual staff members with no plans on developing these students 

into future managers within the organisation. Most organisations interviewed had no 

career planning for these students or plans to use them post graduation. The majority 

of the organisations could not even determine the number of students they had 

working for their company. Most of the students that were employed were in basic, 

low skilled, entry level positions with most working in food and beverage roles. Every 

organisation interviewed claimed that they did not treat students any differently to 

other staff and only two had any sort of training program for current students. Added 

to these issues is the issue of graduate employment. Of the employers interviewed 

only the international hotel chains stated that they actively recruited tourism and 

hospitality graduates, all of the other types of organisations did not actively recruit 

graduates of these programs. From this it could be argued that these organisations are 

missing out on the opportunity to develop these highly motivated and well trained 

students into managers of the future. This lack of training and development is adding 

to the negative views students’ hold of the industry and adding to the number of 

graduates failing to enter the industry upon graduation.  
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Chapter One: Introduction 

1.1 Statement of the Problem 
 

The tourism and hospitality industry worldwide, and Australia in particular, 

has been confronted with the problem of attracting and retaining quality employees 

which has lead to a shortage of skilled personnel to staff the large number of tourism 

and hospitality businesses (Andorka, 1996; Bonn & Forbringer, 1992; Breiter, 1991; 

Deery & Shaw, 1999; Dermady & Holloway, 1998; Emenheiser, Clay, & Palakurthi, 

1998; Ferris, Berkson, & Harris, 2002; Freeland, 2000; Heraty & Morley, 1998; 

Hinkin & Tracey, 2000; McDermid, 1996; Powell, 1999; Tourism Division, 2002). 

This problem is complex with many different contributing factors, and it has been 

argued that there are a number of industry-specific characteristics that exacerbate this 

skills shortage. These characteristics include a young transient workforce, low levels 

of pay and formal qualifications, high levels of female, student, part-time and casual 

workers, a high proportion of low skilled jobs, a large proportion of hours worked 

outside normal business hours, a negative industry image in the eyes of potential 

employees, a large number of migrant staff, poor utilisation of student labour and 

high levels of staff turnover (Baum, 2006; Brien, 2004; Deery & Shaw, 1999; Fraser, 

2003; Freeland, 2000; International Labour Office, 1989; Riley, Ladkin, & Szivas, 

2002; Service Skills Victoria, 2005; Tourism Division, 2002). These characteristics 

all add to the complex problems associated with recruitment and retention in the 

industry. 

The tourism and hospitality industry in Australia is substantial, contributing 

nearly $39 billion or 3.7% to Australia’s gross domestic product (GDP) in 2006-2007, 

and contributes significantly to regional economies (ABS, 2008a). Domestic tourism 

contributed 74.6% of total tourism GDP with international tourism accounting for 
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25.4%. Total employment in the tourism industry totalled 482,800 or 4.7% of the total 

employed persons in Australia.  The retail trade industry generated the most tourism 

based employment, accounting for 24.88% of total tourism and hospitality 

employment followed by the accommodation sector (14.79%) and restaurants and 

cafés (10.65%) (ABS, 2008a). 

A number of recent reports have highlighted the issue of labour and skills 

shortages in the tourism and hospitality industry worldwide (de Jong, 2008; 

International Society of Hospitality Consultants, 2006). At the 2006 International 

Society of Hospitality Consultants (ISHC) Annual Conference held in Miami, Florida, 

ISHC members participated in a series of roundtable discussions to identify the top 

ten issues in the tourism and hospitality industry for 2007. The debate included in-

depth discussions on over 100 different issues. Ultimately, the issue thought to be the 

greatest contemporary challenge for the tourism and hospitality industry was labour 

and skills shortages (International Society of Hospitality Consultants, 2006). It is 

claimed that attracting and retaining qualified workers, once only an issue for a small 

number of regional, remote and niche markets, is becoming the most significant 

concern for all tourism and hospitality businesses globally. The International Society 

of Hospitality Consultants (2006) claim that demography, wage levels, failure to 

adequately address worker satisfaction and a reputation for long hours and low pay 

are all contributing factors.  

Peter de Jong (de Jong, 2008), the President and CEO of the Pacific Asia 

Travel Association agrees, claiming that a shortage of human resources has been 

identified as one of four “mega forces” which are re-shaping the demand for travel 

services. Mr de Jong (de Jong, 2008, p. 3) claims that: 

the explosive growth of tourism infrastructure globally is placing incredible 
 strains on the travel and tourism industry to deliver sufficient levels of 
 suitably-skilled human resources to sustain this growth. In some cases the 
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 ‘hardware’ is being built without concern for the ‘software’ needed to run the 
 operations. This is a huge, multi-dimensional dilemma covering issues such as 
 recruitment, education, on-the-job training, language skills, performance 
 management, retention and the mobility of labour. 
 

In an Australian context, the Tourism Division (2002) state that there are a 

number of areas in which there are skills shortages in the tourism and hospitality 

industry. Some of the areas reported include a critical shortage of chefs, cooks and 

pastry cooks as well as food and beverage staff in the hospitality industry, whilst in 

the tourism industry there are skills shortages in particular geographic areas such as 

Gippsland, the Central Highland and the Great Ocean Road regions in Victoria 

(Service Skills Victoria, 2005). It was also found that there are a number of skills gaps 

emerging including in the areas of E-business, customer service, small business 

management and risk assessment and management. The Tourism Council of Tasmania 

(2004) agree that chefs and food and beverage attendants with adequate skills are in 

short supply but add that other areas are also facing skills shortages including 

candidates with gaming licences as well as Keno and TAB experience. The report also 

suggests that, given the developing demand for special interest tourism activities there 

is also a shortage of guides with adequate interpretive skills.  

There are a number of factors that will contribute to the scarcity or shortage of 

a particular skill (Trendle, 2005). On the demand side, new products, new technology 

and globalisation will affect the requirements for particular skills, whilst on the supply 

side the ageing of the workforce, changes in the attractiveness of a particular position 

and changes in the number of new workers entering and completing training and 

education will determine the extent of skills available (Department of Education, 

Science and Training, 2002b; Trendle, 2005). For these reasons a shortage of skilled 

labour can be caused or removed by a number of factors influencing the supply and 

demand of skilled labour.  
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There is evidence that skills shortages lead to firms having difficulties in 

providing suitable customer service, delays in developing new products and services, 

increased operating costs and obstacles to meeting the required quality standards 

(Marchante, Ortega, & Pagán, 2003). Understanding which of the abovementioned 

factors are causing the current skills shortage in the Australian tourism and hospitality 

industry and being able to formulate solutions to combat this problem is extremely 

important to the economic performance of the industry as a whole.  

It has been estimated that the current skills shortage within the Australian 

tourism and hospitality industry is up to 7,000 positions, and on current estimates, 

over the next decade, a further 130,000 new employees will be needed in the tourism 

and hospitality workforce (National Tourism Investment Strategy Consultative Group, 

2006). However, if current trends continue, only 45,000 workers are expected to join 

the industry, contributing to fears that skills shortages will dramatically increase in the 

coming years. It has been suggested that, due to the fragmented nature of the industry 

in Australia, it is not well equipped to respond to the future challenges presented by 

these skills shortages (Service Skills Victoria, 2005). 

According to Lucas and Johnson (2003, p. 153) “attracting and retaining well-

educated, skilled, enthusiastic and committed workers is a chronic problem for the 

hospitality and tourism industries in the developed world”. This problem is 

highlighted by a number of studies indicating that the proportion of workers in the 

tourism and hospitality industry who have tertiary qualifications is much lower than 

most other industry sectors (ABS, 2006b; Purcell & Quinn, 1996). There are also 

reports of many tourism and hospitality management graduates leaving the industry or 

even failing to enter the industry upon graduation due to low job satisfaction, poor 

employment conditions and absence of motivating factors, resulting in high staff 

turnover and wastage of trained and experienced personnel (Doherty, Guerrier, 
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Jamieson, Lashley, & Lockwood, 2001; Jenkins, 2001; Pavesic & Brymer, 1990; 

Zacerelli, 1985). In fact, O’Leary and Deegan (2005) found that 46% of graduates 

were working in other industries, whilst McKercher, Williams, and Coghlan (1995) 

reported that 61% of graduates were employed in other industries just a few years 

after graduating.   

According to Domonte and Vaden (1987) the factor that had the greatest 

influence on career decisions of potential hospitality employees was work experience. 

This raises the issue of finding out and explaining how work experience shapes the 

attitudes of students towards a career in the industry (Kusluvan & Kusluvan, 2000). 

There is relatively little evidence that research has been conducted in this area 

(Barron, Maxwell, Broadbridge, & Ogden, 2007; Kusluvan & Kusluvan, 2000; Ross, 

1994). Airey and Frontistis (1997) comment that perhaps the most important reason 

for undertaking this type of study is that:  

There are so many questions which still need to be answered about the 
attitudes of young people to tourism careers. At a time when tourism is held 
out as one of the world's major industries and sources of employment it would 
be timely to know more about what potential recruits think about it, in order to 
provide a basis for attracting the best possible work force (p. 157). 

 

There has been much written recently about the benefits of work based 

learning, also known as work integrated learning. Work based learning is seen as one 

of the best ways of ensuring the future tourism and hospitality workforce is well 

trained and has an understanding of what it is like to work in the industry. This should 

reduce the likelihood that perceptions of the industry will keep them out, and they will 

gain the skills that the industry needs (Mulcahy, 1999). The contemporary economic 

environment, with low unemployment rates (up to mid-2008), means that the jobs 

market is very competitive, both between companies within industries as well as 

across industries. This environment, coupled with tourists becoming more 

sophisticated and demanding, has resulted in companies within the tourism and 
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hospitality industry needing to become sophisticated enough to handle the range of 

clients and circumstances with which they are faced. Therefore, in order to succeed, 

organisations must employ workers that have a combination of industry experience 

and educational qualifications to ensure the challenges and complexities of 

management in today’s industry are met.      

A student’s experience working in an industry will impact on their decision to 

pursue a career in that industry. For this reason work-based learning will play a 

significant role in tourism and hospitality students seeking employment in the 

industry upon graduation. Work-based learning, whether structured or unstructured, 

should encourage the student to discover many different aspects of the business 

(Baum, 2002a; Boud, Solomon, & Symes, 2001; Busby, 2003; Mulcahy, 1999). One 

of the concerns relating to student’s undertaking this form of learning is that if 

students are given menial, boring tasks during their work placements, rather than 

encouraging the student to gain skills that they will use in their future careers, the 

experience may actually lead to the student not pursuing a career in the industry at all 

(Baum, 2002; Boud, et al., 2001; Busby, 2003). Therefore an emphasis should be 

placed on ensuring the student is given meaningful tasks and given an opportunity to 

train in various departments/sections of the business (Richardson, 2004). 

Another issue that is confronting the industry is the emergence of a new 

generation of worker, Generation Y. The ways in which this generation views a career 

are different to previous generations. The traditional work philosophy has been a job 

for life with employees spending their entire careers in one industry and in many 

cases with just one employer (Ayres, 2006). Over the past decade this philosophy has 

been replaced by a more uncertain career structure, with employees frequently 

changing employers within their industry and many also pursuing work in different 

industries (Inkson, Arthur, & Pringle, 1999). The Generation Y employee is not 
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interested in a job for life, instead seeking flexibility and work-life balance. This 

means that this current generation of employees, as well as future generations, will be 

more demanding on employers than their predecessors, leading to organisations facing 

a number of recruitment and retention issues. Morton (2002) states that Generation Y 

employees show a tendency towards valuing equality in the workplace and they seek 

positions that offer reasonable wages and good opportunities for training and that they 

respect managers who empower workers and who are open and honest with 

employees.      

These aforementioned claims highlight the importance in recruiting and 

retaining high quality and well trained staff such as recent graduates of tourism and 

hospitality programs. It is thus important to understand how employers in the tourism 

and hospitality industry are utilising students, as casual and part-time workers, as well 

as in work-based learning programs, and how the utilisation of these employees is 

affecting decisions regarding pursuing or continuing careers in the industry. This 

study will measure how the perceptions and attitudes of students who are currently 

studying tourism/hospitality management at undergraduate level in Australia are 

shaped by working in the industry and what impact this has on students’ intentions of 

pursuing a career in the industry. Research will also be conducted to provide an 

understanding of how employers in the industry are utilising undergraduate students 

and graduates in the workforce. 

1.2 Research Scope 

1.2.1 Research Problem 1 

Research problem 1 was designed to gain an understanding of the views of 

current students pertaining to the tourism and hospitality industry as a career path. 
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The research for this problem was conducted in two phases, a quantitative phase and a 

qualitative phase. As will be discussed later, the quantitative phase utilised an online 

survey consisting of four sections to gain an understanding of student’s perceptions of 

the industry and their intention to pursue a career in the industry.  Phase two, the 

qualitative phase, utilised an online blog to capture student’s thoughts and experiences 

of working in the industry. The research employed in phase one was of a quantitative 

nature and attempted to answer a number of research questions associated with 

student perceptions. The exact research questions being answered are listed below. 

Research Question 1:  Does work experience play a role in shaping undergraduate 

tourism and hospitality student’s attitude towards a career in the industry? 

Research Question 2: Is there a difference in the attitudes and perceptions of 

domestic (Australian) students and international students with regards to a career in 

the industry? 

Research Question 3: How likely are students to work in the tourism and hospitality 

industry after graduation? 

Research Question 4: What type of positions do students believe they will be able 

to obtain after graduation and what salary do they expect? 

Research Question 5: What factors are important to students in choosing a career 

and to what extent does the industry offer these factors? 

Research Question 6: What are student’s attitudes towards different aspects of 

working in the tourism and hospitality industry? 

Whilst the quantitative research used in phase one discovered what the 

students think about the tourism and hospitality industry, it does not tell us why they 

think this way. Therefore the research conducted in phase 2 uses a qualitative method 

of research. Qualitative research is research that focuses on understanding, rather than 

predicting or controlling, phenomena and is usually contrasted with traditional 
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experimental and statistical research. For this phase of the research it was decided to 

use an online blog to capture student’s thoughts about working in the tourism and 

hospitality industry as well as describe any experiences they may have had. The 

research question being answered in this phase of the research is: 

Research Question 7: What do students see as the positives and negatives of working 

in the industry? 

1.2.2 Research Problem 2 

Research problem 2 investigated the use of students in the tourism and 

hospitality workforce. Similar to the second phase above, to examine research 

problem two it was decided to use qualitative methods to identify the ways in which 

tourism and hospitality employers are utilising students. The research questions used 

to answer research problem 2 are: 

Research Question 8: How are tourism and hospitality employers utilising 

undergraduate students in the workforce? 

Research Question 9: Are there any plans to change the ways employers utilise 

undergraduate students in the workforce? 

1.3 Researcher Positionality 

Any rigorous academic work should pay adequate attention to the positionality 

of the researcher in the framing, implementation and analysis of research questions. 

The constructivist approach taken by this study and discussed in chapter four 

recognises that the experiences of the researcher are an important influence on the 

research process. As Jennings notes (2001, p. 116), in order to achieve reflexivity in 

the research it is important  to reflect on the ‘social situatedness of the self’. The 

author of this thesis has extensive experience working in the tourism and hospitality 

industry in Australia, which has shaped this research to some degree. However, it is 
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argued that this is a positive influence as it is felt that the background and insights 

discussed here add considerable validity to the findings.  

The authors experience working in the tourism and hospitality industry started 

with four years working in a marketing and development role within the tourism and 

hospitality industry. This role was a low level position requiring very little skills or 

knowledge to complete the associated duties. This role was undertaken prior to the 

author undertaking any tertiary studies. After this time the author decided that in order 

to increase his skills and knowledge, and inturn his employment opportunities, he 

should undertake a university degree. Upon enrolling in a Bachelors Degree program 

the author began a casual position as a Front Office Receptionist at an international 

hotel. This position was held in conjunction with the first 18 months of the 

undergraduate degree. Again this position required very little training or skills as most 

of the skills were learnt on the job. The author was then offered a position as 

Accommodation Duty Manager at an international standard sporting facility. This 

position was undertaken whilst completing the final 18 months of the undergraduate 

degree. This position required a greater level of skills and knowledge and provided 

the author with a reasonable amount of responsibility. During the next two years the 

author completed his Honours Degree as well as his Masters Degree whilst 

undertaking some casual teaching work as well as some consultancy projects.  

Once the author had graduated from his Masters Program he was offered a 

position as Assistant Manager at an international 4.5 star hotel in Victoria’s High 

Country. This position required a high degree of skill and knowledge and provided a 

high degree of responsibility. In all of these positions, the author encountered 

numerous issues relating to the nature of work in the industry. Some of these issues 

included:  
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• Not being able to see a clear career path. Apart from international hotel chains 

it is very difficult, as an employee, to see where you can go with your career. 

Many tourism and hospitality organisations are small to medium enterprises 

(SME’s) run by owners with very few staff. Therefore the ceiling on your 

career with these companies is limited; 

• Seeing workers employed or promoted based on merits other than ability. A 

number of times the author witnessed people being promoted to positions 

based on who they knew or how good they were at sport etc. rather than ability 

or good employment records; 

• The effects of seasonality. While working in Victoria the author witnessed 

first-hand the effects seasonality has on regional and niche markets. These 

impacts included problems with recruiting appropriately qualified staff as well 

as impacts on the working hours and conditions on both the seasonal staff and 

the full-time staff; 

• Problems with management including lack of respect, no delegation or 

empowerment. A number of managers worked for showed little respect to 

frontline, low-level staff and rarely were these staff given any power to make 

decisions or meaningful tasks to complete; 

• No consideration given to study requirements. A number of incidents were 

witnessed in which little or no consideration was given to students study 

requirements. An example of this is the author or colleagues being told they 

had to work even when they had arranged time off to complete assignments or 

study; 

• A lack of respect (jealousy) for university degrees by many managers. Many 

managers within the industry showed that they did not believe university 
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degrees were beneficial in the industry, instead claiming that work experience 

was more important in being promoted than possessing a university degree. 

The issues encountered, together with the fact that many of the authors graduating 

classmates were not working in tourism and hospitality, led to the researcher 

questioning some of the Human Resource tactics adopted by the tourism and 

hospitality industry. This led to this research being undertaken to examine some of 

these issues and what impact they have on the skills shortage facing the industry. 

Whilst these were the issues driving this research, they in no way influenced the 

results or recommendations provided. 

1.4 Conceptual Framework 

 The conceptual framework for this thesis can be seen in figure 1.1. This 

conceptual framework provides the direction and mission for this research. It 

describes the stages involved in the research. The conceptual framework is 

knowledge-based, articulated, coherent, consistent with the issues being evaluated, 

and was continuously evaluated. The first phase in this framework was to evaluate 

student perceptions of a career in the tourism and hospitality industry. Once this phase 

was completed feedback was compiled, and the design of the study for research 

problem two was developed. The feedback was used to compile the questions used in 

research problem 2. The findings of both phases were then synthesised to examine the 

influence work experience has on shaping the attitudes and perceptions of students 

towards a career in the industry and how these perceptions impact the skills shortages 

facing the industry.  
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Figure 1: Conceptual Framework 
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1.5 Format of this Thesis 

This thesis contains 8 chapters. This first chapter has provided an overview of 

the study including its basis and broad aims. Background information in chapter 1 has 

set the scene, establishing the topic and identifying the gaps in the related literature 

that this study aims to address. The research scope and the purpose of the study have 

also been identified.  

 Chapter 2 reviews the literature relating to employment in the tourism and 

hospitality industry in Australia, the characteristics of tourism and hospitality industry 

employment, skills, and skill shortages. This chapter outlines the nature of the 

industry being investigated and also identifies and discusses the issue of skills 

required in tourism and hospitality. Finally this chapter investigates the skills shortage 

currently facing the tourism and hospitality industry in Australia. This analysis 

highlights the problems facing the tourism and hospitality industry in Australia in 

attracting and recruiting quality staff.  

 Chapter 3 continues the review of the literature, focusing on skills 

development and training in the tourism and hospitality industry, the importance of 

measuring perceptions and attitudes, the growing need to understand the new 
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generation of employee, ‘Generation Y’, and finishes by examining the current state 

of student employment in the tourism and hospitality industry. This chapter describes 

why this type of study is needed and the importance of the associated findings.  

Chapter 4 raises methodological considerations with an explanation of the 

methodology used in this study. The research design and the various stages in data 

collection and data analysis, considerations of rigour, credibility and trustworthiness 

are also explained. This chapter also describes the methodology employed in the 

study, including the theoretical framework for the study, the sampling frame, 

sampling method, instrument design and development, administration procedure and 

data analysis. Additionally, the procedures for selecting and adapting the instruments 

for this study are discussed. 

Chapter 5 provides a quantitative analysis of tertiary student’s perceptions and 

attitudes towards a career in the tourism and hospitality industry. This was achieved 

by undertaking a quantitative online survey of current undergraduate students 

studying tourism and hospitality at eight Australian higher education institutions. This 

chapter presents a descriptive analysis of the results of the student survey. Student 

perceptions of a career in the tourism and hospitality industry will be discussed under 

the four sections used in the questionnaire: characteristics of respondents, 

expectations of future careers, important features in deciding on a future position, and 

student perceptions of the industry.  

Chapter 6 examines the differences in perceptions of respondents in different 

groups using ANOVA analysis. There are a number of groups that are examined 

including: 

• Students with work experience compared to those without; 

• Domestic compared to International students; 

• Students at different stages of their degrees; and  
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• Students undertaking different majors. 

The main purpose of this analysis is to try to identify if the different independent 

variables, described above, play a role in shaping students perceptions of the industry. 

Chapter 7 provides a qualitative analysis of student experiences using an 

online blog to gather this information. The purpose of this analysis is to give 

respondents a chance to describe their experiences, both good and bad, of working in 

the industry. This chapter also analyses and discusses how employers utilise tertiary 

students in the workforce. This information was acquired by conducting qualitative, 

personal interviews with senior managers at major tourism and hospitality 

organisations in South-East Queensland. Finally, Chapter 8 provides a discussion of 

the results and their relationship to the research questions. It also discusses the 

implications of this study and finishes with concluding remarks and recommendations 

for industry and educators. 

1.5 Theoretical Contribution of this Thesis 

This thesis offers an original contribution to knowledge in a number of ways. 

Firstly, it investigates the current state of employment in the tourism and hospitality 

industry in Australia and extent to which the skills shortage is impacting the industry. 

The study also investigates the types of training available to potential tourism and 

hospitality staff in Australia. Further, it highlights the factors that students 

(Generation Y employees) find important in selecting a career, and the extent to 

which they believe tourism and hospitality offers these factors. It then analyses 

student’s perceptions of working in the industry and the extent to which work 

experience impacts these perceptions. This type of analysis is important in order to 

identify what this new generation of employee thinks of the industry and to recognize 

ways to better utilise these students to ensure positive working experiences and reduce 
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negative perceptions of the industry. However, as the research conducted with 

industry suggests, moves in this direction are currently piecemeal at best. Thus a 

broad range of findings and recommendations for industry and educators are 

presented later in this thesis. Although these are directed primarily at the tourism and 

hospitality sector, it is felt that some of the insights have ramifications which would 

be useful to any understanding of current employment and career aspirations of 

Generation Y students in developed economies more generally. Methodologically, 

this study also utilises the innovative use of online blogs as a research tool, which has 

had limited application to date. It is hoped that the successful implementation of this 

tool will lead other researchers to further develop this type of research method in the 

future. 
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Chapter Two: Literature Review – Tourism and 

hospitality employment and skills shortages 

2.1 Introduction 

As outlined in the introduction, this thesis interrogates the issues surrounding 

student’s perceptions and experiences of working in the tourism and hospitality 

industry. Consequently it is important to identify the current issues surrounding 

employment in this industry. Thus, this chapter is a review of the literature relating to 

employment in the tourism and hospitality industry in Australia; characteristics of 

tourism and hospitality industry employment; defining skills; and the current skills 

shortages facing the industry. This literature review draws from a variety of areas 

including human resources, economics, training and development, education, tourism, 

hospitality, skills development and graduate profiling. It identifies the factors behind a 

current skills shortage in the tourism and hospitality industry in Australia, and 

presents a model to identify these factors. Educational experience is identified as a 

major factor in this situation, and is discussed further in the following chapter. 

2.2 Employment in the tourism and hospitality industry in 

Australia 

Before employment in the tourism and hospitality industry can be discussed, 

the term tourism and hospitality employment must be defined. Riley, Ladkin, and 

Szivas (2002) claim that defining tourism is hampered by a number of factors which 

have been outlined in Table 2.1. These factors mainly deal with the issue of the cross-

over between tourism and other industries, and also the cross-over of tourist and local 

use of facilities and products. 
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Table 2: Difficulties in defining tourism 
 

• Tourism is often not recognised as an industry 

• Strong linkages with other economic sectors 

• Diverse, with a range of inter-linked sectors 

• Tourist use – local use mix 

• Informal economy 

• Traditionally seen as dominated by the hotel industry 

• Paucity of statistics 

• Differing interpretations between countries as to what constitutes a   

  tourist trip 

Source: Riley et al.(2002) 

The dominance of the hospitality sector as well as strong linkages with other 

industries mean that defining the boundaries of tourism is often distorted and 

confusing. When looking at the tourism industry, as well as the hotel and restaurant 

sectors, there are a variety of other sectors and activities which should fall under the 

umbrella of tourism. Riley et al. (2002) have identified a number of these activities 

and sectors, which can be found in Table 2.2. A recent definition of tourism, provided 

by the World Tourism Organization (WTO), cited by the ABS (2006a), is: “the 

activities of persons travelling to and staying in places outside their usual environment 

for not more than one consecutive year for leisure, business and other purposes not 

related to the exercise of an activity remunerated from within the place visited”. 

Table 3: Sectors involved in the tourism industry 
 

• Transport 

• Tour operators, travel agencies 

• Tourist attractions 

• Conference business 

• Tour guides 

• Tourist information services 

• Souvenir shops, beach vendors 

• Relevant government offices 

• NGOs 

• Educational establishments 

Source: Riley et al.(2002) 
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When trying to define tourism employment, again we run into a number of 

problems such as determining what proportion of the workforce serves tourists and 

what proportion serves locals, and that the discussion of tourism employment tends to 

focus on hotel employment. Mathieson and Wall (1982, p. 77) have attempted to 

categorise tourism employment as: “direct employment resulting from visitor 

expenditure in tourist services; indirect employment in the tourist sector, not resulting 

directly from visitor expenditure; and induced employment, resulting from the effects 

of the tourism multiplier”.   

When discussing the trends in skill needs in tourism and hospitality, it is 

helpful to start with some facts and figures on the current situation of the tourism and 

hospitality industry in Australia. The general outlook for this vibrant sector is, in 

relation to other traditional Australian economic sectors, positive and quite optimistic 

for the coming years. Tourism is globally acknowledged as being one of the few 

economic sectors that has the opportunity to continue to grow at a rapid rate 

(Jonckers, 2005).  

As stated in the introduction, the tourism and hospitality industry in Australia 

is substantial, contributing nearly $39 billion or 3.7% to Australia’s gross domestic 

product (GDP) in 2006-2007, and contributes significantly to regional economies 

(ABS, 2008a). Total employment in the tourism industry totalled 482,800 or 4.7% of 

the total employed persons in Australia. Table 2.3 shows the complete breakdown of 

employees in each of the tourism and hospitality sectors over the last decade. This 

table shows that the biggest employer in the tourism and hospitality industry is retail 

trade followed by the accommodation sector; cafés and restaurants; and education. As 

can be seen the general trend has been a gradual, albeit slight, increase in employment 

numbers for the majority of the sectors. The greatest increase have been in the retail 

trade, education and cafes and restaurants, whilst there has been a decline in the 



Chapter Two – Literature Review: – Tourism and hospitality employment and skills shortages 

Used and unappreciated: Student’s attitude towards a career in the industry 
20 

number of workers employed in the accommodation sector, rail services, and travel 

agency and tour operator services. The following sections relate to each particular 

industry sector. A direct year-on-year comparison of these figures is difficult as the 

Australian Bureau of Statistics has recently updated the figures for some sectors and 

not for others. Therefore for the purposes of this thesis the author has used the most 

up to date information available for each respective sector.  

Table 4: People employed in the tourism industry by industry sector 
 

 98–99 99–00 00–01 01–02 02–03 03-04 04-05 05-06 06–07 
 ’000 ’000 ’000 ’000 ’000 ’000 ’000 ’000 ’000 
 

Travel agency and tour operator services  
 

24.3 22.7 22.1 22.1 20.6 20.8 21.6 21.4 21.8 
Road transport and motor vehicle hiring  23.0 22.7 23.5 24.5 24.1 25.5 23.8 24.3 25.5 
Air and water transport  30.1 31.5 34.6 33.4 30.7 30.5 31.4 33.4 33.5 
Accommodation  73.9 77.4 79.5 77.1 79.7 72.4 73.2 73.3 71.4 
Cafés and restaurants  38.7 40.5 45.9 46.5 45.4 47.9 49.3 48.3 51.4 
Clubs, pubs, taverns and bars  22.5 23.4 24.3 23.2 22.1 22.9 23.6 23.0 24.0 
Rail transport  3.4 2.9 3.2 2.7 3.1 3.3 3.2 3.4 3.0 
Manufacturing  32.3 32.9 33.3 32.3 33.3 32.0 32.5 32.8 31.8 
Retail trade  104.4 105.4 105.8 110.9 115.8 115.8 119.9 120.7 120.1 
Casinos and other gambling services  1.8 1.9 2.1 1.9 1.7 1.9 1.9 2.1 1.8 
Libraries, museums and arts  6.6 6.4 8.0 7.7 7.9 7.8 9.2 9.6 9.8 
Other entertainment services  9.1 9.6 9.3 10.0 10.8 10.9 12.2 13.0 13.6 
Education  28.7 29.0 29.5 30.7 31.7 33.2 32.1 34.2 34.2 
Tourism characteristic and connected 
industries  

398.8 406.3 421.0 423.0 427.0 425.0 433.8 438.4 441.9 

All other industries  32.7 33.6 34.3 34.8 35.6 36.6 38.0 39.3 41.0 

Total tourism employed persons  431.5 439.9 455.3 457.7 462.6 461.6 471.7 477.7 482.8 

Total employed persons  8461.6 8835.2 9016.4 9143.9 9377.7 9528.0 9800.1 10042.2 10304.9 

Tourism share of total employment (%)  5.0 5.0 5.0 5.0 4.9 4.8 4.8 4.8 4.7 
 
Tourism employed persons is derived by multiplying the number of employed persons in the industry by the proportion of total value 

added of the industry which is related to tourism. 
 

Source: ABS (2008a) 

2.2.1 Accommodation Businesses 

According to the ABS (2008d), at the end of June 2007 there were 5,891 

accommodation businesses operating 6,668 accommodation establishments around 

Australia. Motels accounted for more than one-third (35.2%) of all establishments, 

followed by caravan parks (20.6%), serviced apartments (8.7%) and visitor hostels 

(8.3%). During 2006–07, businesses predominantly involved in the provision of 
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accommodation services generated a total income of $9,876.2m. The main source of 

income for these businesses was from accommodation which accounted for two-thirds 

(66% or $6,519.6m) of total income, followed by meals (14.1% or $1,388.1m) (ABS, 

2008d). Total income generated by accommodation businesses was $8,095.9 million 

or $1,424,800 per business. Total industry value added by these businesses was 

$4,774.9m which represented 0.5% of Australia's gross domestic product for 2006–

07. Value-added measures the value of wages and salaries paid to workers plus 

business profits.   

At the end of June 2007, there were 95,931 people employed by 

accommodation businesses in Australia. Employees in this sector were largely 

employed on a casual (44.1%) or part-time (12.2%) basis with 37% of staff employed 

full-time. Females accounted for 60% (57,516 people) of all employment and of these, 

half (49.8% of female employment) worked as casuals(ABS, 2008d). Males 

accounted for 40% of all employment and of these, almost half (46.5% of male 

employment) occupied permanent full-time positions. In total, 28.1% of employees in 

the accommodation sector were employed as room attendants, food and beverage staff 

accounted for 17.7%, clerical and administrative staff 17.3% and managers and 

supervisors 14.5% (13,918 people). Collectively, chefs, cooks and kitchen hands 

accounted for 12% (11,537 people) of all people employed (ABS, 2008d). 

Almost half (46.2%) of all accommodation businesses employed fewer than 

five people with these businesses accounting for just 10.6% of total income, which 

represented $383,600 per business. Larger accommodation businesses (i.e. those 

employing at least 50 people) accounted for 5.9% of all businesses yet generated over 

half of total income (56.9%. This represented $16.3 million per business (ABS, 

2008d).  
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2.2.2 Cafés, Restaurants and Catering Services 

At the end of June 2007, there were 15,423 businesses in Australia, 

comprising 13,987 cafe and restaurant businesses and 1,437 catering businesses 

employing 195,814 people (ABS, 2008c). During 2006–07 these businesses generated 

a total income of $13,673.2 million, which represented an average of $886,500 per 

business. Cafe and restaurant businesses accounted for 71% ($9,702.6m) of this 

income and catering businesses 29% ($3,970.7m). Total industry value added by these 

businesses was $5,695.5m which represented 0.5% of Australia's gross domestic 

product for 2006-07 (ABS, 2008c). 

According to the ABS (2008c) the main source of income for cafe, restaurant 

and catering services was takings from meals consumed on the premises, constituting 

under half (47%) of total income, catering services takings accounted for just under a 

quarter (24.1%), while sales of liquor and other beverages accounted for 19.9%.  

At the end of June 2007, there were 195,814 people working in cafe, 

restaurant and catering services with almost three-quarters (74.3%) working in cafe 

and restaurant businesses (ABS, 2008c). Employees in this sector were largely 

employed on a casual (50.2%) or part-time (15.5%) basis with just 22.9% of staff 

employed full-time. Female employees again provide more than half the workforce in 

this sector accounting for 53.2% of total staff (ABS, 2008c). At the end of June 2007, 

the largest number of staff was employed as waiting staff (38%), followed by chefs 

and cooks (20.5%) and kitchen hands (18.2%). 

Most café and restaurant sector businesses employed less than 10 people 

(67.5%) with these businesses generating just 27.7% of total income derived in the 

sector. Businesses employing more than 50 persons made up just 1.5% of the total 

businesses in the industry yet contributed 21.8% of total income (ABS, 2008c).     
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2.2.3 Clubs, Pubs, Taverns and Bars 

At the end of June 2005 there were 3,545 pubs, taverns and bars operating 

4,252 premises around Australia and employing 81,675 people (ABS, 2006c). Total 

income generated by pubs, taverns and bars was $11,114.3 million with the total 

industry value added being $4,394 million or approximately 0.5% of Australia’s GDP. 

Almost two-thirds (60.3%) of this income was derived directly from the sale of liquor 

and other beverages, with income from gambling providing 24.3% and income from 

meals and food accounting for 10.8% (ABS, 2006c). Similar to the sector above 

employees in this sector predominantly worked on a casual basis (70.1%). Full-time 

employees accounted for 23% of employment with only 5.6% of staff being employed 

part-time.    

There were also 2,116 hospitality clubs operating in Australia with a total of 

2,310 premises (ABS, 2006c). During 2004–05, income generated by hospitality clubs 

was $7,374.7million, with the total industry value added by these organisations being 

$4,086.1m, which is the equivalent of 0.5% of Australia's GDP for 2004–05. The 

main source of income for hospitality clubs was from gambling (58.4%), followed by 

the sale of liquor and other beverages (21.7%) and sales of meals and food (9.9%). At 

the end of June 2005, there were 63,734 persons employed in hospitality clubs. Total 

employment in clubs was 30,897 of which 48.5% were casual employees, 33% 

permanent full-time employees and 18.5% were employed in a permanent part-time 

capacity. Female employees accounted for 54.8% of total employees.    

2.2.4 Selected Amusement and Leisure Industries 

The ABS (2002b) defines a major amusement and theme parks as a business 

which operated on a commercial basis, were based at a fixed site, had multiple rides 

and attractions and had over 50,000 attendees annually. At the end of June 2001 there 

were 30 amusement and theme parks in the scope of this definition, employing 4,150 
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people (ABS, 2002b). These businesses had a total income of $287 million with over 

half (56%) of this income derived directly from admissions and ride tickets, 15% from 

the sale of merchandise, 13% from the sale of meals and food, with the sale of liquor 

and other beverages accounting for 5% of the total income (ABS, 2002b). More than 

half the employees (54%) in this sector also worked on a casual basis, 33% are 

employed full-time and 13% are employed part-time.  

2.2.5 Business Events Industry 

When looking at the business events industry in Australia, the ABS (2002a) 

defines business events venues as those that can hold events for 500 or more 

delegates. At the end of June 2001 there were 121 businesses in the scope of this 

survey, employing 10,347 people (ABS, 2002a). The total income from these sources 

was $655 million. Food and beverage income accounted for 46% of the total income 

with accommodation (23%), venue hire (17%), hire of audio visual equipment (5.6%) 

and car parking (2.3%) other main contributors to the overall income (ABS, 2002a). 

This sector is again dominated by a casual workforce (76%), with the remaining 24% 

employed on a full-time basis. 

2.2.6 Other Sub-Sectors 

 As can be seen in Table 2.3 there are several additional sub-sectors which, 

together with the above, comprise the tourism and hospitality industry. These sub-

sectors include; Travel agency and tour operator services; Road transport and motor 

vehicle hiring; Air and water transport; Rail transport; Manufacturing; Retail trade; 

Casinos and other gambling services; Libraries, museums and arts; Other 

entertainment services; and Education. Whilst these sub-sectors do play an important 

role in the industry this study will focus strongly on the five sub-sectors discussed 

above. 
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2.3 Characteristics of Tourism and Hospitality Industry 

Employment 

A number of characteristics have been commonly found in the tourism and 

hospitality industry in Australia including a young transient workforce, low levels of 

formal qualifications, high levels of female, student, part-time and casual workers, a 

high proportion of low skilled jobs, high levels of migrant workers, poor image in the 

eyes of potential recruits, a large proportion of hours worked outside normal business 

hours and high levels of staff turnover (Deery & Shaw, 1999; Freeland, 2000; 

International Labour Office, 1989; Riley, et al., 2002; Service Skills Victoria, 2005; 

Tourism Division, 2002). Flognfeldt (2001) has identified several groups of people 

who are employed in the tourism industry. These groups include the “core workers” 

who work year round either on a full-time, part-time or casual basis; “migrant 

workers” who work in the region every high season then leave to pursue other 

interests as soon as the peak season is over and “locals” who are just looking for 

short-term employment, particularly students. All of these types of workers are 

present in the Australian tourism and hospitality industry.  

This section will now cover some of the characteristics of the tourism and 

hospitality industry that have a direct effect on employment within the industry. 

2.3.1 Customer Service Focus 

It has been claimed that tourism is a people industry where customer service is 

critical, as the sector is very labour intensive (Tourism Division, 2002; Tourism 

Queensland, 2006b). The quality of staff will impact greatly on the impression clients 

have of an organisation. With word of mouth playing a key role in marketing, 

especially for small tourism firms, customer service must play a role in the day to day 

thinking and activities of businesses to ensure customers are satisfied with the product 
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and to aid continued growth (Tourism Division, 2002; Tourism Queensland, 2006b). 

Highly skilled staff will be able to interpret what different clients’ desire from their 

experience and be able to deliver a product that will meet the clients’ expectations. 

Tourism Queensland (2006b) claim that there are a number of skills areas that can be 

developed in the area of customer service including:  

• quality customer care, what it is and how to do it;  

• how to understand customer perceptions and expectations and manage 

customer motivations;  

• understanding causes of customer dissatisfaction; 

• recognising and avoiding obstacles to quality service;  

• interpersonal skills;  

• managing difficult people and situations;  

• effective communication;  

• improving self esteem, self image, attitudes, beliefs and taking responsibility;  

• improving cross-cultural awareness.  

The Tourism Council of Tasmania (2004) agrees that the area of customer 

service is critical to the industry and claim that it is crucial that employees aim to 

continually develop their customer service skills while employers must adopt a 

‘culture of service’.   

Lashley (1999a) claims that, whilst it can often be difficult to determine 

whether or not customer interactions are successful, many writers agree that “front 

line” staff play an important part in the customer service experience. According to 

Adelmann, Ahavia, and Goodwin (1994) there are a number of elements that 

customers are looking for when evaluating service quality. One of the main elements 

is positive interpersonal contacts, whereby the attitude, helpfulness and courtesy 
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shown by the service deliverer are key to a high-quality customer evaluation of 

service quality. For this reason Lashley (1999a) claims that employers must engage 

employees emotionally to ensure a high level of customer service is provided.  

2.3.2  High labour turnover  

There is a common suggestion that the tourism and hospitality industry is 

prone to high levels of labour turnover (Freeland, 2000; Iverson & Deery, 1997; 

Kelley-Patterson & George, 2001; Tourism Division, 2002). Iverson and Deery 

(1997) claim that the turnover culture found in the tourism and hospitality industries 

can be best characterised as acceptance of turnover as part of the work group norm, 

and it is the widely held belief of the majority of workers that a high level of staff 

turnover is appropriate. This turnover culture can have a detrimental effect on the 

company by acting as a counterculture to the organisations main objectives (Iverson 

& Deery, 1997). In a recent report evidence was found that the industry in the United 

Kingdom was investing in graduate recruitment and training and development to try 

to minimise the levels of staff turnover (Doherty, et al., 2001). 

  Thomas and Long (2001) claim that recruitment and retention can be used as 

an appropriate place to assess employer’s attitudes to the skill levels of potential 

employees, and is seen as one of the most pressing concerns reported by organisations 

within the industry. There have been a number of contributing factors reported that 

add to the problems associated with recruiting new staff and retaining current staff, 

resulting in high labour turnover within the industry. Some of these factors include 

low remuneration, the unsociable nature of employment, low entry barriers, a limited 

pool of skilled applicants (especially in regional areas) and a poor perception of the 

industry in the eyes of potential employees (Department of Education, Science and 

Training, 2002a; Iverson & Deery, 1997; Service Skills Victoria, 2005). However, 

according to Thomas and Long (2001), candidates with low levels of basic skills and 
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inappropriate attitudes towards customer service and customer interaction is the most 

common impediment to recruitment in the tourism and hospitality industry. 

 The tourism and hospitality industry employs a large number of young 

workers, particularly students (Buultjens, 1996; Lucas & Ralston, 1996). One of the 

reasons for this is that the hospitality industry and particularly the fast food sector 

have recently adopted a strategy known as ‘McDonaldisation” (Baum, 2006; Lashley, 

2000; Lucas & Ralston, 1996). This strategy is driven by the fact that the product and 

service delivery has been standardised to such a level that labour needs are being 

deskilled and minimised; becoming cheap and easily replaceable (Lucas & Ralston, 

1996). Students are particularly being targeted to undertake this type of work as 

students tend to be exploitable and are looking for short-term employment, which in 

turn adds to the high turnover rate the industry is facing (Lucas & Ralston, 1996).  

Whilst training and other measures have been suggested to combat skills 

shortages, Trendle (2005) argues that industries that have a high turnover of staff may 

have to address other factors such as low wages and poor working conditions, as the 

loss of trained staff will place extra pressure on the firm attracting the skills that are 

already in shortage. High turnover rates also place economic pressure on an 

organisation as productivity will drop when the employee departs; the company loses 

the capital investment spent on training the departing staff member as well as having 

the burden of recruiting and training a new staff member; as well as the cost of 

waiting until the new employee is fully productive and the effect high labour turnover 

has on other employees (Feinberg & Jeppeson, 2000; Trendle, 2005). Even if the new 

staff member has appropriate skills they will need firm specific training before they 

become productive (Trendle, 2005).  

Lashley (1999a) and Cook (1994) claim that one of the best strategies to help 

reduce labour turnover is to empower employees. Barbee and Bott (1991) claim that 
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empowered employees will take responsibility for the customer service encounter and 

respond more rapidly to the changing needs and tastes of customers and will deal 

more effectively with customer complaints. An organisation that empowers 

employees will also enjoy higher staff morale and their employees will take 

responsibility for their own performance and its improvement (Barry, 1993).  

A report undertaken for the Tourism and Transport Forum (Davidson & Timo, 

2006) found that in the accommodation sector in Australia, turnover amongst 

operational staff was a staggering 50.74% per year with a cost of $9,541, on average, 

to replace each employee. The report also found that the turnover rate amongst 

managerial employees was also very high at 39.19% per year. On average the cost of 

replacing these managers, supervisors and executives was $109,909 per establishment 

per year. Apart from the financial repercussions of high turnover, can an industry that 

turns over virtually 40% of its managers in one year still maintain managerial 

continuity, provide an acceptable level of service and remain profitable?  

2.3.3 Casual and Part time Labour 

In Australia since the early 1980’s there has been shift away from the 

dominant model of full-time employment to non-standard forms of employment such 

as casual, part-time and contract employment and this is particularly prevalent in the 

tourism and hospitality industry (Buultjens, 2001; Williams & Mangan, 1999). 

Labour flexibility is seen as a vital part of the human resource management plans of 

tourism and hospitality organisations (Buultjens & Howard, 2001). Buultjens and 

Howard (2001) claim that the main reasons for this are the employers ability to adjust 

working hours, extend the range of tasks undertaken by employees, allowing the 

employer the freedom to employ suitable numbers of staff to suit the economic 

climate. There is clear evidence that part-time, casual or temporary work and 
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contracting out services in the tourism and hospitality industry is growing (Buultjens, 

1996; DfEE, 2000; Freeland, 2000; Tourism Division, 2002).  

In Australia as a whole there has been a marked increase in part-time 

employment with the share of total employment rising from 14.8% in 1978 to 26% in 

1998 with a further one quarter of the total workforce in Australia being employed as 

casuals with no paid holidays or sickness benefits, no notice of termination and very 

little control over working conditions, especially hours (Campbell and Burgess, 1997 

cited in Burgess & Watts, 1999). When compared to other Organisation for Economic 

Co-operation and Development (OECD) economies, Australia has a larger percentage 

of part-time and casual workers (Burgess & Watts, 1999). The Department of 

Employment and Workplace Relations (House of Representatives Standing 

Committee on Employment Workplace Relations and Workforce Participation, 2007) 

advises that across the tourism and hospitality industry in Australia 56% of employees 

work full-time with 41.1 per cent employed part-time. This compares with the all 

industries position of 64.4 per cent in full-time employment and 32.4 per cent in part-

time positions. 

In the strictest sense, casual employment is employment as required and 

therefore the casual employee is legally terminated after every shift. There is no 

obligation on the employer to offer the casual worker any further work and the 

employee can not accumulate any continuous periods of employment (Creighton & 

Stewart, 2000). In practice, however, different awards and agreements defined casual 

employment differently. The move towards a more flexible labour market has seen 

award structures being simplified allowing employers more flexibility with regards to 

employee entitlements (Burgess & Watts, 1999). One important part of the award 

simplification process is that regular part-time work cannot be restricted, with the 

minimum and maximum number of hours a part-time employee may work being 
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removed from the award system. This has many consequences for casual and part-

time employees including a loss of entitlements and fewer restrictions on employees 

regarding working hours and non-standard employment agreements. Burgess and 

Watts (1999) claim that this process has resulted in relatively low paid workers in the 

hospitality industry losing many entitlements that have previously been incorporated 

into the award system.  

 One of the pressing questions relating to casual and part-time employment in 

hospitality organisations is that whilst most managers agree that the casualisation of 

the workforce does increase flexibility there is uncertainty amongst managers within 

the clubs sector in Australia as to whether casualisation does in fact provide the 

organisation with labour cost savings (Buultjens, 2001). This has forced some 

managers within the clubs sector to follow a policy of reducing the casual workforce 

whilst others are forging ahead with the casualisation of the workforce. These 

differing perspectives on the benefits of a casual workforce indicate the problematic 

nature of casual employment in the hospitality sector (Buultjens, 2001).  

2.3.4 Seasonality 

Seasonality in tourism and hospitality is one of the most discussed policy 

issues and operational concerns for decision makers in the industry, yet it is also one 

of the least understood issues (Baum & Lundtorp, 2001; Higham & Hinch, 2002). It is 

of particular concern for human resource departments as seasonality leads to 

widespread seasonal employment, underemployment and unemployment (Jolliffe & 

Farnsworth, 2003). This cycle of employment leads to human resource managers 

requiring extraordinary resources devoted to recruitment and selection, training and 

retention of staff (Jolliffe & Farnsworth, 2003). According to Baum and Lundtorp 

(2001) seasonality impacts not only on employment but also on many other aspects of 

the industry including marketing (packaging, distribution, pricing); finance (cashflow, 
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pricing, attracting capital investment) and stakeholder management (suppliers, 

intermediaries) as well as all aspects of operations. It has been argued that seasonality 

places the most pressure on businesses operating in marginal cold climate 

environments where seasons are very clearly defined, although it can also be an issue 

in tropical regions, as extremes of temperature and humidity as well as wet seasons 

will reduce demand at particular periods of the year (Baum & Lundtorp, 2001). 

According to Butler (2001) most debate about the effects of seasonality on 

tourism employment centres around two specific viewpoints. One viewpoint is that 

seasonality has a negative impact on employment in the tourism industry making it 

difficult for organisations to recruit quality fulltime staff and retain them in the long-

term. One of the reasons it is hard to retain quality full-time staff in businesses 

affected by seasonality, is that in the off season highly skilled staff believe that their 

skills are being wasted and feel bored at the lack of work that is available (Butler, 

2001). The second viewpoint is that unemployment is not caused by seasonality, as 

people choose to work in seasonal organisations as it pays better than other forms of 

employment and also allows freedom to pursue other activities in the off-season 

(Mourdoukoutas, 1988). Ball (1989) also suggests that seasonal employment actually 

offers relief to the unemployed as it provides an opportunity to gain work, albeit 

temporarily. 

One of the most compelling arguments that seasonal tourism has a positive 

rather than negative impact on tourism employment is made by Flognfeldt (1988) and 

Shaw and Williams (2002) who argue that employment in the tourism industry in 

seasonal areas, particularly in remote and small communities, complements traditional 

patterns of employment rather than competing with them. Nelson and Butler (1993) 

agree with this argument, claiming that in Shetland workers combine several seasonal 

jobs such as oil related activities, agriculture and fishing with their tourism positions. 
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Lundtorp, Rassing and Wanhill (2001) also highlight this fact, finding that people 

living in Bornholm who rely on fishing to earn an income have no work in the 

summer months as the fishing season is over and can therefore find work during these 

months in the tourism industry as this is when the tourists come to the region. 

Australian tourism and hospitality organisations, like tourism organisations 

worldwide, are prone to seasonality especially in the Northern Territory, Queensland, 

Tasmania and Western Australia where the tourism and hospitality industries rely 

heavily on leisure rather than business travellers (National Tourism Investment 

Strategy Consultative Group, 2006). The major dilemma is providing employment for 

one part of the year but not the rest of the year. This makes the workforce, in these 

areas particularly, become relatively transient and the Working Holiday Visa Scheme 

plays a role in filling these seasonal positions. The Australian working holiday visa 

scheme provides an opportunity for young people from selected countries; aged 18 – 

31 to travel round Australia, whilst earning money to help fund their holiday. The 

Australia working holiday visa permits the holder to stay for up to 12 months, 

however, they may only work for an individual employer for a maximum of 6 months. 

This program has been relatively successful in filling seasonal positions as well as 

hard to fill, low skilled positions. However, the fact that these positions are only short 

term means the employer will continue to face the same problems year after year. 

Seasonality also has an effect on the amount of training organisations in 

seasonal areas will provide for their staff, as the temporary nature of this work makes 

employers reluctant to invest in training (National Tourism Investment Strategy 

Consultative Group, 2006). Jolliffe and Farnsworth (2003) claim that businesses can 

adopt one of two responses to the issue of seasonality. The business can choose to 

embrace seasonality or challenge it. Businesses that accept seasonality could be those 

that only operate during peak seasons such as a summer bed and breakfast operation. 
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Those businesses that choose to challenge seasonality would prefer a more even 

distribution of business throughout the year and adopt many strategies to try to 

minimise the effect seasonality has on their operations. These may include increasing 

marketing and offering discounts and incentives in low and shoulder seasons, and 

diversifying the services and activities offered during slow periods (Jolliffe & 

Farnsworth, 2003). 

2.3.5 Poor Industry Image 

 It has been suggested that the tourism and hospitality industry as an employer 

has a poor image in the eyes of many potential employees (Aksu & Koksal, 2005; 

Brien, 2004; Getz, 1994; Kusluvan & Kusluvan, 2000).  Riley et al. (2002) suggest 

that tourism employment is devastated by the confusing complexity of its own image. 

They further claim that the image of a particular industry will have a major effect on 

the quality and quantity of potential recruits. There are reports that the tourism and 

hospitality industry has a particularly poor image in the eyes of hospitality students, 

which suggests that the industry may have greater difficulty attracting, recruiting and 

retaining quality staff (Jenkins, 2001). According to Brien (2004) discussions relating 

to the poor image that surrounds the tourism and hospitality industry started in 1990 

when the UK industry magazine, Hospitality, reported that the industry’s image was 

the main barrier to recruitment in the UK. In the late 1990’s a BBC television series, 

Hotel, showed various hotels, hotel antics and highlighted the working conditions in 

the industry. This helped form an image of the industry that many thought was 

alarming, unconstructive and negative (Brien, 2004). It has been argued that this is 

impeding the recruitment of quality staff as many potential employees are anxious 

about the working conditions in the industry caused by this negative image (Aksu & 

Koksal, 2005; Brien, 2004; Kusluvan & Kusluvan, 2000). A further example of the 
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poor image of the industry can be found with the New Zealand Hospitality Standards 

Institute reporting that industries concerns as being: 

Good people with attitude and motivation are in short supply. Poor employers 
create a reputation that tarnishes the entire industry. Low wages, long hours, 
less-than-generous work conditions contribute to a perception to the industry 
as being tough and unwelcoming. Industry tends to attract youth with limited 
life experience. Employees have unrealistic perceptions about their own 
ability; they expect higher wages than those offered and assume they can fast-
track their way through the industry (Hospitality Standards Institute, 2004, p. 
12). 
  

2.3.6 Low Remuneration for work 

 It is a common suggestion that tourism and hospitality workers are low paid. 

Wood (1992) claims that most commentators (but few employers) agree that the 

tourism and hospitality industry is characterised by poor pay. The implication is that 

to earn a good salary in the tourism and hospitality industry you must be prepared to 

work harder and longer than in other industries (Wood, 1992). Sturman (2001) argues 

that to state that an industry is poorly paid it must be compared to other industries that 

have a comparable skills profile. When he compared tourism and hospitality to other 

comparable sectors, Sturman (2001) found that tourism and particularly hospitality 

workers are particularly poorly paid in relation to the technical skills required to 

adequately perform the work required. The International Labour Organisation (ILO) 

(2001, p. 4) agrees, finding in a study of European Union countries that: 

Working conditions within the industry included a number of potentially 
problematic areas, such as irregular working hours, frequent work on Sundays, 
wages without a fixed basic element in 25 per cent of cases, widespread 
absence of overtime payments and wage levels generally 20 per cent below the 
European Union average.    

 

The ILO (2001) also found that in Switzerland tourism and hospitality workers earned 

on average 66% of the average monthly pay for all workers in 1999 while in the 

United Kingdom tourism and hospitality workers reportedly earned a similar amount 

in 1998. It is not just the so-called “unskilled” frontline staff that are paid at rates 



Chapter Two – Literature Review: – Tourism and hospitality employment and skills shortages 

Used and unappreciated: Student’s attitude towards a career in the industry 
36 

lower than the average employee. Wood (1992) found that managers in hospitality 

earn 27% below the industry average for non-manual managers with only employees 

working in the agriculture sector in the UK earning less. Taylor, Airey, and Kotas 

(1983) agree, stating that pay in the tourism and hospitality industry continually falls 

behind other industries. Whilst these studies are from a number of years ago it seems 

that the same problems exist today with Ram, Edwards and Jones (2004) finding that 

in some instances in the hospitality industry, even the highest paid members of staff, 

and sometimes the owners, were earning less than the minimum wage. In an 

Australian context, a recent study by Davidson, Guilding and Timo (2006) found that 

most operational employees (85.7%) in Australian 4 and 5 star hotels were earning 

less than A$30,000 per annum, with 65.4% earning less than A$25,000. Added to this 

is the fact that only 1% of operational employers surveyed earned in excess of 

A$50,000 per annum. When assessing the earnings of managers, the majority (60%) 

earn less than A$49,000 per annum.  

2.4 Skills and skills shortages 

Before a review of skills shortages can take place, the term skills needs to be 

defined. It is important to discuss the role of skills here in order to understand what is 

meant by the term skills shortage. Frogner (2002) defines skills as ones ability to 

perform tasks to a predefined level of competence. Green, Machin and Wilkinson 

(1998) claim that previous research has found ambiguities over the concept of skills. 

Historically skills have been referred to as fundamentally technical in nature such as 

manual dexterity or cognitive skills whilst Oliver and Turton (1982) argue that the 

term skills also needs to refer to a range of behavioural attributes such as stability, 

reliability and ability to work unsupervised. It is now generally accepted that the term 

skills now refers to a mixture of both behavioural and technical skills (Green, et al., 

1998). This is especially true in the tourism and hospitality industries where, in 
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addition to employability skills, teamwork, planning and the ability to learn, 

employers are seeking graduates with behavioural skills such as commitment, 

honesty, enthusiasm and a sense of humour (National Tourism Investment Strategy 

Consultative Group, 2006). To measure what skills people have has proven difficult, 

therefore Frogner (2002) claims that qualifications can be used as a proxy for 

determining ones level of skills. This measure does have limitations as skills that are 

gained on the job through on the job training or internships are not considered. 

According to Tourism Queensland (2006b) skills development can benefit 

many different parties including individuals, businesses, customers and the overall 

economy. It can benefit individuals as those people undertaking skills development 

education and training are more likely to have higher paying positions than those that 

don’t undertake any form of skills development. Many businesses fail in their first 12 

months of operation, and skills development programs can help businesses through 

this period (Tourism Queensland, 2006b). These programs will also allow the 

business to increase staff morale, customer satisfaction, productivity and profitability 

while helping to reduce staff turnover, absenteeism and workplace accidents. The 

customer will also benefit from skills development by receiving a higher level of 

service where their needs and expectations are identified and addressed. Finally the 

overall economy will benefit, as a skilled and flexible workforce will allow Australian 

companies to be successful on a global scale (Tourism Queensland, 2006b).  

Thomas and Long (2001) state that the size of the organisation will influence 

the organisations commitment to skills development, with larger companies more 

likely to have a structured training and skills development program in place. They 

also found that companies that showed a commitment to skills development also had 

other characteristics in common such as the fact that training and skills development 

is seen as just one component of business practice and a focus on quality service and 
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meeting customers needs. Other characteristics that were commonly found in 

organisations that value skills development included management being concerned 

with labour turnover, employee commitment and motivation and often sought the help 

of external organisations to conduct training programs. Companies in this group often 

provide employees with above average pay structures, time off to attend training 

seminars and value staff input in the decision making process (Thomas & Long, 

2001).  

Frogner (2002) claims that all skills can also be divided into two separate 

categories; transferable or generic. Transferable skills describe those skills that can be 

easily transferred from one occupation to another, whilst generic skills relate to those 

skills that are specific to one occupation. There are many ways to develop these skills, 

with Freeland (2000) claiming that a structured approach must be taken to effectively 

develop skills (see Table 2.4). This approach to effectively develop skills has four 

main steps. The first step is to identify what skills are needed and what skills are 

currently deficient in the industry. The second step is to develop a strategy to address 

the required skills and determine the correct avenue to provide training in these areas. 

The third step is to employ this strategy and the final step is to evaluate the 

effectiveness of the program. 



Chapter Two – Literature Review: – Tourism and hospitality employment and skills shortages 

Used and unappreciated: Student’s attitude towards a career in the industry 
39 

Table 5: Effective skill development: Steps to undertake in a demand-driven training market. 
 
 

1. IDENTIFY NEEDS 
• Identify skills, formal qualifications or licensing requirements intended to be gained from 

training. 
• Document skills and attributes of current staff and determine suitability for training, 

promotion, higher duties etc. 
 

 

2. DEVELOP A STRATEGY TO FULFIL NEEDS 
• Determine which training methods and/or providers are best able to fulfil needs. For those 

with no past experience, other enterprises and the Industry Training Advisory Board (ITAB) 
will be valuable resources at this stage. Remember, suppliers of products are often willing to 
provide training to familiarise staff with their products. 

• Consider recruiting of employees with skills or qualifications required. Remember that there 
will be some training required for most new employees. Results from stage one will be useful 
in finding an appropriate employee. 

 
 

3. IMPLEMENT THE STRATEGY 
• Negotiate contract for training provision; ensure skills, formal qualifications or certifications 

are included. Contracted training providers are obligated to provide the training outlined in the 
contract.  

• Inform participants and training providers of expected outcomes. 
 

 

4. EVALUATE EFFECTIVENESS OF STRATEGY 
• On completion of training, gain feedback from staff and training providers regarding the 

effectiveness of training in providing needs. Gaining feedback on the effectiveness of training 
will ensure objectives are met and will be helpful in developing future training strategies. 

 
 

Source: Freeland (2000) 

2.4.1 Employability Skills Framework 

The highly problematic issue of soft skills has recently been addressed by key 

training bodies in Australia such as the National Centre for Vocational Education 

Research (NCVER), the Australian National Training Authority (ANTA) and the 

Commonwealth Department of Education, Science and Training (DEST), and has 

been placed firmly on the vocational education training agenda (Taylor, 2005). A 

report titled “Employability skills for the future” was prepared by the Business 

Council of Australia and the Australian Chamber for Commerce and Industry 

(Department of Education, Science and Training, 2002a). In this report several 

generic skills, characteristics and attributes were identified that, if possessed, would 

ensure an employee would have a greater chance of succeeding in their position. From 

this report a competency based employability skills framework was developed 

(Taylor, 2005). This framework lists the personal attributes a person requires as well 
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as the skills need to successfully work in the tourism and hospitality industry. A 

summary of this framework can be found in Table 2.5. 

Table 6: Employability skills framework summary 

Attributes 
• Loyalty     • Positive self-esteem 
• Commitment     • A sense of humour 
• Honesty and integrity    • A balanced attitude to work and home life 
• Enthusiasm     • An ability to deal with pressure 
• Reliability     • Motivation 
• Personal presentation    • Adaptability 
• Common sense 

Skills 
• Communication that contributes to productive and harmonious relations across employees and 
customers 
• Teamwork that contributes to productive working relationships and outcomes 
• Problem-solving skills that contribute to productive outcomes 
• Self management skills that contribute to employee satisfaction and growth 
• Planning and organising that contribute to long-and short-term strategic planning 
• Technology skills that contribute to effective execution of tasks 
• Learning skills that contribute to ongoing improvement and expansion in employee and company 
operations and outcomes 
• Initiative and enterprise skills that contribute to innovative outcomes 
 
Source: Taylor (2005). 

 
This framework distinguishes between the employability skills 

(communication, team work, self-management) and the personal attributes (loyalty, 

commitment, enthusiasm etc.) that the authors believe are central to the employability 

skills framework, and educators have been asked to redesign education programs to 

ensure that these skills and attributes are developed at an educational level (Taylor, 

2005). Educators have also been asked to develop methods to measure and record 

students achieving the goals that have been set. One of the biggest issues facing 

educators is that before they can measure these skills and attributes there has to be 

some consensus to clarify what is meant by each as there are widely differing views as 

to what each means (Taylor, 2005). Down (2003, p. 4) states that:  

The potential difficulties in systematically assessing one’s initiative and 
enterprise, within an environment where consistency is seen as a major 
concern and is often confused with sameness, pales into insignificance when 
we try to imagine how the “personal attributes which contribute to overall 
employability”  
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Some of the criticisms of the framework that have come from the VET sector 

include concerns with the term employability skills and the fact that the VET sector 

was not consulted to a great extent during the development of the framework (Down, 

2003). Down (2003) also had issues with the fact that the set of skills and generic 

abilities cannot be considered competencies within a competency framework.  

2.4.2 Skills Shortages 

What is a ‘skills shortage’? There are a number of definitions used to describe 

a skills shortage. The British Government’s Training Agency defines a skills shortage 

as existing “when there are not enough people available with the skills needed to do 

the jobs which need to be done” (Training Agency, 1990, p. 29) while the Learning 

and Skills Council (2003) claims that a skills shortage occurs when recruitment 

difficulties are caused by a shortage of individuals who possess the necessary skills in 

the available labour market. Skills shortages arise when there are more vacancies for 

employees with certain skill sets than the number of available individuals who possess 

the required skills (Department of Education, Science and Training, 2002a; Frogner, 

2002; Shah & Burke, 2003; Trendle, 2005; Veneri, 1999). Skills are usually defined 

according to professional qualifications and training or occupations and therefore a 

skills shortage can be defined as a shortage of workers with particular qualifications 

or a shortage of those with particular qualifications working within certain 

occupations (Department of Education, Science and Training, 2002a; Shah & Burke, 

2003). 

 As stated in the introduction, there is evidence that skills shortages can lead to 

firms having difficulties regarding several aspects related to the economic 

performance of the firm, such as problems in providing suitable customer service, 

delays in developing new products and services, increasing operating costs and 
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obstacles to meeting the required quality standards (Marchante, et al., 2003). It has 

been claimed that the problems associated with skills shortages are more likely to 

emerge during times of economic boom with skills surpluses occurring during 

recession (Australian National Training Authority, 2003; Cohen & Zaidi, 2002; 

Trendle, 2005). When any item is in high demand and there is a low supply there is an 

increase in the price of the item as it becomes increasingly scarce. The same happens 

when a skills shortage occurs, with the wage associated with the position that is in 

shortage rising as less skilled labour is available in the market (Australian National 

Training Authority, 2003; Trendle, 2005). According to Trendle (2005) and the 

Australian National Training Authority (2003) skills shortages will occur when there 

are factors that prevent the wage changing to bring supply and demand for the skill 

into equilibrium. 

 As can be seen above, there are differing opinions on what a skills shortage 

actually means, with employers, employees and policy analysts all having varying 

views. Shah and Burke (2003) claim that this common lack of understanding can 

obscure analysis of the problem and its causes as well as hindering possible solutions. 

When analysing skills shortages, Trendle (2005) claims that it is important to 

differentiate between scarcity and shortages of skills. Trendle (2005, p. 4) describes a 

scarcity as “measuring the value of a skill placed by the prospective buyer and sellers 

in the marketplace” while a shortage “measures the excess demand for a skill at the 

prevailing price”. When we consider these two definitions it can be argued that while 

a skill may be scarce there will be no shortage as long as the price for that service is 

allowed to rise enough so as to balance supply and demand; conversely a service may 

not be scarce but there may be a shortage if the price for that service is too low 

(Trendle, 2005). When considering these differences between scarcity and shortages 

Trendle (2005, p. 4) defines a skills shortage as “as the existence of a shortage of 
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skilled workers who possess the ability to perform a productive task at a certain level 

of competence expected by their employers at the prevailing wages and working 

conditions”. 

There are a number of factors that will contribute to the scarcity or shortage of 

a particular skill. On the demand side new products, new technology and globalisation 

will affect demand for particular skills whilst on the supply side the ageing of a 

workforce, changes in the attractiveness of a particular position and changes in the 

number of new workers entering and completing training and education will 

determine the extent of skills available (Department of Education, Science and 

Training, 2002a; Trendle, 2005). For these reasons a shortage of skilled labour can be 

caused or removed by a number of factors influencing the supply and demand of 

skilled labour.  

A Queensland Government (Department of Employment and Training, 2005) 

white paper into skills in the workforce has found that skills shortages are the result of 

Australia, and Queensland in particular, experiencing one of the most competitive 

labour markets in recent times, with a national unemployment rate of only 4.3% and a 

Queensland rate of just 3.1% in July 2008 (ABS, 2008b). The white paper 

(Department of Employment and Training, 2005) also claims structural changes to the 

labour market in recent years has had a similar effect on skills shortages as those 

changes forced by the industrial revolution some 200 years ago. The white paper 

states that some of these modern work revolutions include: 

• the decline in traditionally important sectors such as agriculture, primary 

industries and manufacturing as sources of employment 

• the substantial growth of service industry sectors 

• the resurgence of industries like mining, utilities, construction, transport and 

storage, and communication services 
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• the rising demand for skilled tradespeople and technicians as a result of booms 

in the resources and building sectors 

• the higher-than-average growth of professional and associate professional 

occupations, largely due to our increasingly technological society 

• the significant growth in non-standard forms of employment including part-

time, casual, contract, seasonal, self-employed consultant and labour hire 

agreements, with these arrangements comprising about 40 per cent of the 

workforce by the year 2000 

• an ageing workforce combined with many Australians retiring well before the 

usual age of 65, having a significant impact on the number of workers 

available to fill labour market vacancies (Department of Employment and 

Training, 2005, p. 7). 

These changes to the fabric of the modern labour market make it difficult to predict 

what skills will be in demand next year, let alone in the next 5-10 years. The white 

paper argues that skills shortages are no longer linked to changes in the economy but 

are caused by factors including global changes to the nature of work, the influence of 

new technologies and the implications caused by an increasingly ageing workforce in 

Australia (Department of Employment and Training, 2005). 

Green et al. (1998); Frogner (2002) and Green and Ashton (1992) claim that, 

while there a number of factors that cause skills shortages, there are two main types of 

skills shortages facing organisations. The first occurs when there is a difficulty in 

recruiting staff that possess the necessary skills to perform the duties required of the 

position and the second arises from existing staff having a lack of necessary skills to 

adequately perform their duties. Frogner (2002) describes this second type of shortage 

as a skills gap rather than a skills shortage. Frogner (2002) claims that skills gaps are 

important as they affect the performance of firms as well as provide employers with 
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ideas of where skill shortages could appear in the future. This would be the case if a 

number of firms had similar skills gaps and all attempted to remedy this gap by hiring 

at the same time. If there was not enough supply of potential employees with the 

required skills, a skills shortage would occur. Skills gaps generally occur when 

existing employees do not have the required qualifications or there is insufficient 

training conducted in the organisation and primarily occur in organisations that 

employ sales/customer service staff, personal services staff and staff in elementary 

occupations (Department of Education, Science and Training, 2002a; Frogner, 2002). 

A widespread view is that skills shortages need to be addressed as they 

potentially impact on productivity, employment and earnings (Frogner, 2002; Trendle, 

2005). The National Tourism Investment Strategy Consultative Group (2006) agrees, 

finding that enterprises experiencing skills shortages will, in the short-term, 

experience increased recruitment and operating costs, reduced productivity and 

constraints on growth and in the long-term may leave the industry altogether. 

There are a number of reasons that skills shortages are appearing in the 

tourism and hospitality industry. The International Society of Hospitality Consultants 

(2006, p. 1) states that four of the biggest issues are:  

• Demographics: Population growth rates have been slowing in Europe, the 
U.S. and elsewhere for decades so the number of workers leaving the 
workforce now exceeds those that are entering. The aging workforce 
moving into retirement is creating a huge void that can only be expected to 
grow larger going forward; 

• Lagging Wage Rates: Long criticized for paying salaries and wages below 
those common in other industries, hospitality companies are increasingly 
finding it difficult to attract and retain qualified candidates willing to attract 
standard wages; 

• Industry Reputation: Like it or not, the hospitality industry has not done 
enough to earn a reputation as a top career choice for college graduates. 
Notorious for long hours, night and weekend shifts our industry has Gen-
X’ers and Gen-Y’ers seeking other careers with a perceived higher quality 
of life and better wages; and 

• De-emphasis on Training and Worker Satisfaction: Following the 
worldwide dip in demand that followed 9/11, and the Bali bombings many 
hotel companies failed to fully restore training and worker enrichment 
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programs that marked the 1980s and 90s. This comes at a time when 
lodging brands are increasingly adding amenities and services in order to 
differentiate themselves from competitors. 

 
These issues highlight the issues facing tourism and hospitality employers. Some of 

these issues are within the control of the industry; lagging wage rates, reputation and 

training and the industry must address these. The issue of demographics is out of the 

control of employers and highlights the need to understand the young workers and 

potential workers to ensure that their needs are being met by the industry.  

2.4.3 Measuring Skills Shortages 

 When attempting to estimate whether a skills shortage exists there are a 

number of approaches that can be used although generally these measures fall into 

two broad categories (Trendle, 2005). The first category uses measures such as market 

economic indicators such as employment and unemployment changes, wage 

movements and vacancy, hiring and separation rates, while the second category uses 

employer-based surveys to extract information.  

 Unfilled vacancy rates can be used to measure the available labour market 

whereby a large number of hard to fill positions within an industry can be indicative 

of a skills shortage (Trendle, 2005). Care should be taken when equating skills 

shortages with hard to fill vacancies and using only unfilled vacancy data, as this can 

lead the researcher to make unsafe conclusions as they are not taking into other 

mitigating factors such as whether reasonable recruitment efforts have been made, 

sufficient wages are being offered and training and development is available to 

potential employees (Green, et al., 1998; Trendle, 2005). Unemployment rates can 

also be used to assess skills shortages within an industry whereby a high 

unemployment rate would suggest a surplus of skills whilst a low unemployment rate 

could suggest a shortage (Trendle, 2005). Trendle (2005) suggests that the challenge 

with using this data is determining what the normal unemployment rate would be and 
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that in Australia the lack of reliable data available makes determining this figure very 

difficult. Trendle (2005) claims that to enable the researcher to make a safer 

conclusion both the unfilled vacancy rates and unemployment data, if it is available, 

should be used, whereby the unemployment-vacancy (U/V) rate can be calculated to 

give a more precise view of whether a skills shortage exists.  

 Another factor that can be used to interpret labour imbalances within an 

occupational group is wages. If wages are relatively low it could be argued that there 

is a surplus of skills in that occupation whilst a relatively high wage level could 

suggest a shortage of available skills (Trendle, 2005). Therefore changes in relative 

wages have been used to study labour market imbalances. As with using unfilled 

vacancy rates and unemployment data to investigate skills shortages there are 

problems associated with using wage data to determine skills shortages. Trendle 

(2005) notes that institutional factors rather than increased demand can drive up 

wages and Shah and Burke (2003) claim that wages are usually inflexible and do not 

change to meet current market conditions. Therefore using only wage differentials to 

determine skills shortages can also lead researchers to make unsafe conclusions. 

There have been a number of other indicators used to predict skills shortages 

such as hours and intensity of work, production levels, employee turnover, 

subcontracting, training expenditure and levels of immigration (Shah & Burke, 2003). 

As with the abovementioned indicators the usefulness of these indictors will depend 

on the availability and reliability of data as well as interpretation of this data.  

According to Shah and Burke (2003) using the second category, employer-

based surveys, extracting information to predict skills shortages should be used with 

some caution as employers undertaking self reported surveys often have an 

inconsistent interpretation of various aspects relating to skills shortages. 
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2.4.4 Responses to Skills Shortages 

 Trendle (2005) claims that industries and organisations can apply a number of 

strategies to try to minimise the effects of skills shortages. These strategies include a 

price response by increasing the wage payable or working conditions to potential 

employees who possess the required skills, changing the production process such as 

purchasing new capital equipment to remove the need for the skills that are in 

shortage, or a supply response where there are more people trained to have the skills 

that are in deficiency. Before an organisation can develop an effective response to 

skills shortages, Shah and Bourke (2003) claim that they must have understanding of 

the size of the gap between supply and demand, what has caused this gap and how this 

gap affects service. As stated above one response to skills shortages that has been 

suggested is to increase wages and salaries in times of skills scarcity and recruitment 

difficulties (Frogner, 2002). Whilst this response has been suggested, a report 

conducted by the Department for Education and Skills in the United Kingdom found 

that only about half the firms surveyed that claimed to experience skills shortages 

would be willing to raise wages to attract quality staff who possess the required skills 

(Frogner, 2002).   

An increase in education, training and development has also been 

recommended to reduce skills shortages. Shah and Burke (2003) note that increasing 

the level of training is one response to a skills shortage but the extent of the 

effectiveness of this strategy will depend on a number of factors including the severity 

of the shortage, as well as the factors that have resulted in the shortage. The 

Queensland Government Skills Plan: A White Paper (Department of Employment and 

Training, 2005) agrees, claiming that the availability of skilled labour will increase if 

education and training closely aligns with the needs of students as well as industry. A 
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more in-depth look at the role of education and training in reducing skills shortages is 

undertaken in the next section of this thesis.  

 Another strategy that has been suggested is to use a psychological contract 

between the employee and the employer to encourage commitment to the 

organisation. Kelley-Patterson and George (2001, p. 312) describe the psychological 

contract as “a series of expectations and needs arising from an organisation-individual 

relationship”. The psychological contract has an important influence on staff 

behaviour as it sets out to cover a range of expectations including rights, duties, 

obligations and privileges implicitly between the individual and the organisation. 

Morishima (1996) claims that the contract will change with time and will vary 

according to the culture of the organisation and the structure of the organisation itself. 

The contract will also influence the employees’ satisfaction with the position as well 

as effect productivity and commitment to the organisation (Shore & Tetrick, 1994). 

Rousseau (1995) has identified two types of psychological contract: 

transactional and rational. Transactional contracts are where the contract is short-term 

and specific and are commonly found in the USA, UK and Canada. This type of 

contract is typically used in ‘buy’ organisations which are highly driven by cost 

factors and therefore purchase their labour on an as needed basis (Millward & Herriot, 

2000). Rational contracts are characterised by high levels of trust between the two 

parties, longer in duration and grounded in socio-emotional dependency (Rousseau, 

1995). This type of contract was characteristic of Japanese firms prior to 1990 where 

organisations showed concern for employees’ welfare, provided employees’ with 

long-term employment security and invested heavily in training and development. The 

level of commitment shown by the organisation is then reciprocated by the employee 

who accepts organisational goals and uses their skills to benefit their employer 

(Morishima, 1996).  
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2.4.5 Measuring Skills Shortages in Australian Tourism and 

Hospitality 

It has been estimated that the current skills shortage within the Australian 

Tourism Industry is up to 7,000 positions with a further deficit of up to 15,000 

positions per year (National Tourism Investment Strategy Consultative Group, 2006). 

On current estimates over the next decade a further 130,000 people will be needed to 

add to the tourism and hospitality workforce, but if current trends continue only 

45,000 workers are expected to join the industry, increasing the fears that skills 

shortages will dramatically increase in the coming years. As can be seen in Table 2.6, 

most sectors of the industry will in Australia will experience growth in the decade 

from 2003/04 to 2013/14. The largest growth, by number of new employees, will be 

in the accommodation sector (40,000 new employees needed), followed by cafes and 

restaurants (21,600), education (20,200) and retail trade (17,700). On a wider basis, 

the World Travel and Tourism Council (cited in de Jong, 2008) predicts that Asia 

Pacific travel & tourism will require more than 15 million directly-related new jobs by 

2020 just to service travel demand. This claim is underlined by the fact that there are 

over 1,200 new hotels under development in the Asia Pacific region and these 

organisations will require thousands of experienced managers, front desk, 

housekeeping and maintenance staff (de Jong, 2008). Another figure mentioned by de 

Jong (2008) is that in China, four thousand new airline pilots will be required each 

year to keep up with basic growth. 
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Table 7: Forecast change in tourism employment by sector. 
 

Sector Total 

2003-2004 

(’000’s) 

 

 

Total 

2013-2014 

(’000’s) 

 

Change 

(’000’s) 

 

Capital 

Cities 

(’000’s) 

 

Regional / 

Rural 

(’000’s) 

 Travel agency and tour operator services 22.2 

 

16.1 

 

-6.1 

 

-3.9 

 

-2.2 

 
Road transport and motor vehicle hiring 

 

26.2 

 

34.2 

 

8.0 

 

5.1 

 

2.9 

 Air and water transport 

 

33.4 

 

40.7 

 

7.3 

 

4.6 

 

2.7 

 Accommodation 

 

94.2 134.2 40.0 25.4 14.6 

Cafés and restaurants 

 

50.7 72.3 21.6 13.7 7.9 

Clubs, pubs, taverns and bars 

 

25.7 23.8 -1.9 -1.2 -0.7 

Manufacturing 

 

43.4 53.5 10.0 6.4 3.7 
Rail and transport 

 

4.2 4.9 0.7 0.4 0.3 
Retail trade 

 

140.5 158.2 17.7 11.2 6.5 
Education 

 

25.8 46.0 20.2 12.8 7.4 
Libraries, museums and arts 

 

9.6 14.8 5.2 3.3 1.9 
Other entertainment services 

 

16.5 24.2 7.7 4.9 2.8 
Casinos and other gambling services 

 

1.8 1.2 -0.6 -0.4 -0.2 
All other industries 

 

42.4 43.3 0.9 0.5 0.3 

Total 536.6 667.4 130.8 83.0 47.7 
 

Source: Australian Hotels Association (2008) 

It has been suggested that due to the fragmented nature of the industry in 

Australia the industry is not well equipped to respond to the future challenges 

presented by skills shortages and skills gaps (Service Skills Victoria, 2005). From the 

literature (Deery & Shaw, 1999; Freeland, 2000; Service Skills Victoria, 2005; 

Tourism Division, 2002) it can be seen that there are many different factors that 

influence skills shortages in the tourism and hospitality industry in Australia. From 

these sources the author of this thesis has devised a concept map (figure 2.1 below) 

showing all the factors that are currently contributing to the skills shortage facing the 

industry (Richardson, 2008a). This summarises the discussion so far in the chapter 

and identifies the eleven contributory factors to skills shortages in the tourism and 

hospitality industry in Australia.   

The influence of these factors is strongest within specific tourism entry level 

positions and is where the greatest pressure for skills training and development lies. 

Management roles such as human resources, finance and legal support which have 
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appropriate career paths and advancement opportunities have reported minimal or no 

skills shortages (National Tourism Investment Strategy Consultative Group, 2006).  

According to the Tourism Division (2002) there are a number of areas in 

which there is expected to be a skills shortage in the tourism and hospitality industry 

in Australia (see Table 2.7). As reported above, there are reported skills shortages in 

the café and restaurant sector in the form of chefs and food and beverage staff. There 

are also difficulties in recruiting quality staff for tourism organisations in particular 

geographic areas. Skills gaps are also emerging in the areas of E-business, customer 

service, small business management, risk assessment, and gaming attendants as well 

as a shortage of guides and tour leaders with interpretive skills. 

Table 8: Potential areas of skills shortages in the Tourism and Hospitality Industry 
 

Potential areas of skills shortages 

Management and business skills for medium to small sized enterprises 
Lower and Middle Level Managers 
Cross cultural and language skills 

Commercial cookery skills (Chefs, Cooks and Pastry Cooks) 
Food & Beverage staff 

Marketing and product development skills 
Customer service skills for front line staff 

Management and operational skills for meetings, conferences, exhibitions and events 
Operational skills for tour guides 

General skills in the provision of gaming services 
Information technology skills 

Skills for managers and supervisors relating to the implementation of food standards  
Skills to formulate safety plans 

Operational skills for local and inbound tour operators 
Special interest tourism skills, such as eco-tourism and adventure and recreational tourism 

Entrepreneurial and sales skills 
 

 

Source: Tourism Division (2002). 
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The Tourism and Transport Forum conducted a survey of its members in May 

2005 in relation to labour shortages, skills and training in the tourism and hospitality 

industries (Tourism & Transport Forum, 2005). This survey found that 75% of 

respondents had difficulty in filling positions with the most difficult positions to fill 

being chefs, cooks and food & beverage staff with lower and middle level managers, 

and sales & call centre staff as well as front of house staff and tradesmen (engineers, 

electricians etc) also described as problem areas. The survey also found that the main 

geographical regions having difficulty with recruitment were Perth and Darwin as 

well as regional areas including Central Australia, Western Australia, Tasmania and 

Far North Queensland (Tourism & Transport Forum, 2005).    

2.4.5 Responses to Skills Shortages in the Australian Tourism and 

Hospitality Industry 

The Working Holiday Maker Program, which allows travellers to work in 

Australia, and the Overseas Student Program, allowing international students to work 

up to 20 hours a week, are both helping to reduce the skills shortage in the industry 

(National Tourism Investment Strategy Consultative Group, 2006). The Working 

Holiday Maker Program especially benefits rural and seasonal businesses, although 

one major drawback is the fact that travellers are only allowed to work for six months 

making an investment in training financially unviable (Tourism & Transport Forum, 

2005). Some of the reasons respondents stated for not using the scheme (Tourism & 

Transport Forum, 2005) were “Restrictions on the scheme make implementation time 

consuming and difficult. Certainly doesn’t encourage the use of the scheme”, “Three 

month time limit is difficult, just as they are becoming useful they have to leave” and 

“Three months can be somewhat restrictive in terms of money invested in training. 

Six months would be better”. The Australian Federal Government has recently made 
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changes to the Working Holiday Visa scheme after considering various reports 

including the one discussed above. Some of these changes include; raising the allowed 

time to work with one employer from 3 months to 6 months; and visa holders who 

have worked in a specified industry in regional Australia for a minimum of three 

months (88 days) while on their first Working Holiday visa, may be eligible to apply 

for a second Working Holiday visa. 

Another program that is helping in this area is the General Skilled Migration 

program which grants visas to international workers who have particular, and often 

required, skills. In 2003-2004 around 689 of these visas were given to international 

workers in tourism occupations and this number is expected to grow (National 

Tourism Investment Strategy Consultative Group, 2006). An increase in education, 

training and development has also been recommended to reduce skills shortages. Shah 

and Burke (2003) noted that whether increasing the level of training is the appropriate 

response to a scarcity of particular skills depends on a number of factors including the 

severity of the shortage as well as the main factors that have resulted in the shortage. 

The Queensland Government Skills Plan: A White Paper (Department of Employment 

and Training, 2005) agrees claiming that the availability of skilled labour will increase 

if education and training closely aligns with the needs of students as well as industry. 

A more in-depth look at the role of education and training in reducing skills shortages 

is undertaken in the next section of this thesis. 
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Chapter Three: Literature Review - Training in the 

tourism and hospitality industry and understanding 

Generation Y 

3.1 Introduction 

The previous chapter defined training and education as one factor behind the 

current skills shortage. This chapter is a review of literature relating to skills 

development and training across the tourism and hospitality sector in Australia. It also 

looks at measuring attitudes and perceptions; understanding Generation Y, since this 

is the target population; and student employment in the tourism and hospitality 

industry. As with the previous chapter, this literature review draws from a variety of 

areas including human resources, economics, training and development, education, 

tourism, skills development and graduate profiling.  

3.2  Skills Development and Training in the Tourism and 

Hospitality Industry 

Thomas and Long (2001) state that the relationship between business 

performance and training is not easily measured and therefore there are a wide range 

of opinions on the value of training programs. Whilst some studies have suggested 

that training has limited benefits in some contexts, there is growing evidence that 

training does in fact have a positive effect on the overall performance of businesses 

(Clements & Josiam, 1995; Thomas & Long, 2001). Some of the benefits that 

businesses may receive from structured training programs include increased 

productivity and customer service levels, reduced staff turnover, increased flexibility 



Chapter Three – Literature Review: Training in the tourism and hospitality industry and understanding 
Generation Y 

Used and unappreciated: Student’s attitude towards a career in the industry 
57 

and willingness of employees to accept change within the organisation (Clements & 

Josiam, 1995; Ferguson & Berger, 1986; Hogan, 1990; Thomas & Long, 2001). 

Clements and Josiam (1995, p. 14) found that there are many reasons why an 

organisation should have structured training including: 

• financial benefits as trainees reach full productivity much sooner; 

• improved consistency of product and service offerings resulting in 

higher customer satisfaction; 

• improved safety of employees and customers; 

• improved self-esteem of employees, who feel confident because they 

“know” what they are doing; 

• improvement in yield as a result of lower wastage and spoilage; and 

• reduction in employee turnover. 

There are many different types of training available to organisations including 

formal or informal and external or internal (Thomas & Long, 2001). Freeland (2000) 

claims that most formal training in the tourism and hospitality industry in Australia is 

undertaken in the Vocational Education and Training (VET) sector with the majority 

of this training conducted by Technical and Further Education (TAFE) colleges. 

Whilst this is the case, Freeland (2000) states that universities, private training 

colleges, industry organisations and product suppliers are capturing an increasing 

market share as they tend to be more flexible than TAFE colleges and are able to 

more easily adapt to the changing needs of enterprises, although generally TAFE 

colleges are still seen by many employers as the best style of formal training for staff 

in the industry (Tourism Division, 2002).  

In Australia in 2003, government related spending in the VET sector totalled 

more than $4.5 billion. The National Tourism Investment Strategy Consultative 
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Group (2006) claim that despite this, and the fact that an effort has been made to 

match formal training with industry requirements, only 30% of tourism employers in 

the recent Tourism Skills Survey believed that graduates had the skills required to 

adequately perform their duties to the expectations of the employer. A 1997 study of 

New South Wales TAFE graduates one year after graduation paints an even darker 

picture showing that employers had a 90% dissatisfaction rate with graduates in 

tourism and hospitality (Tourism Division, 2002). More than 75% of respondents in 

the Tourism Skills Survey also claimed to want more input into the development of 

VET courses and believed that VET courses need to provide students with more 

practical job skills. Freeland (2000) and the Tourism Division (2002) agree, claiming 

that a large proportion of training resources are wasted on developing skills not 

needed by the industry as training is often determined by the providers rather than 

considering the needs of enterprises. Sixty percent of employers also claimed that 

graduates of tourism programs had inadequate numeracy and literacy skills to 

adequately perform their duties. This suggests that students should be screened for 

literacy and numeracy skills and provided with remedial training if their skills were 

not adequate prior to being able to start a tertiary program (National Tourism 

Investment Strategy Consultative Group, 2006). 

Almost 70% of tourism and hospitality businesses in Australia (National 

Tourism Investment Strategy Consultative Group, 2006) and almost 75% in the 

United Kingdom (Thomas, 2000) have fewer than 5 employees. The Tourism 

Division (2002) also claim that up to 90% of tourism operators and providers in 

Australia employ less than 20 people. The House of Representatives Standing 

Committee on Employment Workplace Relations and Workforce Participation (2007) 

agrees, stating that more than 88 per cent of tourism businesses in the café, restaurant 
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and accommodation sector, and 95 per cent in the cultural and recreational service 

sector have fewer than twenty employees. They continue stating that only 2.5 per cent 

of tourism businesses employ more than one hundred staff, with large hotels and 

resorts making up most of these businesses. Smaller businesses are commonly 

referred to as small to medium enterprises (SME’s), therefore lack the human resource 

and business planning skills of their larger rivals. This makes it inherently difficult to 

construct education programs that will match the wide range of requirements of these 

(SMEs) (National Tourism Investment Strategy Consultative Group, 2006; Trendle, 

2005). The high number of SMEs in the industry as well as high numbers of casual 

and part-time staff also leads to training being seen as an expense rather than an 

investment in the future profitability of the organisation (Freeland, 2000). This is 

emphasised by the suggestion that employers are more likely to recruit people who are 

willing to work the unusual hours required of employees in the industry rather than 

those with the skills necessary to adequately perform the requirements of the position 

(Tourism Division, 2002). Consequently it has been reported that on-the-job training 

is the most popular form of training in the industry, with up to 99% of training 

undertaken by staff being in-house (Freeland, 2000). Training in regional and seasonal 

areas is also questioned, as the benefits of training are often minimised as staff move 

on to other companies before these benefits can be realised (National Tourism 

Investment Strategy Consultative Group, 2006).  

It has also been argued that the benefits of training in the industry are related 

to the application of skills and knowledge in the workplace. As a result, many 

employers believe that skills such as flexibility, people skills, and work ethic are 

intrinsic to an individual and formal training does not aid in developing these skills 

(Freeland, 2000). This leaves us with the complex issue of what industry believes 
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educational training should encompass compared to how educators see training. When 

looking at tourism and hospitality education Lockwood (1995, p. 41) states that: 

The hospitality industry has very definite views on what it expects as the 
output from hotel and tourism schools. The continuing debates in the trade 
press suggest that education and industry still cannot agree completely on what 
students should be taught and, to complicate the issue further, this may be at 
considerable odds with what the student wants to learn.  

When looking at education from an educators perspective Jayawardena (2001) claims 

that hospitality management education should lead the industry rather than follow it, 

with hospitality educators anticipating the future needs of the industry and providing 

the research and leadership that will allow graduates to meet these needs. Whilst this 

is the case most programmes today are ill equipped structurally and culturally to adapt 

to the rapidly changing environment (Jayawardena, 2001).  

3.2.1  National Training Packages 

Stoney and Shaw (1994, p. 2) claim that:  

The challenge to education has never been as great as it is today. The complex, 
dynamic nature of industry and its requirements for capable graduates, the 
policies of the government, the level and basis of funding and the changes in 
socio-cultural values all contribute to the demands placed on Hospitality 
Management and other educators.   

It is for this reason that in Australia the federal government has developed a 

framework for education and training to ensure standards are met. The Australian 

Qualifications Framework comprises national qualifications issued in the secondary 

schools sector; the vocational education and training sector (TAFE and registered 

private providers); and the higher education sector (mainly universities) (Tourism 

Queensland, 2006a). The proportion of workers in the entire tourism and hospitality 

industry who have post secondary school qualifications is approximately 43%, which 

is a much lower figure than most other industry sectors (see figure 3.1) (ABS, 2006b). 
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Figure 10: Proportions of employed persons with non-school qualifications by industry (May 
2005). 
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Source: Australian Bureau of Statistics (2006b). 

According to Tourism Queensland (2006a, p. 8) a training package is “a 

consistent and reliable set of nationally-endorsed competency standards and 

qualifications for endorsing and assessing people’s skills”. These training packages 

describe the types of skills and knowledge individuals require to efficiently and 

effectively perform in a particular industry, and are designed to be industry or sector 

specific. They enable the trainee to receive qualifications based on assessment of 

competencies, can be based on individual needs and encourage learning both on and 

off the job (Service Skills Australia, 2006a; Tourism Queensland, 2006a).  

The Training Packages contain competency standards (individual units of 

competency for specific work practices), qualifications (certain units of competency 

‘packaged’ together, resulting in a specific qualification, at an occupational level) and 

assessment guidelines (how to gather and evaluate evidence to verify that a person is 
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competent). Training Packages are very flexible as registered training organisations 

design and apply their own methods and do not include learning strategies, methods 

of training, format of training programs, learning resources or assessment. Rather, 

they provide nationally-endorsed frameworks within which training can be flexibly 

developed and delivered to meet particular local, individual, industry and enterprise 

requirements. Teachers and trainers develop learning strategies depending on learners' 

needs, abilities and circumstances (Service Skills Australia, 2006a). Service Skills 

Australia (2006a) claims that as Training Packages provide a skills specification, their 

use is not restricted to training, and employers can implement these packages as part 

of their overall human resource program. Formal training may be college-based (e.g. 

TAFE), or workplace-based (traineeships, apprenticeships) as well as through distance 

learning and electronic learning (Service Skills Australia, 2006a; Tourism 

Queensland, 2006a). Service Skills Australia (2006a) identifies a number of ways in 

which employers can use Training Packages to increase the skill level of staff and at 

the same time minimise skills gaps and ultimately reduce skills shortages including:  

• Qualifications can be used to form the basis of New Apprenticeships 

(apprenticeships and traineeships)  

• Qualifications are offered as training courses provided by Registered 

Training Organisations (RTOs) and schools. Individuals can enrol in these 

courses, and employers can enrol their staff.  

• Employers and industry organisations can use Training Packages to 

identify the training needs of staff and to provide workplace assessment 

and training.  
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• Employers can use Training Packages as the basis for Human Resource 

materials such as position descriptions, training plans and performance 

reviews.  

• Industry organisations and associations can use competency standards as 

the basis for industry standards, codes of practice and skills audits.  

• Individuals can use Training Packages to receive recognition for their 

current skills and knowledge. They can also match their competencies 

against those set out in the Training Package to work out the training they 

might need.   

  In Australia three training packages have been designed specifically for the 

tourism and hospitality industry; tourism, hospitality and caravan park operations (see 

appendix 1 for details of each of these training packages the qualifications available in 

each area and an overview of each) (Service Skills Australia, 2006b; Tourism 

Queensland, 2006a).  

3.2.2 Secondary Schools 

As a part of a Queensland secondary schools curriculum, year 11 and 12 

students are given the opportunity to undertake tourism and hospitality courses in a 

number of ways including subjects taught within the school, stand alone vocational 

education and training courses, and school based apprenticeships and traineeships. 

Qualifications offered include a Certificate I in Hospitality (operations or kitchen 

operations), Certificate II in Hospitality (operations) and Certificate II in Tourism 

(operations) as well as non-VET courses (see Table 3.1). In 2005 over 16,500 students 

enrolled in one of these courses in Queensland secondary schools (Tourism 

Queensland, 2006a).  
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Table 11: Subject offerings for year 11 and 12 students in Queensland 
 

QSA Area  Training 
Package 

VET Certificate 

Authority 
Subject  

Hospitality studies   THH11002 
THH11102  

Cert I in Hospitality (Operations) Cert I in 
Hospitality (Kitchen Operations)  

Tourism   THH20502  Cert II in Tourism (Operations)  
Study Area 
Specification 

Hospitality  Approach A  THH11002 
THH21802  

Cert I in Hospitality (Operations) or Cert II 
in Hospitality (Operations)  

 Approach B   A non-VET course in Hospitality  
 Approach C  THH11002  Cert I in Hospitality (Operations) for one 

year plus a non-VET course for one year  
Tourism  Approach A  THH20502  Cert II in Tourism (Operations)  
 Approach B   A non-VET course in Hospitality  

 

Source: Tourism Queensland (2006a) 

3.2.3  Vocational Education and Training  

Vocational education and training is ‘education and training for work’ 

(Tourism Queensland, 2006a). It exists to develop and recognise the competencies or 

skills of learners. The former Australian National Training Authority has developed a 

National Training Package for the tourism industry consisting of competency 

standards, assessment guidelines and national recognised qualifications. A vocational 

education and training (VET) qualification, conducted by a registered training 

organisation (RTO), recognises the fact that a student has gained nationally-endorsed 

competency standards covering skills needed to work in all sectors of the tourism 

industry through a combination of workplace (on-the-job) training or training 

provided by a VET institution (Tourism Queensland, 2006a). Any private or public 

company can apply to become an RTO including group training organisations, TAFE 

colleges, private providers, employers, schools and adult and community education 

(ACE) providers (Tourism Queensland, 2006a). National tourism qualifications in the 

VET sector are based on jobs in the industry and their workplace requirements rather 

than courses and curriculum. Table 3.2 shows the different qualification levels and 

how these different levels correspond to jobs in the tourism industry (Tourism 

Queensland, 2006a). 
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Table 12: Levels and Appropriate Tourism Jobs 
 

Qualifications Expectations Tourism job examples 

Certificate I  Complete mainly routine tasks with clear direction from others. A 
baseline entry point to the industry  

 

Certificate II Perform a range of tasks or functions, not always routine, with 
guidance from others Requires fundamental operational 
knowledge and limited practical skills in a defined context 

Administration Assistant 
Site Guide 

Certificate III Use well developed skills in a range of operations. Use discretion 
and judgement. Adapt skills to different situations Take 
responsibility for own work and limited responsibility for others 
May provide technical advice and support to a team 

Reservations Sales Agent 
Tour Coordinator 

Certificate IV Apply a broad range of skills and knowledge Make evaluations 
and judgements Take some responsibility for the work of others 
More sophisticated technical applications involving competencies 
requiring increased theoretical knowledge 

Team Leader/Supervisor in 
any work area  
Sales Executive 
Promotions Coordinator 

Vocational 
Graduate  
Certificate 

Initiate, analyse, design, plan, execute and evaluate major, broad 
or specialised technical or management functions. Generate and 
evaluate ideas through the analysis of information and concepts at 
an abstract level. Take responsibility and accountability for the 
structure, management and output of the work of others or 
functions. 

Marketing Manager  
Business Owner 

Vocational  
Graduate  
Diploma  
 

Initiate, analyse, design, plan, execute and evaluate major 
functions either broad or highly specialised within highly varied 
or specialised contexts. Demonstrate an expert command of wide-
ranging, highly specialised, technical, creative or conceptual skills 
in complex highly specialised or varied contexts. Take full 
responsibility and accountability for all aspects of work of others 
and functions including planning, budgeting and strategy. 

International Business  
Development Manager 

Diploma Apply knowledge and skills with substantial depth in some areas.  
Specialised, technical or managerial competencies used to plan, 
carry out and evaluate work of self and/or team. Plan and 
implement new approaches. Apply judgement in selecting courses 
of action for self and others, demonstrate leadership skills. 

Operations Manager  
Local Tourism Manager 

Advanced  
Diploma 

Apply significant judgement in planning, design and leadership 
across technical or management areas. Involves technical, 
creative, conceptual or managerial applications built around 
competencies of either a broad or specialised base and related to a 
broader organisational focus. Take responsibility for others 

General Manager  
Business Owner 

 
Source: Tourism Queensland (2006a) 

3.2.4  Higher Education  

Higher education in Australia is supplied in most parts by universities as well 

as a small number of accredited, private providers. Undergraduate study includes 

associate diplomas and bachelor degrees; postgraduate study includes postgraduate 

certificates and diplomas, master’s degrees and doctorates. Table 3.3 shows a range of 

tourism and hospitality qualifications offered by Queensland Tertiary Institutions. As 

can be seen the number of programs on offer, in just one state of Australia, is quite 
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large. When considering the types of programs on offer it can also be seen that there is 

very broad range of programs on offer including Bachelor of Business, Bachelor of 

Hospitality Management, Bachelor of Applied Science (Environmental Tourism), 

Bachelor of Marine Tourism, Bachelor of Tourism, and Bachelor of Sport Tourism 

Management at an undergraduate level and Graduate Certificate in Tourism 

Management, Master of International Tourism and Hospitality Management, Master 

of Business (International Travel and Tourism Management), and Masters of Business 

Administration in Hotel and Tourism Management at a post-graduate level. 

Higher education in tourism and hospitality in Australia began over 30 years 

ago with two degree programs being offered in Victoria and Queensland in 1974. 

These two programs were the only ones offered in the 1970’s. By the end of the 

1980’s two more universities, one from Queensland and one from Victoria, were 

offering hospitality programs, bringing the number of universities offering programs 

to four (Craig-Smith & Breakey, 2007). The 1990’s saw a rapid development of 

programs and by the end of the 20th century there were 17 hospitality specific 

programs on offer (Craig-Smith & Breakey, 2007). During this time the number of 

universities offering tourism programs was also growing rapidly. While only one 

tourism program was offered in the 1970’s by the end of the 1980’s this number had 

grown to nine tourism programs. This rapid growth continued into the next decade 

with 27 tourism management degrees (four of which were ecotourism programs) 

being offered by the end of 1997 (Craig-Smith, 1998, cited in Craig-Smith & Ding, 

2007). This number has continued to grow and by the end of 2004 there were 46 

tourism programs on offer, as well as 20 hospitality management programs, 24 

tourism and hospitality management programs, and one event management program 
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offered by more than 30 institutions (Craig-Smith & Ding, 2007). Table 3.3 highlights 

the different tertiary degrees on offer by universities in Queensland.  

Craig-Smith and Ruhanen (2005) claim that after reviewing DEST 

(Department of Education, Science and Training) data and in consultation with 10 

program directors it is estimated that there were around 8000 students enrolled in 

tourism and hospitality programs in 2004. Assuming the average length of a program 

is 3 years; over 2,500 individuals graduate with a tourism or hospitality specialisation 

each year and have the potential to either enter the industry, work outside the industry, 

or go on to further study. 

Over recent years there has been a trend for university degrees to be offered as 

broad degrees offering specific majors. This has been the case with tourism and 

hospitality programs which are increasingly being taught as majors, commonly within 

business degrees (Craig-Smith & Ding, 2007). To highlight the use of these broader 

programs, in addition to the courses mentioned above, there are there are no fewer 

than 111 program/major options in tourism and hospitality education in Australia 

(Craig-Smith & Ding, 2007). This approach is not confined to tourism and hospitality 

degrees and is now a common practice in many areas of Australian university study. 

This approach is based on the premise that at the end of the degree the graduate will 

have a much wider knowledge base and skill set to offer potential employers.  

In recent times there has been the push by governments for universities to 

restructure the way they deliver higher education with a global trend emerging 

whereby governments are reducing funding to universities (Nowotny, Scott, & 

Gibbons, 2001; Slaughter & Leslie, 1997). Naidoo (2003) states that there is a 

perception that universities can be sold in the global marketplace and this fact has 

started to erode the historic social and cultural objectives of higher education being  
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Table 13: Tourism and Hospitality qualifications offered by Queensland Tertiary Institutions 
 
University Qualification 

Bond University 
(Gold Coast)  
www.bond.edu.au 

Bachelor of Business 
Master of Business Administration 

Central Queensland 
University 
(Rockhampton)  
www.cqu.edu.au 

Bachelor of Hospitality Management 
Bachelor of Business 
Master of Business Administration 

Griffith University 
(Brisbane, Logan, Gold Coast)  
www.gu.edu.au 

Bachelor of Science in Ecotourism 
Bachelor of Business (Hotel Management) 
Bachelor of Business (Hotel, Tourism, Leisure and Sport) 
Bachelor of Hospitality Management 
Graduate Certificates and Diplomas available 
Master of International Tourism and Hospitality Management 

James Cook University 
(Townsville and Cairns)  
www.jcu.edu.au 

Bachelor of Tourism Management 
Bachelor of Hospitality Management 
Bachelor of Business 
Master of Business Administration 

The University of Queensland 
(Brisbane – St Lucia, Ipswich) 
www.uq.edu.au 
 

Bachelor of International Hotel and Tourism Management 
Bachelor of Business (Travel and Tourism Management) 
Bachelor of Applied Science (Environmental Tourism) 
Bachelor of Applied Science (Honours) (Environmental Tourism) 
Graduate Certificate in Business (International Travel and Tourism Management) 
Graduate Diploma in Business (International Travel and Tourism Management) 
Graduate Diploma of Environmental Management (Environmental Tourism) 
Master of Business (International Travel and Tourism Management) 
Master of Business (Advanced) (International Travel and Tourism Management) 
Master of Environmental Management (Environmental Tourism) 

University of Southern 
Queensland 
(Toowoomba)  
www.usq.edu.au 
 

Bachelor of Marine Tourism 
Bachelor of Tourism 
Graduate Certificate in Tourism Management 
Bachelor of Tourism and Hospitality Management 
Bachelor of Hospitality Management 

University of Sunshine Coast 
(Sippy Downs, Sunshine Coast) 
www.usc.edu.au 
 

Bachelor of Business (Tourism) 
Bachelor of Business (Management) 
Bachelor of Business / Bachelor of Science 
Bachelor of Sustainable Tourism 
Bachelor of Arts (Environment and Heritage) 
Bachelor of Arts (Design and Communication) 
Diploma of Event Management 

University of Southern Cross 
(Lismore, New South Wales) 
(Included due to proximity to 
Queensland) 
www.scu.edu.au 
 

Bachelor of Business Administration 
Bachelor of Business in Tourism Management 
Bachelor of Business in Club and Gaming Management 
Bachelor of Sport Tourism Management 
Graduate Certificates and Diplomas available 
Bachelor of Environmental Tourism Management 
Bachelor of Indigenous Tourism Management 
Bachelor of Business in International Tourism Management 
Masters of Business Administration in Hotel and Tourism Management 
Masters of Business Administration 

 

Source: Tourism Queensland (2006a) 
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for the ‘public good’. These developments have resulted in the implementation of new 

funding and regulatory frameworks which revolve around neo-liberal market 

mechanisms and new managerialist principles (Avis, 1996; Deem, 1998; Dill, 1997; 

Marginson, 1997; Williams, 1997). This is based on the fact that the higher education 

system has become too big and it is now impossible for the state to be the sole 

regulator and funder. Governments are pushing universities to become more efficient 

and forcing them to adopt managerial principles from the private sector. There is also 

increased pressure on universities to comply with consumer demand (Naidoo, 2003). 

In recent times there has also been a push from governments to provide more places 

within the higher education sector to allow more residents to complete a degree 

therefore increasing the “skilled population”. 

 The changing face of higher education has also placed considerable pressure 

on universities to adopt a more vocational approach to their curricula (Hyland, 2001). 

Finn (1991, p. 49) claims that “employers now require skilled workers with flexibility, 

adaptability and disciplines which would enable them to be quickly trained (and 

retrained) for specific jobs over relatively short periods of time”. These pressures have 

meant that university courses must be relevant and efficient, and success is usually 

only measured by the number of students they attract (Symes, Boud, McIntyre, 

Solomon, & Tennant, 2000). As the market becomes more deregulated and globalised, 

universities must fight for funds, students and research and for these reasons 

edubusiness has emerged as a core activity of many universities (Symes, et al., 2000). 

This has been exacerbated by the fact that many traditional vocational education 

providers such as polytechnics and institutes of technology have, in recent years, 

become universities adding to the competition facing the established universities 

(Symes, et al., 2000). Examples of this are Northumbria University in England, 
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formally Newcastle Polytechnic, and Queensland University of Technology in 

Australia, formally Queensland Institute of Technology. 

One of the driving forces behind these reforms is the fact that higher education 

in Australia, as well as other developed nations, has experienced a rapid growth in 

international student numbers over recent years, with universities striving to respond 

to the needs of the rapidly globalising economy by internationalising their curricula 

(Bennell & Pearce, 2003). Education has become a major export for a number of 

developed industrialised countries with both governments and institutions realising 

the benefits that international students can bring to a country. By the mid 1990’s 

education services earned at least $2.0 billion per annum in foreign exchange which is 

greater than the earnings received from one of Australia’s biggest traditional exports, 

wheat (Bennell & Pearce, 2003). Myton (2002) cited in Devos (2003) found that in 

2000, international students generated $3.7 billion for the Australian economy and 

contributed $2 billion to university coffers. 

The internationalisation of higher education has many implications for these 

institutions. Intense competition from foreign providers will place significant pressure 

on institutions to compete in a rapidly growing global market place, which could 

affect their status in the medium to long-term (Bennell & Pearce, 2003). Bennell and 

Pearce (2003) claim that similar to globalisation leading to many countries losing or 

minimising their industrial sector, as higher education becomes increasingly 

privatised with governments reducing funding, the threat from foreign institutions will 

become very real. Another implication is the debate over academic standards in 

Australian universities with some academics reporting experiences of pressure in 

relation to marking (Devos, 2003). This is further highlighted by Contractor (2001) 

claiming that substandard students were receiving degrees from Australian 
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universities and that academics were being pressured to pass fee-paying students who 

did not merit it, a practice called “soft marking”, and that this practice is widespread 

and is threatening academic standards. These are just some of the issues facing higher 

education institutions in the current economic climate. 

3.2.5  The Importance of Work Based Learning  

 It has been argued that to combat skills shortages in any industry the education 

sector at all levels (secondary, vocational and higher education) should include some 

form of competency based learning (Boud, et al., 2001). According to Kuslavan, 

Kuslavan, and Eren, (2003, p. 135) “in order to develop students’ employability skills, 

most, if not all, tourism and hospitality management courses in higher education 

integrate student work experience (SWE) into their course design and programs”.  

In recent years the growth of tourism and hospitality courses and programs in 

the tertiary education sector has been substantial. This is evidenced by the number of 

programs available, the number of students undertaking these programs, the number 

of staff now teaching in this field and the continuing growth in the number of 

textbooks, journals and research being conducted on the industry (Airey & Johnson, 

1999). Following continual complaints from industry that graduates lacked specific 

skills especially in communication, team work and self development, universities 

have been forced to introduce courses which include a competency agenda and 

therefore work placements must play a pivotal part of any education program (Ball, 

1995; Boud, et al., 2001).  

Work-based or experiential learning, commonly referred to as an internship, is 

the term used to describe university classes that involve students being placed in 

workplaces to allow the student the opportunity to create new learning opportunities 

(Ball, 1995; Boud, et al., 2001). Boud et al. (2001) claim that these classes meet the 
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needs of the student, can contribute to the host organisations long term development 

and are formally accredited courses within universities. For the purposes of this thesis 

the term internship will be used to describe students’ experiential or work-based 

learning programs.  

According to Barbeau, Godfrey and Stull (1998) experiential learning was first 

seen in 1906, a vision of Dr. Herman Scheider, Dean of Engineering at the University 

of Cincinnati. Scheider developed a plan that featured alternating periods of industrial 

work with academic study. Initially this type of program was only offered to 

engineering students. By 1919 this new type of learning had spread to 10 colleges and 

universities (Hartley, 1987). Hall (1999) and Kraft (1993) claimed that in the USA 

during the 1920s experiential education became an innovative part of an 

undergraduate degree, although the work aspect was not usually formally accredited 

as part of the degree. Whilst the linkage between learning and work is not a new 

phenomenon, the inclusion of work-based learning as a formally accredited program 

has only been occurring over the last two decades (Boud, et al., 2001; Chappell, 2003; 

Evans, 2001; Grubb & Ryan, 1999; Hyland, 2001; Trood & Gale, 2001).  

The use of internships and work-based learning in tertiary institutions in the 

US has grown to include almost 1,000 institutions, 200,000 students per year 

(representing a wide variety of majors), and 80,000 employers in the United States 

and abroad (Scippio, 1996). One of the greatest driving forces behind the push to 

include work-based learning as a part of the overall degree has come from the fact that 

employers claim that graduates do not possess the skills required to adequately 

perform tasks assigned to them (Barnett, 1990; Edmunds, 2000; National Tourism 

Investment Strategy Consultative Group, 2006; Stevenson, 1994). 
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By providing students with access to work-based learning, universities are 

allowing students to increase their core competencies; the expertise that allows an 

individual to beat its competitors, soft skills; such as problem solving and conflict 

management and foundation skills, basic skills; knowledge and competencies adults 

require which will all contribute to life long learning and help provide students with 

the skills that are seen as vital to employment in the workplace (Keating, Medrich, 

Volkoff, & Perry, 2002). Canter (2000) claims that employers also require graduates 

to possess a set of key skills which enhance their employability. Whilst some of these 

skills, both applied and generic, can be developed in traditional academic courses of 

study, a great number of competencies can only be acquired in the workplace, and 

universities must incorporate work-based learning programs into degrees. 

There are many other benefits that have been found to support the inclusion of 

work-based learning programs in university degrees. Students undertaking work-

based learning programs are given the opportunity to see first hand the on-the-job 

operations of the company and be exposed to a number of different specialties within 

the company. The experience will also help the students assess their career goals, gain 

experience that can be added to their resume and increase the student’s business 

network (Eames, 2000; Wallace-Crabbe, 1993). 

Sweitzer and King (2004) and Mulcahy (1999) claim that one of the greatest 

benefits of the internship is the fact that it will provide the student with the chance to 

link together the theoretical knowledge they have gained through their studies with 

the actual skills that are required to perform adequately in a working environment. 

Wallace-Crabbe (1993) and Eames (2000) agree, claiming that an intern (student) is 

given the opportunity to use and enhance existing knowledge and skills, learnt 
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through traditional academic studies as well as acquire new skills and gain access to 

new expertise.  

Coll, Taylor and Nathan (2003) and Murphy, MacGillivary, Reid and Young 

(1999) add that internship programs provide graduates and leaders of tomorrow with 

the skills necessary to rapidly advance in companies and assume middle and senior 

management positions. Busby (2001), in a study of academic institutions, found that 

internships are being used increasingly in tourism and hospitality related degrees in 

the UK as they play an important role in ensuring graduates have the skills required to 

ensure future employability.  

Mulcahy (1999) claims that the internship program not only benefits the student 

but also the other two major stakeholders (academic institutions and industry) 

involved in the internship process. It benefits universities as students can learn about 

the industry in a formalised setting, with the university controlling the structure of this 

experience to enhance programs offered, and it benefits industry as there will be a 

higher standard of graduate available to employ.   

Whilst it is clear from the research that work-based learning can assist in 

ensuring graduates have the necessary skills required to adequately fulfil future duties, 

there are many challenges facing the introduction of work-based learning courses 

within university degrees. Higher education typically encourages specialisation rather 

than the generalisation effect that work-based learning can have on new educational 

programs (Fensham, 1980; Kings, 1990; Kolb, 1984). Kolb (1984) claims that this is 

one of the points that has traditionally stifled university education from moving into a 

work-based curriculum, however, integrative development is important for both 

personal fulfilment and cultural development. Another difficulty universities have 

faced is deciding how to best facilitate this development, while addressing the needs 
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of universities to provide the specialist knowledge expected of modern graduates. 

Kolb (1984) further claims that whilst this is the case, experiential learning offers 

educators a means of addressing this dilemma, in a variety of ways, including through 

work-integrated learning. 

An additional challenge facing educators is to find an appropriate setting and 

style in which the internship program will operate (Warren, Sakofs, & Hunt, 1995). 

No individual falls into a single category of learning style, each student uses different 

techniques to learn, which makes the process of finding an appropriate setting more 

difficult (Dennison & Kirk, 1990; Lashley, 1999b; Ritzer, 2004). Further problems 

occur with universities finding it difficult to obtain enough positions for students 

undertaking internships, with Baum (2002b) claiming that at present there are not 

enough companies involved in the internship process and that companies should make 

themselves available to participate in these programs as part of their long term 

planning and recruitment goals. Whilst it has been suggested that internships will 

enhance a graduates skills set one issue that impacts on the success of an internship is 

the student’s level of technical and social skills. Bartkus (2001) claims that while 

universities are in a position to provide formal training in both these areas they 

seldom do. One of the reasons for this is that the traditional view is that cooperative 

education is an effective training strategy rather than an educational strategy (Van 

Gyn, Cutt, Loken, & Ricks, 1997). As this is the view held by many academics, 

developing courses to help increase student’s technical and social skills, as well as 

finding a way to measure student’s social skills, has proven very difficult (Bartkus, 

2001). 

Weber, cited in Berger (1991, p. 30), claims that one of the first elements that 

must be considered to increase the likelihood that the internship will be a success is to 
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draft a job description as this “sets the standards that the student, school and 

organization must live by. It becomes a management and evaluation tool during and at 

the completion of the semester." Berger (1991) claims that Weber’s internship job 

description is an excellent model to follow and it consists of the 7 steps seen in Table 

3.4. These steps include defining the purpose of the internship, responsibilities, type 

of position, relationships, the knowledge required prior to beginning the internship 

and the major day-to-day activities required in the position. 

Table 14: Weber’s Internship job description 
 

Policy Procedure 
Key results Describing the educational value of the program 
Basis for 
accountability 

Describing all the student's responsibilities 

The organization Describing the reporting structure of the internship 
Nature of the position Describing in general terms what the Student should be expected to learn 

from the internship 
Relationships Describing the different internal and external publics the student will 

interface with on a daily basis 
The knowledge Education and skills required by the student 
Predominant tasks Outlining day-to-day activities 
 

 Source: Berger (1991) 

Another strategy that can be used to increase the effectiveness of work-based 

learning programs is to use journals to record experiences, reactions and thoughts. 

Reflective journals, also known as log-book entries, diary writing or simply personal 

journals, have emerged as a major mechanism in developing reflective skills with 

individuals being able to note their observations and experiences (Woodward, 1998) 

This form of reflection enables the writer to reflect on their experiences and 

understand their individual reasoning processes and the behaviour related to this 

process (Kalliath & Coghlan, 2001). Journal writing has been adopted by pre-service 

teacher educators (Bennett & Pye, 2002; Gorman, 1998; Tsang, 2003; Uline, Wilson, 

& Cordry, 2004 ) and by nursing educators (Kuiper, 2004; Riley-Doucet & Wilson, 

1997) to promote autonomy and self-direction amongst students. According to Rainer 

(1978), cited in Alterio (2004), journals have also long been used by artists, writers, 
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travellers and statespeople as well as ‘ordinary people’ as a way of making sense of 

complex thoughts, feelings and experiences. In recent years, especially the last 15 

years or so, journals have become popular for use in higher educational institutions in 

many different courses in addition to the nursing and teaching courses (Woodward, 

1998). Reasons for the increasing importance of reflective journals in higher 

education include professional journals enabling students to comprehensively and 

systematically clarify ideas and experiences (Holly, 2002). According to Moon (1999) 

cited in Alterio (2004, p. 322) journals can be used to:  

• deepen the quality of learning in the form of critical thinking or developing a 

questioning attitude  

• enable learners to understand their own learning process  

• increase active involvement in learning and personal ownership of learning 

• enhance professional practice or the professional self in practice 

• enhance the personal valuing of self towards self-empowerment  

• enhance creativity by making better use of intuitive understanding  

• free-up writing and the representation of learning  

• provide an alternative ‘voice’ for those not good at expressing themselves and 

• foster reflective and creative interaction in a group.  

Before any institution can begin to include work based learning into the 

curriculum there are a number of implications that must be considered. Boud (2001) 

describes four implications that must be considered; firstly, programs must 

acknowledge the situatedness of the learner in the workplace whereby the learner has 

a number of demands placed upon their time, with learning being just one aspect. 

Secondly, a factor that is found in conventional study and is also prevalent in work-

based learning is that there is a wide range of differences between individual learners 
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with each having different goals, knowledge, skill and cultural backgrounds. These 

factors must be considered when developing the program. Thirdly, programs need to 

provide flexibility as workplaces are ever changing and the learner changes along 

with it. Fourth, programs will be contested as there will always be tension between the 

requirements of the workplace and the requirements of the academic institution, 

between the short term goals of the internship and the long term goals of the degree 

being studied and between advisors and assessors. 

 According to Honey and Mumford (1992) students usually fall into four 

categories of experiential learner and, by understanding these characteristics, 

educators have been able to develop various work-based learning programs. Activists 

are students who are mainly concerned with novelty and alternative experiences. 

Reflectors are seen as those who like to consider experience from as many 

perspectives as possible whilst Theorists find it easiest to learn through studying 

linkages and relationships and studying and developing theoretical frameworks. The 

fourth type of learner identified by Honey and Mumford (1992) are the Pragmatists, 

who are driven by a need to ensure new experiences can be applied in practical 

situations. 

 Boud (2001) has also identified four key learning themes that need to be 

considered when creating the work-based curriculum and consideration of each will 

take place at numerous stages of the work placement. ‘Learning identified’ is used to 

discover what knowledge the learner already possess and what knowledge they hope 

to gain from the work-based learning experience while ‘Learning added’ is the new 

learning that is undertaken by the learner for the purposes of the program whereby the 

learner builds on existing knowledge. The third key learning theme is ‘Learning 

recognised’ where the student identifies the knowledge that has been acquired through 
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study. This is where the student’s reflective journals play a big part, as the journals 

will help the students identify the new knowledge and skills they have acquired.  The 

last theme Boud (2001) has identified is ‘Learning equivalence’ which is very 

important in work-based learning programs as it finds what the academic equivalent 

in terms of credit points will be for each work-based learning experience. Here 

institutions will need to decide whether 350 hours of work-based learning is worth 10 

credit points or 20 credit points. 

 Whilst it remains to be seen whether or not work-based learning can help to 

reduce the skills shortages’ facing the tourism and hospitality industry in Australia, 

what is evident is that institutions that offer tourism and hospitality are continually 

reflecting on whether the traditional methods of educating students are working in the 

modern work environment. Many of these institutions are taking up more exploratory 

teaching practices to enhance students learning experiences, and this trend to move 

away from the more traditional ways of education seems certain to continue.  

3.3 The Importance of Perceptions and Attitudes 

 As discussed in the previous chapter, and highlighted in the model presented 

in figure 2, employment in the tourism sector is hampered by a complex and 

confusing image. This image is confusing in the minds of potential employees as on 

one hand there is a glamorous image of working in the industry whilst on the other 

there is evidence of a low pay and low social status. Riley, et al. (2002) claim that the 

image of a particular industry will have a major effect on potential recruits 

perceptions of the industry, which will impact on the quality and quantity of future 

staff.  

In the tourism and hospitality industry having a skilled, enthusiastic and 

committed work-force is seen as vital to the success of firms in the industry 
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(Kusluvan & Kusluvan, 2000). As most of the interactions between customers and 

clients in the industry are in the form of face-to-face exchange with the service being 

purchased and consumed at the same time, the standard of service provided is of 

paramount concern. Employee attitudes, performance and behaviour are key 

determinants of service quality which has a direct linkage to customer satisfaction and 

loyalty (Heskett, Jones, Loveman, Sasser Jr., & Schlesinger, 1994). Bettencourt and 

Brown (1997, p. 39) agree, declaring that:  

contact employees contribute to service excellence by delivering on the 
promises of the firm, by creating a favourable image for the firm, by going 
beyond the call of duty for customers, by promoting the firm’s products and 
services and, in general, by providing better service than the competition. 

 
In fact it has been argued that without employees having a positive attitude towards 

their work there is minimal chance for the organisation to achieve customer 

satisfaction and loyalty (Rosentbluth, 1991; Zeithaml & Bitner, 1996). This is 

becoming even more evident as the increasing international competition between 

firms and destinations has led to organisations using employees as a means of gaining 

competitive advantage over rivals (Pfeffer, 2005). The education, training, skills and 

motivation of staff play a key role in an organisation gaining a competitive advantage, 

while their commitment to the industry or firm will determine if the company can 

sustain this competitive edge (Kusluvan & Kusluvan, 2000). An employee’s 

commitment to any industry will be determined by their perceptions and attitudes 

towards working in the industry as well the types of jobs available in the industry. 

Kusluvan and Kusluvan  (2000) argue that this is particularly pertinent to the tourism 

and hospitality industry, as it has been reported that working in the industry has a 

negative image in the eyes of potential recruits (Aksu & Koksal, 2005; Brien, 2004; 

Getz, 1994; Kusluvan & Kusluvan, 2000). It is therefore argued that to gain a 

competitive boost, by using staff as the mechanism to gain an advantage over 
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competitors, it is essential that tourism and hospitality management graduates have a 

positive attitude towards working in the industry (Kusluvan & Kusluvan, 2000). 

 Defining attitudes and perceptions can be difficult with many different 

definitions being espoused. Attitudes are one of the most omnipresent terms used in 

the social sciences, with Lemon (1973) describing attitudes as the central problem 

associated with the social sciences. Thurstone (1928), Likert (1932) and Guttman 

(1944) have been described as the great pioneers of attitude measurement 

(McKennell, 1974) and despite all three having differences in their scaling procedures 

all three procedures serve the same purpose of ordering respondents on a single 

evaluative continuum (McKennell, 1974). Thurstone (1928, p. 531) was one of the 

first academics to define attitudes which he described as “the sum total of a man’s 

inclinations and feelings, prejudice and bias, preconceived notions, ideas, fears, 

threats, and convictions about any specific topic”. More recently Eagly and Chaiken 

(1993, p. 1) have described attitudes as “a psychological tendency that is expressed by 

evaluating a particular entity with some degree of favour or disfavour” and Pickens 

(2005, p. 34) has described attitudes as “a mindset or a tendency to act in a particular 

way due to both an individual’s experience and temperament”. Oppenheim (1992, p. 

174) claims that “most researchers seem to agree that an attitude is a state of 

readiness, a tendency to respond in a certain manner when confronted with certain 

stimuli”.   

While there are many definitions of attitude; Mueller (1986) and Gable and 

Wolf (1993) claim that there are a number of reasons why Thurstone’s definition is 

still regarded by many as the pre-eminent definition of attitude including the fact that 

most other definitions contain the essence of Thurstone’s definition and that this 

simple definition of attitude is what is measured by most attitude scales. Perception 
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also has many definitions, with Hodgetts and Luthans (1997) describing perception as 

a persons interpretation of reality while Lindsay and Norman (1977) describe it as the 

process whereby sensory stimulation is translated into organized experience. Pickens 

(2005) states that perception and attitude are very closely related with a persons 

perceptions, whether real or perceived, heavily guiding their attitudes.  

Petty and Cacioppo (1981) claim that attitudes can be serve as a summary of 

one’s beliefs and can allow people to predict the behaviour of others based on their 

attitudes. It has also been suggested that a person’s personality can be affected by 

one’s attitudes (Smith, Bruner & White cited in Petty & Cacioppo, 1981). Katz (1960) 

describes four functions related to one’s attitude that can influence one’s personality;  

the ego-defensive function; value-expressive function; knowledge function; and the 

utilitarian function. The ego-defensive function is those attitudes which are held to 

protect people from unflattering truths about themselves and people important to 

them. An example of this is males who dislike homosexuals because this will enhance 

their own feelings of masculinity. The value-expressive function occurs when a 

person’s attitude allows them to communicate a value that is important to them, such 

as a person recycling waste to show that they have a concern about the environment. 

The knowledge function allows people to have a better understanding of what is going 

on around them. An example of this type of function is where a person’s dislike of 

Adolf Hitler allows them to understand why he perpetuated such atrocities 

(dislikeable people do dislikeable things). The last function attitudes may serve is a 

utilitarian function where one’s attitudes help them stay clear of trouble and seek 

rewards. Petty and Cacioppo (1981) claim that under Katz’s functional view of 

attitudes it is possible for two people to have the same attitude but for very different 

reasons. For example two students could like their teacher, one because the teacher 
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exudes good moral standards (value-expressive function) and the other because the 

student believes that they will receive good marks from the teacher (utilitarian 

function).   

 According to Lemon (1973), along with those that value the concept of 

attitudes as a central theme in the social science fields, there are a number of people 

that would argue that attitudes add nothing to existing explanations of conduct in the 

social structural realm. This group argue that behaviour is determined by social 

structural factors, and as such attitudes do not have an independent influence on 

conduct. To combat this argument attitude theorists such as Cohen (1966) have stated 

that attitude does have an independent influence over and above social structural 

variables. Cohen (1966, p. 342) states that:  

Defendants of sociological studies of attitudes-studies whose object is to 
enquire into the nature of attitudes ‘directly’, by administering specially 
designed questions or whole questionnaires dealing with respondents’ verbally 
expressed attitudes-argue that such attitudes are a separate component of 
social causation and affect the way in which other factors produce certain 
consequences in the form of social conduct.  
 

Cohen (1966) adds that attitudinal studies are an effective tool for the researcher that 

wants scientific results quickly, as the material is simply obtained and responses can 

be easily scaled allowing large numbers of cases to be studied and analysed.  

 One of the key assumptions about attitudinal behaviour is that it is a learned 

behaviour and as such many researchers believe that attitudes can be modified 

through the use of further learning (Cohen, 1966). Whilst research has suggested that 

this is the case some consideration must be given to the possibility that attitudes may 

also have a genetic foundation (Eysenck, 1956; McGuire, 1985). Lemon (1973) 

agrees stating that for the social scientist who is concerned with examining how 

attitudes effect conduct; genetic determinants can not be ruled out. 
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 According to Kusluvan and Kusluvan (2000) and Gable and Wolf (1993) 

many attitude theorists believe that there are three components (cognition, affect and 

conation) that together make up a persons attitude. The cognitive component is made 

up of beliefs, opinions, knowledge or information that a person has towards 

something. A persons emotions or feelings make up what Kusluvan and Kusluvan 

(2000) term the affective component of attitude, while Ajzen 1993, p.42 cited in 

Kusluvan and Kusluvan (2000) describes the conative component as “behavioural 

inclinations, plans, intentions and commitments, as well as overt motor acts involving 

the attitude object”. 

 It has been argued that attitudes can play an important part in explaining and 

predicting behaviour, with McGuire (1985) claiming that most empirical research 

points to a small to moderate positive relationship between attitudes and behaviour. 

Research has also found that there is consistency among components of attitudes and 

between attitudes and behaviour (Ajzen & Fishbein, 1980). Kusluvan and Kusluvan 

(2000) claim that from this research it can be argued that learning about attitudes can 

help researchers to predict future behaviour. One consideration that must be made is 

that, whilst understanding attitudes can help predict behaviours, attitudes cannot 

predict behaviour all of the time, across all situations and places, as there may be 

many other variables, conditions and situational constraints that may cause attitude-

behaviour discrepancy (Eagly & Chaiken, 1993; McGuire, 1985).    

According to Domonte and Vaden (1987) the factor that had the greatest 

influence on career decisions of potential employees was work experience. Fazio 

(1986) agrees, stating that a number of authors have argued that attitudes based on 

direct experience are stronger, more realistic, more accessible, and can be more 

predictive of future behaviour than attitudes based on indirect experience. This raises 
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the issue of finding out and explaining the attitudes of tourism and hospitality 

management students, both those that have working experience in the industry and 

those that do not, to explore whether the industry is attracting the ‘right’ staff 

(Kusluvan & Kusluvan, 2000).  

 Freeman (1971) claims that the attitudes and perceptions of students will 

influence their expectations about what a career in the tourism and hospitality industry 

entails, and if these expectations are not met graduates will seek alternative careers. 

This leaves us with the issue of trying to understand how employers in the tourism 

and hospitality industry are utilising students, both in industry placements and as 

casual and part-time workers, and how the utilisation of these students is affecting 

their decision to pursue a career in the industry.   

3.3.1 Perceptions and attitudes of undergraduate students 

towards working in the Tourism and Hospitality industry 

 Chan, Chan, and Qu (2002) claim that numerous researchers have examined 

theories on student attitudes, expectations and career choice from many different 

viewpoints. Domonte and Vaden (1987) have ranked the following influences that are 

considered to have the greatest influence on a graduates decision to work in the 

tourism and hospitality industry; 1) interesting work; 2) advancement potential;  

3) secure future; 4) good salary; 5) opportunity for service to society; and 6) social 

prestige. Blumenfeld, Kent, Shock, and Jourdan (1987) have also ranked the 10 most 

important factors in graduates acceptance of a position which are: 1) Type of work;  

2) Advancement opportunities; 3) Company reputation; 4) Salary; 5) Job security;  

6) Hours of work; 7) Benefits; 8) Working conditions; 9) Nature of co-workers; and  

10) Nature of supervisors. McCleary and Weaver (1988) and Sciarini (1997) agree 

that type of work and advancement opportunities were the most important factors in a 
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graduates decision to accept a position with most graduates expecting promotions 

within two years from graduation.  

Casado (1992) and Sciarini (1997) found that upon graduation most graduates 

believed they were qualified enough to work as an assistant manager and were 

looking for a position that was of a managerial level rather than an hourly operational 

position. This is in contrast to Rimmington’s (1999, p. 187) claim that “all graduates 

should be prepared to work in kitchens and restaurants to acquire practical skills. 

They should recognise that with that kind of grounding they will be in an excellent 

position to reach a senior level”. 

When looking at the overall perceptions and attitudes of tourism and 

hospitality management students there is relatively little evidence that research has 

been conducted in this area (Barron, et al., 2007; Kusluvan & Kusluvan, 2000; Ross, 

1994). The study conducted by Kusluvan and Kusluvan (2000) found that some of the 

factors which seemed to account for the negative attitudes towards careers in tourism, 

formed after students had undertaken a practical work assignment, are stressful jobs, 

lack of family life due to the nature of work, long working hours, exhausting and 

seasonal (unstable) jobs, low social status of tourism jobs, unsatisfactory and unfair 

promotions, low pay and insufficient benefits, unqualified managers, poor attitudes 

and behaviour of managers towards employees, unqualified co-workers and poor 

attitudes and behaviour of co-workers, and poor physical working conditions for 

employees. These negative attitudes have negative consequences for students, the 

tourism and hospitality industry, the government and tourism and hospitality 

educators.  

The results of Kusluvan and Kusluvan’s (2000) study concur with those of 

Getz (1994),  Pavesic and Brymer (1990) and Barron and Maxwell(1993). Getz 
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(1994) found that over a period of 14 years students views of the tourism and 

hospitality industry had become much more negative. Pavesic and Brymer (1990) 

found that a substantial number of graduates leave the industry due to poor working 

conditions and Barron and Maxwell (1993) found that students just beginning their 

tourism and hospitality course have opposing views of the industry to those students 

that have undertaken a period of work experience. All of these studies have argued 

that direct experience in the tourism and hospitality industry may cause students to 

hold negative views of the industry.  

Perhaps the study that has the biggest relevance to this study is that of Barron 

and Maxwell (1993), who surveyed nearly 1500 tourism and hospitality students in 

Scotland. This study found significant differences between the new students 

perceptions of the industry compared to the students that had undertaken their 

industry placement and graduated. As can be seen in figure 4, there was not much 

change in the perceptions of the three groups (new students, post-placement students 

and graduates) with regards to the industry being one of growth with many career 

opportunities or the industry being financially rewarding. In the case of all the other 

statements there were differences in the response given by new students as opposed to 

post-placement students and graduates. Two of the biggest differences were that while 

only 22% of new students believed manual staff in the industry were poorly treated, 

over three quarters (77%) of post-placement students and 73% of graduates claimed 

that workers are treated poorly. Furthermore, whilst only 18% of new students 

believed that the effort required in working in the industry outweighed the rewards, 

73% of post-placement students and 80% of graduates claim that effort does outweigh 

rewards.  
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Figure 15: New Students’, Post-placement Students’ and Graduates’ Perceptions of the 
Hospitality Industry 
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Source: Barron and Maxwell (1993)  

 The marked differences in the perceptions of new students compared with 

those of post-placement students and graduates lies in the difference between 

perception and experience in the industry. Barron and Maxwell (1993) claim that the 

majority of new students in tourism and hospitality courses come straight from high 

school and have little, if any, real experience working in the industry. Therefore they 

have largely unrealistic views of what working in the industry entails, with their 

perception of the industry being clouded by the glamour images of the hotel and travel 

industry projected by the media. It is therefore only when the students experience 

working in the industry first hand that they can get a clear picture of what working in 

the industry is truly like (Barron & Maxwell, 1993). West and Jameson (1990) agree, 

and claim that the more exposure a hospitality student has to the industry, the less 

commitment they show. 
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3.4 Careers and the Generation Y employee  

There has been much written about the characteristics that Generation Y 

employees exhibit toward a career. This section will discuss what is meant by the term 

“career”, discuss the implications of a changing career structure, and describe the 

characteristics of the Generation Y employee. Some definitions of a career include; 

“the pattern of work related experiences that span the course of a persons life” 

(Robbins, Bergman, Stagg, & Coulter, 2006, p. 736); “a career is a series of jobs 

arranged over time” (Riley & Ladkin, 1994, p. 225); and “a career is the pattern of 

work-related experiences that span the course of a person’s life” (Greenhaus, 1987, p. 

6). Whilst there are many definitions of what the term career means; Arthur, Hall, & 

Lawrence (1989) state that when considering these the common theme is that a career 

is the unfolding sequence of a person’s work experiences over time. 

Ayres (2006) claims that traditionally there has been a career for life 

philosophy adopted by workers, whereby workers will spend their entire working life 

working in one industry and in many cases, one organisation. This philosophy has in 

recent times, coinciding with Generation Y entering the workforce, been replaced by a 

more uncertain career structure, with employees frequently changing employers 

within their industry and many also pursuing work in different industries (Inkson, et 

al., 1999). Arthur & Rousseau (1996) state that in previous generations the 

responsibility for careers was shared between the employer and employee, although in 

the current climate careers appear to be controlled by the employee. Ayres (2006) 

claims that it is for these reasons that emerging professions such as tourism and 

hospitality face many challenges in being able to successfully recruit and retain new 

employees. These challenges are amplified by the recent trends of companies 

becoming more globalised, with a tendency for companies to downsize and 
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restructure their workforce. This has lead to company structures becoming 

increasingly flat, resulting in a difficulty in defining careers and career structures 

(Inkson, et al., 1999; Riley, et al., 2002; Robbins, et al., 2006). Ayres (2006) states 

that as the nature of careers in changing, two new terms have emerged to describe the 

current career; protean careers and boundaryless careers. Hall (2002) claims that the 

term protean careers infers that the individuals personal and work circumstances will 

shape their career. Ayres (2006) claims that boundaryless careers refer to the fact that 

unlike in previous generations where it was the responsibility of the organisation to 

provide training, education and planning for the individual, currently these 

responsibilities lie with the individual. This translates to the current generation of 

employees (Generation Y) not showing the same level of loyalty and commitment to 

an organisation as previous generations. 

Morton (2002) states that Generation Y employees show a tendency towards 

valuing equality in the workplace and they seek positions that offer reasonable wages 

and good opportunities for training. Morton (2002) also claims that they respect 

managers who empower workers and who are open and honest with employees. 

Martin (2005), who terms this generation as Yers, describes eight main characteristics 

shown by Generation Y towards their careers. These eight characteristics, found in 

Table 3.5, include the Generation Y employee being self reliant and independent, 

techno-savvy, entrepreneurial, and seeking flexibility.  
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Table 16: Characteristics of Generation Y employees 
 

Characteristic Description 

Self-reliant and 
independent 

Yers were more likely to be brought up in a single parent family or a family 
where both parents worked than previous generations. This meant that many 
Yers were forced to “fend for themselves” from an early age. Many 
employers see this as a problem whereby Generation Y does not want to be 
told what to do. This is in fact an incorrect assumption as these workers do 
want directions and managerial support but they then want to be left alone to 
complete the tasks in their own way. 

Techno-savvy This is the first generation to grow up with computers as an every day part 
of their lives. They want to use this technology to complete their work more 
effectively and efficiently. 

Have an urgent sense of 
immediacy 

Generation Y as has a sense of urgency whereby they don’t care about next 
month or next year, they want to know “What value can I add today? What 
can I learn today? What will you offer me today? How will I be rewarded 
today?” (p.41) 

Entrepreneurial Today’s young adults are starting their own businesses in record numbers – 
from youth employment services to Web shows for teens– while they’re still 
in school. 

Want increasing 
responsibility 

Generation Y sees increasing responsibility not as a burden to be avoided 
but as a proving ground for their skills and talents. Generation Y request – 
even demand– more responsibility. 

Have a ‘‘get off my 
back’’ attitude 

Every generation hates micromanagement, so it’s no surprise that this is one 
of Gen Yers’ pet peeves. The irony, of course, is when Yers do have time on 
their hands, they’re easily bored. They haven’t been taught to manage time 
for themselves. 

Seek flexibility Generation Y seeks new experiences. They are looking for careers that offer 
them the opportunity to move from project to project, move between 
positions and departments frequently and they are looking for the 
opportunity to work in different locations. 

Have adopted the free 
agency attitude 

There has been a paradigm shift from lifetime employment to short-term 
positions and even changing careers several times during their working life. 
This will be even stronger with Generation Y as they are learning to 
negotiate the best deals in ways older generations would never have 
conceived.  

 

Source: Adapted from Martin (2005) 

Oliver (2006) claims that recent interest in the Generation Y worker has 

intensified in recent years and whilst generalisations are plentiful, he claims that the 

Generation Y worker is uninterested in a job for life, instead seeking flexibility and 

work-life balance. Lloyd (2005) states that in the current economic climate, with skills 

shortages prevalent, the Generation Y employee knows that they can pick and choose 

their employer and they use this power to get what they want or else they will find 

another job. Oliver (2006) states that overall Generation Y workers are seen to have 
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much higher expectations of a job than previous generations, including high 

expectations of pay, conditions, promotion and advancement .  

The Generation Y worker is looking for a good work-life balance. Work-life 

balance is the amount of time and effort somebody devotes to work and the time spent 

on other facets of one’s life. Clark (2000, p. 751) describes work-life balance as 

“satisfaction and good functioning at work and at home with a minimum of role 

conflict”. Work-life balance is sometimes characterised by “the absence of 

unacceptable levels of conflict between work and non-work demands” (Greenblatt, 

2002, p. 179). Thus, when demands from the work and non-work domains are 

mutually incompatible, conflict may occur. “Work-life conflict occurs when the 

cumulative demands of work and non-work life roles are incompatible in some 

respect so that participation in one role is made more difficult by participation in the 

other role” (Duxbury & Higgins, 2001, p. 3). A particularly important element of 

work-life conflict is work-related stress. Working conditions such as heavy 

workloads, lack of participation in decision-making, health and safety hazards, job 

insecurity, and tight deadlines are associated with work-related stress (Todd, 2004). 

All of these issues erode the mental and physical well-being of workers and will affect 

the employees’ health; and the quality of the employees’ personal relationships 

outside of work, especially with their children and spouse. Work-life conflict also has 

consequences for an organization's bottom line. Employees experiencing high levels 

of work-life conflict are likely to miss more work days per year, are less committed to 

the organization, are less satisfied with their job, and are more likely to intend to leave 

their job which all leads to increased costs to businesses (Todd, 2004).  

If an employer can not meet the expectations mentioned above, the Generation 

Y employee will pursue other avenues for employment. If employers can better 
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understand the psyche of the Generation Y worker it will allow them to provide 

greater opportunities for them based on their ideals and expectations. Barron, 

Maxwell, Broadbridge, and Ogden (2007, p. 122) also claim that “given the 

implications of this group’s features on recruitment to, and retention in, the hospitality 

industry, in conjunction with management and development needs, it is important for 

the industry as a whole that this knowledge gap is addressed”. These factors highlight 

the importance of studying the attitudes and perceptions of current students 

(Generation Y) towards working in the tourism and hospitality industry. 

3.5 Tourism and Hospitality Graduate Profiles 

McKercher et al (1995) conducted a study of graduates who undertook at least 

one tourism course at Charles Sturt University. Similarly O’Leary and Deegan (2005) 

conducted a study in Ireland of graduates of tourism management programs between 

1990 and 1995 to find what percentage of graduates were working in the tourism 

industry and what percentage had sought employment in other sectors. They then 

completed a follow up study in 2003 to provide longitudinal data regarding the career 

progression of the graduates who had participated in the original study. Both of these 

studies aimed to examine current and previous employment, recent training/education, 

as well as personal details such as salary levels. McKercher et al (1995) found that 

39% of graduates were working in the industry with 61% reporting that they were 

employed in other industries. O’Leary and Deegan (2005) states that in their original 

(1996) study, 73% of respondents were working in the tourism industry, while 27% 

were working outside the industry. In their follow up study in 2005, they found that 

48% of respondents were working in the tourism industry while 46% of respondents 

were working in other industries. These percentages varied largely suggesting that 

over time there has been a high drop out rate of graduates in the Irish tourism sector 
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with respondents indicating that the unusual working hours, poor remuneration, poor 

career structures and the unchallenging nature of the work as the primary reasons for 

leaving the industry.  

O’Leary and Deegan (2005) found that of those working outside the industry 

61% claimed they would not return to work in the tourism industry while 26% 

claimed they were unsure. They also found that 68% of respondents had changed jobs 

at least once since 1996 whilst McKercher et al (1995) found that overall graduates 

had averaged 2.2 jobs since completing their degree, and on average, they left their 

first job after 13.4 months and their second job after 10.5 months, suggesting that 

there is significant mobility within the tourism workforce. Some other findings from 

O’Leary and Deegan’s (2005) study worth noting are that a higher proportion of 

masters and degree level graduates were working outside the tourism industry while a 

higher proportion of diploma holders were working in the industry. A higher 

percentage of men (61%) remain in the tourism industry compared to just 35% of 

female graduates with O’Leary and Deegan (2005) suggesting that the unsociable 

nature of the tourism industry is often not compatible with raising a family. 

The findings from these two studies are consistent with studies of the 

Australian tourism industry (National Tourism Investment Strategy Consultative 

Group, 2006) and the Hong Kong and China hospitality industry (Chan, et al., 2002) 

which found the prime reasons graduates gave for leaving the industry were low pay, 

poor management, tough conditions, long inflexible hours and lack of job security and 

career path (Chan, et al., 2002; National Tourism Investment Strategy Consultative 

Group, 2006).  The National Tourism Investment Strategy Consultative Group (2006) 

reported that of all students who enrol in commercial cookery courses in Australia 

only 50% actually complete the course and of those that do complete their course only 
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half are still working in the industry after five years. In the study conducted by Chan 

et al. (2002) it was found that only 32.1% or less than one third of all hotel 

management graduates in Hong Kong and mainland China were working in the 

tourism, hotel or hospitality industries after graduation.  

It is claimed that a lack of information about careers in the industry, 

knowledge of opportunities and the scope for advancement is limiting the number of 

people considering a career in the industry (Tunku Dato Seri Iksander, 2009). This 

issue means that high achieving students are potentially ruling out a career in tourism 

and hospitality based on the limited information available. Researchers have also 

argued that a lack of clear career path is a major impediment to attracting and 

retaining staff, as many tourism and hospitality workers become disillusioned with the 

industry due to a lack of career progression and ultimately leave the industry 

(National Tourism Investment Strategy Consultative Group, 2006; Thomas & Long, 

2001). The majority of graduates that do stay working in the industry are working in 

functional areas of the business such as marketing, human resources or sales 

(Longworth, 1990). Longworth (1990) further claims that the reason for this is that 

these positions offer better working conditions, clearer career paths and relatively 

normal (Monday-Friday, 9-5) working hours than other positions within the industry. 

3.6 Gap of Knowledge 

There are studies indicating that the proportion of workers in the tourism and 

hospitality industry who have tertiary qualifications is much lower than most other 

industry sectors (ABS, 2006b; Purcell & Quinn, 1996). As stated above there are also 

reports of many tourism and hospitality management graduates leaving the industry or 

even failing to enter the industry upon graduation due to low job satisfaction, poor 

employment conditions and absence of motivating factors resulting in high staff 
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turnover and wastage of trained and experienced personnel (Doherty, et al., 2001; 

Jenkins, 2001; Pavesic & Brymer, 1990; Zacerelli, 1985). According to Domonte & 

Vaden (1987) the factor that had the greatest influence on career decisions of potential 

employees was work experience. This raises the issue of finding out and explaining 

the attitudes of individuals who are likely to enter the tourism and hospitality industry 

work-force to explore whether the industry is attracting the ‘right’ staff (Kusluvan & 

Kusluvan, 2000). It has been mentioned previously that, similar to other authors 

(Barron, et al., 2007; Kusluvan & Kusluvan, 2000; Ross, 1994), the author of this 

study has found little evidence of research being conducted in this area, with Airey 

and Frontistis (1997) commenting that this is a very important area for future study. 

Barron et al. (2007, p. 122) agree claiming that “given the implications of this 

Generation Y’s features on recruitment to, and retention in, the hospitality industry, in 

conjunction with management and development needs, it is important for the industry 

as a whole that this knowledge gap is addressed”. These factors highlight the 

importance of studying the attitudes and perceptions of current students (Generation 

Y) towards working in the tourism and hospitality industry to try to understand how 

working in the tourism and hospitality industry, both in industry placements and as 

casual and part-time workers, affects students perceptions of a career in the industry 

and how these perceptions are affecting decisions regarding pursuing or continuing 

careers in the industry after graduation.  
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Chapter Four: Research Methodology 

4.1 Introduction 

The research questions in this study are concerned with current student’s 

perceptions of a career in the tourism and hospitality industry and how this perception 

is influenced by the student’s experience working in the industry. This research was 

designed to gain a broad understanding of how tourism and hospitality students are 

utilised as casual and part-time workers whilst they are studying, and how this 

utilisation affects their attitudes and perceptions of the industry as a whole. It further 

aims to examine how these attitudes and perceptions affect future plans to work in the 

industry. Therefore, the purpose of this study is to examine what effect the utilisation 

of students in the tourism and hospitality workforce has on the skills shortages facing 

the industry. A research framework for this study was developed by undertaking a 

comprehensive review of the literature relating to these issues.  

In accordance with the National Statement of Ethical Conduct in Research 

Involving Humans, this research has been designed to meet all ethical conditions and 

as such has been approved by the Griffith University Human Research Ethics 

Committee. According to the National Health and Medical Research Council 

(NHMRC) (2007) the primary purpose of maintaining ethical principles and 

associated guidelines for research involving humans is the protection of the welfare 

and the rights of participants in research. An important secondary purpose of a 

statement of ethical principles and accompanying guidelines, and that is to facilitate 

research that is or will be of benefit to the researcher’s community or to humankind. 

The National Health and Medical Research Council (2007) describe three essential 

values for undertaking ethical research. The first of these is that of the integrity of 

researchers. This includes a commitment to research questions that are designed to 
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contribute to knowledge, a commitment to the pursuit and protection of truth, a 

commitment to reliance on research methods appropriate to the discipline, as well as 

and honesty and respect for persons, that is, that individuals should be treated as 

autonomous agents and that persons with diminished autonomy are entitled to 

protection. The second value is beneficence, that is, the research should be designed 

to maximise possible benefits and minimise possible harms. Finally the third value is 

justice, addressing the resolution of the question of who ought to receive the benefits 

of research and bear its burdens.  

This study has been designed to add to the current knowledge in the area of 

student perceptions of the tourism and hospitality industry. This study has also been 

designed to provide benefits to all of the participants of the research. It will benefit 

students by providing information to the industry on the concerns of this group, 

allowing industry to better design work processes to ensure that students have positive 

experiences whilst working as casuals while studying. It will benefit industry by 

providing recommendations on how to improve working conditions for current 

students helping recruitment and retention of these employees. It will also benefit 

educational institutions by providing recommendations on ways in which these 

institutions can work with industry to improve the working experience students 

receive. 

The research for this study is divided into two research problems. Research 

problem one was concerned with understanding students perceptions of the industry 

and what impact work has on influencing these perceptions. Associated with research 

problem 1 are 7 research questions which will be discussed later in this chapter. To 

investigate this problem both quantitative and qualitative research methods were 

employed. Research problem 2 focussed on providing an understanding of the ways in 
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which industry is utilising students and graduates in their workforce. This research 

problem used qualitative methods to answer two research questions. 

As stated previously, this chapter describes the methodology employed in the 

study, including the theoretical framework for the study, the sampling frame, 

sampling method, instrument design and development, administration procedure and 

data analysis. Additionally, the procedures for selecting and adapting the instruments 

for this study are discussed. Figure 5 illustrates the process undertaken in completing 

this study which comprised a number of stages. The first stage was to decide on a 

research topic. The next step was to review the literature to identify any gaps. From 

this, the conceptual framework for the thesis was devised and the questions to be 

answered decided upon. In the next stage the methods used to examine each question 

were chosen. The instruments were then designed and pilot tested, followed by 

making appropriate changes to the instruments (see figure 4.1). The primary research 

was then conducted (see figure 4.2 for the phases in this process), the data was 

analysed and finally this thesis was collated.  
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Figure 17: Elements in the research process 
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Figure 18: Data Collection Phase Description 
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4.2 Theoretical Framework: A Constructivist Research 

Approach   

 According to Von Glaserfield (1995, p. 8) constructivism has been described 

as “a theory of knowledge with roots in philosophy, psychology, and cybernetics”. 

Mir and Watson (2000, p. 942) state that:  

constructivist’s epistemological assumptions are nonpositivist; according to 
 constructivists, rules and principles do not exist independently of our 
 theorizing about them. Indeed, they suggest that it is our theory that drives all 
 aspects of our empirical inquiry, including what counts as observation, what 
 research designs and experiments will be acceptable, what measurement 
 techniques are legitimate, and indeed, what problems are worthy of attention. 
  
As Von Glaserfield (1995, p. 7) states that “to the constructivist, concepts, models, 

theories and so on are viable if they prove adequate within the context they were 

created”.  

Mertens (2005) contends that the constructivist paradigm grew out of the 

philosophy of Husserl's phenomenology and Dilthey's and other German philosophers' 

study of interpretive understanding called hermeneutics. According to Gadamer 

(1976, p. xii) “hermeneutics has its origin in breaches in intersubjectivity. Its field of 

applications comprised of all those situations in which we encounter meanings that 

are not immediately understandable but require interpretive effort”. Heidegger (1962), 

cited in Koch (1996, p. 176), further declares that “nothing can be encountered 

without reference to the person’s background understanding, and every encounter 

entails an interpretation based on the person’s background, in its historicality”. From 

these definitions it can be stated that hermeneutics refers to the shared interpretation 

of texts or discourse, such as the human experiences that form the basis of this study.  

Constructivist approaches to research have the intention of understanding “the 

world of human experience” (Cohen & Manion, 1994, p. 36) suggesting that “reality 
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is socially constructed” (Mertens, 2005, p.12). According to Creswell (2003, p. 8) the 

constructivist researcher tends to rely upon the “participants’ views of the situation 

being studied”, while the researchers own background and experiences usually impact 

on the research. As outlined previously the author’s personal experiences working in 

the industry largely framed the research agenda.  

Creswell (2003, p. 9) states that unlike positivists who usually begin their 

research with a theory, constructivists “generate or inductively develop a theory or 

pattern of meanings” throughout the research process. According to Veal (2006), 

whilst qualitative methods tend to be the constructivist researchers’ preferred mode of 

collecting data they quite often use a mixed methods approach, utilising both 

qualitative and quantitative methods together.  

Constructivism is a philosophical school of thought arguing that research is 

fundamentally theory-dependent. Boyd (1991, p. 202) claims that “according to 

constructivists, the theoretical position held by researchers not only guides their basic 

position, but also determines what gets construed as a research problem, what 

theoretical procedures are used, and what constitutes observations and evidence”. 

Thus, constructivists challenge the notion that research is conducted by neutral, 

isolated, value-neutral subjects, who seek to uncover clearly discernable objects or 

phenomena. Rather, they view researchers as craftsmen, as toolmakers (Spivey, 1995) 

who are part of a network that creates knowledge (Law, 1992) and ultimately guides 

practice. Mir and Watson (2000, p. 942) state that “constructivism brings to the 

foreground that constructivist researchers are actors rather than mere information 

processors or reactors. They do not merely observe organizational structures and 

report their findings; they also play a role in the process determining which structures 

are more or less likely to be adopted”.   
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 According to Stake (1995) knowledge starts with sensory stimulation of 

external stimuli. These new visions or experiences are analysed by the person, given 

meaning and mixed with existing knowledge to create or alter perception. This is very 

important as how the potential employee perceives the industry in which they may 

enter will play a key role in their decision as to whether or not they will pursue a 

career in that industry. Stake (1995) claims that in a constructivist approach to 

understanding through the construction of knowledge, it is the blending, the co-

construction of researcher and participants that allows for the development of key 

issues.  

As can be seen there are many definitions of what a constructivist research 

approach entails. Mir and Watson (2000) identify six fundamental assumptions that 

are shared by all constructivists; they are: 

• Knowledge is theory-driven, 

• The separation of the researcher (subject) and the phenomena under 

investigation (object) is not feasible, 

• The separation between theory and practice is equally unfeasible, 

• Researchers are never ‘objective’ or value- neutral, 

• Research occurs within a ‘community’ of scholarship where mutually 

held assumptions are deployed to create conversations, and 

• Constructivism constitutes a ‘methodology’, which is distinct from a 

method. 

A constructivist approach was chosen for this study as the objective is to 

understand the participants’ (students’) views of the industry. This study is also driven 

by the authors’ personal experience over a number of years working in the tourism 

and hospitality industry. This experience, prior to, during, and after study has 
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influenced the desire to study this area. The author has experienced work in the 

industry as an untrained, unqualified worker; as a tourism and hospitality student; and 

as a tourism and hospitality graduate. In each of these phases of work the author 

found different challenges and issues surrounding a number of areas of employment 

in the industry. These issues included the type of work on offer; the relationships with 

management; the pay and conditions on offer; and the structure of careers in the 

industry. It is for these reasons that a constructivist approach was undertaken. 

4.3 Research Problem One 

Research problem one was designed to gain an understanding of the views of 

current students pertaining to the tourism and hospitality industry as a career path. 

The research for this problem was conducted in two phases, a quantitative phase and a 

qualitative phase. Firstly it was decided to use the internet to conduct the research for 

this problem. The justification for using the internet both for the quantitative and 

qualitative phases lies in the fact that it has been suggested that using the Internet can 

be a valuable means of conducting research when the population of interest regularly 

use the Internet (Couper, Traugott, & Lamias, 2001; Sills & Song, 2002; Van Selm & 

Jankowski, 2006; Veal, 2006). As the use of the Internet grows, the potential for web-

based surveys to become an influential tool in survey research will increase (Sills & 

Song, 2002). In fact, for populations that use the Internet as a part of their daily 

routine, such as students, this form of research has been shown to be a viable source 

of achieving meaningful results and can produce better results and higher response 

rates then using traditional forms of research. (Schaefer & Dillman, 1998; Sills & 

Song, 2002). As will be discussed later, the quantitative phase utilised an online 

survey consisting of four sections to gain an understanding of student’s perceptions of 

the industry and their intention to pursue a career in the industry.  Phase 2, the 
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qualitative phase, utilised an online blog to capture student’s thoughts and experiences 

of working in the industry.   

4.3.1 Phase one (Quantitative) 

The research employed in phase one was of a quantitative nature and 

attempted to answer six research questions associated with student perceptions. Veal 

(2006) describes quantitative research as a technique that seeks to understand 

behaviour by assigning a numerical value to variables to try to replicate reality 

mathematically. Quantitative research is used to analyse a problem measured with 

numbers and analysed using statistical analysis. In quantitative research, often the 

goal is to determine a relationship between one variable (independent) and another 

(dependent or outcome variable). Quantitative research is usually an iterative process 

where evidence is evaluated and hypotheses are refined. As the purpose of this 

research is to try to determine if work experience affects a student’s intention of 

pursuing a career in the tourism and hospitality industry, quantitative research was 

chosen as the appropriate method to examine these research questions.  

4.3.1.1 Phase One Research Questions 

Research Question 1: Does work experience play a role in shaping undergraduate 

tourism and hospitality student’s attitude towards a career in the industry? 

Research Question 2: Is there a difference in the attitudes and perceptions of 

domestic (Australian) students and international students with regards to a career in 

the industry? 

Research Question 3: How likely are students to work in the tourism and hospitality 

industry after graduation? 

Research Question 4: What type of positions do students believe they will be able 

to obtain after graduation and what salary do they expect? 
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Research Question 5: What factors are important to students in choosing a career 

and to what extent does the industry offer these factors? 

Research Question 6: What are student’s attitudes towards different aspects of 

working in the tourism and hospitality industry? 

4.3.2 Instrument Design and Development 

To measure how the perceptions and attitudes of students who are currently 

studying tourism/hospitality management at undergraduate level in Australia are 

shaped by working in the industry, and what impact this has on students’ intentions on 

pursuing a career in the industry; it was decided to use an online survey/questionnaire. 

The following figure (figure 4.3) represents the process undertaken in designing and 

developing the instrument to be used in phase one.   

The questionnaire used in this phase of the research contained mainly closed-

ended questions consisting of Likert scales, attitude statements and ranking type 

questions. Two advantages of using closed-ended as opposed to open-ended questions 

is that the analysis of open-ended questions can be laborious and may result in a final 

set of categories which provide the researcher with no more value than a well 

constructed closed-ended list (Veal, 2006). The second advantage is that, although 

open-ended questions can obtain a richer response to questions, in the case of 

respondent-completed questionnaires, response rates to this type of question can be 

very low, as people are either too lazy or too busy to take the time to answer these 

questions (Veal, 2006). Whilst a questionnaire of this type can be very useful in 

understanding the attitudes and perceptions of respondents (Petrova & Mason, 2004) 

it should be noted that using closed-ended questions can increase the risk of “reducing 

something that is rich and complex to a single index that assumes an importance out 

of all proportion to it’s meaning” (Eagly & Chaiken, 1993, p. 3). To help reduce this  
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Figure 19: Questionnaire design process 
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risk, a number of open-ended questions have also been used to allow respondents to 

express their thoughts and opinions in their own words. The second, qualitative phase, 

will also add to this. 

Section 1 of the survey asked questions regarding the characteristics of the 

respondents and was adapted from a survey conducted by Kusluvan and Kusluvan 

(2000) in their study of perceptions and attitudes of undergraduate tourism students 

towards working in the tourism industry in Turkey. Section 2 aimed to ascertain the 

types of positions students expected to acquire after graduation. The main goal of this 

section was to identify if students opinions conferred with the literature written about 

the attitudes of Generation Y employee’s. Section 3, important features of future 

working conditions, was adapted from a survey used by Kyriacou and Coulthard 

(2000). Section 4, possibly the most important section, contained a multi-dimensional 

and multi-item attitude scale that was developed and used by Kusluvan and Kusluvan 

(2000). The construction of this scale was largely influenced by procedures suggested 

by Churchill (1979), Tull and Hawkins (1987) and Echtner and Ritchie (1993). This 

scale addressed the issue of reliability and validity for measuring the attitudes of 

tertiary tourism and hospitality students. This scale consisted of 9 different 

dimensions: (1) Nature of work, (2) Social status, (3) Industry-Person congeniality, 

(4) Physical working conditions, (5) Pay/fringe benefits, (6) Promotion, (7) Co-

workers, (8) Managers, and (9) Commitment to the industry. In these nine dimensions 

a total of 91 statements were included. After conducted scale purification tests the 

total number of statements was reduced to 79. This scale has also been tested and used 

by Aksu and Koksal (2005) in a study of tourism students attitudes and perceptions. 
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4.3.2.1 Pilot Testing Instrument 

Once the aggregated questionnaire was constructed a pilot test was 

implemented to test the relevance and applicability of the instrument. This helped 

revise and refine the questionnaire for this survey. The researcher informed the 

participants at the beginning of the survey that the information collected would be 

used solely for academic analysis and would be kept strictly confidential and that 

their involvement was voluntary.  In this pilot test 100 students undertaking a core 

course in tourism and hospitality at Griffith University were asked to complete the 

survey, with 78 completing the survey.   

All the opinions collected from the participants about the contents and 

wordings of the questionnaire were reviewed again by the researcher and his 

supervisors. Some wordings which caused confusion were changed, and branches 

were added to some questions. Adding branches allows respondents to automatically 

move to the next relevant question rather than having to scroll down to find the 

relevant question themselves. In total 13 questions from the original scale used by 

Kusluvan and Kusluvan (2000) were removed from the final survey as they were seen 

by a number of respondents as not being relevant to an Australian context, leaving 66 

items in the nine dimensions. A full copy of the survey instrument used can be found 

in Appendix 2. 

4.3.3 Sampling Frame  

The sampling frame has been described as a list or set of directions for 

identifying the target population (Malhotra, 1999). Bradley (1999) states that in terms 

of the Internet, the sampling frame could be envisaged in two ways. The first is 

internal, whereby respondents are found on the Internet itself, either as visitors to 

websites or among listings of e-mail addresses. The second is external whereby 
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respondents are invited to the Internet, via panels or paper directories (mail-outs), 

with the Internet being used as a vehicle to collect the required data. The research 

conducted for phase one employed the internal method whereby potential respondents 

were contacted via email and asked to visit a website to undertake the survey. Bradley 

(1999) points out that using email lists to contact potential respondents may be 

hazardous, as many users change their Internet Service Provider (ISP), and also their 

e-mail address on a semi-regular basis. This turnover of addresses can have 

consequences for response rates. In the case of the sample for this study these 

concerns are removed as all email addresses are current for these students. In addition 

to changing ISP’s potential respondents may have multiple e-mail addresses, some of 

which may no longer be used (but not closed) or checked sporadically (Bradley, 

1999).  

As this research is aimed at investigating the attitudes and perceptions of 

tourism and hospitality students attending universities Australia-wide, assistance in 

contacting these potential respondents was sought from a number of institutions. 

Using these institutions to contact respondents helped to remove the danger of low 

response rates due to change of ISP’s or change of email address. This was due to the 

fact that all currently enrolled students were expected to check their student email 

accounts on a regular basis. To ensure the anonymity of these respondents and to 

remove any significant legal and privacy issues the universities were asked to send the 

email requesting respondents take part in this research and at no time were contact 

details given to the researcher undertaking the study. 

4.3.4 Sampling Method 

Bradley (1999) claims that  the growth of the Internet raises a number of 

ethical and technical issues which must be addressed and states that the researcher 
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using the Internet to conduct research should follow scientifically sound sampling 

methods within the constraint of the medium. Purposive sampling was chosen as the 

preferred method of finding respondents for the online survey for this part of the 

research. Purposive sampling is a form of non-probability sampling which is used 

when the frequency of the behaviour or characteristic of interest is so low in the 

population that a more targeted strategy is needed to find sufficient numbers of 

participants for the research (Commonwealth Educational Media Centre for Asia, 

n.d.). The power of purposive sampling lies in selecting information-rich cases for in-

depth analysis related to the central issues being studied. Purposive sampling can also 

be used with both quantitative and qualitative studies. The type of purposive sampling 

used is homogeneous sampling, as this survey was interested in exploring the attitudes 

and perceptions of one particular group that has similar characteristics to describe that 

particular group in depth (i.e. undergraduate tourism and hospitality students) 

(Commonwealth Educational Media Centre for Asia, n.d.).  

When the goal of a study is to generalise from a sample to the wider group the 

sample is drawn from, then some form of probability sampling is essential for the 

robustness of such generalisations (Tansey, 2006). Whilst this is the case, Kerlinger 

(1986) explained that purposive sampling is a type of sampling which is characterised 

by the use of judgment and a deliberate effort to obtain representative samples by 

including typical areas or groups in the sample. In other words, the researcher 

attempts to do what proportional clustering with randomisation accomplishes by using 

human judgment and logic, allowing this study to generalise from the sample to the 

wider population of interest.  

Colleagues and other contacts within universities in Australia were asked to 

participate in this research by sending an email to all currently enrolled tourism and 
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hospitality students asking them to take part in the research. In total, eight institutions 

agreed to send the email asking their students to take part in the research. These 

institutions were from all over Australia including Queensland: Griffith University, 

and Queensland Institute of Business and Technology; New South Wales: University 

of Technology Sydney, University of Western Sydney, and Southern Cross 

University; the Australian Capital Territory: University of Canberra; Victoria: 

Victoria University; and Western Australia: Edith Cowan University. Thus the 

research represents a geographically representative sample of Australian university 

students.      

4.3.5 Administration Procedure 

To collect the data for phase one of research problem one, an online survey 

was developed and circulated to current tourism and hospitality students of the 

universities whom had agreed to participate in this research. Van Selm and Jankowski 

(2006) claim that the use of Internet based surveys for any research should be 

confined to non-probability samples, therefore it may be used with the purposive 

sample used in this research.  

Some of the benefits of conducting an online survey include absence of 

interviewer bias, removal of the need for data entry as data is presented in an 

electronic file, response time and convenience for respondents (Schaefer & Dillman, 

1998; Van Selm & Jankowski, 2006; Veal, 2006).Whilst this is the case, Silk and 

Song (2002) do suggest that, similar to the inclusion of telephone and mail surveys 

into the list of acceptable methodologies in the past, there are some methodological 

concerns facing the use of Internet research. Some of these concerns include low 

response rates, self-selectivity of users, technological issues and concerns over 

Internet security. As stated previously, although these concerns do exist, it is argued 
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that for populations that use the Internet as a part of their daily routine, this form of 

research has been shown to be a viable source of achieving meaningful results 

(Schaefer & Dillman, 1998; Sills & Song, 2002). 

 An advantage of an Internet survey for this particular sample is that most 

undergraduate students use the Internet on a daily basis for email, class registrations, 

lecture notes, tutorial information, research and assignment topics etc. As students are 

quite used to using the Internet it may be argued that they would prefer an Internet 

survey over a traditional mail survey or telephone interview as completing the survey 

can be incorporated into their normal day (Beebe, Harrison, Anderson, Fulkerson, & 

Mika, 1997; Schaefer & Dillman, 1998; Sills & Song, 2002). In fact, Sills and Song 

(2002) claim that for populations that possess technical knowledge, such as students, 

the cost and ease of conducting this type of survey, as well as the speed and ease of 

data cleaning and analysis, this form of delivery method is favourable. SuperPoll 

(n.d., p. 1) describes the main advantages of Internet surveys over traditional methods 

as: 

1) Cost: A web-based survey is very low cost; therefore it has an advantage over 

traditional market surveys using regular mail or telephone interviews. 

2) Research Flexibility: The interactive and flexible features of the Internet make 

many kinds of surveys possible which could not be accomplished by using 

traditional survey methods. By using the Internet, any target population can be 

located despite limited resources and commitment. 

3) Time Flexibility: Traditional telephone surveys can be conducted only when 

the target interviewees are reachable. Therefore, the available hours for such 

surveys are limited. Similarly, surveys by mail can be conducted effectively 

only with accurate mailing addresses and with the prompt delivery of all mail. 
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If the survey is conducted via the Internet, the interviewees can respond to the 

questionnaire at a time convenient to them. 

4) Design Flexibility: In designing a web-based questionnaire, a researcher can 

use online research companies to design questionnaires that can skip, lock in, 

or branch the questions so that interviewees would not confront a long list of 

questions which may dissuade them from completing the survey. In addition, 

the researcher could use the lock-in and skip question features to conduct 

logical verification on the answers to improve the validity of the survey 

instrument. 

5) Rapidity: A study conducted by a Japanese market survey firm indicated that, 

  the response rate of a questionnaire sent by Internet within a period of 48  

  hours could be as high as 84%. For a skilfully designed regular Internet  

  questionnaire sent to addressees on a good quality list, the average response 

  rate in a three-day period is between 20% and 45%.  

6) Reduction of interviewer bias: A traditional telephone interview is conducted 

  over the phone at a distance. The vocal tone and mood of the interviewer can 

  influence the willingness of the subjects to respond, which affects the survey 

  results. With Internet surveys, all interviewees get the same questionnaire,  

  which eliminates the individual differences among the interviewers who  

  conduct such surveys via the telephone. 

7) Reduction of labour and errors: The most time-consuming task with traditional 

  surveys is the data inputting and coding, usually done manually. This task is not 

  only labour-intensive and time consuming, but also runs the risk of many data 

  errors due to manual data entry. The results of a survey done over the Internet 

  can be written directly into a databank by way of the application service  
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  provider (ASP). This saves much labour, and yields much higher accuracy  

  rates. 

There are two ways to conduct an online survey, either questionnaires sent in 

an email or web based surveys that require respondents to access a web browser to 

respond to the survey (Sills & Song, 2002; Van Selm & Jankowski, 2006; Veal, 

2006). Pitkow and Johnson (1995), cited in Van Selm and Jankowski (2006, p. 444), 

claim there are 6 main advantages to using web based technology over email: 

• possibility of point-and-click responses; 

• provision of structured responses; 

• use of an electronic medium for data transfer and collation; 

• provision of visual presentation of the questions permitting review; 

• flexible time constraints for respondents;  

• employment of adaptive questions to reduce the number and complexity of 

questions presented to users. 

A web based questionnaire, such as the one to be used in this research, can be 

divided into three types (Bradley, 1999). Type I is part of a website ‘open’ to any 

visitor, and the researcher has no control over who visits or completes the survey. 

Type II is ‘closed’, with respondents invited to visit the site to complete the 

questionnaire, as an added protection measure this type of web based questionnaire 

may be password protected to ensure only those targeted to participate in the research 

is able to do so. Type III is 'hidden', whereby the questionnaire appears to a visitor 

when triggered by some mechanism (eg date, visitor number, interest in specific page 

etc.) and includes the pop-up survey. For the purposes of this research it was chosen 

to use the closed type web page questionnaire where potential respondents are sent an 
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email inviting them to visit the webpage containing the survey, which is protected by 

a password only given to those invited to take part. 

One problem associated with a web based survey is that anyone who finds the 

survey online may fill it out and return it (Kay & Johnson, 1999). Therefore it has 

been suggested to use a password to protect access to the survey and to only provide 

the password to the selected sample ensuring only those that the survey is intended for 

will be able to respond to the survey (Bertot & McClure, 1996). A password was used 

to protect the survey used in this research. 

Some other problems facing the use of web based surveys include 

technological problems with delivery, inconsistencies with the medium of delivery, 

security issues and respondent anonymity as well as problems with Internet junk mail 

(Sheehan & McMillan, 1999; Sills & Song, 2002; Veal, 2006). To overcome these 

problems a number of steps have been taken. To overcome problems with technology 

and inconsistencies in delivery a reliable and reputable product was needed. After 

extensive research into the types of online survey programs available, 

Questionpro.com, was chosen to construct and deliver the surveys due to its intuitive 

survey designs, extensive reporting capabilities and cost. For an example of the online 

survey questions please see figure 4.4 below. To ensure the security of the results of 

the survey the account can only be accessed by a username and password known only 

to the researcher. To overcome respondent anonymity the respondent is not asked to 

provide any information which could be used to identify them and is contacted by 

their university so their details are never given to the researcher. To overcome the 

problems associated with Internet junk mail, the email requesting the student to go to 

the survey website to complete the survey was sent out according to official university 

policies ensuring delivery to the inbox of each member of the sample.  
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Figure 20: Sample of online survey 
 

 

Van Selm and Jankowski (2006) claim that another problem facing online surveys is 

the response rate with research showing that response rates for online surveys are 

lower than those for traditional mail surveys. One suggested way of overcoming this 

problem that was utilised in this research was to send a reminder email one week and 

then one month after the original email was sent (Schaefer & Dillman, 1998). 

Ensuring that the subject line in the email message is used to a good effect may also 

increase response rates (Sheehan & McMillan, 1999) and this was taken into 

consideration when sending out the initial email. A further way to attempt to increase 

response rates is to offer a prize as an incentive to complete the survey (Van Selm & 

Jankowski, 2006). Bosnjak and Tuten (2003) found that using prize draws 

significantly increased response rates and also reduced the number of incomplete 

surveys. For this phase of the research one major prize and ten minor prizes were 
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offered, with winners drawn randomly from those that had completed the survey. 

Respondents were asked to provide their email address if they wished to be entered 

into the prize draw. The email address was stored separately to the responses to ensure 

anonymity. 

The Vice President of International Research for one of the worlds leading 

research companies, ACNielsen (Paul, n.d.), claims that many major corporations are 

turning to the Internet to measure consumer and business attitudes, perceptions, and 

intentions. Online research is now available in over 200 countries worldwide and most 

large, successful consumer product firms (as well as many other fields) are using 

online research. Paul (n.d.) however does state that companies should evaluate the 

advantages and disadvantages of Internet based research, such as those discussed 

above, before committing to Internet research. 

Paul (n.d.) claims that the main reasons companies and researchers are still  

resisting online research are based on a vague notion that “it just isn’t as accurate” or 

“online respondents are different from my customers”. ACNielsen (Paul, n.d.) has 

conducted research to help alleviate these fears by running parallel tests using both 

telephone and Internet surveys for the world’s largest apple juice producer and 

comparing the core metrics (top-of-mind awareness, unaided awareness, aided 

awareness). This test found that ‘Top of mind awareness’ was almost identical 

between the two samples, at a national and a city level; ‘Unaided awareness’ was 

higher for each brand in the online survey, since respondents took more time to think 

about what brands they knew and online respondents were also generally able to 

remember some of the smaller brands that telephone respondents did not; and ‘Total 

awareness’ was identical between the two samples. ACNielsen has conducted a 

number of similar parallel tests in different categories and different countries and 
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found that most of them show that online surveys yield the same results on key metrics 

as offline surveys. 

According to Dillman (2000), Internet research should follow the same 

protocols for achieving higher response rates as traditional mail surveys. Therefore, 

based on the questionnaire mailing protocol suggested by Roth and BeVier (1998) and 

Dillman (2000),  the following procedures were taken to prompt a satisfactory response 

rate. The first step in this process was to obtain permission from Australian tertiary 

institutions to send the surveys to their students.  As stated above, eight tertiary 

institutions agreed for their students to take part in this research. First, for promoting 

higher response rates, a pre-survey notification letter was e-mailed by all universities 

to respondents to inform them about the research and ask for their assistance (Duncan, 

1979; Heberlein & Baumgartner, 1978; Linsky, 1975; Martin, Duncan, Powers, & 

Sawyer, 1989; Nowack, 1990). Second, an informed consent email explaining the 

purpose of this research, with attached URL hyperlink was sent by all universities to 

all relevant students. Third, a follow-up letter was e-mailed to remind respondents of 

completing and submitting the survey one week and then one month after the 

informed consent email to promote higher response rates (Duncan, 1979; Heberlein & 

Baumgartner, 1978; Kanuk & Berenson, 1975; Salant & Dillman, 1994). 

4.3.6 Data Analysis 

Survey results were received from the online survey in Microsoft Excel 

spreadsheet format and exported to the Statistical Package for the Social Sciences 

(SPSS) 15.0 for data analysis. SPSS is a general purpose statistical software package 

used for analysing numeric data and for producing graphical representations of data. 

Appropriate statistical analysis methods were performed to explore the research 

questions. 
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The first part of the quantitative analysis, in phase one, analyses data including 

participant’s gender, current stage of academic career, name of institution attended, 

type of student (international, domestic), program major, length of work experience in 

the industry and type of position held. It also summarises the types of positions 

students expect to obtain within the tourism and hospitality industry after graduation, 

their expected salary range, the number of hours they expect to work and how 

qualified they feel they will be to obtain certain positions upon graduation. 

The second part of the analysis focuses on what students believe are important 

aspects of a career affecting their decision making process regarding future careers, 

and whether these aspects can be found in a career in tourism and hospitality. The 

third part of the analysis focuses on the attitudes and perceptions of the students. A 

number of statistical tests are carried out on the data including Reliability Analysis 

using Cronbach’s coefficient alpha, a frequently reported reliability statistic which 

correlates performance on each item with overall score; and an Analysis of Variance 

(one-way ANOVA), used to examine whether data from several groups have a 

common mean. 

One of the main purposes of this research is to compare the attitudes and 

perceptions of students who have experience working in the industry to those of 

students who have no working experience in tourism or hospitality. This has identified 

what impact working in the industry has on shaping attitudes and perceptions of 

undergraduate students. An analysis is also conducted to compare results obtained 

from international students to those of domestic students to ascertain if differences 

occur in the attitudes and perceptions of these students. Finally comparison has also 

been undertaken to compare students at different stages of their degrees to again look 

to see if attitudes and perceptions change as student’s progress through their degrees. 
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4.3.7 Phase two (Qualitative) 

Whilst the quantitative research used in phase one will discover what the 

students think about the tourism and hospitality industry, it will not tell us why they 

think this way. Therefore the research conducted in phase 2 uses a qualitative method 

of research. Qualitative research is research that focuses on understanding, rather than 

predicting or controlling, phenomena and is usually contrasted with traditional 

experimental and statistical research. Qualitative research is used to try to make sense 

of personal stories and the ways in which they intersect (Jennings, 2001). The data 

collected in qualitative research has been termed "soft", that is, rich in description of 

people, places, and conversations, and not easily handled by statistical procedures. 

According to Veal (2006, p. 193) “the term qualitative is used to describe research 

methods and techniques which use, and give rise to, qualitative rather than 

quantitative information”. Veal (2006) continues to comment that qualitative research 

seeks rich information from relatively few cases rather than more limited information 

collected from large numbers of respondents which is usually the case in quantitative 

research. Peterson (1994) agrees, stating that qualitative research involves in-depth 

conversations with a relatively few individuals to develop wide-ranging information. 

Veal (2006) states that during the 1980’s and 1990’s there was a shift in the 

Anglophone world towards qualitative research in leisure studies. This shift was 

reflected by Kraus and Allen (1998, p. 36) who stated: 

Quantitative research has tended to be more highly regarded than qualitative 
methods in varied scholarly disciplines, in part because this has been the 
approved method of investigation in the physical and natural sciences. 
However, a strong case can be made that, in such an individualistic and 
diversified field as recreation and leisure, there ought to be a place for research 
of a more deeply probing, intuitive, or philosophical nature. 

 

It has been suggested that there are a number of advantages to using qualitative 

research over quantitative research. Kelly (1991, p. 407) suggests that some of these 
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benefits include: leisure is a qualitative experience, qualitative research is far more 

personal, the results of the research are more easily understood by those who have no 

statistical training, leisure, including tourism, involves face-to-face interactions 

between people and qualitative methods are well suited to investigating this, it is 

better for understanding peoples needs and aspirations. Peterson (1994) claims that for 

research concerning behaviour and attitude some form of qualitative research is 

recommended. 

It is for these reasons that triangulation is used to broaden the knowledge obtained 

through the quantitative research is used for this study. Triangulation is broadly 

defined by Denzin (1978, p. 291) as “the combination of methodologies in the study 

of the same phenomenon”. Decrop (1999) states that triangulation is mixing 

qualitative and quantitative methods and advocates that both methods should be 

viewed as complementary rather than rivals. 

Smith (1981) claims that the triangulation metaphor comes from navigation 

and the use of multiple reference points to locate a precise position.  Given basic 

principles of geometry, multiple viewpoints allow for greater accuracy. It is argued 

that by using multiple points of reference for the same phenomenon can increase the 

accuracy of the findings (Jick, 1979). Similarly, organizational researchers can 

improve the accuracy of their judgments by collecting different kinds of data bearing 

on the same phenomenon. Bouchard (1976, p. 268) reports that in the social sciences, 

the use of triangulation can be traced back to Campbell and Fiske in 1959 when they 

developed the idea of multiple operationism. They argued that more than one method 

should be used in the validation process to ensure that the variance reflected is that of 

the trait and not of the method. Thus, the convergence or agreement between two 

methods enhances our belief that the results are valid and not a methodological 
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artefact. This kind of triangulation is defined by Denzin (1978, p. 302) as the 

“between (or across) methods type, and represents the most popular use of 

triangulation”. It is largely used as a way of cross validation when two or more 

distinct methods are found to be congruent and yield comparable data. For 

researchers, this involves the use of multiple methods to examine the same dimension 

of a research problem. 

4.3.7.1 Phase Two Research Question 

Research Question 7: What do students see as the positives and negatives of working 

in the industry? 

4.3.8 Instrument Design and Development 

For this phase of the research it was decided to use an online blog to capture 

student’s thoughts about working in the tourism and hospitality industry as well as 

describe any experiences they may have had. A blog is a web log of an individual’s 

thoughts and experiences, and has become a popular form of online expression. In this 

blog, students were asked to either write comments about specific incidents that had 

shaped their views of the industry or just their overall views and feelings about 

working in the industry. These comments could be either positive or negative in 

nature. The idea of the blog was to keep it open, with few guidelines or restrictions, so 

that respondents felt comfortable to write anything they liked. Students could read 

other students comments and reply to these if they saw fit. Therefore the design of this 

phase of research was very open and unstructured, leaving the respondent open to 

write whatever they wished. 

The earliest versions of blogs were a kind of online diary where writers 

(bloggers) talk about their lives and share their views and opinions on certain issues. 

In recent years this has changed and blogs are being used for many different purposes. 
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Blogs can be used for short, unofficial announcements, or to share experiences, 

thoughts, and opinions (Ewins, 2005). According to Ewins (2005), weblogs are 

increasingly being used by people from all walks of life, especially the new 

generations, Y (the population of interest for this study) and Z, to create a presence for 

themselves on the Web and to participate in online debate. Ewins (2005) also claims 

that in recent years blogging has increasingly been adopted by academics, as a 

teaching tool, to disseminate and discuss their own research interests and to conduct 

research. According to Barger (1999, p. 1): 

A weblog (sometimes called a blog or a news page or a filter) is a webpage 
where a weblogger (sometimes called a blogger, or a pre-surfer) ‘logs’ all the 
other Web pages she finds interesting. The format is normally to add the 
newest entry at the top of the page, so that repeat visitors can catch up by 
simply reading down the page until they reach a link they saw on their last 
visit. 

 
According to Armstrong, Berry and Lamshed (n.d., p. 2) “The blog can be a record of 

an individual or a group: of their experiences, observations, advice, impressions, 

opinions, analysis, notes, and comments across a whole range of subjects – news, 

politics, travel, economics, journalism, computer programming”. 

Blogs can be a frequently updated resource that can continue to grow, 

potentially for ever. Armstrong, Berry and Lamshed (n.d., p. 1) state that the main 

features of a blog as a publishing tool are: 

• Ease of use, where the author can publish to the web without using any 

programming code. 

•  No need for installing any server software on the users' machine. 

•  The user has extensive control over how their blog looks and operates. 

•  Whenever the user edits his or her blog the results are instantly updated and 

available to others. 

•  Like any other website, blogs can be simply linked to and navigated. 
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Another very important feature of a blog is that it allows for reader comments. Ewins 

(2005) states that blogs often allow the reader to respond to the topic being discussed 

in the blog by adding their comments and thoughts. The “traditional” blog is 

ultimately a web site, usually with the purpose to quickly share individually relevant 

information, concerns, opinions, thoughts. Ewins (2005) states that “a weblogging 

presence facilitates conversations that fall neatly between the real time of a face-to-

face discussion or a phone call, and the drawn-out conversation of private airmail 

letters”. Mortensen and Walker (2002) also claim that because weblog posts are 

usually written in relation to another text or to an experience, they tend to be concrete 

in nature. Nardi, Schiano, Gumbrecht, and Swartz (2004, p. 1) agree claiming that 

“bloggers are driven to document their lives, provide commentary and opinions, 

express deeply felt emotions and articulate ideas through writing. Some further 

benefits the author of this dissertation has found in using this type of technology to 

conduct qualitative research are: 

• Respondents can add their comments to the blog in their own time, 

• Removes the need for often lengthy transcribing, 

• The anonymity of the online blog allows the student to fully express their 

thoughts and feelings, and 

• Respondents can read others comments and respond to these if they agree or 

disagree. 

It is for the reasons described above that using a blog to capture respondent’s 

thoughts and opinions was used for this research. There is increasing evidence of 

researchers turning to the internet to conduct research. A number of researchers have 

used the internet to conduct focus groups (Adler & Zarchin, 2002; Gaiser, 1997; 

Montoya-Weiss, Massey, & Clapper, 1998; Oringderff, 2004; Turney & Pocknee, 
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2005), used instant messaging to conduct interviews (Voida, Mynatt, Erickson, & 

Kellogg, 2004) and evidence that blogs have been used to record student reflective 

journals (Armstrong, et al., n.d.). However, there is very little evidence that a blog has 

been used for research in this manner; in fact the author has not been able to find any 

research that has used this approach to collect qualitative data. It is hoped that through 

this research, a discussion and further refinement of using blogs as a qualitative 

research tool can ensue. 

4.3.9 Sampling Method 

 For the research question relating to the qualitative phase of Research Problem 

1 (phase 2), 87 respondents from phase 1, who indicated they would be willing to 

participate in further research, and had experience working in the tourism and 

hospitality industry, were contacted. Eleven of these emails did not reach the intended 

recipients due to problems with the email address. Therefore 76 potential respondents 

were contacted with nineteen responding to the request and posting their comments on 

the blog site, providing a response rate of 25%. 

4.3.10 Administration Procedure 

Originally, for this research question, a number of focus groups were proposed to be 

held with students from all the universities who participated in the research. As these 

universities were from all over Australia it was found that this option was not feasible 

as it would be too costly, as well as too time consuming. Therefore, to ensure that all 

previous respondents had a chance to participate in this stage of the research, it was 

decided to use an online weblog (blog) to record respondent’s views of working in the 

industry (see figure 4.5). Veal (2006) claims that one of the biggest issues in 

qualitative research is to ensure that during the interviewing process the interviewer 

does not lead the interviewee. This means that the interviewer should avoid agreeing – 
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or disagreeing – with the interviewee and should not suggest answers. In this research, 

the use of a blog to allow respondents to record their experiences in their own time, 

removes any chance of the interviewer leading the interviewee. Careful consideration 

was also placed in the wording of the email asking students to participate in the blog 

to ensure that potential respondents were not lead to provide a particular type of 

comment.  

Each of the respondents was emailed asking them to participate in this stage of 

the research. The email directed students to the online blog where they could write 

about their experience working in the industry. The blog was protected by a password 

so that only those respondents that had been asked to participate could actually leave 

their comments. To add to this security measure, and to ensure the comments were 

acceptable for publishing on the web, each comment had to be approved by the 

researcher before it appeared in the blog. All comments received were approved as 

none were seen as inappropriate and the email address of all respondents 

corresponded to the email list used to identify respondents. To help increase the 

response rate, three weeks after the original email was sent, a follow up reminder 

email was sent to potential respondents. To further increase response rates five prizes 

were offered, with winners drawn randomly from those that had taken part in the blog. 

The respondents email address was stored separately to their comments to ensure 

anonymity. An example of the respondent’s comments can be seen in figure 4.6 

below. 



Chapter Four – Research Methodology 

Used and unappreciated: Student’s attitude towards a career in the industry 
129 

Figure 21: Sample of online blog homepage 
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 Figure 1: Sample of respondents online blog comments  
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4.3.11 Data Analysis  

Once completed, all the blog comments were analysed using the constant 

comparison method. According to Goetz and LeCompte (1981, p. 58) this method 

“combines inductive category coding with a simultaneous comparison of all social 

incidents observed. As social phenomena are recorded and classified, they are also 

compared across categories”. It is at this point that relationship discovery begins with 

the analysis of initial data. This process undergoes continuous refinement throughout 

the data collection and analysis process, continuously feeding back into the process of 

category coding (Dye, Schatz, Rosenberg, & Coleman, 2000). To undertake the 

constant comparison method three levels of coding were used; open, axial and 

reflective coding. The first stage of coding (open coding) consists of breaking down 

the initial data into smaller more meaningful codes. The second stage (axial coding) 

then takes initial codes and arranges them into categories or themes (McEwen & 

Jones, 2000; Wilson Scott, 2004). While the third and final stage of the grounded 

theory analytical process (selective coding) is the process of integrating, interpreting, 

and refining the theory (McCaslin & Scott, 2003; Strauss & Corbin, 1998). During the 

selective coding phase we develop the story line and interpret the emerging theory. 

To aid in this process, the computer assisted qualitative data analysis program, 

NVivo, was used to help manage all the rich data that was collected during this phase 

of the research. NVivo is a qualitative software package used to code and analyse 

qualitative data, such as open-ended surveys, transcriptions of focus groups, or other 

text-based data. By using NVivo to code the text in a project, a researcher can quickly 

retrieve specific quotes based on various search criteria. In addition, tabular data 

representing the counts of specific codes in various documents can be created for 
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exporting into a quantitative (statistical) software package. To do this all the 

comments made in the blog were directly copied into the NVivo package. 

4.4 Research Problem Two 

 Similar to the second phase above, to examine research problem 2 it was 

decided to use qualitative methods to identify the ways in which tourism and 

hospitality employers are utilising students in the workforce. Research problem 2 will 

answer two research questions:  

Research Question 8: How are tourism and hospitality employers utilising 

undergraduate students in the workforce? 

Research Question 9: Are there any plans to change the ways employers utilise 

undergraduate students in the workforce? 

4.4.1 Instrument Design and Development 

The research undertaken for research problem 2 was qualitative. To ensure a 

routine process in data collection, all potential participants were first sent an email 

explaining the nature of the research, the ethical obligations of the researcher and a 

consent form, which they were asked to sign and return. Following this they were 

contacted by telephone to set a time for the interview and to field questions 

concerning the research. Participant anonymity was a condition of the interview 

process, to guarantee sensitive information was safe from public identification. Semi-

structured interviews took place with employers in the different sectors of the tourism 

and hospitality industry in Australia. The interviews lasted approximately 10-20 

minutes. A prompt sheet was used, although exact interview questions evolved 

naturally as the interviewing process progressed. The interview structure followed 

Patton's (1990) advice to allow for free-flowing comment and clarification by the 

participants. While the interviewer attempted to use the same wordings and order of 
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the questions with each interviewee, at times it became necessary to modify them in 

order to solicit more responses from the interviewee.  

The respondents were interviewed in their offices, as this was where they feel 

most comfortable. The interviews were audiotaped using a digital recorder, with the 

approval of the participants. The digital recordings were transferred to the 

researcher’s computer where they were placed in a password protected folder to 

ensure the security of each file. Once each interview was transcribed (within a few 

days of the interview) the transcription file was also placed in the password protected 

folder.  

By ensuring each interview was transcribed as soon as possible after the 

interview this allowed the researcher to continuously evaluate the relevance of 

interview questions. It also allowed the researcher to analyse his own interviewing 

behaviours to heighten awareness of these behaviours and discern problematic areas 

in the approach being used that may cause irrelevant responses from interviewees. 

The constant examination of the relevance of the interview process is an attempt to 

ensure the confirmability of the study findings (Erlandson, Harris, Skipper, & Allen, 

1993). From this, a range of ideas and concepts will be identified as being key factors 

in the human resource practices of tourism and hospitality organisations regarding the 

utilisation of undergraduate students in the workplace. 

According to Merriam (1988): 

Data collection and analysis is a simultaneous activity in qualitative research. 
Analysis begins with the first interview, the first observation, the first 
document read. Emerging insights, hunches, and tentative hypotheses direct 
the next phase of data collection, which in turn leads to refinement or 
reformulation of one's questions, and so on. It is an interactive process 
throughout which the investigator is concerned with producing believable and 
trustworthy findings (p. 119-120). 
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In a qualitative interviews, validity and reliability are derived throughout the whole 

process of data collection and analysis, “from the researcher's presence, the nature of 

the interaction between researcher and participants, the interpretation of perceptions, 

and rich, thick description” (Merriam, 1988, p. 120). Field notes were taken that were 

both descriptive and reflective with an emphasis on ideas; impressions; constant 

comparisons between field notes; speculations about what the outcome of the study 

was going to be; about the themes and patterns emerging; or connections between 

pieces of data. 

4.4.2 Sampling Frame  

According to Sandelowski, Holditch-Davis, and Harris (1992) the researcher 

projects a sampling frame at the beginning of the study (selective sampling) which 

permits the researcher to develop the conceptual lines that will ultimately drive 

theoretical sampling. Glaser (1978), however, argues that the researcher does not 

project a sampling frame in the initial stages of theoretical sampling. Instead the 

researcher selects a sample where the phenomenon of interest exists. He states that the 

“initial decisions for theoretical collection of data are based only on a general 

sociological perspective and on a general subject or problem area, not on a 

preconceived theoretical framework” (p. 45). Becker (1993) suggests that selecting a 

sample prior to the study is not theoretical sampling, as theoretical sampling is 

determined by the emerging theory and therefore cannot be predetermined. 

4.4.3 Sampling Method 

Morse (1991) claims that when choosing a sampling method in qualitative 

research there is confusion due to the lack of clear guidelines on principles for 

selection of a sample. Morse provides the example of a researcher who used random 

sampling to select a small sample in a qualitative study and points out that this 
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“violates both the quantitative principle that requires an adequate sample size in order 

to ensure representativeness and the qualitative principle of appropriateness that 

requires purposeful sampling and a ‘good’ informant (i.e. one who is articulate, 

reflective and willing to share with the interviewer)” (p. 127). Therefore theoretical 

sampling, as opposed to random sampling, was chosen as the preferred sampling 

method for this research question, as it involves deliberate selection of individuals 

within a population that are expected to provide diverse, relevant, useful or clarifying 

insights into key issues in the research (Bryman & Burgess, 1999; Minichiello, Aroni, 

Timewell, & Alexander, 1995). It is a common method of subject selection in 

qualitative research, and involves a small number of information rich cases, rather 

than a large, more representative sample. While this approach has the potential to 

create a biased sample it was considered appropriate for the current study for two 

reasons. Firstly, time and resource constraints prohibit a large sample, and secondly, 

the purpose of this research question is to conduct a preliminary exploration of a new 

area of research. As such this research question does not purport to be an exhaustive 

examination of all tourism and hospitality organisations human resource practices, 

rather a starting point to give an insight into the current practices being used.  

Coyne (1997) claims that theoretical sampling seems to have originated out of 

Glaser and Strauss’s development of grounded theory in 1967 and can be seen as a 

rigorous method of analysing qualitative data in order to produce a theory. Grounded 

theory has been described as “the discovery of theory from data systematically 

obtained from social research” (Glaser & Strauss, 1967, p. 2). It is “a highly 

systematic research approach for the collection and analysis of qualitative data for the 

purpose of generating explanatory theory that furthers the understanding of social and 

psychological phenomena” (Chenitz & Swanson, 1986, p. 3). The main purpose of 
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grounded theory is to use the constant comparison analysis of data gained using 

theoretical sampling to develop new theories. Glaser (1978) defines theoretical 

sampling as:  

the process of data collection for generating theory whereby the analyst jointly 
collects, codes, and analyses his data and decides which data to collect next 
and where to find them, in order to develop his theory as it emerges. This 
process of data collection is controlled by the emerging theory, whether 
substantative or formal (p. 36).  
 

Thus the specific focus of grounded theory on theory generation adds an important 

dimension to data collection. 

Theoretical sampling also allows for flexibility during the research process 

(Glaser, 1978; Strauss & Corbin, 1998). As Glaser (1978) states, “when the strategies 

of theoretical sampling are employed, the researcher can make shifts of plan and 

emphasis early in the research process so that the data gathered reflects what is 

occurring in the field rather than speculation about what cannot or should have been 

observed” (p. 38). Theoretical sampling involves sampling to test, elaborate and refine 

a category, and further sampling is done to develop the categories and their 

relationships and interrelationships and this could involve changing the interview 

questions as the study develops. As Strauss and Corbin (1990) state, “some questions 

or foci with which you entered the interview or observational site will quickly get 

dropped, or seem less salient, or at least get supplemented” (p. 183). Glaser (1978) 

points out that  “while in the field, the researcher continually asks questions as to fit, 

relevance and workability about the emerging categories and relationships between 

them” (p. 39). Therefore the emerging categories could lead the researcher to sample 

locations not previously considered as part of the sample. Glaser (1978, p. 40) claims 

that:  

 Conceptual elaboration during theoretical sampling is the systematic deduction 
 from the emerging theory of the theoretical possibilities and probabilities for 
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 elaborating the theory as to explanations and interpretations. These become 
 hypotheses which guide the researcher back to locations and comparative 
 groups in the field to discover more ideas and connections from the data. 
 

4.4.4 Administration Procedure 

For these research questions; face-to-face in-depth interviews were held with 

senior staff within organisations in the tourism and hospitality industry. These 

individual face-to-face in-depth interviews were qualitative in nature to try to richly 

discover how participating organisations are utilising undergraduate students and why 

they are using their current practices. In total 8 interviews were held with senior staff 

from organisations within the different sectors of the tourism and hospitality industry. 

The industries represented in this research were the hotel industry, licensed clubs, 

theme parks and the MICE (Meetings, Incentives, Conferences and Exhibitions) 

Industry. As this stage of the research was exploratory in nature it was decided to only 

interview a small number of large organisations. From this, a range of ideas and 

concepts have been identified as being key factors in the human resource practices of 

tourism and hospitality organisations regarding the utilisation of undergraduate 

students in the workplace. 

All interviews were conducted by the researcher and were informal yet semi-

structured, using an interview guide rather than a questionnaire. This approach 

provided flexibility for respondents to give further details about matters most 

important to them, providing rich in-depth information on qualitative elements such as 

current human resource practices. It also ensured that key topics were always covered 

and that interviews were conducted in a consistent manner between respondents. The 

researcher attempted to establish a rapport with each respondent using probing 

techniques, when required, to try to delve deeper into the respondent’s answers. 

Finally, conducting face-to-face interviews provided control over who in the 
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organisation took part in the interview, helped to overcome problems with 

understanding the questions being asked, and ensured the appropriate organisations 

were available by giving the interviewer the opportunity to work around respondents’ 

schedules and assure them of confidentiality. Each interview lasted approximately 10-

20 minutes and was audiotaped to allow the researcher to transcribe the interviews 

after the interview had been completed. 

4.4.5 Data Analysis  

Once completed, all interviews were transcribed by the researcher and from 

this transcription the constant comparison method was used to analyse the data. 

Similar to the previous research question, NVivo was again used to help manage all 

the rich data that will be collected during this phase of the research. By using NVivo 

to code the text, the researcher could quickly retrieve specific quotes based on various 

search criteria. In addition, tabular data representing the counts of specific codes in 

various documents were created for exporting into a quantitative (statistical) software 

package.  

4.5 Validity and Reliability 

4.5.1 Face Validity 

Face validity refers to the extent to which a measure appears on the surface to 

measure what it is suppose to measure. According to Mosier (1947) cited in Nevo 

(1985, p. 287) “the term ‘face validity’ implies that a test which is to be used in a 

practical situation should, in addition to having pragmatic or statistical validity, 

appear practical, pertinent and related to the purpose of the test as well; i.e., it should 

not only be valid, but it should also appear valid”. If the instrument has face validity, 

the participants may make a more conscientious effort to complete it. If an instrument 

does not have face validity, the participants might hurry through an instrument and 
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take it less seriously. Face validity was established by asking individuals, who are 

similar to the study participants, about how they perceive the attractiveness and 

appropriateness of the instruments.  

4.5.2 Construct Validity 

According to Carmines and Zeller (1979, p. 23), construct validity “is 

concerned with the extent to which a particular measure relates to other measures 

consistent with theoretically derived hypotheses concerning the concepts that are 

being measured”. Construct validity refers to the degree to which inferences can 

legitimately be made from the operationalisations in the study to the theoretical 

constructs on which those operationalisations were based. For construct validity, a 

panel of experts was told the purpose of this study, given general information about 

the participants, and constructs of the instrument. These experts determined that the 

entire instrument and individual constructs for all research questions are content valid.  

4.5.3 Reliability 

Reliability is the extent to which measures from an instrument are consistent. 

The reliability score is usually represented by a correlation coefficient. To test for 

internal consistency and reliability of the scales used in the quantitative phase of this 

research, the computation of Cronbach's alpha was used. Alpha coefficient ranges in 

value from 0 to 1 and may be used to describe the reliability of factors extracted from 

dichotomous (that is, questions with two possible answers) and/or multi-point 

formatted questionnaires or scales (i.e., Likert scales). The higher the score, the more 

reliable the generated scale is. Nunnally (1978) suggests that reliabilities of 0.50 to 

0.60 suffice for early stages of basic research.  

For section three of the quantitative survey, the importance of and extent to 

which tourism and hospitality careers offer these factors, the reliability values for both 
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scales (importance and offers) exceeded the 0.50 threshold Nunnally suggests. The 

first scale, importance, returned a score of 0.806, while the second scale, offers, 

returned a score of 0.866, whilst the total scale reliability or item linear combination 

was also 0.866. Nunnally (1978) adds that if the coefficient alpha is >0.70 there is a 

strong suggestion of strong item covariance therefore these results indicate strong 

item covariance. For section four of this survey the nine dimensions were tested for 

reliability. As can be seen in Table 4.1, only one of the scales, physical working 

conditions did not meet the 0.50 threshold that Nunnally suggests, while the total 

scale reliability or item linear combination was 0.636.  

Table 22: Reliability Analysis (Section 4) 
 

Dimension Cronbach’s  
Alpha 

No. items 

Nature of work .678 8 
Social status .692 6 
Pay/fringe benefits  .776 5 
Industry-Person congeniality .704 5 
Physical working conditions .388 5 
Promotion opportunities .726 9 
Co-workers .554 6 
Managers .512 10 
Commitment to the industry .845 12 

 

4.6 Chapter Summary 

 The methods to be employed in collecting and analysing the data that have 

been described in this chapter have been selected to ensure that a representative 

sample was chosen, to collect valid and reliable data and to answer the questions 

being sought in the most appropriate way possible. As stated above the Griffith 

University Human Research Ethics Committee (HREC), the body responsible for 

considering applications for ethical clearance, monitoring the conduct of approved 

protocols, and advising the institution on the formulation of policies and guidelines 
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for this area, carefully scrutinized the research methods employed in this study to 

ensure that all ethical considerations were met and gave this study unconditional 

approval to undertake the research. 
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Chapter Five: Descriptive analysis of tertiary students 

perceptions and attitudes towards a career in the 

tourism and hospitality industry  

5.1 Introduction 

This chapter presents a descriptive analysis of the results of the student survey. 

Student perceptions of a career in the tourism and hospitality industry will be 

discussed under the four sections used in the questionnaire: characteristics of 

respondents, expectations of future careers, important features in deciding on a future 

position, and student perceptions of the industry. Each section will begin with an 

analysis followed by a table containing the full dataset for that section.    

5.2 Response rates 

 An email was sent to 1,500 students at 8 tertiary institutions in Australia 

asking students to complete the online survey. In total 483 students viewed the survey, 

with 428 of those starting the survey. There were 49 students who did not complete 

the survey after starting it, leaving 379 completed, useable surveys. This meant that 

the response rate for this survey was 25.27%. This is felt to be an adequate response 

rate given the discussion in previous chapter. 

5.3 Characteristics of respondents 

5.3.1 Demographics 

Section one of the survey was used to obtain demographic information about 

the respondents, as well as investigate their tourism and hospitality working 

experience. As can be seen in Table 5.1 almost two thirds (66 %) of the respondents 

were female. The average age of respondents was 19, with the majority of respondents 
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(90%) aged between 18 and 20. It also shows that students from eight different 

institutions covering Queensland, New South Wales, the Australian Capital Territory, 

Victoria and Western Australia completed the survey. The largest number of 

respondents were enrolled at Griffith University (30.6%), the researchers home 

university, followed by Southern Cross University (12.4%), University of Queensland 

(11.3%) and University of Technology Sydney (11.3%). This was reflected by the 

number of emails sent to students at the respective institutions with the most emails 

being sent to Griffith students. 

Table 23: Demographics 
 

Variable Category Sample % a 
Gender Male 

Female 
34.0 
66.0 

Age 18 
19 
20 
21 
22 
23 
24 
27 

46.2 
23.7 
20.1 
7.1 
1.3 
.8 
.5 
.3 

Institution Griffith University 
Southern Cross University 
University of Queensland  
Victoria University 
University of Technology Sydney 
University of Western Sydney 
University of Canberra 
Edith Cowan University 

30.6 
12.4 
11.3 
6.9 

11.3 
8.2 
9.0 

10.3 
 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

Table 5.2 shows that more than half of the respondents (57.5%) indicated that 

they were 1st year students, having completed 80 credit points (cp) or less, 23.5% had 

completed between 90 and 160cp, 15.6% had completed between 170 and 240cp with 

the remaining 3.4% completing more than 240cp. For the majority of Australian, 3 

year bachelor degrees, obtaining 240cp is the standard for successfully completing the 

degree. The vast majority of respondents stated that they are currently enrolled at their 
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institution on a full-time basis (93.9%) and two thirds identified themselves as being 

domestic students (66%). 

Table 24: Demographics (cont.) 
 

Variable Category Sample % a 
Credit Points 0-80 

90-160 
170-240 
250+ 

57.5 
23.5 
15.6 
3.4 

Basis of enrolment Full-time 
Part-time 

93.9 
6.1 

Type of Student Domestic 
International 

66.0 
34.0 

 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

Respondents were then asked whether tourism and hospitality was their first 

choice of study area, with the majority (82.8%) claiming that it was their first choice. 

Some of the other areas respondents claimed to be their first choice included 

communications, law, physiotherapy, exercise science, education, psychology and 

international business. As Table 5.3 shows, respondents were then asked what they 

regarded as their major field of study. The greatest number of respondents claimed 

their major was Hotel Management (43.8%), followed by Tourism Management 

(28.8%), Event Management (15%), Hospitality Management (8.7%) and Travel 

(2.9%), whilst one respondent claimed Club Management was their major. 

Table 25: Demographics (cont.) 
 

Variable Category Sample % a 
First Choice of study Yes 

No 
82.8 
17.2 

Major field of study Tourism Management 
Hotel Management 
Event Management 
Club Management 
Hospitality Management 
Travel 
Other 

28.8 
43.8 
15.0 

.3 
8.7 
2.9 
.5 

 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 
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5.3.2 International Students 

Respondents who identified themselves as international students were asked a 

number of questions relating to their reasons for studying in Australia. Respondents 

were asked why they chose to come to Australia to study, with the largest number, 

40.3%, claiming that they wanted a degree from an English speaking university to 

enable them to have better job prospects in their home country. As shown in Table 

5.4, a further 22.5% of respondents stated that they wanted a degree from an English 

speaking university to enable them to pursue a career in another foreign country, 

whilst 26.4% claimed they wanted a degree from an Australian university to enable 

them to remain and work in Australia after graduation. The remaining 10.8% of 

respondents claimed there was another reason for their decision to study in Australia. 

Some of these reasons included that they enjoyed the study environment in Australia 

to that of other countries, it is cheaper to study in Australia than the United States, 

they wanted international exposure, Australia offered the best tourism and hospitality 

programs, and it was easy to get into the university course in Australia. 

International students were then asked what they believed they would do after 

they graduated from their degree program in Australia. The analysis of the responses 

to this question showed that most students believe they will return home after 

graduation (41.0%) or remain in Australia (45.8%). A smaller number (10.1%) 

claimed they would move to a foreign country other than Australia once they 

graduate.   
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Table 26: International Students 
 

Variable Category Sample % a 
Why Australia? I want a degree from an English speaking 

university to enable me to have better job 
prospects in my home country 
I want a degree from an English speaking 
university to enable me to pursue a career in 
another foreign country 
I want a degree from an Australian university to 
enable me to remain and work in Australia after 
graduation 
Other 

40.3 
 
 

22.5 
 
 

26.4 
 
 

10.8 
After graduation I will: Definitely return home  

More than likely return home  
Definitely try to stay in Australia 
More than likely try to stay in Australia 
Definitely move to a foreign country other than 
Australia 
More than likely move to a foreign country other 
than Australia 
Other   

17.7 
23.3 
17.1 
28.7 
3.1 

 
7.0 

 
3.1 

Note: N = 129. 
a Adjusted (Valid) percentages excluding missing observations. 

5.3.3 Work Experience 

The majority of respondents (76%) claimed to have some experience working 

in the industry. Table 5.5 shows the results of the remaining questions in this work 

experience section, which relate only to those respondents that claimed to have work 

experience. Respondents with no work experience were not required to answer 

questions in this section. When assessing how long each respondent had worked in the 

industry more than one-third (36.4%) had between 2 and 5 years industry experience. 

Nearly a quarter (22.8%) of respondents had minimal (less than 6 months) experience, 

15.4% between 6 and 12 months, 18.9% 1 to 2 years experience, whilst the remaining 

6.3% claimed to have more than 5 years of industry experience. The majority of 

respondents (65.3%) claimed to work, or have worked, in food and beverage in hotels, 

restaurants or bars. Other areas identified included hotel front office (8.4%), travel 

agents (4.2%), theme parks (3.1%), housekeeping (2.3%) and airlines (1.5%). A 

number of respondents (15.2%) claimed they had worked in other areas including 
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cruise ships, casinos and clubs as well as working in other hotel departments such as 

marketing and human resources. Most respondents (84.1%) were working in frontline 

positions within these areas with some (10.5%) working in a supervisory capacity and 

a few (3.2%) claiming to be low level managers.  

Table 27: Work Experience 
 

Variable Category Sample % a 
Worked in the Industry Yes 

No 
76.0 
24.0 

Length of employment Less than 6 months 
6 to 12 months 
12 months to 2 years 
2 years to 5 years 
5 years + 

22.8 
15.4 
18.9 
36.4 
6.3 

Area/Sector worked in Hotel / Front Office 
Hotel / Food and Beverage 
Hotel / Housekeeping  
Restaurant / Café: Back of House  
Restaurant / Café: Front of House 
Bar 
Travel agents  
Airlines and their offices  
Theme Parks 
Other 

8.4 
18.7 
2.3 
5.7 

29.8 
11.1 
4.2 
1.5 
3.1 

15.2 
Position Frontline  

Supervisor  
Low level manager  
Middle manager  
Senior manager  

84.1 
10.5 
3.2 
1.8 
.4 

 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

At the time of the study 60.8% of those with industry experience claimed to be 

currently working in the industry. The majority of these were employed on a casual 

basis (63.5%), followed by part-time (20.1%), and full-time (7.1%). The remaining 

respondents claimed to be undertaking work based learning (7.1%), or working on a 

contract basis (2.2%). As shown in Table 5.6, when examining the number of hours 

respondents were currently working there is a fairly even spread with most 

respondents working up to 30 hours per week. There are 14.7% of respondents 

working between 6 and 10 hours per week, 16.8% working 11-15 hours, 21.2% 

working 16-20 hours, 13.0% 21-25 hours and 12.5% working between 26 and 30 
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hours per week. It is also interesting to note that 5.4% of respondents claim to be 

working more than 40 hours per week while currently studying, although it must also 

be noted that 70% of these respondents are enrolled at their institution on a part-time 

basis, meaning they generally complete less than 75% of the standard full-time load.  

Table 28: Work Experience (cont.) 
 

Variable Category Sample % a 
Currently working Yes 

No 
60.8 
39.2 

Basis of employment Casual  
Part-time  
Full-time  
Contract  
Work Experience / Work Placement 

63.5 
20.1 
7.1 
2.2 
7.1 

Hours worked per week Less than 5 hours 
6-10 
11-15 
16-20 
21-25 
26-30 
30-35 
36-40 
More than 40 Hours 

3.8 
14.7 
16.8 
21.2 
13.0 
12.5 
5.4 
7.2 
5.4 

 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

The next question is possibly the most interesting from this section of the 

report and the results can be found in Table 5.7. This question asked respondents who 

had work experience in the industry, how this experience had influenced their 

perception of working in the industry after graduation. Less than half (46.2%) of the 

respondents claimed that working in the industry had positively influenced their 

perception of working in the industry. A similar number of respondents (47.5%) 

claimed that they would definitely or more than likely pursue a career in the tourism 

and hospitality industry when they graduated. However, the disturbing finding from 

this question is that a large number (41.3%) of respondents claimed that working in 

the industry had negatively influenced their perception of working in the industry. 

This is further highlighted by the fact that 19.6% of respondents claimed it was 

unlikely that they would pursue a career in the industry with a further 18.5% claiming 
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they would definitely not work in tourism or hospitality after graduation. When asked 

whether working in the industry had been the main factor in deciding not to pursue a 

career in the industry the overwhelming majority (92.6%) stated that it was the main 

factor in their decision. The remaining 14.4% of respondents were uncertain about 

whether or not to pursue a career in the industry. Of these 53.7% claimed that working 

in the industry was the main factor contributing to their uncertainty. For those that 

claimed there were other reasons for their uncertainty, the main reasons given were 

that the industry required long working hours, the pay rate was low and that they had 

other interests they wanted to pursue.  

Table 29: Work Experience (cont.) 
 

Variable Category Sample % a 
How has working in the industry influenced your desire to pursue 
a future career in the industry b 

Positively  
Negatively  
Neither  
Uncertain 

46.2 
41.3 
7.3 
5.2 

Are you likely to work in the tourism/hospitality industry in the 
first year after graduation  b 

Definitely  
More than Likely  
Undecided  
Unlikely  
Definitely Not 

27.6 
19.9 
14.4 
19.6 
18.5 

Has your work experience been the main factor in your 
uncertainty about pursuing a career c 

Yes 
No 

53.7 
46.3 

Has your work experience been the main factor in your 
decision to not pursue a career in the industry d 

Yes  
No 

92.6 
7.4 

 
 
a Adjusted (Valid) percentages excluding missing observations. 
b: N = 379. 
c: N = 55  
d: N = 144 
 

5.4 Expectations of Future Careers  

Section two of the survey asked respondents to answer a number of questions 

to ascertain the types of positions they expected to attain after graduation. As can be 

seen in Table 5.8 respondents were divided on the type of position they expected to 

fill upon graduation, with some respondents (18.8%) claiming they believed they 

would secure only a front line position whilst at the other end of the spectrum, a small 

number of respondents (6.3%) claimed they expected to be offered a position as a 



Chapter Five – Quantitative analysis 

Used and unappreciated: Student’s attitude towards a career in the industry 
150 

General Manager. Other positions respondents believed they could secure included 

supervisory positions (15.3%), Trainee Manager (25.1%), Department Manager 

(12.7%) and Assistant Manager (13%). Whilst these are the positions respondents 

expected to be offered upon graduation, the bulk of respondents (94.6%) believed 

they would in fact be qualified to assume an Assistant Manager position.  

Table 30: Expectations of Future Careers 
 

Variable Category Sample %a 
Type of position obtained after 
graduation  

Frontline   
Supervisor  
Trainee Manager   
Department Manager  
Assistant Manager  
General Manager 
Other 

18.8 
15.3 
25.1 
12.7 
13.0 
6.3 
8.7 

How qualified are you to 
assume an assistant manager 
role 

Not qualified  
Somewhat qualified  
Fairly well qualified  
Well qualified  
Very well qualified 

6.4 
29.9 
35.0 
23.1 
5.6 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

When looking at the respondent’s salary expectations, Table 5.9 shows that for 

their first position after graduation, most respondents (87%) believed they would earn 

less than A$50,000 per year.  Almost 1 in 5 respondents (18.6%) believed they would 

earn less than A$30,000 per year, 45.3% claiming they should earn between 

A$30,001-40,000 while 23.1% claimed they hoped to earn between A$40,001-50,000. 

The remaining 13% of respondents claimed they believed they could earn in excess of 

A$50,001 per year with 1.6% of these expecting to earn more than A$70,000 per year. 

Respondents were then asked if they believed they could obtain a position paying 

them their expected salary within the tourism and hospitality industries. Respondents 

were divided, with 42.2% claiming they would be able to obtain a position paying 

them their expected salary, while 24.4% claimed they would not. The remaining 

33.2% were unsure of whether they could find a position that would pay them their 

expected salary.  
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Table 31: Expectations of Future Careers (cont.) 
 

Variable Category Sample %a 
Salary expectations Less than $30,000  

Between $30,001 and $40,000  
Between $40,001 and $50,000  
Between $50,001 and $60,000  
Between $60,001 and $70,000  
Over $70,000 

18.6 
45.3 
23.1 
8.5 
2.9 
1.6 

Can obtain expected salary after 
graduation 

Yes 
No 
Unsure 

42.4 
24.4 
33.2 

 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

When asked to state the number of hours they believed they would work in 

their first position after graduation, the majority of respondents believe that they will 

work between 31-40 hours per week (44.3%) and 41-50 hours per week (40.2%) with 

11.5% claiming they believed they would be asked to work in excess of 50 hours per 

week. As can be seen in Table 5.10, the final question in this section asked 

respondents, in their opinion, what was more important in being able to effectively 

become a manager in tourism or hospitality; work experience or academic 

qualifications. Only a very small number of respondents (2.2%) claimed that they 

believed academic qualifications were more important, while 8.6% believed work 

experience was more important. A number of respondents (8.1%) stated that they 

believed both were important, although academic qualifications are more important, 

whereas a much larger number (44.8%) believed that both are important, although 

work experience is the more important attribute. The remaining 36.3% claimed that 

they believed both academic qualifications and work experience to be equally 

important for tourism and hospitality managers. 
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Table 32: Expectations of Future Careers (cont.) 
 

Variable Category Sample %a 
How many hours per week do 
you expect to work in your first 
tourism or hospitality job after 
graduation  

Less than 30 hours  
31 to 40 hours  
41 to 50 hours  
51 to 60 hours  
61 to 70 hours  
Over 70 hours 

4.0 
44.3 
40.2 
8.5 
2.7 
.3 

What is more important in 
becoming a manager in the 
industry 

Academic qualifications  
Work experience  
Both, academic quals. more important  
Both, work experience more important  
Both are equally important 

2.2 
8.6 
8.1 

44.8 
36.3 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

 
5.5 Important factors in choosing a career 

Section 3 of the survey was aimed at trying to understand what factors 

respondents found important when considering a career and how well they thought the 

tourism and hospitality industry offered these factors. This section was adapted from a 

survey conducted by Kyriacou and Coulthard (2000) in their study of teaching 

students. In this section respondents were asked to rate each factor in response to the 

question ‘How important is this factor to you when choosing your career?’ on a three-

point scale, ‘very important ’, ‘fairly important’ and ‘not important’. Again on a three 

point scale, ‘definitely’, ‘some’ and ‘not at all’, the respondents were then asked to 

rate each factor, in response to the question ‘To what extent do you think a career in 

tourism and hospitality will offer this factor?’. The percentage of respondents’ ratings 

of the importance each factor in choosing a career can be found in Table 5.11 below. 

This table also highlights the extent to which each respondent believes that the 

tourism and hospitality industry offers these factors.  

In analysing the findings of this study it can be seen that respondents rate each 

item as important, with very few respondents choosing not important for any of the 

factors. As can be seen in Table 5.11, the only factors that received more than 10% of 

respondents choosing not important were “The opportunity to travel abroad” (12.7%), 
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“A job where I will contribute to society” (14.0%), “A job where I can care for 

others” (18.5%), and the factor that was considered the least important, “A job that 

can easily be combined with parenthood” (23.2%). The most important factor 

identified by respondents was “A job that I will find enjoyable”, which 93.1% of 

respondents considered as very important. Based on the number of respondents who 

chose very important as their response, the next four most important factors in 

choosing a career are “Pleasant working environment” (73.3%), “A secure job” 

(68.3%), “Colleagues that I can get along with” (62.3%) and “High earnings over 

length of career” (59.6%).  

 

Table 33: Percentage of students’ ratings of the importance of factors in choosing a career and 
the extent to which students believe a career in tourism and hospitality will offer these 

 
 

Note: N = 379. 
a Adjusted (Valid) percentages excluding missing observations. 

Factor Importance when 
choosing a career 

(%)a 

Extent to which  
T&H offers it 

(%)a 
 Very Fairly Not Definite Some Not 
1. A job that I will find enjoyable 93.1  6.6 .3 39.4 58.2 2.4 
2. Colleagues that I can get along with  62.3 36.6 1.1 25.9 72.5 1.6 
3. Pleasant working environment  73.3 26.4 .3 25.7 70.9 1.6 
4. A secure job  68.3 29.3 2.4 17.2 58.2 24.6 
5. A career that provides intellectual challenge  47.8 48.8 3.4 28.3 61.1 10.6 
6. Good promotion prospects  50.7 46.7 2.6 46.6 48.6 4.8 
7. A job which gives me responsibility  59.8 37.6 2.6 20.4 39.7 39.9 
8. High earnings over length of career  59.8 37.6 2.6 20.4 39.7 39.9 
9. A job where I will contribute to society  30.9 55.1 14.0 23.0 59.8 17.2 
10. A job where I can use my university  degree  46.7 45.9 7.4 32.0 56.9 11.1 
11. A job where you gain transferable skills  59.3 35.4 5.3 47.1 48.1 4.8 
12. A job that is respected  48.6 44.4 6.9 22.7 64.6 12.7 
13. Reasonable workload 45.6 52.0 2.4 21.2 45.0 33.8 
14. A job with high quality resources and equipment 33.8 58.8 7.4 19.6 74.8 5.6 
15. The opportunity to travel abroad  48.4 38.9 12.7 45.5 47.9 6.6 
16. Job mobility—easy to get a job anywhere  57.3 37.7 5.0 48.4 46.6 5.0 
17. A job that can easily be combined with parenthood 36.1  40.7 23.2 11.6 44.5 43.9 
18. Good starting salary  50.7 42.5 6.8 12.7 46.6 40.7 
19. A job where I can care for others  25.8 55.7 18.5 24.9 62.9 12.2 
20. A job that offers opportunities for further training                                                             58.8 38.6 2.6 37.3 60.3 2.4 
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The important part of this section is to try to understand the extent to which 

respondents think a career in the tourism and hospitality industry offers these factors. 

The first noticeable fact is that whilst more than 50% of respondents rate 11 factors (A 

job that I will find enjoyable, Colleagues that I can get along with, Pleasant working 

environment, A secure job, Good promotion prospects, A job which gives me 

responsibility, High earnings over length of career, A job where you gain transferable 

skills, Job mobility - easy to get a job anywhere, Good starting salary, and A job that 

offers opportunities for further training) as very important, there are no factors where 

more than 50% of respondents claim the industry definitely offers these factors. For 

instance, while 93.1% of respondents claim that finding a job that is enjoyable is very 

important, only 39.4 % believe they will definitely find an enjoyable job in the 

tourism and hospitality industry. 

There a number of other attributes where differences occur between the 

importance respondents place on career factors and the extent to which the tourism 

and hospitality industry offers the factors. These include “A secure job”, which 97.6% 

of respondents believe is important (68.3% very important, 29.3% fairly important) 

with almost one quarter of respondents (24.6%) claiming that the industry does not 

provide a secure job at all. When looking at “Good promotion prospects”, 98.9% of 

respondents claim this to be important, although 30.6% claim the tourism and 

hospitality industry does not offer good promotion prospects. Respondents also 

believe that finding a position that offers a “Reasonable workload” is important 

(97.6%). Again, a large number (33.8%) claim that the workload undertaken in the 

industry is not reasonable. Two of the other factors of interest are related to earnings. 

The first of these “High earnings over length of career”, found that 97.6% of 

respondents find this an important factor in job choice, while a high percentage 
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(39.9%) do not believe that they will be able to attract high earnings over the length of 

their career. The second factor relating to earnings asked respondents how important a 

“Good starting salary” was to them, with 93.2% of respondents stating that it is 

important. This is in stark contrast to only 12.7% of respondents who believe that the 

tourism and hospitality industry definitely offers a good starting salary, whilst a 

sizable 40.7% claim that the tourism and hospitality industry definitely does not offer 

a good starting salary.   

The final factor that is worth discussing is “A job that can easily be combined 

with parenthood”. More than three quarters (76.8%) of the respondents claimed this to 

be an important consideration when choosing a career. Whilst this is the case, very 

few respondents (11.6%) claimed a job in the tourism and hospitality industry could 

definitely be combined with parenthood, with 43.9% claiming that they did not 

believe they could easily combine a career in the industry with raising a family.  

 To test statistically whether significant differences occur between the 

importance respondents place on career factors and the extent to which they believe 

tourism and hospitality offered these, a paired sample t-test was used. Hair, Anderson, 

Tatham, & Black (1995) claim that a paired sample t-test is used to assess the 

statistical significance of the difference between two sample means on a single 

dependant variable. Ukaga & Maser (2004) state that the paired sample t-test is used 

to test for differences between related or paired samples, such as when the scores or 

values whose means are to be compared case for case are from the same subject. The 

usual null hypothesis is that the difference in the mean values is zero. A significant 

difference is found if an alpha level (p-score) is less than 0.05. This test is applicable 

in this study as we are trying to determine whether there are significant differences 

between the importance of factors in choosing a career and the extent to which 
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students believe a career in tourism and hospitality will offer these for each unit of the 

sample.  

As can be seen in Table 5.12, the majority of the factors are seen to be 

significantly different as their p-value is less than the critical value of 0.05. The only 

three factors that are not significantly different are “A job which gives me 

responsibility”, “The opportunity to travel abroad”, and “A job where I can care for 

others”. In each of the factors that are significantly different the importance factor has 

a lower mean than the extent to which students believe a career in tourism and 

hospitality offers that factor.  This infers that students do not believe that a career in 

tourism and hospitality will offer them the factors that they find important in choosing 

a future career.  

This section of the survey investigated undergraduate student’s attitudes 

towards important factors in choosing a career as well as their perceptions as to the 

degree they believed tourism and hospitality careers offer these factors. This study 

shows that undergraduate students who are studying tourism and hospitality in 

Australia do not believe that the industry offers them the attributes that they see as 

important in choosing a future career. It was found, that for the majority of the 20 

factors examined, there is a significant difference between what the students see as 

important in pursuing a future career and the extent to which they feel a career in 

tourism and hospitality offers these.  
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Table 34 Differences between importance of factors in choosing a career and the extent to which 
students believe a career in tourism and hospitality will offer these 

 

a Values in parentheses are standard deviations. Importance mean value 1 = very important, 2 = fairly 
important and 3 = not important. T&H offers mean value 1 = definitely offers, 2 = somewhat offers and  
3 = does not offer. 
 

5.6 Perceptions and attitudes of undergraduate tourism and 

hospitality students towards a career in the industry  

As discussed in the methods chapter, Kusluvan and Kusluvan (2000) 

developed a multi-dimensional and multi-item attitude scale which addressed the 

issue of reliability and validity for measuring the attitudes of tertiary tourism and 

hospitality students. The participant’s responses to the nine dimensions will be 

discussed below. 

5.6.1 The nature of work 

Table 5.13 highlights that most respondents (85.5%) find working in the 

tourism and hospitality industry interesting and believe that there are always new 

things to learn each day (75.1%). Whilst this is the case, the majority of respondents 

Factor Importance 
Meanab 

T&H Offers 
Meanac 

Mean 
Difference 

f p 

1. A job that I will find enjoyable 1.07(.268)  1.63(.531) -0.56 -18.537 .000 
2. Colleagues that I can get along with  1.39(.509) 1.76(.465) -0.37 -11.908 .000 
3. Pleasant working environment  1.27(.450) 1.78(.492) -0.51 -16.380 .000 
4. A secure job  1.34(.522) 2.07(.643) -0.73 -17.864 .000 
5. A career that provides intellectual challenge  1.56(.562) 1.82(.599) -0.26 -6.994 .000 
6. Good promotion prospects  1.44(.518) 1.98(.789) -0.54 -12.045 .000 
7. A job which gives me responsibility  1.52(.551) 1.58(.583) -0.06 -1.610 .108 
8. High earnings over length of career  1.43(.546) 2.20(.783) -.077 -17.218 .000 
9. A job where I will contribute to society  1.83(.649) 1.94(.632) -.011 -2.832 .005 
10. A job where I can use my university  degree  1.61(.622) 1.79(.623) -.018 -4.806 .000 
11. A job where you gain transferable skills  1.46(.596) 1.58(.584) -0.12 -3.250 .001 
12. A job that is respected  1.58(.618) 1.90(.588) -0.32 -8.257 .000 
13. Reasonable workload 1.57(.542) 2.13(.732 -0.56 -12.736 .000 
14. A job with high quality resources and equipment 1.74(.586) 1.86(.482) -0.12 -3.652 .000 
15. The opportunity to travel abroad  1.64(.696) 1.61(.609) +0.03 .771 .441 
16. Job mobility—easy to get a job anywhere  1.48(.593) 1.57(.589) -0.09 -2.316 .021 
17. A job that can easily be combined with parenthood 1.87(.761) 2.32(.673) -0.45 -9.582 .000 
18. Good starting salary  1.56(.620) 2.28(.676) -0.72 -17.389 .000 
19. A job where I can care for others  1.93(.663) 1.87(.597) +0.06 1.382 .168 
20. A job that offers opportunities for further training                                1.44(.547) 1.65(.525) -0.21 -6.526 .000 
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find working in the industry stressful (59%). They also believe the working hours are 

too long (56.7%), the hours are unsuitable to lead a normal life (52.4%) and that 

family life is negatively affected by the unusual hours worked (43.8%). Many 

respondents (37.1%) also feel that finding stable employment in the industry is 

difficult due to the influence seasonality has on employment. More than half of the 

respondents (54.2%) do not agree with the statement that most jobs in the tourism and 

hospitality industry are low skilled with 27.3% agreeing that most jobs are low 

skilled. 

    Table 35: Nature of Work 
 

Factor 1* 
(%) 

2 
(%) 

3 
(%) 

4 
(%) 

5* 
(%) 

Mean SD 

1. I find jobs in the Tourism and Hospitality 
(T&H) industry interesting 26.6 58.9 9.5 4.5 .5 1.93 .765 

2. Most jobs in the T&H industry are low 
skilled 

5.6 21.7 18.5 44.4 9.8 3.31 1.087 

3. Jobs in T&H are stressful 15.2 43.8 25.0 14.1 1.9 2.44 .972 
4. Working hours are too long in the T&H 
industry 

23.2 33.5 29.6 12.1 1.6 2.35 1.017 

5. Family life is negatively affected due to the 
nature of the work 

18.6 25.5 35.8 18.3 2.1 2.60 1.052 

6. There is always something new to learn each 
day in T&H jobs 

22.5 52.6 13.3 11.1 .5 2.15 .912 

7. Working hours are not suitable for a regular 
life in the T&H industry 

18.9 33.5 29.5 15.7 2.4 2.49 1.043 

8. It is very difficult to find a stable job in T&H 
due to seasonality 

11.4 25.7 35.2 24.1 3.7 2.83 1.037 

Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

5.6.2 Social status and Industry-person congeniality   

When investigating the social status dimension, it can be seen that 

approximately two-thirds of respondents (66.8%) claim that their families are proud 

of their decision to pursue a career in the tourism and hospitality industry and state 

that they talk to friends and family with pride about their decision to pursue this type 

of career (63.6%). More than half of the respondents (54.6%) claim that working in 

tourism and hospitality is a beneficial and important job, although only 42.7% believe 



Chapter Five – Quantitative analysis 

Used and unappreciated: Student’s attitude towards a career in the industry 
159 

tourism and hospitality workers are valued in society. This is further highlighted by 

the fact that many respondents (41.2%) believe that the public perception is that 

tourism and hospitality graduates will become waiters.  

 Table 5.14 also shows that the vast majority of respondents (82%) believe that 

their personality and character fits well with the types of jobs available in the industry 

and most (89.2%) believe that they will get an opportunity to use their skills and 

abilities working in the industry. Most respondents (87.6%) also claim that they get 

pleasure out of seeing satisfied customers. One interesting finding in the industry-

person congeniality dimension is that 74.1% of respondents find pleasure working in 

the industry with only 6.6% claiming not to find pleasure. This seems to contradict the 

fact that more than 30% of respondents claim they will not work in the industry after 

graduation, with experience working in the industry the main reason behind this 

decision. This may indicate that, whilst many respondents may actually enjoy the 

work that is on offer in the industry, there are other factors affecting the working 

conditions in the industry that has influenced their decision not to pursue a career in 

the industry. 

5.6.3 Physical working conditions and Pay/benefits 

 As can be seen in Table 5.15, working conditions in the industry are seen as 

generally good, with 65.2% of respondents agreeing with this statement. Whilst this is 

true, there is some concern amongst respondents with regards to working conditions 

with 42.8% of respondents stating that it is a very noisy environment in which to 

work, while more than one-third (34.8%) claim the risk of work accidents in the 

industry is high. 
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Table 36: Social Status and Industry-person Congeniality 
 

Factor 1* 
(%) 

2 
(%) 

3 
(%) 

4 
(%) 

5*  
(%) 

Mean SD 

Social Status        
1. My family is proud of my profession in 
T&H 

24.5 42.2 25.9 6.6 .8 2.17 .901 

2. Working in T&H is a respected (prestigious) 
vocation 

9.5 33.0 31.9 24.0 1.6 2.75 .977 

3. It is a widespread belief that those that study 
T&H will be waiters 

10.6 30.6 16.1 30.1 12.7 3.04 1.240 

4. Working in T&H is regarded as an important 
and beneficial service 

10.6 44.1 24.5 20.0 .8 2.56 .953 

5. I think that those working in the T&H 
industry are not valued in society 

8.2 27.2 21.9 31.4 11.3 3.11 1.166 

6. I talk to my relatives and friends with pride 
about my job in T&H 

20.1 43.5 20.8 14.5 1.1 2.33 .989 

Industry-person Congeniality        
1. My character fits with the industry 34.0 48.0 12.5 4.2 1.3 1.91 .864 
2. I can use my skills and abilities in T&H 36.2 52.9 6.3 4.2 .4 1.79 .760 
3. I feel like a slave working in T&H 5.4 19.8 21.7 40.7 12.4 3.35 1.093 
4. I get pleasure working in T&H 21.4 52.6 19.4 6.1 .5 2.12 .829 
5. I like to see satisfied customers 49.5 38.1 9.0 3.2 .3 1.67 .791 

Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

  

This study has found that the majority of respondents are unhappy with the 

pay levels within the industry with more than half of the respondents (57.7%) 

claiming that pay levels for most jobs in the industry was low with only 15.6% stating 

they are happy with the pay in the industry. They also state that the level of fringe 

benefits offered by employers is low (49.5%) with only 12.4% of respondents happy 

with these levels. Considering the long hours worked, respondents believe pay levels 

should be increased (74.1%) with only 5.6% believing the current level is sufficient. 

Almost three-quarters (74%) of respondents also believe that the level of penalty rates 

paid by employers should be increased due to the unusual nature of the hours worked, 

with just 5.3% are happy with the current level of penalty rates offered. In direct 

contrast to this, is the fact that the majority of employers at a recent industry forum on 

the Gold Coast claimed that they are actually looking for ways to reduce or remove 

the penalty rates paid (Davidson & Timo, 2006).  
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More than three-quarters of respondents (76.1%) also claim that meals while 

on duty are an important part of a salary package with only 5.2% claiming this not to 

be important. From the information provided above it is clear that the pay and benefits 

offered by tourism and hospitality employers are seen as a major issue for students 

considering a career in the industry.     

   Table 37: Physical Working Conditions and Pay/Benefits 
 

 
Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

5.6.4 Promotion opportunities 

 As can be seen in Table 5.16, respondent’s views of promotions in the industry 

are mixed. Less than half of all respondents (41.2%) believe that promotions are based 

on merit, while one-third (33.3%) claiming promotions are not merit based. 

Promotions are also seen as being unsystematic, with 35.1% agreeing with this 

statement with only 13% disagreeing. The opportunity to be promoted in the industry 

is also an issue with 40.9% stating that opportunities are satisfactory, while 33.7% are 

unhappy with the promotion opportunities on offer. Almost half of the respondents 

claim that the opportunity to be promoted to management level is limited (48.3%) and 

Factor 1* 
(%) 

2 
(%) 

3 
(%) 

4 
(%) 

5* 
(%) 

Mean SD 

Physical Working Conditions        
1. Working conditions are generally good 9.5 55.7 24.0 10.0 .8 2.37 .820 
2. The working environment is not very clean 2.6 15.3 25.6 48.5 7.9 3.44 .933 
3. There is a high risk of work accidents 5.5 29.3 33.2 29.6 2.4 2.94 .951 
4. Employee dining halls are in good condition 4.5 33.5 50.1 10.8 1.1 2.70 .761 
5. The working environment is very noisy 9.8 33.0 33.8 21.6 1.8 2.73 .969 

Pay/Benefits        
1. I think the pay is low for most jobs in T&H 19.0 38.7 26.7 14.0 1.6 2.40 1.000 
2. Considering long hours worked pay should 
be higher 

30.2 43.9 20.4 4.8 .8 2.02 .877 

3. The level of fringe benefits is low 15.1 34.4 38.1 11.3 1.1 2.49 .919 
4. More penalty rates should be paid 30.7 43.3 21.7 5.0 .3 2.02 .866 
5. Duty meals is an important in the salary 
package 

34.1 42.0 18.7 4.9 .3 1.95 .866 
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that promotions are not handled in a fair manner (47.5%) with only 14.8% happy with 

the way promotions are handled. More than half also believe that promotions are 

based on who you know rather than ability (54.1%), with only 13.7% disagreeing with 

this comment. Another area of concern is that 43.8% of respondent’s state that they 

cannot see a clear career path in the industry with just 17.8% of respondents happy 

with the career paths offered. These findings indicate that there is a certain level of 

uncertainty amongst respondents with regards to their promotion opportunities and 

paths they need to take to build a career in the industry. On a positive note many 

respondents do agree that the number of years worked (63.8%) and academic 

qualifications (47.5%) are taken into account when applying for promotions. 

Table 38: Promotion Opportunities 
 

Factor 1* 
(%) 

2 
(%) 

3 
(%) 

4 
(%) 

5* 
(%) 

Mean SD 

1. Promotion is based on merit 9.5 31.7 25.5 22.2 11.1 2.94 1.167 
2. Promotion opportunities are 
satisfactory 

6.1 34.8 25.3 20.8 12.9 3.00 1.149 

3. Promotions are not handled fairly 11.1 36.4 37.7 13.2 1.6 2.58 .909 
4. The opportunity to get promoted to a 
management position is limited 

9.2 39.1 34.0 17.4 .3 2.60 .889 

5. Number of years worked are 
considered 

10.6 53.2 27.2 8.2 .8 2.35 .809 

6. Academic qualifications are 
considered 

7.4 40.1 35.4 15.8 1.3 2.64 .882 

7. Many promotions are who you know 
not what you know 

18.2 35.9 32.2 13.2 .5 2.42 .952 

8. Promotions are unsystematic 7.1 28.0 51.9 11.9 1.1 2.72 .805 
9. Lack of clear career paths 13.7 30.1 38.4 16.4 1.4 2.62 .961 

Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

5.6.5 Co-workers and Managers 

 Table 5.17 shows that respondents are generally happy with their co-workers 

in the industry. The majority of respondents believe there is a team spirit shown in the 

industry (68.3%), it is easy to make friends with co-workers (78.8%) and that there is 

co-operation shown between staff (78.1%). Respondents are divided when asked 
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whether they believed employees within the industry are motivated to do their jobs, 

with 42.7% claiming most workers are motivated, while 27.2% claim that employees 

are generally unmotivated. When asked whether they believed employees without 

academic qualifications were jealous of those that held qualifications, 27.2% claim 

there was jealousy shown while 39.1% saw no signs of jealousy. More than one-

quarter of respondents (26.5%) agreed that employees are generally uneducated, with 

45.0% disagreeing. 

 Whilst respondents seem to be happy with their relationships with co-workers, 

this does not appear to be the case when it comes to relationships with their managers 

as 60.7% of respondents claim there is not a good relationship between managers and 

staff in the industry. More than half of the respondents (56.5%) believed that 

managers did not act in a fair manner when dealing with staff, 46.7% declared that 

managers do not act respectfully towards employees, 48.1% claimed that managers 

did not put great effort into ensuring employees were satisfied with their jobs and 

50.6% stated that managers did not reward staff for doing a good job. When assessing 

their manager’s level of education, 54.6% state that most managers do not have an 

academic background in tourism or hospitality whilst 60.1% state that managers are 

jealous of graduates with academic qualifications.  

This study also found that respondents believe that managers within the 

tourism and hospitality industry do not empower their employees, with 50.9% of 

respondents claiming that managers do not delegate authority in order for employees 

to perform their jobs in a more effective way. This is further evidenced by the fact that 

only 25.3% of respondents believe that managers ensure employees participate in 

decisions affecting their jobs with 53.4% claiming that this is not the case. One area 

respondents do believe managers do a good job is when it comes to providing 
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vocational training, when necessary, with 49.3% of respondents happy with the 

vocational training provided and only 11.1% unhappy.    

Table 39: Co-Workers and Managers 
 

Factor 1* 
(%) 

2  
(%) 

3  
(%) 

4 
 (%) 

5*  
(%) 

Mean SD 

Co-Workers        
1. There is no team spirit 2.9 8.7 20.1 53.8 14.5 3.68 .926 
2. There is cooperation amongst staff 15.8 62.3 16.9 4.7 .3 2.11 .728 
3. Employees are generally uneducated 3.7 22.8 28.5 36.0 9.0 3.24 1.020 
4. I can make friends easily with others 19.8 59.0 17.5 3.4 .3 2.05 .730 
5. Most staff are motivated 7.7 35.1 30.0 23.5 3.7 2.80 1.002 
6. Employees without degrees are jealous of 
graduates 

8.7 18.5 33.8 31.7 7.4 3.11 1.066 

Managers        
1. Managers delegate authority 12.4 19.0 17.7 28.2 22.7 3.30 1.339 
2. Most managers  have no educational 
background in T&H 

22.4 32.2 22.7 19.8 2.9 2.49 1.128 

3. Managers do not reward employees 18.7 31.9 26.2 20.8 2.4 2.56 1.088 
4. Managers behave respectfully towards 
employees 

6.6 21.4 25.3 24.8 21.9 3.34 1.221 

5. Managers are jealous of graduates 27.8 32.3 18.2 14.6 7.1 2.41 1.233 
6. Managers allow staff to make decisions 6.6 18.7 20.4 22.4 31.9 3.54 1.289 
7. The relationship between managers and 
staff is poor 

25.3 35.4 17.9 15.3 6.1 2.41 1.193 

8. Managers provide vocational training 6.9 42.5 39.5 10.0 1.1 2.56 .806 
9. Managers behave fairly  8.2 17.2 18.1 30.8 25.7 3.49 1.268 
10. Managers don’t put great effort into 
ensuring staff are satisfied 

18.8 29.4 24.0 24.6 3.2 2.64 1.137 

Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

5.6.6 Commitment to the industry 

 The dimension dealing with respondent’s commitment to the industry is 

particularly interesting as it explores the likelihood of students pursuing a career in the 

industry. From the results gathered in this study, see Table 5.18, it is difficult to argue 

that the majority of respondents are committed to a career in the industry. One of the 

major findings from this dimension is the fact that almost half the respondents 

(44.6%) claim that the disadvantages of working in the industry outweigh the 

advantages with only 33.8% claiming that the positives outweigh the negatives.  
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Other responses to the commitment to industry dimension include 41.4% of 

respondents claiming they are unhappy to have chosen tourism or hospitality as a 

vocation path, and 37.7% stating that it was a big mistake to choose the tourism and 

hospitality industry as a career path. Almost one-third of respondents would not want 

their child studying or working in the industry (30.1%) and would not recommend a 

job in the industry to their friends and relatives (33.1%).  

When assessing the types of jobs respondents would undertake in the industry 

29.9% claim that they would do any job in the industry, while 44% claim that they 

would not just do any job. While 33.2% of respondents feel that they would only work 

in high paid jobs in the industry, only 18.2% of respondents state that they would only 

work in the industry if they became a manager.  

The most disturbing findings from this dimension include the fact that one-

third of all respondents (33.3%) claim that they will definitely not work in the 

industry after graduation, with a further 17.9% uncertain about their future career. 

Also, whilst only 18.3% of respondents claim that they are not planning to work in 

any other industry, more than half (58.3%) of respondents claim they are considering 

working in other industries. Finally, only 36.7% of respondents see their professional 

career in the tourism and hospitality industry; while 41.7% see their professional 

careers elsewhere.   
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Table 40: Commitment to the industry 
 

Factor 1* 
(%) 

2 
(%) 

3 
(%) 

4 
(%) 

5* 
(%) 

Mean SD 

1. Disadvantages of working in T&H 
outweigh advantages 

16.4 28.2 21.6 28.8 5.0 2.78 1.174 

2. I am happy to have chosen T&H as a career 16.6 23.0 19.0 22.4 19.0 2.75 1.383 
3. I would not want my child studying or 
working in T&H 

7.1 23.0 32.5 25.3 12.1 3.12 1.114 

4. I would like to work in T&H after 
graduation 

21.9 26.9 13.0 24.0 14.2 2.73 1.449 

5. I would do any job in T&H after graduation 8.7 21.2 25.9 31.2 13.0 3.19 1.167 
6. It is definite I will not work in T&H after 
graduation 

13.2 20.1 17.9 26.8 21.9 3.24 1.349 

7. I will work in T&H only if I become a 
manager 

4.2 14.0 23.2 46.7 11.9 3.48 1.011 

8. It was a big mistake to choose T&H as a 
career path 

15.6 22.2 10.8 24.8 26.6 3.25 1.450 

9. I would recommend T&H jobs to friends 
and relatives 

11.6 34.7 20.6 19.3 13.8 2.89 1.244 

10. I would only work in high paid jobs 6.3 26.9 27.7 33.8 5.3 3.05 1.035 
11. I do not plan to work in any other industry 5.6 12.7 23.3 37.8 20.6 3.55 1.118 
12. I see my career in T&H 12.1 24.5 21.7 26.4 15.3 3.08 1.267 

Note: N = 379. 
1* = Strongly Agree - 5* Strongly Disagree 
Adjusted (Valid) percentages excluding missing observations. 

 
5.7 Chapter Summary 

In analysing the factors that students find important in choosing a career it was 

found that respondents rate each of the twenty factors as important, with very few 

respondents choosing not important for any of the factors. As stated above, only four 

factors received more than 10% of respondents choosing not important. This study 

also investigated undergraduate student’s perceptions as to the degree they believed 

tourism and hospitality careers offer these factors. It was found that undergraduate 

students who are studying tourism and hospitality in Australia do not believe that the 

industry offers them the attributes that they see as important in choosing a future 

career. For the majority of the twenty factors examined, there is a significant 

difference between what the students see as important in pursuing a future career and 

the extent to which they feel a career in tourism and hospitality offers these. Only 

three factors were found not to be significantly different. 
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A number of other interesting results have been noted in this chapter. The 

main findings of this study have identified that having direct experience working in 

the tourism and hospitality industry can cause students to acquire negative views 

towards pursuing a career in the industry. Of the 76% of respondents that had work 

experience in the tourism and hospitality industry, most were working, or had worked 

previously, in food and beverage in hotels, restaurants or bars. The majority of 

respondents were working in frontline positions, with many claiming that the 

experience of working in the industry had left them with a negative attitude towards a 

career in the industry. Some of the main areas that respondents claim to have led to 

negative perceptions of a career in the industry include poor relationships with 

managers, unfair promotion procedures, unclear career paths, low pay and a poor 

work-life balance because of the unusual hours worked. These factors have led to a 

staggering 42.4% of respondents who stated they had work experience claiming it was 

definite that they would not pursue a career in the industry, with almost all (92.6%) 

citing working in the industry as the main reason for this decision. 
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Chapter Six: Analysis of variance between different 

student groups 

6.1 Introduction   
 

The previous chapter investigated the attitudes and perceptions of 

undergraduate tourism and hospitality students towards a career in the industry. This 

chapter employs ANOVA analysis to estimate the variance between different groups. 

In this study, the dependent variable being investigated is student perceptions, while 

the independent groups are students with and without work experience; domestic and 

international students; students at different stages of their study; and students 

undertaking different majors.  

Hair, Anderson, Tatham, and Black (1995) claim that ANOVA is used to 

assess the statistical significance of the difference between two sample means on a 

single dependant variable. Ukaga and Maser (2004) state that ANOVA is used to test 

for differences between related or paired samples, such as when the scores or values 

whose means are to be compared case for case are from the same subject. The usual 

null hypothesis is that the difference in the mean values is zero. A significant 

difference is found if an alpha level (p-score) is less than 0.05. This test is applicable 

in this study as we are trying to determine whether there are significant differences in 

the attitudes and perceptions of students who have work experience and those that 

don’t. ANOVA will determine, on the basis of one dependent measure, whether 

samples are from populations with equal means (Hair, et al., 1995). It is used to assess 

group differences on a single metric dependent variable. This entails estimates of 

between groups variance (measuring the effect of the independent variable combined 

with error variance), and the within-groups variance, which is the error variance itself  
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(Coakes & Steed, 2001). The level of significance of the variances is represented by a 

p-value of <0.05. The results are presented with written evaluations supported by 

tables presented as appendices. 

6.2 Work Experience  

6.2.1 Career Factors 

The first comparison was conducted to explore if differences occur in the 

opinion of those with work experience and those without. When analysing the 

important career factors it was found that there were minimal significant differences, 

which are highlighted in appendix 3.1. When it comes to the importance placed on the 

different aspects of a career only two items, “Pleasant working environment” (f = 

4.059, p = .045) and “A career that provides intellectual challenge” (f = 24.221, p = 

.000), were found to be significantly different. For both of these items those with 

work experience were likely to find the items more important. When comparing 

whether the industry offers these important factors three items were found to be 

different. For all of these, “A secure job” (f = 5.752, p = .017), “A job which gives me 

responsibility” (f = 4.269, p = .039) and “A job where I can use my university degree” 

(f = 13.879, p = .000), those with work experience were less likely to agree that the 

industry offered these factors. Whilst these findings indicate that work experience 

does not play a major role in affecting whether students believe tourism and 

hospitality offers the factors they find important in choosing a career, it is significant 

to point out that for all but four of the twenty items, students with work experience 

were less likely to agree that the industry offered these factors. This indicates that, in 

fact, work experience does play a negative role in influencing student’s perceptions of 

the career factors on offer by the industry. 
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6.2.2 Perceptions of industry 

In contrast, when testing for significant difference between the two groups 

perceptions of the industry, it was found that there are significant differences in 

twenty-two of the sixty-nine statements in the nine dimensions. A full listing of the 

significant differences can be found in appendix 4.  

In the first dimension, Nature of Work, two of the eight statements were found 

to significantly different. These two statements are; “working hours are too long in the 

T&H industry” (f = 6.768, p = .010) and “working hours are not suitable for a regular 

life in the T&H industry” (f = 9.370, p = .002). Both of these statements relate to the 

hours worked in the industry and in both of these cases respondents with work 

experience were more likely to agree with the statements. This suggests that 

respondents with work experience are more likely to believe that the hours worked in 

the industry are not conducive to a good work-life balance. 

The second dimension, Social Status, shows that there are no statements that 

show a significant difference between the two groups. This dimension assesses 

respondent’s views on how they and society view tourism and hospitality as a career. 

It is apparent that work experience does not have an influence on respondent’s 

perceptions of these issues. 

In contrast to the second dimension, the third dimension, Pay/Benefits, shows 

that every statement shows a significant difference between the two groups. This 

dimension assesses respondent’s views on the levels of pay and the benefits provided 

to staff in the tourism and hospitality industry. It is evident that work experience does 

have an influence on respondent’s perceptions of these issues. Those with work 

experience agree more strongly with every statement. Respondents with work 

experience are more likely to believe that “working in the industry the pay is low” (f = 
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9.369, p = .002), “considering the long hours the pay should be higher” (f = 6.235, p = 

.013), “the level of fringe benefits is low” (f = 7.294, p =.007), “more penalty rates 

should be paid” (f = 7.317, p = .007) and “duty meals form an important part of a 

salary package” (f = 9.105, p = .003). From this analysis it is clear that students with 

work experience have a vastly different view on the issue of the pay and benefits 

offered by the industry. They are far more likely to believe that the industry does not 

offer sufficient levels of pay for the type of work that is performed. 

In the fourth dimension, Industry-person Congeniality, four of the five 

statements are found to be significantly different. This dimension assesses 

respondent’s views on how well they feel their personality fits with working in the 

industry. Respondents with work experience are more likely to believe that their 

“character fits with the industry” (f = 8.902, p = .003), they “can use their skills and 

abilities in tourism and hospitality jobs” (f = 6.322, p = .012), they “get pleasure from 

working in the industry” (f = 8.963, p =.003), and they “like to see satisfied 

customers” (f = 8.821, p = .003). Again it is evident that work experience does have 

an influence on respondent’s perceptions of these issues. Interestingly, in contrast to 

some previous dimensions where work experience seems to have a negative impact on 

perceptions, respondents with work experience are more likely to believe that their 

personalities were aligned with those required to pursue a career in the industry. This 

finding concurs with the findings above which suggested that whilst many 

respondents may actually enjoy the work that is on offer in the industry there are other 

factors affecting the working conditions in the industry that has influenced their 

decision not to pursue a career in the industry. 

The fifth dimension, Physical Working Conditions, three of the five statements 

are found to be significantly different. This dimension assesses how respondents see 
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the material working conditions within the industry. Respondents who had work 

experience were more likely to agree that “working conditions are generally good” (f 

= 4.490, p = .035) and that the “working environment was clean” (f = 10.515, p = 

.001). They were also more likely to agree that “the working environment is noisy” (f 

= 6.718, p = .010). It appears that work experience does have an impact on 

perceptions of these physical working conditions with those with work experience 

holding a more positive view of the industry. 

Work experience does not seem to play a role in shaping respondents 

perceptions in the sixth dimension, Promotion Opportunities. In this dimension only 

one of the nine statements, “many promotions are who you know not what you know” 

(f = 6.365, p = .012), is seen to be significantly different.  

In the seventh dimension, Co-Workers, three of the seven statements are found 

to be significantly different. This dimension assesses how respondents see the 

relationship between themselves and their co-workers. It appears that work experience 

does have an impact on perceptions of these conditions. Again, working in the 

industry seems to have a positive affect on respondent’s perceptions of their co-

workers. Respondents who had work experience were more apt to agree that “there is 

cooperation amongst staff” (f = 13.249, p = .000) and that they “can make friends 

easily with others” (f = 36.810, p = .000). They were also more likely to disagree with 

the statement that “there is no team spirit” (f = 6.298, p = .013).  

The eighth dimension, Managers, shows that there are no statements that show 

a significant difference between the two groups. This dimension assesses respondent’s 

views on the way managers interact with staff in the tourism and hospitality industry. 

It is evident that work experience does not have an influence on respondent’s 

perceptions of the issues relating to managers. Whilst this is the case as discussed 
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previously, it could be argued that both groups hold a negative view of managers in 

the industry.  

The ninth and final dimension, Commitment to Industry, is the most critical 

dimension when trying to assess whether working in the industry leaves respondents 

with a less favourable view of pursuing a career in the industry. In this dimension, 

respondents are asked questions to test their commitment to pursuing a career in 

tourism and hospitality. It is evident that work experience does have an influence on 

respondent’s commitment to the industry with four of the twelve statements found to 

be significantly different with those with work experience less committed to a career 

in the industry. This is reinforced by the fact that in six of the remaining eight 

statements illustrate that respondents with experience are less likely to demonstrate 

commitment to the industry. The two statements that are seen as being significantly 

different with those with work experience disagreeing more are “I am happy to have 

chosen T&H as a career” (f = 6.951, p = .009) and “I see my career in T&H” (f = 

7.958, p = .005). The two statements that are seen as being significantly different with 

those with work experience agreeing more are “I would not want my child studying or 

working in T&H” (f = 4.571, p = .033) and “It is definite I will not work in T&H after 

graduation” (f = 11.120, p = .001). These points clearly show that respondents who 

have work experience are less committed to pursuing a career in the industry. 

6.3 Country of origin 

6.3.1 Career Factors  

 The next evaluation compared whether differences occur in the opinions of 

domestic and international students. When comparing the important career factors, it 

is clear from the analysis that there are major differences in the opinions of the two 
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groups. When comparing the importance of each factor, four of the twenty factors 

were found to be significantly different. Two factors; “colleagues that I can get along 

with” (f = 5.517, p = .019) and “job mobility—easy to get a job anywhere” (f = 6.120, 

p = .014) were seen to be more important to domestic students, whilst international 

students believed “a job where I can care for others”, (f = 7.384, p = .007) and “a job 

that offers opportunities for further training” (f = 4.362, p = .037) were more 

important.  

 It is when comparing the extent to which respondents believed tourism and 

hospitality offered these factors that the two groups showed the greatest difference. 

Out of the twenty factors, thirteen were found to be significantly different when 

comparing domestic and international student’s views (see appendix 3.2). Only two of 

the thirteen that were found to be significant with domestic students believing the 

industry was more likely to offer the factors. These two factors were; “the opportunity 

to travel abroad” (f = 12.849, p = .000) and “job mobility—easy to get a job 

anywhere” (f = 8.374, p = .004). For the remaining eleven factors international 

students were far more likely to believe that the industry offered the factors they find 

important then their domestic counterparts. These factors were “a job that I will find 

enjoyable” (f = 22.644, p = .000), “colleagues that I can get along with” (f = 5.352, p 

= .021), “pleasant working environment” (f = 21.735, p = .000), “a career that 

provides intellectual challenge” (f = 30.535, p = .000), “a job which gives me 

responsibility” (f = 4.645, p = .032), “high earnings over length of career” (f = 10.402, 

p = .001), “a job where I will contribute to society” (f = 8.249, p = .004), “a job that is 

respected” (f = 4.276, p = .039), “a job that can easily be combined with parenthood” 

(f = 5.409, p = .021), “good starting salary” (f = 11.603, p = .001), and “a job where I 

can care for others (f = 9.663, p = .002), 
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These findings highlight that there are major differences between the way 

domestic and international students view the nature of work in the industry. Domestic 

students show a greater tendency to believe that a career in tourism and hospitality 

will not offer them the factors they consider important when choosing a future career.  

6.3.2 Perceptions of industry  

 When comparing student’s perceptions of industry, it was also found that there 

are significant differences between the groups. In total twenty-eight of the sixty-nine 

statements in the nine dimensions were found to be significantly different. A table 

illustrating all the statements that demonstrate a significant difference can be found in 

appendix 5.  

 In the first dimension, Nature of Work, four of the eight statements were found 

to significantly different. These four statements are; “I find jobs in the Tourism and 

Hospitality (T&H) industry interesting” (f = 13.470, p = .000), “there is always 

something new to learn each day in T&H jobs” (f = 7.362, p = .007), “working hours 

are not suitable for a regular life in the T&H industry” (f = 7.475, p = .007) and “it is 

very difficult to find a stable job in T&H due to seasonality” (f = 13.378, p = .000). 

International students are more likely to find jobs in the tourism and hospitality 

industry interesting, and are more likely to believe that there is always something new 

to learn each day in T&H jobs. Conversely international students also believe that 

working hours in the industry are not suitable for a regular life in the T&H industry 

and that it is very difficult to find a stable job in T&H due to seasonality. 

 The second dimension, Social Status, shows that there are five of the six 

statements seen to be significantly different between the two groups. In this dimension 

international students clearly believe a career in tourism and hospitality has a higher 

social status than domestic students. The five dimensions seen to be significantly 
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different are “my family is proud of my profession in T&H” (f = 8.339, p = .004), 

“working in T&H is a respected (prestigious) vocation” (f = 20.740, p = .000), 

“working in T&H is regarded as an important and beneficial service” (f = 36.609, p = 

.000), “I think that those working in the T&H industry are not valued in society” (f = 

13.149, p = .000), and “I talk to my relatives and friends with pride about my job in 

T&H” (f = 6.762, p = .010). It is clear that international students are more likely to 

show pride in their decision to pursue a career in tourism and hospitality as they are 

more inclined to agree with all the above statements than domestic students. 

 Country of origin seems to have little impact on perceptions in the third 

dimension, Pay/Benefits, only one item different, or the fourth dimension, Industry-

person Congeniality; no significant differences between the two groups. In the third 

dimension international students agree more strongly with the statement that “duty 

meals form an important part of a salary package” (f = 3.962, p = .047).  

 In the fifth dimension, Physical Working Conditions, two of the five 

statements are found to be significantly different. International respondents were more 

likely to agree that “the working environment is not very clean” (f = 16.726, p = 

.000), while domestic students more strongly believed that “the working environment 

is very noisy” (f = 6.754, p = .010).  

 In the sixth dimension, Promotion Opportunities, it is clear that the type of 

respondent, international or domestic, does play a role in shaping respondents 

perceptions. In this dimension, six of the nine statements were found to be 

significantly different. International respondents were more likely to agree with five 

statements. Four of these statements; “promotion is based on merit” (f = 5.835, p = 

.016), “promotion opportunities are satisfactory” (f = 6.971, p = .009), “number of 

years worked are considered” (f = 6.184, p = .013), and “academic qualifications are 
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considered” (f = 13.153, p = .000) show that international students are happier with 

promotion opportunities. Interestingly they are also more likely to agree that “the 

opportunity to get promoted to a management position is limited” (f = 6.622, p = 

.010). For the sixth statement, domestic respondents were more likely to agree that 

“many promotions are who you know not what you know” (f = 6.901, p = .009). From 

this analysis it can be argued that international students are far happier with the 

promotion opportunities offered by the industry than their domestic counterparts. 

 In the seventh dimension, Co-Workers, three of the seven statements are found 

to be significantly different. International respondents were more likely to agree that 

“there is no team spirit” (f = 13.757, p = .000) and that “employees without degrees 

are jealous of graduates” (f = 8.029, p = .005). They were also more likely to agree 

with the statement that “generally, people with an educational background in T&H 

work in the industry” (f = 12.592, p = .000). The eighth dimension, Managers, shows 

that there are two statements that show a significant difference between the two 

groups. Domestic respondents agreed more strongly with the statement that “most 

managers have no educational background in T&H” (f = 4.670, p = .031), whilst 

international students were more apt to believe that “managers don’t put great effort 

into ensuring staff are satisfied” (f = 4.444, p = .031). 

 In the ninth and final dimension, Commitment to Industry, five of the twelve 

statements were found to be significantly different. Whilst this is the case, it is hard to 

determine whether one group is less committed to a career in the industry than the 

other. On one hand, it seems that international students are less committed as they are 

more likely to agree that “I would not want my child studying or working in T&H” (f 

= 6.492, p = .011), and “it was a big mistake to choose T&H as a career path (f = 

5.433, p = .020), they were also less likely to agree that “I would like to work in T&H 
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after graduation (f = 4.651, p = .000). Alternatively international students agree more 

strongly that “I would do any job in T&H after graduation” (f = 27.913, p = .000) and 

“I do not plan to work in any other industry” (f = 11.062, p = .001). As can be seen, 

these results are conflicting so it can not be argued that one group is more committed 

to a career in the industry than the other group. 

6.4 Year of Study  

6.4.1 Career Factors  

The next analysis compared students at different stages of their academic 

careers. Some significant differences in opinions between the groups were found. As 

illustrated in appendix 3.3, when comparing how important the different aspects were 

in choosing a career, three items were found to be significant. The items were “a job 

where I will contribute to society” (f = 3.009, p = .030), “a job where I can use my 

university degree”, (f = 4.112, p = .007) and “job mobility - easy to get a job 

anywhere” (f = 3.600, p = .014). In all of these cases, those earlier in their academic 

careers (0-80 credit points) were likely to find these items more important than those 

further into their degrees (>90 credit points). 

 When evaluating whether these groups differed on their opinions on whether 

the industry offers the factors, six items were found to be significantly different. 

Similar to the previous items, for the majority of these, respondents early in their 

academic careers (0-80 credit points) were more likely to believe that the industry 

offered the items. This was the case for five of these six items which are “a secure 

job” (f = 7.401, p = .000), “a job which gives me responsibility” (f = 2.938, p = .033), 

“a job that is respected” (f = 2.673, p = .047), “reasonable workload” (f = 3.164, p = 

.025) and “a job where I can care for others” (f = 3.304, p = .020). For the sixth item 
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“a career that provides intellectual challenge” (f = 4.000, p = .008), students who had 

completed 90-160 credit points were the most likely to agree with this statement. This 

analysis indicates that as students get further into their academic careers, and 

presumably have more work experience, or at least more exposure to the industry, 

their opinion on how well the industry offers the factors they find important in 

choosing a career diminishes. A closer analysis of the mean scores for the individual 

items not found to be significant reinforces this fact. Similar to the findings above, 

when analysing the mean scores, the majority of the items that were not significantly 

different shows that students in the later stages of their degrees are less likely to agree 

that the industry offers the factors they find important than those in the early stages. 

6.4.2 Perceptions of industry 

Again, some significant differences were found between the groups when 

analysing their perceptions of industry, with 17 of the 69 statements in the 9 

dimensions found to be significant. Appendix 6 illustrates all the statements that 

demonstrate a significant difference. The first statements found to be significantly 

different were from the Nature of Work dimension; “most jobs in the T&H industry 

are low skilled” (f = 3.679, p = .012), “working hours are too long in the T&H 

industry” (f = 4.453, p = .004). Two items were seen as significantly different in the 

Social Status dimension; “it is a widespread belief that those that study T&H will be 

waiters” (f = 2.737, p = .043), “working in T&H is regarded as an important and 

beneficial service” (f = 5.145, p = .002) and the Pay/Benefits dimension; “I think the 

pay is low for most jobs in T&H” (f = 7.181, p = .000), “the level of fringe benefits is 

low” (f = 2.885, p = .036). In the fourth and fifth dimensions; industry person 

congeniality and physical working conditions no significant differences were found. 
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When assessing the sixth dimension, Promotion Opportunities, four items 

were found to be significantly different. These were; “academic qualifications are 

considered” (f = 5.208, p = .002), “many promotions are who you know not what you 

know” (f = 4.686, p = .003), “promotions are unsystematic in the T&H industry” (f = 

4.167, p = .006), and “there is a lack of clear career progression structure in the T&H 

industry” (f = 5.512, p = .001). In the seventh dimension, Co-Workers, only one 

significant difference was found, “employees are generally uneducated” (f = 5.919, p 

= .001). While in the following dimension, managers again no significant differences 

were found. 

It is when assessing the final dimension, Commitment to Industry, that the 

most significant differences are found, with 6 of the 12 items found to be different. 

These items are; “disadvantages of working in T&H outweigh advantages” (f = 5.671, 

p = .001), “I would not want my child studying or working in T&H” (f = 3.247, p = 

.022), “I would like to work in T&H after graduation” (f = 4.337, p = .005), “it is 

definite I will not work in T&H after graduation” (f = 5.959, p = .001), “it was a big 

mistake to choose T&H as a career path” (f = 4.329, p =.005) and “I see my career in 

T&H” (f = 3.613, p = .013). 

For the majority of the items found to be significantly different, students 

earlier in their academic careers are more likely to have a more positive view of the 

industry than those later in their academic careers. This indicates that as students get 

further into their degrees and arguably have more experience working in the industry 

there views on the industry diminish and their commitment to the industry also 

declines. 

The exception to this is respondents who have completed more than 250 credit 

points. These respondents are in their fourth year of study indicating that they are 
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undertaking double degrees or honours degrees, as the normal bachelor degree is 240 

credit points or 3 years. By continuing into a fourth year this shows a strong 

commitment to pursuing a career in the industry. For many of the statements, these 

respondents are seen to be happier with the industry than other respondents. This is 

most clearly highlighted in the commitment to industry dimension, where it can be 

seen that these respondents are generally more committed to the industry than other 

respondents.   

6.5 Type of Major  

6.5.1 Career Factors  

The final ANOVA in this section compared students with different majors, 

and found only two items to be significantly different when comparing the important 

career factors. These two items were “a job that is respected” (f = 2.373, p = .029) and 

“a job that can easily be combined with parenthood” (f = 2.200, p = .042). For both of 

these items, hotel management students were more likely to agree with the statement 

than tourism or hospitality students. When comparing the extent to which each of the 

groups thought a career in tourism and hospitality offered these factors only one was 

found to be significantly different, “a job where I can care for others” (f = 2.467, p = 

.024). Similar to the previous items, hotel management students once again stated that 

this item was more important to them than tourism or hospitality students. From this 

analysis it would be hard to argue that the type of major a student is pursuing has an 

impact on their perceptions of career choice. 



Chapter Six – Analysis of variance between different student groups 

Used and unappreciated: Student’s attitude towards a career in the industry 
182 

6.5.2 Perceptions of industry 

Similar to the career factors analysis; only two statements out of the sixty-nine 

statements were found to be significantly different, indicating that there is very little 

difference in the opinions of students undertaking different majors.  

6.6 Chapter Summary 

 The first part of this chapter compared whether differences occur between 

those with and those without work experience. The first analysis was conducted to 

explore if differences occur in regards to important career factors and the extent to 

which student’s believed tourism and hospitality as a career, offered these factors. 

This analysis found that there were minimal significant differences with regards to 

these factors. The next analysis tested for significant difference in the perceptions of 

the industry between the two groups. It was found that there are significant 

differences in twenty-two of the sixty-nine statements in the nine dimensions. This 

indicates that working in the industry does have an impact on respondent’s 

perceptions of the industry, especially when assessing their commitment to the 

industry, with student’s having work experience far less likely to be committed to the 

industry. 

The next analysis studied whether differences occur in the opinions of 

domestic and international students. It is clear from the analysis that there are major 

differences in the opinions of the two groups especially when comparing the extent to 

which respondents believed tourism and hospitality offered the important career 

factors. Out of the twenty factors, thirteen were found to be significantly different 

when comparing domestic and international student’s views. Only two of the thirteen 

that were found to be significant with domestic students believing the industry was 
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more likely to offer the factors. This indicates that international students are more 

likely to agree that the industry offers them the factors that they find important when 

choosing a career. When comparing the group’s perceptions of the industry, again 

significant differences were found. Differences were found in twenty-eight of the 

sixty-nine statements in the nine dimensions. These analyses suggest a student’s 

country of origin, domestic or international, does play a major role in shaping their 

perceptions of the industry. 

 When comparing students at different stages of their academic careers, again 

some significant differences in opinions between the groups were identified. When 

comparing how important the different aspects were in choosing a career, three items 

were found to be significant. When evaluating whether these groups differed on their 

opinions on whether the industry offers the factors, six items were found to be 

significantly different. For the majority of these, respondents early in their academic 

careers (0-80 credit points) were more likely to believe that the industry offered the 

items. When comparing if differences occur between the groups perception of the 

industry there are significant differences in seventeen of the sixty-nine statements in 

the nine dimensions. Similarly, students earlier in their academic careers appear more 

likely to have a positive view of the industry than those later in their academic careers 

indicating that the more study and presumably more work experience a student has 

will negatively influence their opinions of the industry. 

Finally, when comparing students with different majors, only two items were 

found to be significantly different when comparing the important aspects of a career, 

and one item when comparing the extent to which tourism and hospitality offers the 

factors. Likewise, only two out of the sixty-nine statements were found to be 

significantly different when assessing the group’s perceptions. This indicates that the 
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type of major a student is undertaking has very little effect in their attitudes and 

perceptions.
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Chapter Seven: Qualitative analysis 

7.1 Research Problem One – Phase Two: Analysis of 

students blogs 

The previous quantitative chapters have demonstrated that there is an alarming 

problem with student’s experience of working in the industry. As explained in the 

research design, this chapter explains some of the reasons this might be so, by looking 

at qualitative experiences of working in the industry. The chapter looks first at student 

experiences, analysing specific experiences that have influenced student’s opinions of 

the industry. The second part of this chapter then looks at industry attitudes towards 

student employment, how this attitude is impacting the experience student’s have 

whilst working while they study and what impact this has on student perceptions of 

the industry.  

To ensure that all respondents to the first phase were sought to give qualitative 

accounts of their experiences working in the tourism and hospitality industry. Due to 

the diverse spread of respondents, covering all areas in Australia, it was decided to 

use an online weblog (blog), as this method allowed all respondents to take part in this 

phase regardless of their location. In this blog, students were asked to either write 

comments about specific incidents that had shaped their views of the industry or just 

their overall views and feelings about working in the industry. In total eighty-seven 

respondents were contacted with eleven of these emails not reaching the intended 

recipient. Therefore seventy-six potential respondents were contacted, with nineteen 

responding to the request and posting their comments on the blog site. This provided a 

response rate of 25%.  
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Students responded positively to the use of the blog as a tool to collect data, 

with several contacting the researcher to say that they believed using this tool made 

them more likely to take part in the research. The respondents provided extensive data 

describing their experiences working in the tourism and hospitality industry with these 

responses ranging from several lines to several paragraphs, describing various specific 

and general experiences. The blogs also provided details as to how the respondents 

felt about working in the industry.  

As explained earlier the constant comparison method, using three levels of 

coding, open, axial and reflective, was used to analyse the responses, with NVivo 

utilised to assist in this process. During the coding process many issues were 

identified and these issues were placed into several themes. In total four themes were 

identified with many of these containing sub-themes. These themes and sub-themes 

will be discussed in detail below. Many students also provided comments about their 

overall feelings towards a career in tourism and hospitality, and these will also be 

discussed. 

7.1.1 Management 

 The dominant theme to emerge was the respondent’s views of their 

relationships with managers within tourism and hospitality organisations. The 

majority of respondents commented on their relationships with their managers. In this 

theme, a number of sub-themes emerged, with both positive and negative experiences 

of managers reported. Overall the comments describing negative experiences were far 

more frequent than comments describing the positive experiences. These comments 

reflect the information found in the quantitative survey (see chapter 5) which found 

that 60.7% of respondents claim there is not a good relationship between managers 

and staff in the industry. More than half of the respondents (56.5%) also believed that 
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managers did not act in a fair manner when dealing with staff, 48.1% claimed that 

managers did not put great effort into ensuring employees were satisfied with their 

jobs and 50.6% stated that managers did not reward staff for doing a good job.    

When analysing the negative experiences students reportedly had with 

managers, the first theme identified related to managers showing a lack of respect 

towards staff members. Several of the respondents commented that they felt that 

managers in the industry showed little interest in them and treated them with no 

respect. This again reinforces the findings of the quantitative study above which found 

that 46.7% of respondents declared that managers do not act respectfully towards 

employees. One respondent stated:  

I worked at a Leagues club and was left in one department - even though my 
original employment agreement included rotating around and learning various 
departments. I was also expected to do shifts of up to 15 hours when a new bar 
was being launched. The treatment at this club was less than satisfactory and I 
believe this was partially to blame for the enormous turnover of staff. 
 

There were many other responses relating to the poor treatment of staff by managers 

including one respondent reporting that they were suspended for taking time off while 

they were sick, and another claiming that their manager was “constantly screaming at 

me leaving me feeling embarrassed and unappreciated”. Another respondent 

described feeling discriminated against by their manager who was disrespectful and 

favoured employees of a similar ethnic background. Many other respondents also 

reflected on their experience with their managers. These responses included 

respondents feeling as though they were being undermined by management, managers 

not trusting employee’s judgement to make decisions, managers providing 

preferential treatment to their favourite staff and management not communicating 

with staff. One respondent claimed: 

I hated being a supervisor simply for the fact that my manager seemed to be 
out to get me. She made the rest of my time working there hell. She didn’t care 
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much for the staff, had her favourites (who somehow managed to get 
Christmas off), and preached about how she wanted to help us, yet did 
nothing. 
 

Another respondent reported that difficulties with management had left them with a 

negative image of careers available in the hospitality industry stating that:  

Issues with my hotel manager not knowing my name and having to look at my 
name badge after working there for close to 2 years, being told (through 
someone else, not directly) that I had an ‘attitude problem’ because I wanted 
to understand the reasons why certain procedures were being changed greatly 
offended me. I am not opposed to change; rather I think I can sell the change 
better when I understand the reasons behind the change. 

 
 The second theme related to managers not having any experience at managing 

in the industry. A number of respondents commented that they did not believe that 

their managers had the expertise or knowledge to successfully manage their 

organisation. One respondent claimed: 

I had more than one negative experience with people who were in charge and 
had no idea, poor people skills, no management expertise or compassion. 
Whilst working for one employer they decided that part time meant that you 
had to be available when they wanted you not when you were available, the 
attitude was job first studies second, I chose studies. 

 
This claim was supported by another respondent who stated:  

When I first arrived, we did not have a Food and Beverage manager, therefore 
the supervisors were running the restaurant. Not long after, one of the 
supervisors was promoted to F & B manager. This gentleman had never 
managed in the F & B industry before, and it showed. The new manager did 
not know the basic workings of the restaurant, as he had started at the 
supervisor level, which means he did not know simple things like how to set 
up a buffet facility. This made it difficult to learn what was expected, as he 
didn’t even know. It got to the point where line staff often told him what to do 
during shift time as he would just walk around aimlessly, not helping in a 
practical way during busy periods. While the manager was a great person, he 
lacked the skills to manage the restaurant, and as it was such a remote 
location, the general manager thought he was doing what was best. 

 
 The final theme relating to negative experiences with management centred on 

a lack of human resources and training in the industry. Some respondents claimed that 

management did not spend enough time and effort in ensuring one of their greatest 
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assets, their staff, had sufficient resources to carry out their jobs to a high standard. 

Respondents reported that in some cases their employer had no Human Resource 

Department and provided very few training and development opportunities. Another 

commented on the fact that whilst they believed that they would receive better 

treatment and opportunities in a smaller organisation they actually found bigger 

organisations provided them with better training and career opportunities with one 

respondent claiming “It still amazes me that my employer at a major sporting facility 

treats me better than many of the smaller companies that I have worked for (perhaps 

funding for training and HR is the key here?)”. Another respondent was also very 

critical of the level of HR Management in the industry commenting that:  

In general I feel HR management (or lack thereof) is the most critical aspect of 
these industries. Human capital is more valuable than any piece of equipment 
and I honestly think that employers and managers forget where their earnings 
come from. Quality staff (motivated, well trained, efficient) = happy 
customers = $$$. Seems like a pretty simple equation yet in previous jobs I 
have found that to improve profits a new coffee machine was bought, table 
settings changed, new menu implemented etc….rather than spending a day 
training and motivating staff to improve service and increase sales. The 
promotion of the ‘team’ within a hospitality business is a facade as few 
actually achieve this due to casualisation and high staff turnover.  

 
As stated above the general comments made by respondents concur with the findings 

in the quantitative survey, which found that generally respondents were not happy 

with the relationship with their managers in the tourism and hospitality industry.  

Whilst the majority of respondents had negative comments about management 

within tourism and hospitality, a few respondents did have positive comments to 

make. Most of these comments were in relation to the rewards offered by their 

employers. A number of comments were made in this respect including “I have added 

incentives in use of the facilities and meals”, “The hotel really looks after us, giving 

us free meals and washing our uniforms at the end of every shift”, “Free coffee 

whenever I wanted and I could take home bags of coffee and boxes of tea once a week 
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if I chose to”, and “The manager made the workplace fun and he would bring in 

lollies for staff to share”. An international respondent also had some positive 

comments to make about their experience working in the industry: 

I really appreciate that my manager actually gave me the part-time 
opportunity, because this job is uncommon for an international student, and 
later I notice that he is always polite and shows his concern to his staff. 
Yesterday I had a full day job shadowing with the director of sales & 
marketing, thus I had the opportunity to attend different meetings with 
department heads and be able to meet important clients of our company and 
further discuss the company’s future development. In addition, I was formally 
introduced by the director to everyone throughout the entire day, which made 
me felt I was highly valued. The management makes me feel I am invaluable 
to the company, not to mention that they offer me more opportunities for my 
personal growth.  
 
These comments show that if an organisation looks after students in the 

workforce, provides opportunities for growth and development, treats students with 

respect and provides extra incentives such as meals, free products and uniforms, these 

students can acquire a positive attitude towards pursuing a career in the industry.   

7.1.2 Customers 

 Generally respondents stated that one of the best things about working in 

tourism and hospitality was their interaction and relationships with their customers. A 

number of respondents actually claim that their main reason for working in the 

industry is the customers. Many respondents spoke about their enjoyment at meeting 

guests from all around the world and the positive feeling they get from interacting 

with customers. One respondent stated that:  

I have found that most of the positive experiences working in hospitality come 
from interaction with customers. An example of this is I was working in a 
hotel where I helped an elderly couple in getting sliced cheese, natural yoghurt 
and a morning newspaper for breakfast (a fairly easy task) - which they 
regarded as great customer service. Later that week the same couple came into 
the lobby bar and asked to order desserts that were not available from the 
restaurant menu. Although desserts are not usually offered, I asked the chefs to 
make an exception, to which they agreed (again not a difficult task) and the 
couple were extremely pleased! I was elated for the rest of the work shift to 
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know that I had made a customer happy and have found that above all (if I 
didn’t need money to pay rent!) customer satisfaction is my number one 
incentive for employee/job satisfaction.  
 
Other respondents claimed that whilst customers were generally pleasant and 

courteous they can sometimes be irritable and rude when things do not go as planned. 

Although this was the case these respondents did not seem to be negatively affected 

by customers showing dissatisfaction as they believed they had a right to be angry if 

they did not get what they paid for. One respondent stated that “Some customers can 

be very unpleasant but that’s the way things are as they pay to be treated as they 

wish”. Another respondent agreed claiming: 

Customers are generally kind and polite unless there was a problem with the 
service. In this case I believe that they have the right to shed a negative light 
on the situation as they are spending their own money within the facility. 
 

 Overall, the view of the majority of respondents was clear; they believed that 

the interactions and relationships they have with their customers is a highlight of 

working in the tourism and hospitality industry. For most respondents this appears to 

be one of the most positive aspects of working in the industry. 

7.1.3 Colleagues 

Similar to the issue of customers, respondents generally stated that one of the 

best things about working in tourism and hospitality was their interaction and 

relationships with their work colleagues. In analysing the comments made by the 

respondents, there were no negative comments made about their association with their 

co-workers. This indicates that there is a high level of trust and camaraderie between 

workers in the tourism and hospitality industry. Respondents claim that staff all 

communicate and interact well and the people working in the industry are easy-going 

and friendly. Some comments on this issue include; “Even though I did not like my 

job I had good time with my work mates”, “I think that my co-workers are what 
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makes me continue to work in the hospitality industry”, “I actually look forward to 

going to work because of the great team of people I work with” and “I know that I 

love my job at the moment and that is mostly due to the staff”. 

These comments once again coincide with the findings of the quantitative 

study which found that the majority of respondents believe there is a team spirit 

shown in the industry (68.3%), it is easy to make friends with co-workers (78.8%) and 

that there is co-operation shown between staff (78.1%). As can be seen from these 

comments, respondents state that one of the main things that motivate them to go to 

work each day is the relationship they have with their colleagues. These relationships 

will have a large impact on whether or not the students pursue a career in the industry 

after graduation. 

7.1.4 Working Conditions  

 Another issue that was mentioned a number of times by respondents were 

working conditions in the industry. Again there were several sub-themes relating to 

the conditions offered by employers. The major issue relating to working conditions 

was the poor conditions provided by many employers. A number of respondents 

claimed that the conditions of their employment left them feeling unmotivated, 

unappreciated and morale in the industry is negatively affected by these conditions. 

The main issues discussed by respondents included not getting paid for working 

overtime, issues with the hours worked and the pay levels offered in the industry.  

As with previous findings; these comments also reflected the information 

uncovered in the quantitative survey. The quantitative study found that the majority of 

respondents are unhappy with the pay levels within the industry with more than half 

of the respondents (57.7%) claiming that pay levels for most jobs in the industry was 

low. They also state that the level of fringe benefits offered by employers is low 
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(49.5%), considering the long hours worked pay levels should be increased (74.1%), 

and almost three-quarters (74%) believe that the level of penalty rates paid by 

employers should be increased due to the unusual nature of the hours worked. 

Some of the comments provided by respondents in relation to the excessive 

and unusual number of hours worked in the industry included: 

I was employed as a casual to work 20-30 hours per week though after several 
weeks it increased to 50 hours a week. I had to work 6-7 day weeks and was 
unable to choose which days I could have off.  

 
Whilst a second respondent also commented on the unusual number of hours worked 

in the industry:  

Unfortunately for us, we are understaffed and overworked. Working 6 days a 
week, 13 hour days for 3 months over summer does not boost an employee’s 
morale! Under the previous manager staff morale was at an all time low, with 
many staff leaving, bitching being the most common chat among staff and 
staff having no reward for their hard work. The staff were forced under a new 
agreement (apparently a majority vote was for), giving us a base wage 
increase, but cutting all other penalties - including public holidays. As a high 
majority of our staff are students this did not go over well as we work the 
public holidays to make that extra money. 

 
 Whilst many of the comments regarding working conditions were negative in 

nature, some respondents did mention that they were happy with the flexibility offered 

by their employers in relation to their rostering. Respondents stated that their roster is 

submitted in advance and needs for days off (personal or studies) are met, managers 

are flexible with working hours when they know in advance and managers understand 

that university commitments will take priority over work during the semester. This is 

highlighted by the comment made by one respondent who claims: 

My boss is very flexible when it comes to my roster if I have assignments due, 
or it’s the exam period I let him know what I can work. Even if I need a week 
or two off to prepare for exams, generally my boss will allow me the time off.  
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This coincides with the information uncovered in the interviews with industry 

employers. The majority of the employers interviewed claimed that they tried to be as 

flexible as possible with the rostering of current students.   

7.1.5 Overall feelings about working in the industry 

 Many respondents finished their blog entry by providing their final and overall 

thoughts about a career in the industry. Several respondents claimed that they would 

not pursue a career in tourism and hospitality with a number of reasons cited for this 

decision. This reflects the information found in the quantitative study which also 

uncovered a large number of respondents claiming they will not pursue a career in the 

industry. One respondent claimed “working in hospitality helped me to decide this 

was not the industry for me” whilst another agreed, stating:  

Overall the experiences made me tired of life. I would like to see a change in 
wages of workers at the lower end of the industry. Also it was hard to go up 
the ladder as most jobs were handed over to friends instead of (those with) 
experience. 

 
Others who will not be pursuing a career claimed that managers in the industry do not 

really care about students studies and that employers need to treat people with respect 

with one respondent claiming that “my experience has left me with a very dim view of 

working in industry”. 

 A number of respondents also commented on the fact that employers in the 

industry do not respect or understand the value of a tertiary degree in tourism or 

hospitality. Some of the responses relating to employers not understanding the value 

of university degrees included “My observation is that the industry is built on work 

from the bottom up over many long years to get into management; formal 

qualifications were not respected and seemed to make you a target to be undermined”, 

“I got frustrated and started to wonder whether I had done the right thing by studying 



Chapter Seven - Qualitative analysis  

Used and unappreciated: Student’s attitude towards a career in the industry 
195 

tourism at uni because everyone else there had either come straight from school or 

been to TAFE” and “The managers are all of ‘on the job’ training history with 

supplementary education (ex TAFE) after having worked their way up and don't 

understand the need for a university degree”. These comments reflect the fact that 

more than 60% of respondents in the quantitative survey believed managers were 

jealous of university graduates.  

 The final issue to be discussed is that, although many respondents have 

highlighted a number of issues that they believe diminish their views on the industry, 

a number of students still claim that they will work in the industry once they graduate. 

One of the positive comments made by a respondent was:  

Most of my hospitality experience has been in functions and bar work. I have 
worked in private suites, public bars, members bars and as a bar supervisor in 
a major sporting stadium. In general I have thoroughly enjoyed my time in the 
industry. All in all I enjoy working in hospitality and my experiences and 
training have compounded my decision to eventually own and manage my 
own pub. 

 
Another student claimed that despite the negative issues surrounding work in the 

industry they would continue to follow their decision to work in the industry. Their 

comment stated that “Despite the difficulties with management systems I have 

experienced, I find that the satisfaction I gather from hospitality outweighs this and I 

can generally take a positive outlook from my hospitality experiences”. The final 

comment in this analysis is left to one respondent who describes the way she thinks 

students are treated in the workforce:  

We (students) are often in a position where we are easily replaced (casual) and 
managers offer little long term incentives and other benefits (eg. public 
holiday and weekend loading is replaced by an often meagre pay rise….at an 
ex employer it was raised 20c per hour!!!!). Low morale spreads like wildfire 
and with a combination of tiring hours, extensive customer service and group 
dynamics this I feel is the most negative part of working in the industry. 
Hospitality companies need to move away from the cut cost to improve profit 
strategy and focus on the people factor. Effective HR with managers who are 
trained (not just given a pay rise and a title yet have no idea about staff morale 
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etc) and recruitment and training are key, in my opinion, to improving the face 
of the industry. 

7.2 Research Problem Two: Analysis and discussion of how 

employers utilise tertiary students in the workforce  

As stated in the methods section above, this section of the analysis undertook a 

qualitative approach to try to gain an understanding of the ways in which tourism and 

hospitality organisations utilise students in their workforce to ascertain what impact 

these practices have on student’s perceptions of the industry. In total eight 

organisations were chosen as they were seen to be leaders in their respective sectors. 

Of these eight organisations; three were international hotel chains, two were leaders in 

the club and gaming industry, two were leading MICE industry organisations and one 

was a major theme park group. Although no restaurants were interviewed each of the 

chosen organisations had food and beverage departments which contributed 

significantly to their overall operations.  

Each of the chosen organisations were contacted via email to ask for their 

participation in this study. The email was directed to senior staff within the 

organisation, either general managers or senior human resource personnel. Each of the 

eight organisations agreed to take part in the research. Five of the interviews were 

done face-to-face, with the interviewer visiting the organisation to undertake the 

interview. The remaining three interviews were undertaken via a phone call, as these 

institutions were located in areas inaccessible to the researcher.  

To aid in the analysis, the computer assisted qualitative data analysis program 

NVivo was again used to help manage all the rich data that was collected during this 

phase of the research. When analysing this data a number of themes emerge. This 
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section of the thesis will discuss each of these themes as well as detailing the 

demographics of the respondents and their organisations. 

7.2.1 Demographics 

The first part of the interview was concerned with demographic information 

about the organisation and the person being interviewed. This was done to ensure that 

only senior staff within the chosen organisations were interviewed. Of the eight 

interviewees seven were female with only one male interviewed. The majority of 

respondents were aged between 31-40 years and had more than 10 years experience 

working in the tourism and hospitality industry with only two respondents having less 

than 10 years experience. Most of the respondents claimed they were employed as a 

senior manager within their respective organisations with the remaining respondents 

claiming they were seen as middle managers. Of the respondents, seven worked in the 

Human Resource Department of their organisation, with the final respondent working 

in the Operations Department. Some of the respondent’s position titles included 

“National Director of Talent Management and Mobility”, “Area Training and 

Development Manager for Queensland”, “Executive Manager, Human Resources” 

and “Senior Operations Manager”. When asked if they had any formal qualifications, 

most did have some form of qualification, or were currently completing a 

qualification, with only one respondent having no formal qualification. These 

qualifications ranged from Diplomas to Bachelor Degrees, with one respondent 

currently undertaking a Master of Business Administration. Four of the seven 

respondents with academic qualifications claimed that their qualifications were 

tourism or hospitality based. These qualifications included a “Bachelor of Business 

majoring in Hospitality Management” and a “National Diploma in Hospitality 

Management”. Those without tourism based credentials had qualifications including a 
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“Bachelor of Business majoring in Human Resource Management” and a “Diploma of 

Human Resource Management”. In total, these eight organisations employ almost 

12,000 staff members, the largest of which employs more than 4,000 staff Australia 

wide, whilst the smallest employed 215 staff. 

7.2.2 Students in the workforce 

The first theme found related to the ways in which these organisations utilise 

students in their workforce. Although every organisation interviewed employed 

current students in their workforce, in contrast to overall staffing figures, none could 

offer the exact number of students in their respective workforces. Many had a rough 

idea but none could be sure. The responses to this question exemplify the fact that, at 

best, the companies only had a very rough idea of the number of students working in 

their company. Responses included “It would be an estimate, as we are talking about 

the whole of Australia, but I would say it would be more than 600 students per year”, 

“I would say about 10, yeah about 10, maybe up to 20, off the top of my head”, “I 

would say maybe 15%, it could even be more but I doubt that it would be less” and “I 

have no idea sorry”.  

When asked what types of roles the students undertook while working as 

casuals, the dominant response was that they were employed as casuals in front-line 

positions, which is not to be unexpected. The most frequently mentioned department 

in which students worked was the food and beverage department. One of the 

respondents claimed that “If they are currently studying to complete a degree, they 

would mainly be in working front-line positions such as housekeeping, food and 

beverage, porters, and sometimes in positions such as front office”. The fact that so 

many students within the respondents organisations are working in the food and 

beverage department is a concern, as some reports have argued that most jobs in food 
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and beverage are low skilled positions (Deery & Shaw, 1999; Freeland, 2000). Also, 

as many students undertake practical food and beverage training courses as a part of 

their university program, it could be argued that undertaking work experience in a 

food and beverage role will provide little or no increase to the student’s technical 

skills and abilities (Richardson, 2008b). By students continuing to work in roles that 

are low skilled and provide little or no challenge, this could have an effect on their 

perceptions of a career in the industry.   

 The next issue centred on whether respondents treated students differently to 

their other casual staff. According to Curtis and Lucas (2001) for both employers and 

students to receive maximum benefit from student employment, students should be 

treated differently to other casual staff. They claim the reason for this is two fold; to 

increase the skills of the student by providing them with cross-training; and to provide 

the organisation with more experienced and qualified staff upon graduation. Further, 

if students are appreciated and treated differently they are also more likely to continue 

to work for the employer and stay in the industry upon graduation (Eames, 2000; 

Wallace-Crabbe, 1993). Whilst this is the case, the majority of respondents declared 

they did not treat students differently. In fact, as can be seen by some of the responses, 

including “absolutely not” and “gee I hope not, no, I don't think so”, it could be 

argued that the industry thought it would be a bad decision to treat students 

differently.  

Whilst the majority claimed they did not treat students differently, they all 

agreed that they tried to work around the student’s university schedule. In saying this, 

a number of respondents claimed that they also worked around the schedules of their 

other casual staff as well. One respondent, an international hotel chain, stated: 

Yes I guess we do work around their schedules, although this is not something 
that is specific to students, we also do this for staff members who have 
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children. What I mean by that is that where possible we will work with all our 
staff to ensure that their requirements to do with work hours are met. 

  
A second respondent, from the MICE sector, provided a similar response claiming 

that:  

Yes we do (work around their schedules), but we do that for all our staff. For 
example, if one of our staff members had a family and can only work a couple 
hours a week or couldn't work certain nights, then we would work around their 
requirements as well.  So I wouldn't say that we treat the students any 
differently.  

7.2.3 Student training programs 

It was found that very few of the organisations interviewed had any sort of 

training programs available for current students. In fact, only two organisations had a 

training program designed for these students. One of the organisations, a major club, 

offering students a training program, described their program as:  

We offer a program called front-line management accreditation, which is 
available to any interested party who wish to advance in the industry.  It gives 
the students an opportunity to gain basic training in management positions 
within the club industry. We try to give them as much of a cross-section of 
training as possible. 
 

Whilst the second employer offering a student training program, an international 
hotel, described their program as:  
 

It is a program that is designed for students who are currently undertaking 
tourism or hospitality programs. Approximately 20 students participate in 
internships nationally. The structure of the internships will vary slightly from 
hotel to hotel, although generally they are given the opportunity to experience 
a variety of departments. The internship program generally lasts for six 
months but the students generally continue to work for us after the program 
has finished, and some of these may also go on to take part in our graduate 
management program.  
 

According to the respondents, both of these programs are working well. One thing to 

come out of these responses is that at the core of both of these programs is cross-

training. As discussed above, to Barbeau et al. (1998) state that cross-training is one 

of the most important aspects of a students work experience and will have the largest 

impact on perceptions of careers in the industry. Canter (2000) also claims that 
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employers require graduates to possess a set of key skills which enhance their 

employability and providing students with cross-training whilst studying will increase 

these skills and make graduates more employable to the industry. Sweitzer and King 

(2004) and Mulcahy (1999) further claim that one of the greatest benefits of work 

experience is the fact that it will provide the student with the chance to link together 

the theoretical knowledge they have gained through their studies with the actual skills 

that are required to perform adequately in a working environment. Wallace-Crabbe 

(1993) and Eames (2000) agree, claiming that if a student is given the opportunity to 

use and enhance existing knowledge and skills, learnt through traditional academic 

studies, as well as acquire new skills and gain access to new expertise, they are more 

likely to continue working in the industry. By providing the student with as much 

access to cross-training as possible it provides the students with a great opportunity to 

use and enhance their existing knowledge and skills.  

 Some of the responses respondents gave for not providing students with any 

specific training programs included not having the time or the budget to provide extra 

training, and managers not being willing to play an active role in the program. One of 

the organisations, a leader in the MICE sector claimed that:  

I have asked our department managers about running such programs and 
generally they say to me as long as I don't have to do anything extra, I don't 
want to have to fill any forms or talk about their performance, I am too bloody 
busy. The students say to me that they want to work with the event managers. 
We have a team of five event managers here, and they are usually pretty flat 
strapped and don't have the time to hand hold some of the students, and so it 
difficult to put something in place. 

 
These types of reasons and decisions enhance the comments made by students in 

regards to tourism and hospitality organisations not placing enough emphasis on the 

training and development of their staff. 
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7.2.4 Graduate employment 

In an alarming admission, only three of the organisations mentioned that they 

actively recruited university graduates for positions within their organisations. These 

three organisations, all international hotel chains, also claimed to have a graduate 

management program. One respondent described their graduate management program 

as:  

We recruit between 40 and 50 graduate management trainees per year. The 
graduate management trainee program is a 12 month development programme 
for hospitality graduates that would like to fast track their career in the 
hospitality industry. The trainees work at the hotels and complete two 
placements of six months in the food and beverage department and in rooms 
division. They start in a front-line position and will graduate into supervisory 
roles.  
 

The other two respondents described their programs as being very similar to the one 

described above. These programs run for between 12 and 18 months, involve students 

undertaking a rotation system where they receive training in all departments, and then 

at the end of the program they do more management specific training. For each of 

these programs, graduates of tourism and hospitality programs were recruited, as well 

as graduates of other degrees, who had worked as casuals in the company whilst 

studying. One of the organisations also claimed to recruit some graduates of other 

degree programs for specific roles within their graduate management program.  

 The major issue for tourism and hospitality educators is that if industry 

employers are not actively recruiting graduates for positions in their workforce, this 

must result from the reputation and relevance of these programs.   
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7.2.5 Industry views on university-based tourism and hospitality 

programs 

 This theme related to the applicability and suitability of university-based 

tourism and hospitality based programs. A number of respondents believed that these 

programs do not meet the needs of the industry with a number having issues with the 

limited practical experience being offered by university tourism and hospitality 

degrees. One of these respondents, an international hotel, claimed:  

No, I don't think the programs are meeting our needs. I think there needs to be 
a more practical component to University programs, as it is important to have 
operational experience in order to gain a management role. Graduates gain 
great theoretical knowledge when studying but they need to gain practical 
experience prior to getting this management position. I think that there should 
be more practical training during their degree.  
 
Other respondents agreed that an increase in the practical component of a 

degree was needed with a MICE sector organisation stating that “I would probably 

say they do not meet our needs, especially if they haven't had any workplace learning 

as part of the degree.  It's more about their hands on experience than the degree”. 

Another major club argued that: 

I believe that most of the programs on offer today seem to be outdated. By the 
time the graduate hits the working floor a lot of what they have learnt is 
invalid. Current experience in the industry, I believe is the most valuable tool 
graduate can have.  
 
Another issue raised in response to the suitability of tourism and hospitality 

degree programs was that certain areas of the industry were not covered as completely 

as they should be, with one respondent from the MICE sector claiming: 

I would say in some respects we are finding that our part of the tourism and 
hospitality industry is quite often overlooked in these programs. We find that 
our section of the industry is not was well represented amongst these programs 
as we would like it to be. Although, we have been noticing that is certainly 
changing and there are now more event management specific courses being 
offered. I think that graduates of these event management programs will be 
more suited to positions within our organisation.  
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7.2.6 Comparing student perceptions with industry views 

 The final part of the interview with employers asked questions that were the 

same as questions asked to students in the quantitative survey. Therefore the majority 

of these questions were quantitative in nature. When asked what salary a fresh 

graduate could expect to receive in a tourism or hospitality position upon graduation 

the respondents were split. Four of the respondents claimed graduates would earn 

between $30,001 and $40,000, with the remaining four believing a graduate would 

earn between $40,001 and $50,000 in their first position after graduation. This 

compared favourably with the students response to this question where 68.4% of 

respondents believed they would earn between $30,001 and $50,000.  

 The next question asked how many hours per week the respondents believed a 

graduate would be expected to work in their first graduate position. Again the 

respondents were split, with four claiming a graduate would be expected to work 31-

40 hours per week, with three claiming it would be 41-50 hours per week. The 

remaining respondent believed a graduate would be likely to work more than 50 hours 

per week. Again this was consistent with the responses given by the students with 

44.3% believing they would be asked to work between 31 and 40 hours per week and 

40.2% believing they would work between 41 and 50 hours per week.  

 The following question sought to find out what the employers thought was 

more important in becoming an effective manager in tourism or hospitality, work 

experience or academic qualifications. The majority of respondents claimed that both 

work experience and academic qualifications were important, although work 

experience was more important with one respondent claiming both were equally 

important. This varied with the responses of the students with 44.8% of students 

believing both work experience and academic qualifications were important although 
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work experience was more important and 36.3% believing both were equally 

important.  

 The final question asked employers how qualified they believed graduates 

would be to assume an assistant manager position within their organisation. Students 

were split on this question with 29.9% believing they would be somewhat qualified, 

35% stating they would be fairly well qualified and 23.1% stating they would be well 

qualified. When the employers were asked this question they seemed to agree with the 

students, although all claimed that it would depend on the level of work experience 

the graduate had. If graduates had an adequate amount of work experience 

respondents believed they would be somewhat qualified to well qualified to assume 

an assistant manager role. If graduates had little or no work experience every 

respondent believed that graduates would not be qualified to assume this role. One 

respondent, a major theme park, replied that:  

In our company I would say without work experience, not at all. You need 
hands-on, real experience in a company of this size where you're managing a 
lot of people. You need to have proven yourself; otherwise, you don't get any 
respect. What it tells you in the textbook doesn't necessarily work in the real 
world. 
 

Another respondent, an international hotel, also spoke about the value of 

understanding the operational side of the business claiming that: 

For graduates, once again, it comes down to their industry experience. 
Someone could have lots of qualifications, and that's wonderful, but they have 
to understand the operational side of the business before they can step into a 
management role. I would say that they are very qualified in their knowledge, 
but without a hands-on experience, I would say that they are not qualified.  
 

These findings reiterate what has been said previously in this analysis, that work 

experience has a large part to play in a student’s ability to obtain employment at the 

end of their degree.   
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7.2.7 Overall Comments 

Finally employers were asked if they had any final comments about students 

and graduates in the workforce. Two of the employers, both from the MICE sector, 

did provide these comments. The first of these respondents claimed that:  

My suggestion to students would be study part-time and try work full time. I 
believe this would allow them to assume a more senior role once they finish 
their degree. If they are only working casual they are generally not being 
exposed to the types of roles they would need to assume a management role 
when they graduate. Whereas if they work full time and study casually, they 
are more likely to be working in positions that will give them the experience to 
assume a management role once they graduate.  
 

The second respondent to provide a comment believed that students were entering the 

industry with false ideas about the type of work on offer, claiming that:  

I believe that many students perception of the job is not very real. Event 
management at the moment is seen as a very sexy career and the reality is that 
it's not a sexy career, it is bloody hard work. It's very demanding, and 
sometimes you’re dealing with, not great customers and the pay is not great. 
For these reasons I believe some students are getting into this industry with 
false beliefs as to what such a career entails. 

 
 From these interviews, conducted with major industry employers, it would be 

hard to argue that these organisations were utilising the many benefits associated with 

the employment of students and graduates within their workforce. Most see no need to 

treat the students differently than other staff, many did not offer any training 

programs, either for students or graduates, and most did not believe tertiary 

qualifications are necessary to work in the industry. It is for the aforementioned 

reasons that many do not actively recruit graduates for positions in their organisations.   

7.3 Chapter Summary 

 The first section of this chapter dealt with a qualitative analysis of students 

experiences as described in the online blog. When analysing this data the dominant 

theme to emerge was the respondent’s views of their relationships with managers 
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within tourism and hospitality organisations. Overall the comments describing 

negative experiences with managers were far more frequent than comments 

describing the positive experiences. These comments reflect the information found in 

the quantitative survey which found that 60.7% of respondents claim there is not a 

good relationship between managers and staff in the industry. 

 When analysing some of the positive aspects of working in the industry two 

issues emerged. The first issue is respondent’s relationships with customers with 

many describing this relationship as one of the best things about working in tourism 

and hospitality. The second positive issue was the interaction and relationships with 

work colleagues. From the analysis it is clear that there is a high level of trust and 

camaraderie between workers in the tourism and hospitality industry. 

 An issue that was mentioned a number of times by respondents was working 

conditions in the industry. The major issue relating to working conditions was the 

poor conditions provided by many employers. A number of respondents claimed that 

the conditions of their employment left them feeling unmotivated, unappreciated and 

morale in the industry is negatively affected by these conditions. The main issues 

discussed by respondents included not getting paid for working overtime, issues with 

the hours worked and the pay levels offered in the industry. A number of respondents 

also commented on the fact that employers in the industry do not respect or 

understand the value of a tertiary degree in tourism or hospitality. 

 The second section of this chapter investigated employer’s utilisation of 

students and graduates in the workforce. Although every organisation interviewed 

employed current students in their workforce, none could offer the exact number of 

students in their respective workforces. Many had a rough idea but none could be 

sure. The responses to this question exemplify the fact that, at best, the companies 
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only had a very rough idea of the number of students working in their company. It 

was also found that very few of the organisations interviewed had any sort of training 

programs available for current students. This shows that companies are not investing 

in training and developing current students in their workforces. 

 When looking at the utilisation of graduates in the workforce it was found that 

only three of the organisations mentioned that they actively recruited university 

graduates for positions within their organisations. These three organisations, all 

international hotel chains, also claimed to have a graduate management program. The 

main reason for not actively recruiting graduates was the fact that many respondents 

believed that the current tourism and hospitality programs do not meet the needs of 

the industry. 
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Chapter Eight: Discussion and Conclusion 

8.1 Summary of Results  

Chapters 5, 6 and 7 report results from the research conducted in this thesis. 

This final chapter will summarise these findings and draw on this analysis to address 

the research questions posed in Chapter 4. A number of interesting results have been 

noted in this thesis. The main findings of this study have identified that having direct 

experience working in the tourism and hospitality industry can cause students to 

acquire negative views towards pursuing a career in the industry. Of the 76% of 

respondents that had work experience in the tourism and hospitality industry, most 

were working, or had worked previously, in food and beverage in hotels, restaurants 

or bars. The majority of respondents were working in frontline positions, with many 

claiming that the experience of working in the industry had left them with a negative 

attitude towards a career in the industry. A staggering 42.4% of respondents who 

stated they had work experience claimed it was definite that they would not pursue a 

career in the industry, with almost all (92.6%) citing working in the industry as the 

main reason for this decision. 

8.2 Research Problems  

8.2.1 Research Problem One – Phase One 

Research Question 1: Does work experience play a role in shaping 

undergraduate tourism and hospitality student’s attitude towards a career in the 

industry? 

 When conducting an ANOVA to test for significant difference between the 

two groups (those with work experience and those without) it was found that there are 

significant differences in twenty-two of the sixty-nine statements in the nine 
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dimensions. This shows that work experience does play a role in shaping 

undergraduate tourism and hospitality student’s attitude towards a career in the 

industry. This is highlighted most noticeably in the Commitment to Industry 

dimension. In this dimension respondents are asked questions to test their 

commitment to pursuing a career in tourism and hospitality. It is evident that work 

experience does have an influence on respondent’s commitment to the industry, with 

four of the twelve statements found to be significantly different and those with work 

experience are less committed to a career in the industry. This is reinforced by the fact 

that six of the remaining eight statements illustrate that respondents with experience 

are less likely to demonstrate commitment to the industry.  

 The statistic that most clearly highlights that work experience leaves students 

less committed to a career in the industry is the fact that when asked whether they 

would pursue a career in the industry, 42.4% of respondents with work experience 

claimed that they agreed (25.3%) or strongly agreed (17.1%) with the statement that 

“It is definite that I will not work in the tourism industry after graduation”. In contrast 

when asked the same question, only 4.4% of respondents with no work experience 

agreed (3.3%) or strongly agreed (1.1%) with the statement. These points clearly 

highlight the fact that respondents who have work experience are less committed to 

pursuing a career in the industry. 

Research Question 2: Is there a difference in the attitudes and perceptions of 

domestic (Australian) students and international students with regards to a 

career in the industry? 

 Two ANOVA’s were conducted to compare whether differences occur in the 

opinions of domestic and international students. The first of these compared important 

career factors. It is clear from the analysis that there are major differences in the 
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opinions of the two groups. When comparing how important respondents found 

different aspects of a career, four of the twenty factors were found to be significantly 

different. The biggest difference was found when comparing the extent to which 

respondents believed tourism and hospitality offered these factors that the two groups 

showed the greatest difference. Out of the twenty factors, thirteen were found to be 

significantly different when comparing domestic and international student’s views. 

These findings highlight that there are major differences between the way domestic 

and international students view the career factors offered by the industry. Domestic 

students show a greater tendency to believe that a career in tourism and hospitality 

will not offer them the factors they consider important when choosing a future career.  

 The second ANOVA tested for significant difference between the two groups 

(domestic students and international students) in the nine dimensions. It was found 

that there are significant differences in twenty-eight of the sixty-nine statements. 

These findings concur with the findings above, which found that there were major 

differences between the two groups when analysing the extent to which tourism and 

hospitality jobs offered the factors respondents found important in choosing a career.  

These tests show that differences do occur in the attitudes and perceptions of 

domestic and international students. As discussed in more detail later in the thesis, this 

provides an avenue for future research investigating why these differences occur. 

Research Question 3: How likely are students to work in the tourism and 

hospitality industry after graduation? 

 This question is answered by respondent’s replies to the dimension dealing 

with respondent’s commitment to the industry. From the results gathered in this study 

it is difficult to argue that the majority of respondents are committed to a career in the 

industry. One of the major findings from this dimension is the fact that almost half the 
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respondents (44.6%) claim that the disadvantages of working in the industry outweigh 

the advantages with only 33.8% claiming that the positives outweigh the negatives.  

The most disturbing findings from this dimension include the fact that one-

third of all respondents (33.3%) claim that they will definitely not work in the 

industry after graduation. Even more concerning is the fact that an even greater 

number (42.4%) of those with work experience claim they will not work in the 

industry, with 91.7% of these citing their experience working in the industry for this 

decision. Also, more than half (58.3%) of the respondents claim they are considering 

working in other industries. Finally, only 36.7% of respondents see their professional 

career in the tourism and hospitality industry; while 41.7% see their professional 

careers elsewhere.   

Research Question 4: What type of positions do students believe they will be 

able to obtain after graduation and what salary do they expect? 

Respondents were divided on the type of position they expected to fill upon 

graduation with some respondents (18.8%) claiming they believed they would secure 

only a front line position whilst at the other end of the spectrum, a small number of 

respondents (6.3%) claimed they expected to be offered a position as a General 

Manager. Other positions respondents believed they could secure included 

supervisory positions (15.3%), Trainee Manager (25.1%), Department Manager 

(12.7%) and Assistant Manager (13%). Whilst these are the positions respondents 

expected to be offered upon graduation, the bulk of respondents (94.6%) believed 

they would in fact be qualified to assume an Assistant Manager role within a tourism 

or hospitality organisation.  

When looking at the respondent’s salary expectations, most respondents (87%) 

believed they would earn less than A$50,000 per year.  The greatest number of 
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respondents (45.3%) claimed they should earn between A$30,001-40,000 while 

23.1% claimed they hoped to earn between A$40,001-50,000. The remaining 13% of 

respondents claimed they believed they could earn in excess of A$50,001 per year 

with 1.6% of these expecting to earn more than A$70,000 per year.  

Research Question 5: What factors are important to students in choosing a 

career and to what extent does the industry offer these factors? 

In analysing the findings of this study it was found that respondents rate each 

of the twenty factors as important, with very few respondents choosing not important 

for any of the factors. As stated above, the only factors that received more than 10% 

of respondents choosing not important were “The opportunity to travel abroad” 

(12.7%), “A job where I will contribute to society” (14.0%), “A job where I can care 

for others” (18.5%), and the factor that was considered the least important, “A job that 

can easily be combined with parenthood” (23.2%). The most important factor 

identified by respondents was “A job that I will find enjoyable”, which 93.1% of 

respondents considered as very important. Based on the number of respondents who 

chose very important as their response, the next four most important factors in 

choosing a career are “Pleasant working environment” (73.3%), “A secure job” 

(68.3%), “Colleagues that I can get along with” (62.3%) and “High earnings over 

length of career” (59.6%).  

This study also investigated undergraduate student’s perceptions as to the 

degree they believed tourism and hospitality careers offer these factors. It was found 

that undergraduate students who are studying tourism and hospitality in Australia do 

not believe that the industry offers them the attributes that they see as important in 

choosing a future career. For the majority of the twenty factors examined, there is a 

significant difference between what the students see as important in pursuing a future 



Chapter Eight – Discussion and Conclusion 

Used and unappreciated: Student’s attitude towards a career in the industry 
214 

career and the extent to which they feel a career in tourism and hospitality offers 

these. The only three factors that are not significantly different were “A job which 

gives me responsibility”, “The opportunity to travel abroad”, and “A job where I can 

care for others”. In each of the factors that are significantly different the importance 

factor has a lower mean than the extent to which students believe a career in tourism 

and hospitality offers that factor. This infers that students do not believe that a career 

in tourism and hospitality will offer them the factors that they find important in 

choosing a future career.  

Research Question 6: What are student’s attitudes towards different aspects of 

working in the tourism and hospitality industry? 

Most respondents were happy with the nature of work in the industry, although 

there were some concerns about the unusual hours worked in the industry. Most 

respondents also believed they had the right type of personality to work in the 

industry and were generally happy with physical working conditions provided. They 

also reported that the social status received by workers in the tourism and hospitality 

industry was adequate and that they work well with their co-workers. This fact was 

reinforced by the qualitative study which found that one of the main reasons 

respondents enjoyed working in the industry was their relationship with their co-

workers. 

The dimensions that respondents were unhappy with were those of 

pay/benefits, promotion opportunities and relationships with managers. This was then 

reflected in the fact that many respondents showed a lack of commitment to a career 

in the industry. 

Many authors (Baum, 2006; Brien, 2004; Deery & Shaw, 1999; Freeland, 2000; 

Service Skills Victoria, 2005; Davidson & Timo, 2006; Tourism Division, 2002) 
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claim that the industry is renowned for paying low levels of wages, when compared to 

other industries. This study has also found that the majority of respondents believe 

that pay is a major issue in deciding whether to continue or pursue a career in the 

industry with more than half of the respondents (57.7%) claiming that pay levels for 

most jobs in the industry are low with only 15.6% stating they are happy with the pay 

in the industry. They also state that the level of fringe benefits offered by employers is 

low (49.5%) with only 12.4% of respondents happy with these levels. Considering the 

long hours worked, respondents believe pay levels should be increased (74.1%) with 

only 5.6% believing the current level is sufficient. This is in contrast to tourism and 

hospitality employers, who at a recent skills shortage focus group held on the Gold 

Coast, claimed that they were looking at ways to remove penalty rates altogether by 

implementing workplace agreements (Davidson & Timo, 2006).  

When it comes to promotions and career paths in the industry, less than half of 

the respondents believe promotions are based on merit. Other negative responses to 

the issue of promotions include respondents claiming that promotions are not handled 

in a fair manner, that the opportunity to get promoted to a management position is 

limited, that promotions are based on who you know rather than ability, promotions 

are unsystematic and they claim the industry does not have clearly defined career 

paths.  

When assessing student’s relationships with their managers, there is also some 

negativity apparent by the responses given. There has been much written about the 

importance of empowerment in ensuring a healthy and productive workplace. This 

study has found that respondents believe that managers within the tourism and 

hospitality industry do not empower their employees, with 50.9% of respondents 

claiming that managers do not delegate authority in order for employees to perform 
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their jobs in a more effective way. This is further evidenced by the fact that only 

25.3% of respondents believe that managers ensure employees participate in decisions 

affecting their jobs with 53.4% claiming that this is not the case. Respondents also 

believe managers do not behave respectfully towards their staff; claim managers do 

not reward employees for good work; and state that managers behave unfairly towards 

employees. 

 Possibly the most alarming finding to come out of this study is that overall, 

respondents commitment to a career in the industry is relatively low with one-third 

(33.3%) of respondents claiming that they will definitely not work in the tourism and 

hospitality industry after graduation. Of those that have work experience, the number 

claiming that they will not work in the industry after graduation is even higher 

(42.4%), with 92.6% of these citing working in the industry as the main reason that 

they will not pursue a career in the industry. Adding to these facts is the declaration 

that only one quarter (25.6%) of respondents claims that they see their professional 

career in the tourism and hospitality industry.  

8.2.2 Research Problem One – Phase Two 

Research Question 7: What do students see as the positives and negatives of 

working in the industry? 

 It is clear from the qualitative research conducted that there are very clear 

areas in which students have positive views and other areas in which students views 

are negative. On a positive note many respondents commented that they were happy 

with the rewards offered by management such as free meals, use of facilities, 

laundering uniforms, and free products. Generally respondents stated that one of the 

best things about working in tourism and hospitality was their interaction and 

relationships with their customers, with a number of respondents actually claiming 
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this as their main reason for working in the industry. Many respondents spoke about 

their enjoyment at meeting guests from all around the world and the positive feeling 

they get from interacting with clients. Similar to the issue of customers, respondents 

generally stated that one of the best things about working in tourism and hospitality 

was their interaction and relationships with their work colleagues. In analysing the 

comments made by the respondents, there were no negative comments made to say 

about their association with their co-workers. This indicates that there is a high level 

of trust and camaraderie between workers in the tourism and hospitality industry.  

 Whilst many of the comments regarding working conditions were negative in 

nature, many respondents did mention that they were happy with the flexibility 

offered by their employers in relation to their rostering. Respondents stated that their 

roster is submitted in advance and needs for days off (personal or studies) are met, 

managers are flexible with working hours when they know in advance and managers 

understand that university commitments will take priority over work during the 

semester.  

 When analysing the negative issues surrounding employment in the industry 

the dominant theme to emerge was the respondent’s views of their relationships with 

managers within tourism and hospitality organisations. Overall the comments 

describing negative experiences were far more frequent than comments describing the 

positive experiences. When analysing the negative experiences students reportedly 

had with managers, several of the respondents commented that they felt that managers 

in the industry showed little interest in them and treated them with no respect. Many 

other respondents also reflected on their experience with their managers. These 

responses included respondents feeling as though they were being undermined by 

management; managers not trusting employee’s judgement to make decisions; 
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managers providing preferential treatment to their favourite staff; feeling 

discriminated against by their manager; and management not communicating with 

staff. Many respondents also commented that they did not believe that their managers 

had the expertise or knowledge to successfully manage their organisation. Many 

respondents claimed that management did not spend enough time and effort in 

ensuring one of their greatest assets, their staff, had sufficient resources to carry out 

their jobs to a high standard. Respondents reported that in some cases their employer 

had no Human Resource Department and were provided very few training and 

development opportunities. A number of respondents also commented on the fact that 

employers in the industry do not respect or understand the value of a tertiary degree in 

tourism or hospitality. 

Another issue that was mentioned by a number of respondents that left them 

with negative views of a career in the industry were working conditions in the 

industry. A number of respondents claimed that the conditions of their employment 

left them feeling unmotivated, unappreciated and that morale in the industry is 

negatively affected by these conditions. The main issues discussed by respondents 

included not getting paid for working overtime, having to work long and unusual 

hours and the low pay levels offered by the industry. The issues surrounding pay 

levels and working hours is not new and has been discussed for many years, while 

from this study it is clear that industry has not adequately addressed these issues. 

8.2.3 Research Problem Two 

Research Question 8: How are tourism and hospitality employers utilising 

undergraduate students in the workforce? 

 From the research conducted for research problem two it is clear that the 

majority of organisations are utilising students purely as casual staff members with no 
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plans on developing these students into future managers within the organisation. Most 

organisations interviewed had no career planning for these students or plans to use 

them post graduation. Most of the organisations could not even determine the number 

of students they had working for their company. Most of the students that were 

employed were in basic, low skilled, entry level positions with most working in food 

and beverage roles. Every organisation interviewed claimed that they did not treat 

students any differently to other staff and only two had any sort of training program 

for current students. Added to these issues is the issue of graduate employment. Of the 

employers interviewed only the international hotel chains stated that they actively 

recruited tourism and hospitality graduates, all of the other types of organisations did 

not actively recruit graduates of these programs.  

 From this it could be argued that these organisations are missing out on the 

opportunity to develop these highly motivated and well trained students into managers 

of the future. This lack of training and development is adding to the negative views 

students’ hold of the industry and adding to the number of graduates failing to enter 

the industry upon graduation.  

Research Question 9: Are there any plans to change the ways employers utilise 

undergraduate students in the workforce? 

 The evidence from this thesis suggests that there are very few companies 

planning to change the way students are utilised in the industry. Only two of the 

companies interviewed had any sort of training program for current students and none 

of the other companies had plans to introduce similar types of programs. Overall 

current students are treated no differently to other casual and part-time employees and 

there is little evidence that tourism and hospitality employers have any plans to 

change the way they utilise current students in their workplaces. 
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8.3 Issues for Educators  

There are a number of issues that need to be addressed. It is argued that many 

students are entering tourism and hospitality programs with no real understanding of 

the types of work available in the industry and with little idea of the employment 

conditions in the industry (Barron & Maxwell, 1993). Tourism and hospitality 

educators can help overcome this problem by giving all potential tourism and 

hospitality students an extensive overview of the types of careers available in the 

industry and the working conditions on offer, including pay levels, promotion 

opportunities and career paths. Hing & Lomo (1997) claim that potential students 

need to be informed about employment opportunities and conditions prior to 

beginning their program in order to minimise the gap between expectations and 

perceptions. Kusluvan & Kusluvan (2000) agree, stating that by giving potential 

students realistic information about a career in the industry they would form more 

realistic and lower expectations of subsequent employment. This will help reduce the 

number of graduates who develop negative attitudes towards a career in the industry, 

as they will be more informed about the reality of working in the industry. Potentially, 

this will help to reduce the number of skilled and trained employees that leave or even 

fail to enter the industry after graduation.  

It is also argued that the changing face of higher education has placed 

considerable pressure on universities to adopt a more vocational approach to their 

curricula (Hyland, 2001). With many tourism and hospitality degrees now requiring 

students to undertake either structured or unstructured work experience as a part of 

their degree program it is vital that these work placements are productive. The 

educational institutions and industry must collaborate more effectively to ensure two 

things. Firstly that the curriculum offered is relevant to both the students and the 
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industry. This will improve the image of university degrees held by tourism and 

hospitality organisations. Secondly, educators and industry need to work effectively to 

ensure that the experience students are receiving, whether undertaking work 

placements, or simply working as casuals or part-time workers, is of a high quality. 

This will help to ensure students obtain positive perceptions of a career in the industry 

and attract more students to seek a career upon graduation. 

8.4 Issues for Industry  

From this study it is argued that there are four major issues facing the industry 

in attracting and retaining graduates within their workforce. The first of these issues 

surrounds the level of working conditions on offer within the industry. Tourism and 

hospitality organisations must continue to work on improving many aspects of the 

working conditions within the industry. There are a number of areas where students 

believe the industry is behind other industries, particularly in regards to pay, working 

hours and job security. One of the main characteristics of the Generation Y employee 

is that they are looking for work-life balance, whereby they work to live, and have 

other priorities in their lives besides work. 

The second area of concern is that of promotion opportunities and career 

paths. Many students claim that they do not believe that promotion within the industry 

is handled in a fair and equitable manner. Students claim that many promotions are 

based on attributes other than skills, qualifications and performance which they do not 

feel is adequate. Many students have also indicated that they can not see where a 

career in tourism or hospitality will take them. They can see no sign of a defined 

career path and many have no idea what they need to do to move up the corporate 

ladder in the industry. 
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The third issue that needs to be addressed is the relationship between 

managers and employees. This is one area where students hold a very negative view 

of the industry. Many students reported that they had a strained relationship with their 

manager, with more than half claiming there is not a good relationship between 

managers and staff in the industry and that managers did not act in a fair manner when 

dealing with staff. Almost half declared that managers do not act respectfully towards 

employees; that managers did not put great effort into ensuring employees were 

satisfied with their jobs; and that managers did not reward staff for doing a good job. 

More than half also stated that they believed their manager was jealous of graduates 

with academic qualifications. This study also found that respondents believe that 

managers within the tourism and hospitality industry do not empower their 

employees, and that managers do not ensure employees participate in decisions 

affecting their jobs.   

The fourth issue facing employers is the current structure of university 

degrees. Increasingly degrees are becoming more flexible with a trend for university 

degrees to be offered as broad degrees offering specific majors. This has been the case 

with tourism and hospitality programs which are increasingly being taught as majors, 

commonly within business degrees. This approach is based on the premise that at the 

end of the degree the graduate will have a much wider knowledge base and skill set to 

offer potential employers. This has implications for employers as graduates of these 

programs have transferable skills which make these graduates attractive to 

organisations from other industries. This makes it even more important to ensure that 

students, working while studying, have a positive experience which will make it more 

likely that they will pursue a career in the industry after graduation. If they have a 
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negative experience they will use these transferable skills to pursue a career in other 

industries.  

The industry must address concerns in the aforementioned areas to ensure the 

perception students have of the industry is a positive one. As a result this will help to 

maximise the number of university graduates entering and remaining in the industry. 

If they can’t change these perceptions the industry will continue to lose these highly 

skilled and trained employees. Thus the skills shortage identified in the earlier 

sections of this thesis will only become further exacerbated. 

8.5 Recommendations for Educators and Industry  

a) Information/Communication and Marketing of Career Opportunities 

Universities need to play their part in ensuring that students are being given 

realistic expectations of the types of positions available in the industry. They need to 

also provide students with a greater awareness of the working conditions in the 

industry. The careers and career paths offered by the industry also need to be more 

adequately developed and these paths require more extensive and comprehensive 

marketing and promotion. Information about the career paths available should be 

made easier to access for current and prospective staff in order for them to start 

planning their career. This information could be provided during induction with the 

company when students begin their casual or part time positions while they are still 

studying. This will introduce students to the career paths on offer and advise them of 

the skills and training they will require to pursue these opportunities. This will 

facilitate career planning whereby these students will begin to plan their career with 

the company from their first days on the job. 
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b) Curriculum Design 

Educators must work more closely with industry partners when designing 

future curricula. This study has found that many employers do not see the relevance of 

tourism and hospitality programs to the industry. Many claim that the number of 

practical courses covered by current tertiary curriculum is insufficient. There is also a 

feeling that certain sectors of the industry; in particular the MICE sector, were largely 

ignored within current tourism and hospitality programs.  

As discussed above, higher education typically encourages specialisation 

rather than generalisation (Fensham, 1980; Kings, 1990; Kolb, 1984). Kolb (1984) 

claims that this is one of the points that has traditionally stifled university education 

from moving into a work-based curriculum, however, integrative development is 

important for both personal fulfilment and cultural development. Another difficulty 

universities have faced is deciding how to best facilitate this development, while 

addressing the needs of universities to provide the specialist knowledge expected of 

modern graduates.  

These concerns need to be addressed, as a matter of urgency, in order for to 

offer degree programs that the industry will embrace as being relevant to their needs. 

It is then that industry may start to believe in the qualifications graduates possess and 

change the way it utilises current students as well as graduates of these programs.   

c) Image:  

The image of employment in the tourism and hospitality industry needs to be 

improved. This can only be achieved if the industry works collaboratively to address 

the issues surrounding low pay and long and unusual hours. As previously discussed 

the current generation of workers (Generation Y) are looking for a career which offers 

them work-life balance. These employees do not want to work every weekend or on 
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every holiday. They also do not want to work late nights or early mornings on a 

consistent basis. They want flexibility in their rostering and freedom to have a life 

outside the workplace. It is imperative that the industry works on using innovative 

rostering techniques to ensure these workers can get the work-life balance that they 

require. If this is to occur then all parties will benefit. The employee will be happy, 

therefore more productive and more likely to stay with the employer and the 

employee will benefit through reduced staff turnover, lower costs, higher productivity 

of the workforce, which all add up to greater profits for the organisation. Also, as the 

Generation Y employee is extremely concerned with their work-life balance, if the 

employer can meet their needs in this area the worker is less likely to be concerned 

about the wages offered. 

d) Relationship with Managers / Empowerment:  

One of the main student concerns with tourism and hospitality jobs is the lack 

of decision making and responsibility given to junior employees. There has been 

much written about the importance of empowerment in ensuring a healthy and 

productive workplace. In recent years, scholars such as Donavan (1994), Lashley 

(1995) and Chow, Lob, Sha, & Hong (2006) have written about the benefits to 

hospitality organisations of empowering employees. Hancer & George (2003) have 

described empowerment as the self-generated exercising of judgment by staff as well 

as staff being given authority to make everyday decisions. One of the main 

proponents of using empowerment to generate positive feelings in employees is 

Lashley (1995, 1999a, 2000, 2001). Lashley (2000, p. 791) claims that to make 

empowerment happen, employees should be more involved in the management 

process. He claims that this form of empowerment should include “some development 

of personal efficacy and engagement in service performance, but which involves 
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limited decision making apart from that required of their role in service performance”. 

Jones and Davies (1991) further claim that the idea of empowering employees is to 

encourage them to be responsible for their own performance and its development. 

Ripley and Ripley (1993) believe that empowerment will also encourage staff to best 

utilise their skills and strive to increase their skill set. It has been claimed that by 

empowering employees, organisations will find that the level of client satisfaction will 

increase (Johns, 1993) and that this increase in customer satisfaction will lead to 

additional sales and improved profits (Plunkett & Fournier, 1991). 

One of the main characteristics of the Generation Y employee is that they want 

responsibility and to be challenged. If the tourism and hospitality industry can begin 

to offer a greater level of empowerment and autonomy to its workforce, it will help to 

challenge and drive the younger Generation Y worker. This will inturn increase the 

employee’s satisfaction with their job and encourage them to pursue a career with the 

organisation. 

e) Recognition of formal qualifications:  

Industry must place a much greater emphasis on professional and academic 

qualifications, which must be formally recognised and accredited. Industry must also 

develop remuneration structures appropriate for these qualifications. If industry is 

more heavily involved in curriculum design they will more readily see the benefits 

and relevance of these programs, therefore being more inclined to recognise these 

degrees and reward employees appropriately. 

f) Long-term workforce planning: 

In a highly competitive environment, with new competitors opening every 

day, companies tend to focus on the day to day running of their operations and not 

think strategically about the long-term impacts today’s decisions will have on the 
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workforce of the future. The creation of an efficient and productive workforce 

requires more than an adequate number of workers. People wanting to work in the 

industry must be able to find rewarding employment that meets their personal and 

family responsibilities. By industry recognising the importance of long term 

workforce planning, they can begin to address the some of the specific issues of skill 

shortages and workforce development. 

g) Understanding the Generation Y worker to ensure current students working 

in the industry have positive experiences:  

There is a greater need for organisations to focus on current tourism and 

hospitality students working in their companies. This study has found that this does 

not currently occur, with all companies interviewed claiming they do not treat 

students any differently than other employees. It has been stated that the new 

generation of worker (Generation Y) has many characteristics that are different to 

previous generations. It is critical that companies understand these characteristics in 

order to ensure they can offer the Generation Y worker the attributes they are seeking 

in a career. 

Generation Y workers want to be treated differently and individually and it has 

been stated in this thesis that for both employers and students to receive maximum 

benefit from student employment, students should be treated differently to other 

casual staff. There are a number of reasons why this is the case, including to increase 

the skills of the student by providing them with cross-training; to provide the 

organisation with more experienced and qualified staff upon graduation; and if 

students are appreciated and treated differently they are also more likely to continue to 

work for the employer and stay in the industry upon graduation.  
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Students are different to regular staff in that they are constantly increasing 

their skills by undertaking their university courses. These skills should be identified 

and utilised by employers, not only to benefit the student, but to also benefit the 

organisation by effectively applying the skills the student has acquired. The industry 

needs to start designing individualised training programs, based on each student’s 

requirements, which students can complete while undertaking their study. This will 

benefit both parties, firstly the student will benefit from being offered a 

comprehensive and meaningful training program, highlighting many of the roles and 

duties on offer within the industry. Secondly, industry will benefit by upon the 

students graduation by having highly trained, highly educated and motivated 

employees, enthusiastic about developing a career with the company. It has been 

argued that offering these types of programs will also increase the retention of these 

students once they graduate, with one of the organisations interviewed, who currently 

offers a student training program, claiming that many of the students undertaking their 

training program remain with the company upon graduation. 

By offering students challenging and demanding tasks, rather than basic, low-

skilled, entry level tasks, students will feel a sense of responsibility and achievement. 

By rewarding students when they successfully complete tasks it will also result in 

students feeling valued and appreciated. It has been argued that responsibility and 

feeling valued by the company are key characteristics of the Generation Y employee. 

If companies can offer students either a specific student oriented training program or 

if this is not feasible provide them with meaningful tasks students are more likely to 

have a positive experience working in the industry making it more likely that they will 

remain in the industry after graduation.  
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8.6 Validity and reliability of the findings 

This study used a mixed methods approach using both quantitative and 

qualitative research to try to maximise the validity and reliability of the research. 

Sarantakos (2005) states that by using mixed methods the researcher can use the 

strengths of each method to overcome the deficiencies of the other to achieve an even 

higher degree of validity by overcoming the weaknesses of a single-method approach. 

To try to maximise the validity and reliability of the questionnaire used in the 

quantitative phase of the research a pilot test was conducted, testing the instrument on 

90 students at Griffith University. All recommendations provided by respondents to 

the pilot study were examined and appropriate amendments were made to the 

questionnaire. The respondents to the pilot study included both domestic and 

international students to ensure that the terminology and language used could be 

understood and was appropriate for an extensive audience. 

8.7 Limitations of the Research 

 A few limitations associated with the research must be addressed. Firstly, 

students from Griffith University are over represented in the sample. This is due to the 

fact that this is the researchers own institution, therefore greater access to students 

was possible. Secondly, a new research technique, using online blogs, was used to 

obtain qualitative data associated with research problem one. This was due to time 

and resource constraints meaning it was infeasible to conduct focus groups all over 

Australia as originally planned. However, resultant development of blogs as a 

research tool is seen as a considerable methodological contribution, and it is hoped 

that other researchers can build on this research method in the future. Next, only a 

small number of large organisations, in South-East Queensland, were interviewed 
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associated with research problem two. This was due to resource constraints making 

interviewing a large, nationally dispersed, sample unviable, and secondly, as the 

purpose of this research question is to conduct a preliminary exploration of a new area 

of research, a large sample was not required. As such this research problem does not 

purport to be an exhaustive examination of all tourism and hospitality organisations 

human resource practices, rather a starting point to give an insight into the current 

practices being used. 

 Non-response bias is another issue which must be considered. Again due to 

resource constraints no formal investigation of non-response was carried out. 

However it would seem probable that students with strong feelings about these issues, 

either positive or negative, would be more likely to complete the survey than those 

with no strong feelings. 

8.8 Future Research Directions 

 This study has uncovered a major area of concern for both educators and 

industry in relation to tourism and hospitality employment, on which further research 

is required. Future research in this area could focus on the impact that the student 

focussed training programs being offered by some of the organisations interviewed 

are having on students perceptions of careers in the industry. This study could be a 

longitudinal study following students as they progress through their degrees as well as 

the training programs. Such an investigation could also examine the pedagogical 

aspects of such programs, which has been beyond the scope of this thesis. By 

undertaking this type of study the full benefits of offering these types of programs 

could be identified. It could also identify areas where participants believe the 

programs are lacking. This would then lead to the development of a framework which 

all organisations could easily implement into their workplace, regardless on the size of 
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the organisation. At this stage it appears that these types of programs are only being 

offered by large employers, but as almost 70% of tourism and hospitality businesses 

in Australia (National Tourism Investment Strategy Consultative Group, 2006) have 

fewer than 5 employees and up to 90% of tourism operators and providers employing 

less than 20 people (Tourism Division, 2002) it would be timely to examine whether 

these types of programs could work in these smaller organisations.    

 The skills shortage facing the industry has many aspects, and this thesis does 

not claim that improving the working conditions of current university students will 

remove this problem entirely. This thesis only considered the perceptions current 

tourism and hospitality students at university level had of the industry. It would also 

be timely to conduct similar studies investigating the attitudes and perceptions of 

tourism and hospitality students attending Technical and Further Education (TAFE) 

Colleges, as well as private business colleges, to ascertain if these perceptions differ 

from those undertaking university based degrees. It would also be interesting to study 

the attitudes and perceptions of general staff, i.e. those not studying, to ascertain their 

perceptions of the industry. Further research could also investigate the attitudes and 

perceptions of those not working in the industry to try to identify barriers preventing 

them from considering a career in the industry. By conducting these types of studies, a 

broader understanding of how the perception of the industry is impacting the skills 

shortage it is currently facing.      

Research could also be conducted using the same framework as this study in 

an international setting. This could identify if students perceptions of the industry are 

different in alternative national and cultural settings. It has been identified in this 

study that there are some major differences between the opinions and perceptions of 

domestic students and those of international students. It would be interesting to 
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examine whether students from different countries and cultures have differing views 

on these issues. Due to the scope of this study, it did not break down the international 

students into the countries or regions they originate from, instead grouping all 

international students together. The nature of this research, the majority of which was 

conducted online, means that any further research could be undertaken in several 

international locations at the one time. This would allow the researchers to compare 

the results of different countries to find if students in some countries show an 

increased commitment to the industry. If it is found students from these countries do 

have an increased commitment, further study could be conducted in these countries to 

examine the employment practices of organisations in these countries to observe 

whether they are treating students in the workforce differently. 

8.9 Conclusion 

Over the next decade, the growth of positions in the tourism and hospitality 

industry in Australia and around the world has been widely reported. If we take the 

standpoint that students should be encouraged to stay within their trained industry, 

these findings suggest that industry and educators must work together to solve 

employment shortfalls by recruiting and retaining skilled and qualified graduates. 

These graduates will have a combination of core business and management skills, as 

well as specialist property skills and knowledge. The holistic approach that modern 

tourism and hospitality degrees undertake enables graduates to identify and articulate 

the functions and dynamics of the industry. Graduates will also have skills in 

designing and facilitating strategic thinking and visioning, by using complex theories. 

Graduates also possess a deeper understanding of sustainability of the environment 

and understand the role of corporate social responsibility and accountability in today’s 

highly sensitive environment. As well as university training, these graduates usually 
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have some form of training and experience working in the industry whilst they 

completed their studies. This combination of the theoretical knowledge as well as the 

on-the-job experience and training make graduates an extremely valuable resource for 

the tourism and hospitality industry. Can an industry already facing a severe skills 

shortage afford to lose more than one-third of the total graduates of tourism and 

hospitality programs? 

Some may argue that it does not matter if graduates enter fields other than 

those with which they have studied and been trained. The turnover culture in the 

tourism and hospitality industry facilitates this argument as it is seen as the norm to 

frequently change positions and companies. Tourism and hospitality degree programs 

can also inadvertently add to this problem, as generally these programs develop a 

range of transferable skills making tourism and hospitality graduates attractive to 

employers in other industries.  

This thesis argues that an attitude that it does not matter if graduates leave or 

fail to enter the industry is flawed, as the cost of losing these graduates to tourism and 

hospitality industry is extremely high. The cost of this turnover has been described 

previously and has financial as well as psychological implications for tourism and 

hospitality organisations. These financial costs include the cost of recruiting, selecting 

and training a new employee as well as other associated costs (uniforms, induction 

etc); the lost productivity while the new staff are trained; and the loss of money spent 

training and developing the departing staff member. The psychological implications 

encase staff morale and commitment to the company; these were strongly in evidence 

in the qualitative section of this thesis. Also, as there are only an estimated 2,500 

tourism and hospitality graduates each year, the industry must make it a priority to 

attract as many of these as possible. 
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This highlights the need for the industry to adopt tactics and strategies aimed 

at ensuring that potential employees, i.e. tourism and hospitality students, are not 

leaving the industry or even failing to enter the industry upon graduation. It is clear 

that there are a number of areas, particularly pay, promotion opportunities and the 

relationship between respondents and their managers, that the industry must work on 

to ensure students are receiving positive experiences whilst they work during their 

degree. Unless the industry can offer higher wages, facilitate work-life balance by 

offering flexible work hours, and improve relationships between employees and 

managers, the industry will continue to lose these highly skilled and highly trained 

employees. As Davidson and Timo(2006) point out, another dilemma facing the 

industry is that skilled employees are keen to advance. Traditionally the tourism and 

hospitality industry has had limited internal career opportunities, which imposes a 

ceiling on career growth and is one of the major factors affecting staff exit behaviour; 

this problem also needs to be addressed. 

It has been argued that in Australia one of the main areas where there is 

currently a shortage of skilled personnel is at the lower and middle management level 

of employment. This study argues that this is the area where graduates of tourism and 

hospitality programs can reduce the skills shortage experienced by the industry. Most 

graduates have three years theoretical training as well as two to three years industry 

experience and can quite adequately fill these roles. If educators and industry can 

work together more effectively to ensure students are effectively utilised during their 

studies, not only will they have a more positive view of the industry, they will be 

more extensively trained to perform at the lower to middle management level, helping 

to reduce one of the areas of skills shortage currently facing the industry.   
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Appendices: 

Appendix 1: Tourism and Hospitality Training, Qualifications (Vocational) and 

Career Paths 

Appendix 1.1: Tourism and Hospitality Industry training packages and key competencies 
 

THT02 Tourism Training 
Package (2002) 

THH02 Hospitality Training 
Package (2002) 

THC04 Caravan Industry 
Training Package (2004) 

Competencies include:  Competencies include:  Competencies include:  

 tour operations (inbound, 
wholesale, etc)  
 guiding 
 attractions and theme parks  
 visitor information services 
 retail sales (travel agencies, 

airline sales, etc)  
 meetings and events 

(conference/ convention 
organisers)  
 retail sales (travel agencies, 

airline sales, etc)  
 meetings and events (conference 

/convention organisers)  
 customer service, sales, 

marketing 
 occupational health, safety and 

security  
 administration (clerical, 

financial, info tech)  
 leadership and management. 

 accommodation services (hotel 
operations, front office, etc)  
 food and beverage  
 commercial cookery  
 commercial catering  
 hygiene, occupational health, 

safety and security  
 responsible gaming  
 customer service, sales, marketing 
 administration (clerical, financial, 

info tech)  
 leadership and management. 

 caravan park operations  
 recreational vehicle 

manufacturing  
 recreational vehicle servicing  
 recreational vehicle and 

accessories retailing. 

 

Source: Tourism Queensland (2006a) 
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Appendix 1.2: Tourism and Hospitality Training Package Qualifications 
 

Caravans Hospitality Tourism 
Certificate I in Tourism 
(Australian Indigenous Culture) 

Certificate I in Hospitality 
(Operations)  

Certificate I in Tourism 
(Australian Indigenous Culture) 

Certificate II in Caravan Park 
Operations  

Certificate II in Hospitality 
(Operations)  

Certificate II in Tourism 
(Operations)  

Certificate III in Caravan Park 
Operations  

Certificate III in Hospitality 
(Operations)  

Certificate III in Tourism 
(Operations) 

Certificate IV in Caravan Park 
Supervision  

Certificate IV in Hospitality 
(Supervision)  

Certificate III in Tourism (Retail 
Travel Sales) 

Diploma of Caravan Park 
Management  

Certificate I in Hospitality 
(Kitchen Operations)  

Certificate III in Tourism 
(International Retail Travel 
Sales) 

 Certificate II in Hospitality 
(Kitchen Operations) 

Certificate III in Tourism (Tour 
Wholesaling)  

 Certificate II in Hospitality 
(Asian Cookery) 

Certificate III in Tourism 
(Visitor Information Services) 

 Certificate III in Hospitality 
(Commercial Cookery) 

Certificate III in Tourism 
(Attractions and Theme Parks)  

 Certificate III in Hospitality 
(Catering Operations) 

Certificate III in Tourism 
(Guiding) 

 Certificate III in Hospitality 
(Patisserie) 

Certificate IV in Tourism 
(Guiding) 

 Certificate III in Hospitality 
(Asian Cookery) 

Certificate IV in Tourism 
(Natural and Cultural Heritage) 

 Certificate IV in Hospitality 
(Commercial Cookery) 

Certificate III in Meetings and 
Events 

 Certificate IV in Hospitality 
(Catering Operations)  

Diploma of Event Management 

 Certificate IV in Hospitality 
(Patisserie) 

Certificate IV in Tourism (Sales 
& Marketing) 

 Certificate IV in Hospitality 
(Asian Cookery) 

Certificate IV in Tourism 
(Operations) 

 Diploma of Hospitality 
Management 

Diploma of Tourism (Marketing 
and Product Development)  

 Advanced Diploma of 
Hospitality Management 

Diploma of Tourism 
(Operations Management) 

  Advanced Diploma of Tourism 
Management 

 
Source: Service Skills Australia (2006c, 2006d, 2006e) 
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Appendix 1.3: Tourism industry career paths 

 
 

Tourist 
Attractions 

Tour guiding Wholesale 
tour 

operators 

Retail travel Tourist 
information 

services 

Meetings, 
events, 

conferences 

Policy 
planning 

development 
 Senior manager 
 Manager of 

operations, sales, 
marketing or 
public relations  

 Supervisor in 
operations, sales, 
marketing or 
public relations  

 Group 
coordinator  

 Sales reservation 
agent; guest 
service 
coordinator  

 Attractions 
attendant; ticket 
sale officer  

 

 Tour guides;  
 owner operator  
 Tour manager;  
 lead guide; 
 group 

coordinator  
 specialist guides 

(ecotourism/ 
cultural)  

 Specialist site 
guide;  

 tour guide;  
 driver guide 
 Site guide; 
 meet and greet 

guide  
 
 

 Senior 
manager  

 Manager of 
product, 
sales, 
marketing or 
public 
relations;  

 reservations;  
 operations  
 Supervisor in 

product, 
sales, 
marketing or 
public 
relations;  

 Group tour 
coordinator  

 Sales or 
reservation 
agent  

 

 Senior 
manager  

 Manager of 
small travel 
agency/ 
branch; 

 travel 
administration;  

 marketing  
 Supervisor –

retail travel 
and/or 
corporate 
international 
and/or 
Australian  

 Senior travel 
consultant – 
international 
and/or 
Australian  

 International 
travel 
consultant  

 Australian 
travel 
consultant 

 Travel sales  
assistant/clerk  

 

 Regional/ area 
tourism  
manager  

 Manager of 
information 
centre sales, 
marketing, 
public 
relations or 
strategic 
planning  

 Supervisor in 
tourism 
information 
research, 
sales, 
marketing, 
public 
relations or 
strategic 
planning  

 Senior 
tourism 
information 
officer  

 Travel adviser  
 

 Project 
manager  

 Conference 
manager  

 Conference 
coordinator  

 Conference 
assistant  

 Hospitality 
and travel 
operations eg. 
functions, 
reservations 
and group 
travel  

 

 Executive 
director  

 Senior partner  
 Director  
 Senior manager  
 Principal 

adviser  
 Senior adviser  
 Market analyst 
 Senior 

consultant  
 Adviser  
 Research 

officer  
 Administration 

assistant  
 
 
 
 
 
 
 
 
 
 
 
 

Source: Tourism Queensland (2006c) 

Appendix 1.4: Hospitality industry career paths 
 
Gaming Kitchen Food and beverage Housekeeping Front office 

 Secretary  
 Club manager  
 Gaming manager 
 Poker machine 

supervisor  
 Games/promotions 

director  
 TAB/Keno 

operator  
 Poker machine 

attendant  
 Door steward;  
 Cloak room 

steward 
 Change steward  

 Owner/Operator  
 Restaurant 

Manager;  
 Food & Beverage 

Manager  
 Chef  
 Chef de partie  
 Cook  
 Food production  
 Assistant larder 

hand  
 Kitchen hand  
 Caterer patisserie  

 Venue manager 
 Owner/operator  
 Food & beverage 

manager  
 Catering manager 
 Restaurant manager 
 Restaurant/service 

supervisor 
 Catering supervisor  
 Restaurant cashier 
 Host/ hostess 
 Cocktail bar attendant  
 Wait/bar person 
 Bottle shop attendant 
 Snack bar attendant 
 Store person 
 Coffee shop attendant 
 Barista 
 Bus person 
 Bar useful 
 Cellar hand  

 Rooms division 
manager  

 Butler  
 House keeping 

supervisor  
 Floor supervisor  
 Housekeeping 

attendant  
 Laundry 

attendant  
 Public area 

cleaner  

 General manager  
 Duty manager  
 Concierge  
 Front office manager  
 Night auditor  
 Front office 

supervisor  
 Telephonist 
 Receptionist 
 Reservationist 
 Cashier  
 Valet, porter, bell 

desk attendant 
 Clerical  

 

Source: Tourism Queensland (2006c) 
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Appendix 2: Student questionnaire 

Dear Student: 
 
You are invited to participate in a survey looking at the perceptions and attitudes of tertiary tourism 
and hospitality students towards a career in the tourism and hospitality industry. This research is being 
undertaken by senior investigator Dr Carl Cater and student investigator Mr Scott Richardson from 
Griffith University as part of Mr Richardson’s PhD program. In this survey, approximately 1000 
undergraduate tourism and hospitality students will be asked to complete a survey that explores their 
attitudes and perceptions of working in the tourism and hospitality industry. It will take approximately 
10-15 minutes to complete the questionnaire. 
 
It is hoped that as a result of this research employers in the tourism and hospitality industry can 
understand what future professionals in the industry, such as yourself, want from their industry. It will 
also aim to provide details on why undergraduate tourism and hospitality students are choosing their 
particular career paths. 
 
Your participation in this study is completely voluntary and there are no foreseeable risks associated 
with this project. However, if you feel uncomfortable answering any questions, you can withdraw 
from the survey at any point. This research is conducted to Griffith University research standards in 
accordance with the National Statement on Ethical Conduct in Research Involving Humans. If 
potential participants have any concerns or complaints about the ethical conduct of the research 
project they should contact the Manager, Research Ethics on 3875 5585 or research-
ethics@griffith.edu.au. 
 
Your survey responses will be strictly confidential and data from this research will be reported only in 
an aggregated form. Your information will be coded and will remain confidential. The information 
collected will not be disclosed to third parties without your consent, except to meet government, legal 
or other regulatory authority requirements. A de-identified copy of this data may be used for other 
research purposes. However, your anonymity will at all times be safeguarded. For further information 
consult the University’s Privacy Plan at www.griffith.edu.au/ua/aa/vc/pp or telephone (07) 3875 5585. 
 
If you do decide to complete and submit this questionnaire, you will be deemed to have consented to 
participate in the research. If you have questions at any time about the survey or the procedures, you 
may contact senior investigator Dr Carl Cater on (07) 5552 8364 or by email at 
c.cater@griffith.edu.au or student investigator Mr Scott Richardson as on (07) 5552 7040 or by email 
at scott.richardson@griffith.edu.au. Alternatively you can find out more about this research project 
and the researcher by visiting http://www.members.iinet.net.au/~bec76/. As soon as the results of this 
research are available they may be viewed at the above website. Alternatively if you wish to receive a 
hardcopy of the results you can contact the researchers who will forward you a copy as soon as the 
results become available. 
 
As a thank you for taking the time to complete this survey one respondent will win two tickets to see a 
movie of their choice. If you wish to be included in the prize draw you will need to provide your 
email at the end of this survey. Your email address and responses will not be recorded together to 
ensure your responses are anonymous. Thank you very much for your time and support. Please start 
the survey now by clicking on the Continue button below. 
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Section 1 
 
Gender 
1. Male 
2. Female 
 
What is your age? 
 
 
 
Which university do you attend? 
 
 
 
How many credit points have you currently completed? 
1. 0-80 
2. 90-160 
3. 170-240 
4. 250+ 
 
Are you a Full-time or Part-time student? 
1. Full-time 
2. Part-Time 
 
Are you a domestic or international student? 
1. Domestic 
2. International 
 
Was Tourism or Hotel Management your first choice of study area? 
1. Yes 
2. No 
 
What was your first choice of study area? 
 
 
 
Why did you choose to study tourism/hospitality/hotel management? 
 
 
 
What do you regard as your major field of study? 
1. Tourism Management 
2. Hotel Management 
3. Sport Management 
4. Event Management 
5. Club Management 
6. Hospitality Management 
8. Travel Management 
7. Other ___________________________________ 
 
Have you ever worked in the Tourism or Hospitality Industry? 
1. Yes 
2. No 
 
Do you currently work in the Tourism or Hospitality Industry? 
1. Yes 
2. No 
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How long have you worked in the industry? 
1. Less than 6 months  
2. 6 to 12 months  
3. 12 months to 2 years 
4. 2 years to 5 years  
5. 5 years + 
 
On what basis are you currently employed in the tourism and hospitality industry? 
1. Not currently working in the industry 
2. Casual 
3. Part-time 
4. Full-time 
5. Contract 
6. Other ___________________________________ 
 
On average how many hours per week do you work? 
1. Not currently working in the industry 
2. 0-5 
3. 6-10 
4. 11-15 
5. 16-20 
6. 21-25 
7. 26-30 
8. 30-35 
9. 36-40 
10. 41+ 
 
Sector/area worked in the longest? 
1. Hotel/ Front Office 
2. Hotel/ Food and Beverage 
3. Hotel/ Housekeeping  
4. Restaurant/ Café: Back of House  
5. Restaurant/ Café: Front of House 
6. Bar 
7. Travel agents  
8. Airlines and their offices  
9. Theme Parks 
10. Other ___________________________________ 
 
In what type of position are/were you employed? 
1. Frontline 
2. Supervisor 
3. Low level manager 
4. Middle manager 
5. Senior manager 
6. Other ___________________________________ 
 
If you are/were employed at a manager level, what is/was your job title? 
 
 
 
How has working in the industry influenced your decision about a future career in the industry? 
1. Positively 
2. Negatively 
3. Neither 
4. Uncertain 
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Are you likely to work in the tourism/hospitality industry in the first year after graduation? 
1. Definitely 
2. More than Likely 
3. Undecided 
4. Unlikely 
5. Definitely Not 
 
Has your experience working in the industry been the main factor in your uncertainty about pursuing a career in 
the industry? 
1. Yes 
2. No 
 
If no, what other factors have caused your uncertainty towards pursuing a career in the tourism/hospitality 
industry? 
 
 
 
What aspects of working in the industry have influenced your uncertainty about pursuing a career in the 
tourism/hospitality industry? 
 
 
 
Has your experience working in the industry been the main factor in your decision to not pursue a career in the 
industry? 
1. Yes 
2. No 
 
If no, what other factors have influenced your decision not to pursue a career in the tourism/hospitality industry? 
 
 
 
What aspects of working in the industry have influenced your decision not to pursue a career in the 
tourism/hospitality industry? 
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Section 2 
 
What position do you expect to be offered when you graduate? 
1. Frontline  
2. Supervisor 
3. Trainee Manager  
4. Department Manager 
5. Assistant Manager 
6. General Manager 
7. Other ___________________________________ 
 
Which salary range do you expect to be offered for your first position after graduation? 
1. Less than $30,000 
2. Between $30,001 and $40,000 
3. Between $40,001 and $50,000 
4. Between $50,001 and $60,000 
5. Between $60,001 and $70,000 
6. Over $70,000 
 
Do you believe you will be able to secure a position in the Tourism and Hospitality industry that will pay the 
salary you expect upon graduation? 
1. Yes 
2. No 
3. Unsure 
 
How many hours per week do you expect to work on your first tourism or hospitality job after graduation? 
1. Less than 30 hours 
2. 31 to 40 hours 
3. 41 to 50 hours 
4. 51 to 60 hours 
5. 61 to 70 hours 
6. Over 70 hours 
 
How qualified do you think you will be at graduation to assume an assistant manager position? 
1. Not qualified 
2. Somewhat qualified 
3. Fairly well qualified 
4. Well qualified 
5. Very well qualified 
 
Do you expect to pursue a career in Australia or will you seek to obtain work overseas? 
1. Australia 
2. Overseas 
3. Unsure 
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Section 3 
 
Please indicate how important the following factors are to you in terms of choosing a career.  
 

 Very Important  Fairly Important   Not Important 
  

1. A job that I will find enjoyable  
❏ ❏ ❏ 

2. Colleagues that I can get along with  
❏ ❏ ❏ 

3. Pleasant working environment  
❏ ❏ ❏ 

4. A secure job  
❏ ❏ ❏ 

5. A career that provides intellectual challenge  
❏ ❏ ❏ 

6. Good promotion prospects  
❏ ❏ ❏ 

7. A job which gives me responsibility  
❏ ❏ ❏ 

8. High earnings over length of career  
❏ ❏ ❏ 

9. A job where I will contribute to society  
❏ ❏ ❏ 

10. A job where I can use my university degree  
❏ ❏ ❏ 

11. A job where you gain transferable skills  
❏ ❏ ❏ 

12. A job that is respected  
❏ ❏ ❏ 

13. Reasonable workload  
❏ ❏ ❏ 

14. A job with high quality resources and equipment  
❏ ❏ ❏ 

15. The opportunity to travel abroad  
❏ ❏ ❏ 

16. Job mobility—easy to get a job anywhere  
❏ ❏ ❏ 

17. A job that can easily be combined with parenthood  
❏ ❏ ❏ 

18. Good starting salary  
❏ ❏ ❏ 

19. A job where I can care for others 
❏ ❏ ❏ 

20. A job that offers opportunities for further training 
❏ ❏ ❏ 
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Please indicate to what extent you believe the Tourism & Hospitality (T&H) Industry offers these factors. 
 

 Definitely  
 

Some  Not at all 

1. A job that I will find enjoyable  
❏ ❏ ❏ 

2. Colleagues that I can get along with  
❏ ❏ ❏ 

3. Pleasant working environment  
❏ ❏ ❏ 

4. A secure job  
❏ ❏ ❏ 

5. A career that provides intellectual challenge  
❏ ❏ ❏ 

6. Good promotion prospects  
❏ ❏ ❏ 

7. A job which gives me responsibility  
❏ ❏ ❏ 

8. High earnings over length of career  
❏ ❏ ❏ 

9. A job where I will contribute to society  
❏ ❏ ❏ 

10. A job where I can use my university degree  
❏ ❏ ❏ 

11. A job where you gain transferable skills  
❏ ❏ ❏ 

12. A job that is respected  
❏ ❏ ❏ 

13. Reasonable workload  
❏ ❏ ❏ 

14. A job with high quality resources and equipment  
❏ ❏ ❏ 

15. The opportunity to travel abroad  
❏ ❏ ❏ 

16. Job mobility—easy to get a job anywhere  
❏ ❏ ❏ 

17. A job that can easily be combined with parenthood  
❏ ❏ ❏ 

18. Good starting salary  
❏ ❏ ❏ 

19. A job where I can care for others 
❏ ❏ ❏ 

20. A job that offers opportunities for further training 
❏ ❏ ❏ 

 
 
 
 



Appendices 

Used and unappreciated: Student’s attitude towards a career in the industry 
281 

 
Section 4 
 
How much do you agree or disagree with each of the following statements? 
 
Nature of Work 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. I find jobs in the Tourism and Hospitality (T&H) 
industry interesting ❏ ❏ ❏ ❏ ❏ 
2. Most jobs in the T&H industry are low skilled 

❏ ❏ ❏ ❏ ❏ 
3. Jobs in T&H are stressful  

❏ ❏ ❏ ❏ ❏ 
4. Working hours are too long in the T&H industry 

❏ ❏ ❏ ❏ ❏ 
5. Family life is negatively affected due to the nature 
of the work ❏ ❏ ❏ ❏ ❏ 
6. There is always something new to learn each day 
in T&H jobs ❏ ❏ ❏ ❏ ❏ 
7. Working hours are not suitable for a regular life in 
the T&H industry  ❏ ❏ ❏ ❏ ❏ 
8. It is very difficult to find a stable job in T&H due 
to seasonality ❏ ❏ ❏ ❏ ❏ 
 
Social Status 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. My family is proud of my profession in T&H 
❏ ❏ ❏ ❏ ❏ 

2. Working in T&H is a respected (prestigious) 
vocation ❏ ❏ ❏ ❏ ❏ 
3. It is a widespread belief that those who study T&H 
will be waiters ❏ ❏ ❏ ❏ ❏ 
4. Working in T&H is regarded as an important and 
beneficial service ❏ ❏ ❏ ❏ ❏ 
5. I think that those working in the T&H industry are 
not valued in society  ❏ ❏ ❏ ❏ ❏ 
6. I talk to my relatives and friends with pride about 
my job in the T&H industry ❏ ❏ ❏ ❏ ❏ 
 
Pay/Benefits 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. I think the pay is low for most jobs in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
2. Considering the long hours and work load I believe 
the pay in the T&H industry should be higher ❏ ❏ ❏ ❏ ❏ 
3. The level of fringe benefits (bonuses, leisure, 
holidays, meals etc.) is insufficient ❏ ❏ ❏ ❏ ❏ 
4. I think that employers should pay more penalty 
rates for the unusual hours worked ❏ ❏ ❏ ❏ ❏ 
5. Meals while on duty is important part of the 
remuneration package ❏ ❏ ❏ ❏ ❏ 
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Industry-person congeniality 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. My character fits to working in the T&H industry 
❏ ❏ ❏ ❏ ❏ 

2. I can use my abilities and skills in T&H jobs 
❏ ❏ ❏ ❏ ❏ 

3. I feel like a slave while working in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
4. I get pleasure while working in the T&H industry 

❏ ❏ ❏ ❏ ❏ 
5. I like to see satisfied customers when I serve them 

❏ ❏ ❏ ❏ ❏ 
 
Physical working conditions 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. Physical working conditions are generally good in 
the T&H industry ❏ ❏ ❏ ❏ ❏ 
2. The working environment is not very clean in 
T&H ❏ ❏ ❏ ❏ ❏ 
3. There is a high risk of work accidents in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
4. Employee dining halls are in good conditions in 
most T&H employers ❏ ❏ ❏ ❏ ❏ 
5. The work environment is very noisy in the tourism 
industry ❏ ❏ ❏ ❏ ❏ 
 
Promotion opportunities 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. Promotion is based on merit in the T&H industry 
❏ ❏ ❏ ❏ ❏ 

2. Promotion opportunities are satisfactory in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
3. Promotions are not handled fairly in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
4. The opportunity of getting promoted to managerial 
positions is limited ❏ ❏ ❏ ❏ ❏ 
5. Number of years worked in the industry is taken 
into consideration in promotions ❏ ❏ ❏ ❏ ❏ 
6. Academic qualifications are taken into 
consideration in promotions ❏ ❏ ❏ ❏ ❏ 
7. Many promotions in the T&H industry are based 
on who you know rather than skills ❏ ❏ ❏ ❏ ❏ 
8. Promotions are unsystematic in the T&H industry 

❏ ❏ ❏ ❏ ❏ 
9. There is a lack of clear career progression structure 
in the T&H industry ❏ ❏ ❏ ❏ ❏ 
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Co-workers 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. There is no team sprit amongst co-workers in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
2. There is cooperation amongst employees in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
3. Employees are generally uneducated in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
4. I can make friends easily with people working in 
the T&H industry ❏ ❏ ❏ ❏ ❏ 
5. Most employees are highly motivated and 
enthusiastic about working in the industry ❏ ❏ ❏ ❏ ❏ 
6. I think that employees without degrees from 
university are jealous of graduates ❏ ❏ ❏ ❏ ❏ 
 
Managers 
 

 Strongly 
Agree 

Agree  Unsure  
 

Disagree Strongly 
Disagree 

1 Managers delegate authority in order for employees 
to do their jobs better ❏ ❏ ❏ ❏ ❏ 
2. Most managers in the industry do not have an 
educational background in tourism  ❏ ❏ ❏ ❏ ❏ 
3. Managers do not reward employees who are doing 
a good job ❏ ❏ ❏ ❏ ❏ 
4. Managers behave respectfully to employees in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
5. Managers are jealous of university graduates with a 
degree in the T&H industry ❏ ❏ ❏ ❏ ❏ 
6. Managers make sure that employees participate in 
decisions affecting their jobs ❏ ❏ ❏ ❏ ❏ 
7. There is not a good relationship between managers 
and staff in the T&H industry ❏ ❏ ❏ ❏ ❏ 
8. Managers do provide vocational training when 
necessary in the T&H industry ❏ ❏ ❏ ❏ ❏ 
9. Managers behave in a fair way to employees in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
10. Managers do not put great effort into making 
employees satisfied with their jobs ❏ ❏ ❏ ❏ ❏ 
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Commitment to the tourism and hospitality industry 
 

 Strongly 
Agree 

Agree  Unsure  Disagree Strongly 
Disagree 

1. The disadvantages of working in the T&H industry 
outweigh the advantages ❏ ❏ ❏ ❏ ❏ 
2. I am very happy to have chosen tourism or 
hospitality as a vocation path ❏ ❏ ❏ ❏ ❏ 
3. I would not want my child to study tourism or 
work in the T&H industry ❏ ❏ ❏ ❏ ❏ 
4. I would like to work in the tourism industry after 
graduation ❏ ❏ ❏ ❏ ❏ 
5. I would do any jobs in the tourism industry after 
graduation ❏ ❏ ❏ ❏ ❏ 
6. It is definite that I will not work in the tourism 
industry after graduation ❏ ❏ ❏ ❏ ❏ 
7. I will work in the T&H industry after graduation 
only if I become a manager  ❏ ❏ ❏ ❏ ❏ 
8. It was a big mistake to choose the T&H industry as 
a career path ❏ ❏ ❏ ❏ ❏ 
9. I would recommend a job in the tourism industry to 
my friends and relatives ❏ ❏ ❏ ❏ ❏ 
10. I would only work in high paid jobs in the T&H 
industry ❏ ❏ ❏ ❏ ❏ 
11. I do not plan to work in another industry other 
than the T&H industry ❏ ❏ ❏ ❏ ❏ 
12. I see my vocational (professional) career in the 
T&H industry ❏ ❏ ❏ ❏ ❏ 
 
 

 
Please provide your email address here if you wish to go in the draw to win the movie tickets 
 

 
 
Further stages of this research maybe conducted. Please tick here if you do not wish to be contacted regarding 

any further research.   ❏ 
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Appendix 3: “Important Career Factors” ANOVA tables highlighting significant 

differences 

Appendix 3.1: Work Experience  

 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure, 4 = 
disagree and 5 = strongly disagree. Significant difference highlighted in bold. 
b Total sample size 288 
c Total sample size 91 
 
Appendix 3.2: Country of Origin  

 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure,  
4 = disagree and 5 = strongly disagree.  
b Total sample size 250 
c Total sample size 129 
 

Factor Yes 
 Meanab 

No 
Meanac 

Mean 
Difference 

f p 

Importance      
3. Pleasant working environment  1.24(.438) 1.35(.480) -0.11 4.059 .045 
5. A career that provides intellectual challenge  1.48(.541) 1.80(.562) -0.32 24.221 .000 
T&H Offers      
4. A secure job  2.12(.648) 1.93(.611) 0.19 5.752 .017 
7. A job which gives me responsibility  1.62(.603) 1.47(.502) 0.15 4.269 .039 
10. A job where I can use my university degree  1.86(.640) 1.58(.518) 0.28 13.879 .000 

Factor Domestic 
Meanab 

International 
Meanac 

Mean 
Difference 

f p 

Importance      
2. Colleagues that I can get along with  1.34(.484) 1.47(.546) -0.13 5.517 .019 
16. Job mobility—easy to get a job anywhere  1.42(.556) 1.58(.648) -0.16 6.120 .014 
19. A job where I can care for others  1.99(.652) 1.80(.666) 0.19 7.384 .007 
20. A job that offers opportunities for further training                                                             1.48(.568) 1.36(.497) 0.12 4.362 .037 
T&H Offers      
1. A job that I will find enjoyable 1.72(.501) 1.45(.545) 0.27 22.644 .000 
2. Colleagues that I can get along with  1.80(.433) 1.68(.516) 0.12 5.352 .021 
3. Pleasant working environment  1.86(.421) 1.62(.577) 0.24 21.735 .000 
5. A career that provides intellectual challenge  1.94(.581) 1.59(.567) 0.35 30.535 .000 
7. A job which gives me responsibility  1.63(.582) 1.49(.575) 0.14 4.645 .032 
8. High earnings over length of career  2.28(.730) 2.02(.768) 0.26 10.402 .001 
9. A job where I will contribute to society  2.01(.634) 1.81(.612) 0.20 8.249 .004 
12. A job that is respected  1.94(.564) 1.81(.624) 0.13 4.276 .039 
15. The opportunity to travel abroad  1.53(.539) 1.77(.704) -0.24 12.849 .000 
16. Job mobility—easy to get a job anywhere  1.50(.540) 1.69(.661) -0.19 8.374 .004 
17. A job that can easily be combined with parenthood 2.38(.649) 2.21(.706) 0.17 5.409 .021 
18. Good starting salary  2.36(.627) 2.12(.738) 0.24 11.603 .001 
19. A job where I can care for others  1.94(.581) 1.74(.607) 0.20 9.663 .002 
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Appendix 3.3: Year of study 

 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure, 4 = 
disagree and 5 = strongly disagree.  
b Total sample size 218 
c Total sample size 89 
d Total sample size 59 
e Total sample size 13 
 

Factor 0-80  
Meanab 

90-160  
Meanac 

170-240 
 Meanad 

250+  
Meanae 

f p 

Importance       
9. A job where I will contribute to society  1.80(.619) 1.85(.667) 2.00(.719) 1.46(.519) 3.009  .030 
10. A job where I can use my university  degree  1.53(.601) 1.66(.673) 1.83(.562) 1.54(.630) 4.112 .007 
16. Job mobility—easy to get a job anywhere  1.41(.563) 1.64(.628) 1.53(.598) 1.31(.630) 3.600 .014 
T&H Offers       
4. A secure job 1.98(.629) 2.06(.667) 2.41(.591) 2.23(.439) 7.401 .000 
5. A career that provides intellectual challenge  1.80(.556) 1.72(606) 2.02(.707) 2.08(.494) 4.000 .008 
7. A job which gives me responsibility  1.52(.553) 1.59(.539) 1.73(.691) 1.85(.689) 2.938 .033 
12. A job that is respected  1.84(.563) 1.92(.665) 2.00(.557) 2.23(.439) 2.673 .047 
13. Reasonable workload 2.07(.721) 2.14(.746) 2.19(.754) 2.69(.480) 3.164 .025 
19. A job where I can care for others  1.83(.581) 1.86(.632) 1.97(.596) 2.31(.480) 3.304 .020 
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Appendix 4: Differences between perceptions of students with work 

experience and those without 

Factor Work exp. 
Meanab 

No work exp. 
Meanac 

Mean 
Difference 

f p 

Nature of work      

1. I find jobs in the Tourism and Hospitality (T&H) 
industry interesting 

1.92(.774) 
 

1.99(.738) 
 

-0.07 
 

.617 
 

.433 
 

2. Most jobs in the T&H industry are low skilled 3.26(1.115) 3.49(.974) -0.23 3.142 .077 
3. Jobs in T&H are stressful 2.40(1.016) 2.54(.813) -0.14 1.314 .252 
4. Working hours are too long in the T&H industry 2.28(1.029) 2.59(.943) -0.31 6.768 .010 
5. Family life is negatively affected due to the nature 
of the work 

2.56(1.085) 2.72(.936) -0.16 1.542 .215 

6. There is always something new to learn each day in 
T&H jobs 

2.17(.973) 2.08(.687) 0.09 .685 .408 

7. Working hours are not suitable for a regular life 
in the T&H industry 

2.40(1.069) 2.78(.904) -0.38 9.370 .002 

Social Status      
1. My family is proud of my profession in T&H 2.14(.880) 2.26(.964) -0.12 1.327 .250 
2. Working in T&H is a respected (prestigious) 
vocation 

2.75(1.016) 2.76(.848) -0.01 .005 .944 

3. It is a widespread belief that those that study T&H 
will be waiters 

2.98(1.273) 3.23(1.116) -0.25 2.940 .087 

4. Working in T&H is regarded as an important and 
beneficial service 

2.54(.983) 2.65(.848) -0.11 .942 .337 

5. I think that those working in the T&H industry are 
not valued in society 

3.08(1.204) 3.20(1.035) -0.12 .749 .387 

Pay / Conditions      
1. I think the pay is low for most jobs in T&H 2.32(1.041) 2.68(.801) -0.36 9.369 .002 
2. Considering long hours worked pay should be 
higher 

1.96(.896) 
 

2.22(.786) -0.26 6.235 .013 

3. The level of fringe benefits is low 2.42(.975) 2.71(.671) -0.29 7.294 .007 
4. More penalty rates should be paid 1.95(.872) 2.23(.818) -0.28 7.317 .007 
Industry person congeniality      
1. My character fits with the industry 1.84(.873) 2.14(.797) -0.30 8.902 .003 
2. I can use my skills and abilities in T&H 1.74(.783) 1.97(.657) -0.23 6.322 .012 
3. I feel like a slave working in T&H 3.37(1.136) 3.29(.946) 0.08 .438 .508 
4. I get pleasure working in T&H 2.05(.833) 2.34(.778) -0.29 8.963 .003 
Physical Working Conditions      
1. Working conditions are generally good 2.32(.857)  2.53(.672) -0.21 4.490 .035 
2. The working environment is not very clean 3.52(.955) 3.16(.806) 0.36 10.515 .001 
3. There is a high risk of work accidents 2.91(.982) 3.02(.843) -0.11 .905 .342 
4. Employee dining halls are in good condition 2.67(.817) 2.81(.536) -0.14 2.453 .118 
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Appendix 4: Differences between perceptions of students with work 

experience and those without (cont.) 

Factor Work exp. 
Meanab 

No work exp. 
Meanac 

Mean 
Difference 

f p 

Promotion Opportunities      
1. Promotion is based on merit 2.97(1.228) 2.84(.946) 0.13 .906 .342 
2. Promotion opportunities are satisfactory 3.03(1.168) 2.88(1.084) 0.15 1.269 .261 
3. Promotions are not handled fairly 2.57(.945) 2.59(.789) -0.02 .035 .852 
4. The opportunity to get promoted to a management 
position is limited 

2.56(.920) 2.74(.772) -0.18 2.654 .104 

5. Number of years worked are considered 2.32(.849) 2.47(.656) -0.15 2.564 .110 
6. Academic qualifications are considered 2.64(.927) 2.64(.723) 0.00 .000 .985 
7. Many promotions are who you know not what 
you know 

2.35(.962) 2.64(.888) -0.29 6.365 .012 

8. Promotions are unsystematic 2.68(.853) 2.85(.613) -0.17 3.069 .081 
9. Lack of clear career paths 2.56(.993) 2.78(.837) -0.22 3.552 .060 
Co-Workers      
1. There is no team spirit 3.75(.966) 3.47(.750) 0.28 6.298 .013 

2. There is cooperation amongst staff 2.04(.729) 2.35(.673) -0.21 13.249 .000 

3. Employees are generally uneducated 3.24(1.068) 3.23(.857) 0.01 .006 .937 

4. I can make friends easily with others 1.93(.701) 2.44(.687) -0.51 36.810 .000 

5. Most staff are motivated 2.82(1.060) 2.76(.794) 0.06 .257 .612 

6. Employees without degrees are jealous of graduates 3.14(1.109) 2.99(.913) 0.15 1.432 .232 

Managers      
1. Managers delegate authority 3.34(1.349) 3.18(1.305) 0.16 1.000 .318 

2. Most managers  have no educational background in 
T&H 

2.45(1.150) 
 

2.59(1.054) -0.14 1.097 .296 

3. Managers do not reward employees 2.56(1.115) 2.58(1.001) -0.02 .042 .838 

4. Managers behave respectfully towards employees 3.33(1.251) 3.38(1.123) -0.05 .157 .692 

5. Managers are jealous of graduates 2.43(1.286) 2.33(1.049) 0.10 .456 .500 

6. Managers allow staff to make decisions 3.52(1.296) 3.63(1.271) -0.11 .494 .483 

7. The relationship between managers and staff is poor 2.45(1.243) 2.30(1.016) 0.15 1.163 .282 

8. Managers provide vocational training 2.55(.838) 2.60(.697) -0.05 .373 .542 

9. Managers behave fairly  3.43(1.311) 3.67(1.106) -0.24 2.563 .110 

10. Managers don’t put great effort into ensuring staff 
are satisfied 

2.64(1.141) 2.64(1.131) 0.00 .001 .978 
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Appendix 4: Differences between perceptions of students with work 

experience and those without (cont.) 

 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure, 4 = 
disagree and 5 = strongly disagree. Significant difference highlighted in bold. 
b Total sample size 288 
c Total sample size 91 
 

Factor Work 
exp. 

Meanab 

No work 
exp. 

Meanac 

Mean 
Difference 

f p 

Commitment to the industry      
1. Disadvantages of working in T&H outweigh 
advantages 

2.72(1.230) 
 

2.97(.960) 
 

-0.25 
 

3.108 
 

.079 
 

2. I am happy to have chosen T&H as a career 3.15(1.409) 2.71(1.195) 0.44 6.951 .009 

3. I would not want my child studying or working 
in T&H 

3.06(1.152) 3.34(.957) -0.28 4.571 .033 

4. I would like to work in T&H after graduation 2.87(1.445) 2.66(1.185) 0.21 1.565 .212 

5. I would do any job in T&H after graduation 3.24(1.188) 3.02(1.085) 0.22 2.354 .126 

6. It is definite I will not work in T&H after 
graduation 

3.11(1.450) 3.65(.848) -0.54 11.120 .001 

7. I will work in T&H only if I become a manager 3.51(.998) 3.40(1.053) 0.11 .838 .361 

8. It was a big mistake to choose T&H as a career path 3.18(1.490) 3.45(1.302) -0.27 2.345 .127 

9. I would recommend T&H jobs to friends and 
relatives 

2.86(1.258) 2.98(1.202) -0.12 .615 .433 

10. I would only work in high paid jobs 3.03(1.062) 3.11(.948) 0.08 .434 .510 

11. I do not plan to work in any other industry 3.55(1.142) 3.57(1.045) -0.02 .033 .856 

12. I see my career in T&H 3.18(1.322) 2.76(1.267) 0.42 7.958 .005 

      



Appendices 

Used and unappreciated: Student’s attitude towards a career in the industry 
290 

Appendix 5: Differences between perceptions of domestic students compared 

to international students (highlighting significant differences). 

 
 

Factor Domestic 
Meanab 

International 
Meanac 

Mean 
Difference 

f p 

Nature of Work      
1. I find jobs in the Tourism and Hospitality (T&H) 
industry interesting 

2.04(.788) 
 

1.74(.679) 
 

0.30 
 

13.470 
 

.000 
 

6. There is always something new to learn each day in 
T&H jobs 

2.24(.963) 1.97(.776) 0.27 7.362 .007 

7. Working hours are not suitable for a regular life in 
the T&H industry 

2.60(1.075) 2.29(.949) 0.31 7.475 .007 

8. It is very difficult to find a stable job in T&H due to 
seasonality 

2.97(1.067) 2.56(.920) 0.41 13.378 .000 

Social Status      
1. My family is proud of my profession in T&H 2.26(.933) 1.98(.810) 0.28 8.339 .004 
2. Working in T&H is a respected (prestigious) 
vocation 

2.91(1.006) 2.44(.838) 0.47 20.740 .000 

4. Working in T&H is regarded as an important and 
beneficial service 

2.77(.958) 2.17(.811) 0.60 36.609 .000 

5. I think that those working in the T&H industry are 
not valued in society 

2.95(1.129) 3.40(1.183) -0.45 13.149 .000 

6. I talk to my relatives and friends with pride about 
my job in T&H 

2.42(1.024) 2.15(.894) 0.27 6.762 0.10 

Pay/Benefits      
5. Duty meals is an important in the salary package 2.02(.903) 1.83(.774) 0.19 3.962 .047 
Physical Working Conditions      
2. The working environment is not very clean 3.58(.843) 3.17(1.039) 0.41 16.726 .000 
5. The working environment is very noisy 2.64(.935) 2.91(1.011) -0.27 6.754 .010 
Promotion Opportunities      
1. Promotion is based on merit 3.04(1.144) 2.74(1.189) 0.30 5.835 .016 
2. Promotion opportunities are satisfactory 3.11(1.137) 2.78(1.145) 0.33 6.917 .009 
4. The opportunity to get promoted to a management 
position is limited 

2.69(.904) 2.44(.838) 0.25 6.622 .010 

5. Number of years worked are considered 2.43(.815) 2.21(.780) 0.22 6.184     .013 
6. Academic qualifications are considered 2.75(.813) 2.41(.965) 0.34 13.153   .000 
7. Many promotions are who you know not what you 
know 

2.33(.947) 2.60(.940) -0.27 6.901 .009 
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Appendix 5: Differences between perceptions of domestic students compared 

to international students (highlighting significant differences) (cont.). 

 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure,  
4 = disagree and 5 = strongly disagree.  
b Total sample size 250 
c Total sample size 129 

Factor Work 
exp. 

Meanab 

No work 
exp. 

Meanac 

Mean 
Difference 

f p 

Co-Workers      
1. There is no team spirit 3.81(.852) 3.44(1.015) 0.37 13.757 .000 
6. Employees without degrees are jealous of graduates 3.22(1.191) 2.89(.986) 0.33 8.029 .005 
7. Generally, people with an educational background in 
T&H work in the industry 

3.09(1.018) 2.71(.947) 0.38 12.592 .000 

Managers      
2. Most managers  have no educational background in 
T&H 

2.40(1.079) 
 

2.66(1.202) -0.26 4.670 .031 

10. Managers don’t put great effort into ensuring staff 
are satisfied 

2.73(1.161) 2.47(1.072) 0.26 4.444 .036 

Commitment to Industry      
3. I would not want my child studying or working in 
T&H 

 
3.23(1.101) 

 
2.92(1.115) 

 
0.31 

 
6.492 

 
.011 

4. I would like to work in T&H after graduation 2.71(1.326) 3.03(1.484) -0.32 4.651 .032 
5. I would do any job in T&H after graduation 3.41(1.111) 2.76(1.158) 0.65 27.913 .000 
8. It was a big mistake to choose T&H as a career path 3.37(1.406) 3.01(1.508) 0.36 5.433 .020 
11. I do not plan to work in any other industry 3.69(1.082) 3.29(1.144) 0.40 11.062 .001 
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Appendix 6: Differences between perceptions of students at different stages of 

study (highlighting significant differences). 

Factor 0-80  
Meanab 

90-160  
Meanac 

170-240 
 Meanad 

250+  
Meanae 

f p 

Nature of Work       
2. Most jobs in the T&H industry are low 
skilled 

3.45(.981) 3.22(1.268) 2.95(1.121) 3.23(.927) 3.679 .012 

4. Working hours are too long in the T&H 
industry 

2.51(.999) 2.15(1.040) 2.15(.997) 2.00(.816) 4.453 .004 

Social Status       
3. It is a widespread belief that those that study 
T&H will be waiters 

3.10(1.197) 3.07(1.338) 2.66(1.226) 3.54(1.050) 2.737 .043 

4. Working in T&H is regarded as an 
important and beneficial service 

2.47(.886) 2.51(.931) 3.00(1.050) 2.62(1.261) 5.145 .002 

Pay/Benefits       
1. I think the pay is low for most jobs in T&H 2.56(1.001) 2.38(1.043) 2.00(.809) 1.77(.725) 7.181 .000 
3. The level of fringe benefits is low 2.58(.913) 2.40(.851) 2.41(.985) 1.92(.919) 2.885 .036 
Promotion Opportunities       
6. Academic qualifications are considered 2.63(.823) 2.45(.866) 3.00(1.034) 2.38(.768) 5.208 .002 
7. Many promotions are who you know not 
what you know 

2.53(.927) 2.40(.888) 2.02(1.008) 2.42(1.127) 4.686 .003 

8. Promotions are unsystematic in the T&H 
industry 

2.73(.765) 2.90(.784) 2.44(.915) 2.54(.776) 4.167 .006 

9. There is a lack of clear career progression 
structure in the T&H industry 

2.73(.923) 2.57(.956) 2.19(1.017) 2.92(.862) 5.512 .001 

Co-Workers       
3. Employees are generally uneducated 3.33(.965) 3.27(1.058) 2.76(1.088) 3.69(.751) 5.919 .001 
Commitment to Industry       
1. Disadvantages of working in T&H outweigh 
advantages 

2.89(1.133) 2.82(1.154) 2.22(1.115) 3.08(1.605) 5.671 .001 

3. I would not want my child studying or 
working in T&H 

3.23(1.027) 3.12(1.223) 2.73(1.112) 3.08(1.441) 3.247 .022 

4. I would like to work in T&H after 
graduation 

2.69(1.289) 2.74(1.473) 3.41(1.440) 2.77(1.641) 4.337 .005 

6. It is definite I will not work in T&H after 
graduation 

3.35(1.280) 3.39(1.302) 2.58(1.465) 3.46(1.506) 5.959 .001 

8. It was a big mistake to choose T&H as a 
career path 

3.41(1.365) 3.21(1.534) 2.66(1.481) 3.38(1.710) 4.329 .005 

12. I see my career in T&H 3.02(1.231) 3.06(1.228) 3.49(1.331) 2.38(1.446) 3.613 .013 
 

a Values in parentheses are standard deviations. Mean value: 1 = strongly agree, 2 = agree, 3 = unsure,  
4 = disagree and 5 = strongly disagree.  
b Total sample size 218 
c Total sample size 89 
d Total sample size 59 
e Total sample size 13 
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