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Abstract

Worldwide, hotel development takes place to keep in pace with the exponential

growth of tourism. This research examines human resource needs of the hotel

industry in Fiji in the face of this growth. The focus of this study is find the type of

labour required by the industry and the type of graduates produced by the

training providers. The research analyses the operations of Shangri-La Fijian

Resort and Outrigger on the Lagoon Resort Fiji, as a case study, to build an

understanding of the human resource needs of the hotel industry. It then looks at

the major training providers, that is, University of the South Pacific (U.S.P), Fiji

Institute of Technology (F.I.T) and New Zealand Pacific Training Center

(N.Z.P.T.C) to determine the type of graduates produced for the industry. All

three training providers supply graduates with various skills at different academic

levels. The findings of this research show that there will be a shortage of labour

supply however; the type of skills that will be in shortage is a contentious issue.
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Chapter One: Introduction



1.1 Background Information

The extensive development of tourism pursuits evidently makes tourism one of

the most outstanding economic and social phenomena of the past century. 'The

number of international arrivals shows an evolution from a mere 25 million

international arrivals in 1950 to an estimated 806 million in 2005, corresponding

to an average annual growth rate of 6.5%' ( World Tourism Organization, 2007).

The tourism and hospitality industry is a labour intensive industry whereby people

are the producers and consumers of the final product (Dittmer and Griffin, 1997

and Page, et. al, 2001). In the recent years, tourism has been on the rise due to

a number of factors including among others, strong economic growth, increase in

disposable income and leisure time, ease of travel restrictions, successful tourist

promotions and recognition by the host governments that tourism is a powerful

engine of growth and a generator of foreign exchange earnings (Singh, 2005).

The industry has still managed to flourish on a global scale despite negative

setbacks in the industry such as September 11th 2001. Tourism developments

are taking place to cater for the growing market. Particularly the hotel industry,

which provides lodging facilities for the tourists.

All hotels are unique given their target market, accommodation and location,

structure however; the one thing that is common in all hotels is that it needs to be

operated by skilled people. Hotels are one of the largest employers in the tourism

industry however employment in hotels is generally considered unattractive given

the seasonal, low paying and servile nature of work (Cukier, 2002). The

unattractiveness of jobs has led the labour pool in the tourism and hospitality

industry to shrink (Hoekstra, 2000). With further development of hotels, there

needs to be assurance from the labour market for skilled human resources to be

made available.

This research is based within the context of Fiji where tourism is Fiji's economic

mainstay. "In comparison to other industries such as sugar, garment, gold, timber

and fish, tourism has got the most significant impact on the economy of Fiji"
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(Ministry of Tourism, 2003). The tourism industry contributes 17% towards Fiji's

Gross Domestic Product (G.D.P) and creates 96 jobs for every 1 million earned

in tourism receipts (Ministry of Tourism, 2004b). It has been forecasted that the

industry will continue to develop as long as stability is maintained and land is

made available for the new hotel developments (United Nations, 2003). One of

the objectives in the National Strategic Development Plan 2007-20011 is to

increase visitor arrivals to 700,000 by the year 2011 and create additional

accommodation facility accordingly. As the visitor number increases and new

hotel developments take place, a major challenge would be the management of

human resources. A steady labour supply is needed with a diversity of skills,

knowledge and ideas to make the future hotel developments operational.

Skills are needed in all aspects of tourism development. Fraser Clark (President

of Fiji Architect's Association), pointed out in the 2004 Fiji National Tourism

Forum that the increase in hotel beds per annum is more construction than is

currently undertaken each year (Clark, 2004). He states that skilled workforce

needs to double in size given the proposed development projects. Investment

ventures will not be possible if there are not enough people to carry out the

construction process. The workforce should not only be composed of abundant

employees but employees who have the ability, will, knowledge and skill to

perform the required task. In other words, the employees need to receive

appropriate training before they join the labour force.

The key providers of labour supply for the tourism sector in Fiji include the

academic institutions, government, private sector and the hotels. Programmes to

develop management and vocational skills in the hospitality sector have been

introduced locally and are available from tertiary institutions such as University of

the South Pacific, Fiji Institute of Technology, Training and Productivity Authority

of Fiji and New Zealand Pacific Training Center. Common to these providers is

the attempt to train individuals and fit them into different categories of work in the

hospitality industry. Hotels work together with the academic institutions to provide

internships for students doing tourism and hospitality studies. Hotels, also



contribute towards the labour supply by providing in-house training to new

entrants and enhancing the skills and knowledge of existing employees.

The government together with the private sectors contributes towards the supply

of human resources for the hotel industry by providing scholarships, financial aid,

conducting workshops and facilitating research and development in the field. For

instance, a new website on human resource information (www.fijichris.gov.fj) was

recently launched in conjunction with the government (Ministry of Finance and

National Planning) and private sectors (United Nations Development Programme

and International Labour Organization). This website enables labour market

decisions making relating to human resource development and utilization. Fiji

Visitors Bureau is encouraging communication between the hoteliers and the

academic institutions in order to define the potential training gap that the industry

faces (Johns, 2006). This helps in producing a labour force with skills that the

industry needs. All four of these stakeholders contribute towards the labour

supply in different ways. In the context of the developments noted earlier and the

growing awareness of issues facing the labour market in this sector; the focus of

this research is to analyze the needs of the hotel developments based on the

current initiatives of academic institutes and hotels.

1.2 Problem Statement

Will the Fiji's hotel industry be able to sustain itself given current the labour

supply? "The tourism and hospitality industry is, by its very nature, a labour -

intensive, people oriented industry" (Jerris, 1999: iii). Amoah and Baum (1997)

add to this by saying that the tourism and hospitality industry is dependent for its

survival on the availability of good quality personnel to deliver, operate, and

manage the product. Currently, there is a shortage of semi-skilled workers,

skilled workers and experienced business managers in Fiji (South Pacific

Tourism Organization, 2005). Given the current the labour shortage situation, 27

new hotel projects are under construction, which would add almost 2500 rooms

to Fiji's hotel room stock by the year 2008. (Ministry of Tourism, 2003). It would



be difficult for the hotel industry to meet its human resource needs unless the

supply of labour increases. As new hotel developments take place, it is essential

for the academic institutions to produce a steady labour supply which meets the

needs of the industry.

Another issue regarding labour supply in the hotel sector is that type of education

and training provided to the graduates. Fraser Clark (President of Fiji Architect's

Association), elaborated on this issue in the 2004 Fiji National Tourism Forum by

saying that the graduates produced by academic institutions are not familiar with

requirements of the industry and therefore are not ready to work in the industry

without being given any further in-house training (Clark, 2004). In-house

training provided by the operators is mostly for their own benefit to meet the

current needs of the industry (Short, 2005). Very little attention is paid to the

employees future career prospects. Thus, the problem lies in the fact that there

appears to be a growing shortage of skilled labour in the hotel industry, yet the

inadequacies of training, particularly on-the-job training and lack of career

prospects make it difficult to attract and retain qualified personnel.

The level of attrition of skilled labour is high in Fiji. "The immediate aftermath of

the coups resulted in large labour redundancies and fewer new jobs as firms

were operation below capacity and as a result resorted to shutting down to

downsizing their operations" (Singh and Hussein, 2003). The May 2000 coup in

Fiji resulted in 6,537 people to migrate in 2001 (Fiji Islands Bureau of Statistics,

2004a).
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Figure 1.1: Labour force growth in Fiji

Source: Fiji Islands Bureau of Statistics, 2001

"In the mid 1980s the labour force growth picked up. However, due to the 1987

political crisis, which triggered a large emigration of both skilled and unskilled

labour, the growth in labour force contracted to around 0.8 percent in 1988"

(Singh and Hussein, 2003). Employment security in the tourism and hospitality

industry seems to be low as it is the industry that is affected most after a coup

(refer to Figure 1.1). As a consequence, people opt to migrate or find

employment in an alternative industry, thus the labour pool decreases further.

Given these problems it is difficult to determine whether the labour supply in the

hotel industry will be able to meet the labour demand as a result of the new hotel

developments taking place. The objective of this research is to provide more

information on the labour supply and labour demand in the hotel industry of Fiji.

The focus of the thesis is to provide emphasis on short-term issues only due to

the many political and economical variables which can make the research

findings irrelevant in the long-term.



1.3 Research Objectives

1. Contextualize human resources training issues in resort sector in respect

to recruitment, training and needs at different levels based on case

studies.

2. Identify activities of education and training providers for tourism with

respect to courses and curriculum.

3. Identify perspectives of academic and industry training providers on future

education and training needs.

4. Identify issues surrounding education and training for future needs against

demands of industry.

5. Make recommendations based on findings.

1.4 Thesis Outline

This begins with the literature review (Chapter 2) which discusses the nature of

the hotel industry on a global scale which comprises a definition of the hotel

industry, the unique human resources required and the organizations responsible

for producing the labour force. The hidden challenges of doing research on

labour issues in the tourism and hospitality field is discussed. The chapter also

explains the varying research findings in developed and less developed countries

to justify the need for this research to be done in a developing country like Fiji

which has its own unique social, political and economical context.



Chapter 3 is devoted to elaborating the local context of the research whereby the

hotel industry is incorporated with the labour pool to highlight issues regarding

the labour supply in Fiji's hotel industry. Chapter content includes the current

hotel trend in Fiji, reasons why Fiji has been accorded as an attractive

development site for hotel investment and the incentives and subsidies provided

to the hotel investors. The definition and justification of methodological

approaches employed in this research is discussed in Chapter 4. The assertion

of data sources, data analysis, sample size and feedback analysis are given

together with the research limitations.

Chapter 5 presents the research findings to satisfy the research objectives. It

provides background information on the hotels under study, that is, Shangri-La

Fijian Resort and Outrigger on the Lagoon Fiji Resort. It gives the status of the

number and type of employees, various operational levels and the training

initiatives of the resort. The research findings presents the comments from hotel

staff together with strategic vision of the hotel which are incorporated to discover

the attitude and ways in which the resort contribute towards the labour supply.

Further elaboration on the research findings is given by stating viewpoints from

the academic institutes understudy, that is, University of the South Pacific

(U.S.P), Fiji Institute of Technology (F.I.T) and New Zealand Pacific Training

Centre (N.Z.P.T.C). The chapter describes the type of graduates produced by

each of the academic institution and the trend in the graduate supply.

Representatives from the academic institutes state their perspectives on the

current labour supply of the industry and the ways in which it can be improved.

Chapter 6 analyses the relationship between the hoteliers and the academic

institutes under study in the context of contemporary theoretical perspectives.

The subtopics describe the type of labour shortage in the hotel industry and

problems faced by the industry when it comes to producing labour. Solutions

suggested by the research participants to address to the problems identified are

also stated.



Chapter 7 is the last chapter which concludes the whole thesis. It summarizes

the key findings of the study and states the challenges faced to train the labour

force in the hotel industry. Limitations of the research and recommendations for

any future studies are given at the end.

1.5 Summary

Most of the research on human resource issues in the tourism industry focus on

the training and education sector, employee empowerment and improving the

tourism experience through efficient staff. Very little research to addresses the

issue of future labour shortages faced by the industry (Cukier, 2002:165).

"Accurate forecasts of tourism demand are essential for efficient planning by

various sectors of the tourism industry" (Witt and Song, 2001:106).This research

looks at the human resource needs of hotels in Fiji to determine whether the

hotel industry in Fiji would be able to sustain itself with the current supply of

labour force. The research focuses on labour requirements of large scale hotel

developments represented by two hotels understudy in this research is Shangri-

La Fijian Resort and Outrigger on the Lagoon Fiji Resort. With their various

departments and large number of employees these two hotels reflect a picture of

large scale hotel developments taking place in the near future in Fiji's hotel

industry. The labour demand is compared with the labour supply from Fiji

Institute of Technology (F.I.T), New Zealand Training and Productivity of Fiji

(T.P.A.F) and University of the South Pacific (U.S.P) which are some of the

dominant providers of labour in the hotel industry. This research will determine if

there will be a labour shortage in the hotel industry of Fiji.



Chapter Two: Literature Review
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2.1 Introduction

The chapter begins with a literature review which discuses the background and

of the nature of the hotel industry and reveals the challenges faced while doing

research in this field. The way in which developed countries solve the problem of

meeting human resource needs in the hotel industry will be discussed alongside

the way less developed countries work to solve the same problem. The definition

of the hotels and the unique human resources required to make this industry are

also discussed. This will be followed by providing background information on the

organizations responsible for producing a labour force in the hotel industry.

Finally, a critical analysis is presented of previous research conducted on similar

research topics to justify the need for further research.

2.2 Background and Context

Page et al (2001), Lee-Ross (1999), Amoah and Baum (1997) state that the

hotel industry is a people industry where tourists are people, clients and

customers and their activities are subject to normal human behaviour. In addition

to this, the product in the hotel industry is wholly dependent on the person

delivering it which enables interaction of people from different backgrounds,

locations and cultures. Baum (1993) says that the tourism and hospitality industry

can be conceptualized as a client purchasing the skills, service and commitment

of a range of human contributors to the experience that they are about to embark

upon. It is difficult to control or predict human emotions while delivering and

consuming the tourism product. The fact that the hotel industry is consumed and

produced by people creates a major challenge when it comes to understanding

the human resource issues in this industry.

Apart from the complexity of hotels being a 'people industry', the continuing

growth of the hotel industry accompanied by its dynamic nature does not make

the study of human resource issues in the industry any easier (Jayawardena,

11



2001a; Moutinho and Peattie, 2000; Davidson and Timo 1999; Swarbrooke,

1995). The hotel industry is one of the sectors that make up the tourism industry;

therefore, a change in the tourism industry reflects the hotel industry as well. Due

to the growing number of consumers in tourism, new products are developed to

meet the diverse range of needs and divert attention from one type of tourism

product. The same concept applies to the hotel industry as it is seen that new

types of hotels being developed to meet the target market needs. For instance,

there have been luxurious hotel developments in Fiji to meet a target market of

brand conscious tourists (Ragi, 2006). Most of the tourists to Fiji come from

Australia and New Zealand (Ministry of Tourism, 2004b).These tourists can

purchase similar type of tourism products in their own countries yet they choose

to come to Fiji because of the brand image associated with it. Brand conscious

tourists have high expectations. In this case, service providers are faced with

better educated, well-traveled and altogether more sophisticated consumers

(Lee-Ross, 1999: xiii). Tourism organizations must ensure that the service

providers understand the new consumer dynamics. This is a tough process

because tourists come from all over the world and the workers in the industry are

faced with a range of labour issues to cater to their needs. Keeping in mind, the

revolutionary nature of product development and vibrant consumers and

producers of the industry, it is a challenge for the observer to keep in pace with

the industry let alone carry out research based on the hotel sector, its consumers

and producers.

"One of the main criticisms of the traditional human resource framework, within

tourism and hospitality, is that human resource planning is based on contingency

and the attainment of short-term objectives rather than foresight and

anticipation" (Amoah and Baum, 1997:7).The Department of Ministry of Tourism

in Fiji aims to make tourism a billion dollar industry to complement this, trends in

the visitor arrivals in Fiji positively reflect the goal (Fiji Times, 2005, 9

April). In order to achieve this goal, it is important to have the necessary

entrepreneurial investment and management skills to support the boom in the

industry (Nacuva, 2005). Having adequate labour support is one of the objectives

12



that the industry better pursue to facilitate the development. However, it is often

noticed that economic gain is the center of attention in any industry rather than

sustainability of the industry in the long run. In the case of Fiji, apart from looking

beyond the growth by volume, the hotel industry is faced with the challenge of

producing staff with the appropriate skill, knowledge, experience and attitude.

Berno (2003) agrees to this by saying that a skilled and educated workforce will

be required if tourism is to be sustained as a key economic sector. Determining

the type of skill and the number of workers required by different sectors of the

industry requires widespread research which needs to be carried out fairly

quickly so that the research findings are current and relevant to the present

situation. This imparts another research challenge for the industry.

The industry being a dynamic people industry with lucrative economic gains

attract considerable research attention. The proceeding paragraphs discusses

the way in which developed countries solve the problem of meeting human

resource needs in the hotel industry will be compared with the way less

developed countries work to solve the problem.

2.3 Developed Countries versus Developing Countries

"Wealthier nations are more likely to take an interest in human resource

concerns than poorer ones" (Baum, 1994: 259). In this case, wealthier nations

refer to developed countries in contrast to poorer nations which refer to

developing countries. Jenkins (1980) points out that tourism in developed

countries can be regarded mainly as a social activity with economic

consequences; in developing countries it is largely an economic activity with

social consequences. For instance, the Momi Bay multi-million dollar resort

development in Nadi, Fiji is predicted to benefit the local community economically

and socially by providing jobs for the locals and basic infrastructure such as tar

sealed road, electricity and constant water supply (Goundar, 2006). Cukier

(2002) states the following contrasting views from developing and developed

countries about employment in the tourism industry:

13



…developing countries become involved in tourism primarily because of expectations of

improved economic conditions through an increase in employment and associated

income. In contrast to developed countries, where a large proportion of tourism

employment is seasonal and low paying (and thus not considered attractive)… (Cukier,

2002:168)

In the case of developed countries, the seasonal, servile and low remuneration

nature of work in the hotel industry does not make it easy to attract and retain

employees (Young, 1973; Urry, 1990; Hudson and Townsend, 1992). "A study

carried out in 1996 in Germany found that employment in the hotel and catering

trade was not the first choice for nine out of ten employees, while only one

employee in seven was satisfied with the trade as a choice of career" (

International Labour Organization, 2001). On the other hand, joining the labour

force in the tourism industry may seem like an attractive option in developing

countries but there is often lack of people with the appropriate skills and

knowledge to join the industry (Cukier, 2002).

The government polices regarding labour force in the tourism industry differs in

the developing and developed countries. Cukier (2002) states that developing

countries have considered employment in the hotel industry as a glamorous

option. In such a situation, there is no need for the government to encourage

individuals to join the labour force. The quantity of employees is already present

to fill in the positions (Varley, 1978; English, 1986; and Cukier, 2002). Evidence

to support this view has been found in Fiji where tourism industry is the major

employer for the local population in comparison to other prominent industries

such as agriculture, mining, and manufacturing (Ministry of Tourism, 2005). In the

case of developed countries, the diversity of the economy and an educated

labour force does not make employment in the hotel industry an attractive option.

Hudson and Townsend (1992) support this by commenting that tourism

employment in Britain was characterized by low-quality work and was accorded
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an associated low status. Thus, it can be said that government in developed

countries make a greater effort in attracting individuals to join the tourism labour

force in contrast to developing countries whereby the encouragement and

incentives is not necessary due to the willingness of the population to join the

hotel industry.

The ways in which labour shortage problems are solved in each country differs

from one another. In developing countries, the main labour issue is the shortage

of skilled labour (Cukier 2002). This problem is solved by getting 'outsiders' or

expatriates to fill in the labour gaps (English, 1986) which only fulfills the short-

term needs without contributing to the sustainability of the industry. An alternative

solution is increasing the number of skilled workers in the country by bringing in

expatriates.

In the case of developed countries, there is a shortage of labour supply because

people do not want to join the hotel industry. "In the hotel industry in developing

countries there may be on average up to three people employed for each hotel

bed, while in developed countries the inverse is true, with one person employed

for up to three or even four hotel beds" ( International Labour Organization,

2001). Countries such as Ireland promote employment in the tourism industry by

promoting tourism-related careers, encouraging people who have been out of

the workforce for a long time to take up a career in the tourism and by securing

and retaining a professional and skilled workforce by new management methods,

improving and the working conditions and increasing the wages (Parliament of

Ireland, 2000). The government and stakeholders of the tourism industry make

an initiative to promote flexible working hours, new management methods in

favour of the employees and promote career development within the industry

(International Labour Organization, 2001).

As discussed in the above paragraphs, developed countries and developing

countries have differing labour force issues in the tourism industry that lead to the

same problem; shortage of labour supply in the tourism industry. This leads to a
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conclusion that whether it is a developing or developed country, shortage of

labour supply is a prevalent problem faced by both. The solution to the problem

varies in different contexts. This research is narrowed down into looking at the

hotels in Fiji to provide an example of how a developing country tries to solve

labour shortage problem.

2.4 Definition of Hotels

To base a research around the hotel sector, it is necessary to define what the

industry is made up of. The hotel industry is also known as the lodging industry,

hospitality and vacation industry. Fox (1999), articulates that hotels can be

defined by several development criteria, compromised of price, function, location,

market served by the hotel, and distinctiveness of style. The hotel industry is

made up of hotels, motels, lodges or any type of facility which provides basic

amenities for accommodation. Accommodation comes in all different forms.

Weissinger (1989) describes hotels as multi-storied lodging facilities which range

in size from twenty rooms to hundreds of rooms which can be quite elegant with

each room individually decorated. Lawson (1995) contributes to the definition by

saying that hotels are a public establishment offering travelers and temporary

visitors, against payment, two basic services: accommodation and meals. Medlik

(1989) describes a hotel as an establishment providing for reward

accommodation, food, and drink for travelers and temporary residents. All of

these definitions can be compiled to come up one definition: hotels

accommodate those away from home by providing them with various facilities to

meet their needs.

Hotels are important in an economy because they are a foreign currency earner,

outlet for products of other industries such as agriculture and arts, and employers

of labour. They also contribute socially to a destination by being a facility provider

and source of amenities (refer to Appendix 1). Keeping in mind the importance of

hotels, the following discussion explains the type of products and employment in

the hotel industry.
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2.5 Hotel Products

The hotel industry is a part of the tourism industry. Therefore, the characteristics

of the products in the tourism industry are also inherited by the hotel industry.

The hotel industry is a service industry which makes the hotel industry products

perishable, variable, tangible and inseparable (Page, et al, 2001). Some of the

basic products provided by the hotel industry are front office services,

housekeeping duties and food and beverage facilities (Weissinger, 1989). All of

these products have an aspect of human activity added to it which makes it a

service industry. "From the point of view of its users, a hotel is an institution of

commercial hospitality, which offers its facilities and services for sale, individually

or in various combinations" (Medlik, 1989:13). The same author states that a

complete hotel product is made up of the location, facilities, services, image and

price of the hotel; the hotel's product depends on the size and type of hotel. Fox

(1999) provides contrasting views by saying that the hotel products are

determined by the market served by the hotel. The range of products would

depend on whether the hotel is serving the luxury or economy market. The

dynamic nature of the industry has an impact on the range of products in the

hotel industry. The product range is expected to increase as competition in the

hotel industry intensifies due to increases in the number of tourist arrivals.

Swarbrooke (1995) affirms this by saying that tourists in the future are going to

be highly educated thus demand a wider range of top quality hotel products. A

change in hotel products would have an impact on the type of labour required to

serve the products. "High customer expectation of quality requires personnel with

required skills" (International Labour Organization, 2001). In line with this,

products with a higher level of sophistication require a labour force with new skills

and knowledge to serve the new products. Hence, it would be a challenge to

produce a labour force with new skills given the apparent shortage of labour in

the industry discussed earlier.
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2.6 Employment in Hotels

There is a diverse range of employment in the hotel industry. Factors determining

employment in the hotel sector are size, location and the type of hotel (Medlik,

1989). Westlake, (1997); cited in McDonald and Hopkin, (2004) identified four

levels of employment in the hotel industry (refer to Figure 2.1). Management level

staff are responsible for the overall functioning of the hotel and make strategic

decisions based on the operational environment and market. Supervisory level

staff see the overall functioning of their respective departments only. They

oversee the operational activities and provide administrative support to their staff

within the department. Craft-Skilled employees are employees that perform the

day to day activities of a department. Craft-Skilled employees are specialized in

their own field of work. Operative-Less Skilled employees form the bulk of the

labour force in a hotel. These employees perform less-skilled activities under the

supervision of craft-skilled employees or supervisory level staff. In some

circumstances an employee can perform at two levels of employment depending

on the size of the hotel.

/ Supervisory \

/ Craft-Skilled

/ Operative-Less Skilled

Management

\

\

\

Figure 2.1: Levels of Employment in the Hotel Industry

Source: Westlake, (1997); cited in McDonald and Hopkin, (2004)

Apart from different levels of employment there are different departments in a

hotel which determine the type of employment. Campbell and Featherstone

(1995) outline the key departments which are typically present in a hotel (refer to

Figure 2.2). Different departments required different types of skills in contrast to
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different levels of employment where experience in the specialized area counts

the most.

Housekeeping/
Rooms
Division

Figure 2.2: Main Departments in a Hotel

Source: Campbell and Featherstone (1995)

Employment in the hotel industry usually involves long working hours, shift work,

low pay and is seasonal. Different authors have different views on the nature of

employment in the hotel industry which varies from both positive and negative

image. Weissinger, 1989; Wagen, 1995; Cukier, 2002; Henry, et al., 2004, look at

the nature of employment in the industry from a positive viewpoint by saying that

the nature of employment in the hotel industry allows employees to have ease of

entry, flexible working hours and chance to acquire different skills; all of which

give employment in the hotel industry a high status and glamorous image. A

number of researchers (Urry, 1990; Hudson and Townsend, 1992; Jayawardena,

2001b; Pratten, 2003; Harris and Zhao, 2004) argue that employment in the hotel

industry is menial because it is servile in nature, seasonal and does not require

academic qualification and many skills. Campbell and Featherstone (1995) think

otherwise by stating that there is flexibility in working in the hotel industry due to

the availability of seasonal work which can offer temporary employment between

jobs, a chance to gain experience in a new field and an income for a defined
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period. They also state that the nature of the hotel industry employs full-time,

casual and temporary labour which is great for students, home makers,

travellers, the self-employed and full-time workers who want to earn extra

income and gain valuable experience by working casually in the industry.

Employment in the hotel industry can be considered from both viewpoints

depending on the type and level of employment. Views may also differ in

developed and developing countries. Employment in the hotel industry would be

considered as a higher status in developing countries because it usually offers a

higher pay than other traditional occupations such as farming and fishing

(English, 1986; Jayawardena, 2001b; Cukier, 2002).To complement the diversity

of employment in the hotel industry, the skills required for each occupation is also

important.

Different departments in the hotel are responsible for carrying out different tasks

which requires employment of individuals with different skills. Explanation on

personal skills and professional qualifications needed by various staff of the hotel

within each department is outlined in detail in Appendix 2.

2.7 Skills Required in Hotels

Advanced economies transform themselves into ones that are service-based

and information technology geared and recognize the emergence of a knowledge

society where the basic resource is no longer capital or natural resources or

labour, but knowledge, and in which knowledge workers play a central role

(Ducker, 1993; cited in Littlejohn and Watson, 2004). Employees with the

appropriate knowledge and skills are essential in a service based industry like

the hotel industry. Without the appropriate skills employees would not be able to

provide a quality service (International Labour Organization, 2001). Weissinger

(1989) argues that employees can join the labour force in the hotel industry

without skills and can acquire relevant and much needed skills as they perform

their duties. This is true for generally all industries since employment experience

20



enables one to gain more knowledge and skills about a particular field(s).

However, there are some essential skills that are necessary for entry in the hotel

industry.

The hotel industry is a people industry which requires face to face contact with

the customers and service providers. Wagen, 1995; Amoah and Baum, 1997

agree on the following attributes that employees should have to work in the hotel

industry: be well organized, able to work in a team, have good communication

skills, function well under pressure, have smart presentation and grooming, and

have basic knowledge of technical skills. Both writers agree on that fact that

academic qualification, training and 'hands-on' experience in the industry is

invaluable since it allows the candidate to improve their career prospects in all

sectors of the industry.

Kriegl (2000 ; cited in Harris and Zhao, 2004) say that bi-lingual speaking

abilities, inter-personal communications, leadership and the study of

international business were the most critical components of cutting-edge

learning for hospitality managers seeking to be globally competitive. Littlejohn

and Watson (2004) add to this by saying that language competencies would

greatly be supported if students were given the opportunity to undertake full year

placements in hotels and other tourism businesses abroad.

An increasing culturally diverse clientele has necessitated specialist training in the field

of knowledge building for staff. ITT Sheraton operates a number of resort hotels in the

Hawaiian Islands, where the presence of Japanese clients has encouraged the creation

of Japanese language and culture courses. This initiative has resulted in a significant

increase in the number of Japanese guests frequenting the hotels… (International

Labour Organization, 2001:8).

As seen in the above example, employees with foreign language speaking ability

would be in a better position to understand, accommodate and cater for the
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customers more efficiently in comparison to employees who do not know how to

speak in the customers' language. It is a skill to be embraced in order to increase

the foreign market share. Holder (2004; cited in Henry et al., 2004) opposes the

idea of employees having bi-lingual speaking abilities if there is no market for

foreign speaking customers. He adds to this by saying that there is unlikely any

importance of language competencies when only one visitor in three speaks in a

different language. Regarding the decision on whether to take up bi-lingual

language skills, it is vital for the destination to know the language characteristics

of the target market. Despite the need for specialized training in multi-language

speaking abilities, there are cases when training cannot be conducted. In the

case of developing countries, it is difficult to have bi-lingual abilities in staff due

to the lack of resources and its status placed in the curriculum.

According to the International Labour Organization (2001), a large majority of

five-star hotels in developing countries are now managed by international chains

which target foreign language speaking countries. It can be said that more

international hotels are expected to develop in developing countries in the future

and tourism demand is likely to originate from markets which were not as

prominent before. One such example is China where the outbound market is

forecasted to grow at a rate twice as fast as the rest of the world (Hicks, 2005). In

order to cater for such change in the market, bi-lingual ability is essential for

hotel employees in the developing countries.

Personal skills as well as academic qualifications are required to take up a

position in a hotel. Skills depend on the individuals' personality, goals and

attitude. On the other hand, education depends on the learning ability of an

individual. Campbell and Featherstone (1995) say that the hotel industry is

unique; individuals at all levels, with or without a formal education, can build

successful careers in the industry. Amoah and Baum (1997) point out that

education can improve the human resource climate by giving employees some

background and theoretical knowledge about the industry. Baum (1995) believes

that,
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…there is little dispute that entrant at all levels require inputs of both an educational and

training kind, although traditional practice tends to focus primarily on the latter in

preparing student and employees for what are perceived to be the lower skills positions in

the industry… (Baum, 1995:186).

The common denominator in both developing and developed countries is that

employees working for the hotel industry need both education and skills to

provide quality service to the clients. Vacation experience is a huge determinant

of the growth of the tourism industry; which in turn is largely dependent on the

employees' skills.

2.8 Production of Labour Supply for Hotels

The labour supply has to be produced in line with the demand from the hotel

industry. The International Labour Organization (2001) states that distance

training systems with worldwide outreach and interactive technology have

caused change in the training environment leading to a rise in the quality of

training and lower costs. This may not be true in the case of developing countries

and Pacific Island nations as they face unique challenges due to their size and

distance from major markets and with the increasing number of young people

entering the labour market or wanting to enter the labour market (Globalization

and their Impact on Labour Markets Conference, 2006). The main organizations

responsible for producing required labour supply in the hotel industry includes the

government, private sectors, educators and the hotel industry itself. Collaboration

between these stakeholders is vital and determines the sustainability of the

workforce in future.
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2.8.1 Government

"The public sector has many roles to play in the co-ordination, planning,

legislation and regulation, and financing of tourism, for the political, economic

and social wellbeing of the nation as a whole" (Amoah and Baum , 1997:7). The

same authors criticize the funding role of the government by saying that in most

cases tourism and hospitality studies is not recognized by governments as an

important, legitimate field of study which merits the level of funding accorded to

other schools and faculties. However, if tourism is one of the prominent industries

for a country then it would not be difficult to seek the governments' attention.

Once again, problems arise when the governments' attention is biased towards

short-term economic gains from the industry. Jayawardena (2001a)

recommends that governments should be sensitive to the needs of the industry

and balance industry needs between economic development and environmental

protection so that the industry is maintained in the long run.

When it comes to the labour supply in the hotel industry, governments have the

responsibility to insist in quality assurance in the education system (Garvin, 1988;

cited in Morgan, 2004). A government must examine the existing programmes

and policy for hospitality education, in order to ensure that developmental aims

and the needs of the industry stakeholder groups are being met (MacDonald and

Hopkin, 2004). Governments act as a mediator to facilitate communication

between stakeholders. A call for collaboration is, once again, nothing new,

though difficult to enact in a fragmented industry (Littlejohn and Watson 2004).

The same authors criticize government by saying that government initiatives

designed to bring players together, have lacked the strategic power to

concentrate on long-term issues on management development. Jayawardena

(2001 b) recommends that medium-term and current needs should be met first to

facilitate the growth of the industry in the short-term.

Government policies have an effect on employment in the hotel industry. It is the

responsibility of government to take care of health and safety at work,
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accountancy and employment law (Graham and Lennon, 2002). A government

attracts individuals to join the labour force by promoting the industry and by

giving good incentives upon joining the labour force (Cukier, 2002). The level of

intervention from a government depends on the status of the country, that is,

whether it is a developing country or a developed country. Cukier (2002) explains

that government sectors in developed countries put more effort in trying to

promote jobs in the hotel industry because employment in the industry is

considered menial thus the labour supply is less. Furthermore, she elaborates

that individuals in developing countries are willing to join the hotel industry labour

force as jobs in the industry are of a higher status in comparison to other

traditional sectors. As a result, the government is not worried about the quantity

but the quality of the workforce. Jayawardena (2001b) justifies governments'

action by stating that developing countries have lack of resources and funds to

participate in achieving a sustainable labour force for the hotel industry.

2.8.2 Academic Institutions

Academic institutions include those specialize in tourism and hospitality studies.

There are academic institutions which provide vocational studies and others

which are concentrated towards providing a theoretical understanding of the

tourism and hospitality industry. Tribe (2002) defines vocational education as

aimed at enabling students to become operationally effective in the industry.

Morgan (2004) adds to the definition by saying that a vocational course is

designed with the needs of specific industries in mind. Vocational education is

not all that is needed to operate the hotel industry. Theory as well as practical

knowledge is needed. Theoretical education focuses on the concepts and issues

in the industry and is biased towards managerial objectives (Cooper and

Westlake, 1998). Both vocational and theoretical courses are important to suit

the various types of employment in the hotel industry (Campbell and

Featherstone, 1995).
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Apart from classroom teaching, educators are also involved in providing

internships for the students. "Internships take into account real world industry

demands and hands-on learning needed to re-kindle skills" (Harris and Zhao,

2004: 429). Internships give students some experience before officially joining

the workforce after the completion of studies. However, internships are not

without challenges. Financial support for such endeavors rewards those who

participate, and the opportunity for faculty to implement what was learned in the

classroom must be present in internship programs to be effective (Harris and

Zhao, 2004:434). Once again, Harris and Zhao (2004) have a solution which

requires educators to step back in the industry and serve the industry as an

intern provided the activity is recognized by the educational institute. One of the

ways where this can be made possible is when educators use their sabbaticals to

do an internship and treat it as a research project. However, such an action may

not acceptable by all and it may not possible due to lack of time, recognition and

resources.

Some employees in the workforce do not attend any specialized educational

institute. As stated earlier, employment in the hotel industry is flexible and

seasonal in nature which gives the chance of employment to school leavers.

School leavers could include students who quit school at an early age and

students who seek temporary employment during their holidays. These include

employees who do not have any tertiary level academic achievement.

Jayawardena (2001b) says that previous academic achievements are important

and must be considered, but this should not be the only main criteria in selecting

employees. She adds onto this by saying that individuals with suitable aptitude,

attitude, personality and previous experiences in the industry are important

components while hiring employees. On the other hand, Campbell and

Featherstone (1995) argue that some positions in the hotel industry require

formal accreditation, but the advantage of working in hotels is that most skills can

be learned on the job. Despite this statement, there is a need for formal

education to equip the employees with basic knowledge to communicate with

customers and peers.
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One of the criticisms of the educational institutes is highlighted by a phrase

structured by Harris and Zhao (2004) who note that 'those who don't practice

teach' which characterizes academics in universities who have been away from

the industry roots and in time to come forget about the dynamic nature of industry

needs thus producing 'obsolete graduates'. Amoah and Baum (1997), provide a

solution to this by involving both educators and employers to identify industry

needs so that a curriculum can be tailored to meet the needs of the industry.

Littlejohn and Watson (2004) pass a critical comment on this solution as they

believe that such a scenario will lead to an employer driven curriculum which

would be concentrated on short-term up—skilling of the workforce only. The

solution focuses on solving the current labour issues only without anticipating

and solving future issues. Barrow and Bosselman (1999) also disagree to this

solution because they believe that the hospitality industry is too dynamic that it

becomes unrealistic to assume that curriculum content can accurately reflect

current issues.

2.8.3 The Hoteliers

" Within the hotel chain industry, there is a trend towards greater investment in

staff training, up to 1 per cent of revenue earmarked for this purpose" (

International Labour Organization, 2001). Hoteliers contribute towards the labour

force of the industry by providing internships to students and training employees.

Internships are made possible with the efforts of the hotel industry and

educators. Hoteliers play the part of giving students a chance to join their

organization for a short period of time. Through internships, the hotel industry

plays its part of giving the students a chance to get some hands-on experience;

thus, improving the quality of the workforce.

Hoteliers also provide training to their existing employees or new entrants, the

goal being to let employees get familiar with a particular component of the hotel

operation. The level and frequency of training depends on the amount of

resources the hotel can afford to devote to the training department. Pratten
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(2003) says that large companies have the resources to plan, introduce, run and

evaluate ambitious training and staff development programmes. Harrison (1997)

states that training and development pose particular challenges in smaller firms,

with difficulties in releasing employee and employer's time, combined with

consequent demands on financial resources. Jaszay and Dunk (2003), point out

that skilled, experienced employees are a necessary component for a training

program. They add to this by arguing that the workers in this era have increased

job expectations and are less willing to be humble and obedient to teach

individuals with varying degrees of experience and understanding. The challenge

lies in the attitude of management, whether they are willing to accommodate

training or resist it, an issue which has significant impact on the supply of a good

quality labour force.

2.9 Previous Studies on Labour Supply in Hotels

Previous studies of human resource issues in tourism and hospitality research

have focused on aspects of diversity of the workforce, training and education

needs, relationship of human resources with service quality and challenges in

human resource management. There are no comprehensive views on shortages

of labour in the hotel industry. Although some of the literature does elaborate on

shortages of labour supply and employment issues in the hotel industry (Lee-

Ross, 1999; Jayawardena, 2001b; International Labour Organization, 2001;

Cukier, 2002; Henry, et al., 2004), the majority of these studies do not focus on

the types of labour shortages that will be faced by developing countries in

particular.

The literature on labour supply largely originates from developed countries

whereby the research may not relate to developing countries. As pointed out by

Cukier (2002), employment in the hotel industry is considered as a high status

job in developing countries. People are willing to join the labour force however

the problem lies in finding people with appropriate skills, knowledge and

experience. Lane and Dupre (1997) support this statement by saying that the
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major challenge lies in finding or importing sufficient talent to operate hotels in

developing countries. There is no doubt that tourists in the future will become

more demanding given the high level of education and will to travel (Swarbrooke,

1995; International Labour Organization, 2001), thus the quality of the labour

force will not be of concern with the given quantity. Previous literature has been

written on training methods and ways to improve the quality of the labour force in

the hotel industry (Baum, 1995; Jaszay and Dunk, 2003) however there is a

serious lack of literature on producing a quality labour force given the resources

in developing countries.

The literature also fails to discuss the types of labour that will face shortages in

the future. Specific research should state the shortages in the labour supply

according to the level of employment as illustrated in Figure 2.1. Some authors

predict that there would be a shortage of managerial staff (Jayawardena, 2001a;

Pratten, 2003) where as others predict that there would be a shortage of skilled

vocational workers in the industry (Graham and Lennon, 2002). Both predictions

can be true depending on the tourism destination. Butler and Jones (2001) affirm

that global tourism is forecasted to grow, but overall growth forecasts hide

tremendous differences between regions and countries. Lane and Dupre (1997)

affirm that every hotel, country and continent hosts a different mix of tourists

which shape the services needed by the host country. This leads to different

labour issues faced by individual host countries. Wide research in region specific

literature on labour shortages in the hotel industry is not common in the current

and previous literature. Butler and Jones recommend that an examination of the

region likely to see increase in tourism should be targeted to see if the region is

equipped to handle the increase effectively. Rapid increases in tourism may not

be a favourable option for all the regions which intend to stay within the limits of

sustainable development and limited resources. This facet is often ignored in

literature on the topic of labour forecasts, where the focus is typically on the

growth of the industry. Any research studies on labour shortages should consider

the level of tourism activity in that region and expected growth in future
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incorporated with a need assessment analysis of the different types of labour

required with the expected growth.

A further criticism of the literature on labour force shortages does not explain the

factors leading to labour shortages. Researchers (Baum, 1995; Less-Ross,

1999; Berno, 2003, Costa, 2004) have identified the problem of labour shortages

and the things that should be done to overcome this problem. Campbell and

Featherstone (1995) and Cukier (2002) state that the poor working conditions

(such as long working hours, low pay, seasonal industry, lack of career

prospects) are some of the factors which create an unattractive image of

employment in the hotel industry which leads to labour shortages. In spite of the

nature of employment, individuals in developing countries still find employment in

the hotel industry a lucrative option. Conversely, the problem of labour shortages

still remains and previous and current research does not give adequate

explanation for such a situation.

Contemporary studies in labour force issues in the hotel industry face a number

of significant tensions, contradictions and debates, which would make it

presumptuous of the authors to pretend to have comprehensively addressed the

issue of shortage of labour force in the future. It is proposed here that research

be carried out in a developing country where the types of labour shortages in

accordance with the type of hotel development are studied. As this research

thesis is progressed, the above mentioned concerns will be incorporated in the

study to get in-depth knowledge of labour shortages in the hotel industry.

2.10 Summary

This chapter has reviewed literature in relation to labour supply in the hotel

sector. There are some significant challenges faced when doing research in the

hotel industry. The challenges are such that the hotel industry is a people

industry, a dynamic industry and an industry which has extremely high economic

gains. Since the industry achieves high economic gains, focus is often based on
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improving the economic aspect of the industry which shifts the focus away from

doing research on other sectors of the industry. This chapter also distinguishes

the labour issues faced by developed countries and developing countries.

Developing countries face a lack of skilled labour where as developed countries

lack a motivational labour force to join the industry. Due to different types of

problems faced, the countries have different solutions tailored to their labour

needs.

Hotels are defined as a lodging industry which has unique products to offer. The

products in the hotel depend on the size of the hotel and the target market. All

hotels have basically the same departments however the employees may have

different skills. The type of products in a hotel changes according to the

consumer preferences which require a very unique labour force with unique

skills. Employment in a hotel is considered favourable by many as it gives

individuals a chance to possess new skills and practice available skills, however

some believe that employment in hotels is a low skilled profession. The

perception of employment in hotels also depends on where it is a developed or

developing country. In a developed country wage conditions of working in a hotel

is considered too low compared to employment in other industrial occupations.

On the contrary, tourism as a whole provides an economical boost in developing

countries especially in terms of providing employment.

There are typically four operational levels in the industry: managerial,

supervisory, craft-skilled and operational less-skilled. Employees at each of

these operational levels require different skills, experience and formal education

to meet the needs of consumers to produce a service quality product. A mixture

of technical skills, formal education industrial experience and in some cases bi-

lingual speaking ability is required by the hotel employees. This poses a

challenge to the providers of labour and education institutes in the hotel industry

given the dynamic nature of the industry and the ever changing consumer

preferences and expectations.
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Normally, the organizations responsible for the labour force are the government,

academic institutions and the hoteliers. Government has a prominent role in

making policies and legislations to promote employment in the hotel sector. For

countries where tourism is prominent in the economic, the governments' role is

more active in terms of marketing, funding and promoting employment in hotel

industry. One of the shortfalls of governments' involvement in the industry is that

too often the focus lies in obtaining short-term objectives primarily for economical

benefits rather than sustaining the industry in terms of human resources. Often

when is comes to academic institutions in the tourism industry, there are mainly

two types; vocational education providers and theoretical educators. Vocational

institutions mainly focus on providing hands-on skills based training for different

departmental needs in hotels. An internship programme is often part of the

curriculum to give the students some real-life hands on experience of the

industry. One of the biggest concerns of the academic intuitions is that the

curriculum needs to reflect the needs of the industry; which is often a challenge

due to the dynamic nature of the industry. Hoteliers often contribute towards the

labour supply by providing internal training to its employees in specialty areas.

Hoteliers also contribute by supporting academic institutes for internship

programmes and by sponsoring their employees to take external courses in

academic institutes. The government, academic institutes and hoteliers need

close collaboration and cooperation to produce adequate and suitable labour

force for the industry.

There has been little research done in the hotel industry which looks into the

shortage of labour supply in developing countries, the type of shortage, type of

labour that should be produced and the factors leading to the shortage. Research

findings from developed countries cannot be applied to the unique scenario in

developing countries.

Therefore, this thesis is an attempt to address shortcomings of the critique of

previous studies done in this field. The researcher has chosen to take the hotel

industry in Fiji as a case study. Fiji is a developing country which relies heavily on
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the tourism industry. New hotel developments are emerging in Fiji due to the

favourable performance of the industry (Nacuva, 2005). As the developments

take place, the thesis will identify the types of labour needed to support the hotel

industry. The research context for this study is described in Chapter 3 followed

by the methodological approach in Chapter 4.
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Chapter Three: Hotel Industry in Fiji
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3.1 Introduction

What comes first, passenger jets or hotels? One theory is that planes will not set

down at places without adequate hotel for their passengers. Another is that hoteliers

are not prepared to begin business in places not well served by passenger planes. This is

a dilemma felt keenly in the Pacific Islands, where in lots of places neither air nor hotel

services are felt adequate for the business… (Islands Business Pacific, 1991: 27).

In the case of Fiji, passengers came first before the hotels. Tourism in Fiji

developed as a result of trans-Pacific shipping trade in the early twentieth

century. "Australia and United States shipping lines used Fiji as a principal

transshipment port while passengers disembarked and changed ships for their

north or south bound section of the Australian North American route "(Ministry of

Tourism, 2004b). The passengers of these ships had to look for accommodation

on land when there was a change in the advertised timetable. To accommodate

the passengers, hotels, boarding houses and other accommodation facilities

were established. The hotel industry in Fiji did not start to cater for the

metropolitan countries seeking sun, sea and sand type of product in the tropical

paradise (Ministry of Tourism, 2004b); rather the industry was initiated to

accommodate passengers from the ships who were seeking hospitality off board.

This chapter is devoted to presenting the tourism and hotel industry in Fiji. It

discusses the current trend in hotel development and investment incentives for

hotel development. Issues in the labour market of the hotel industry and

challenges in hotel development are also identified and discussed.

3.2 Tourism in Fiji

From the early days of the tourism industry, Fiji has been labeled as the ideal

paradise in the tropical climate of the South Pacific. "The destination offered

experience unavailable in urbanized Western lifestyles" (Britton, 1983:36). The
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Table 3.1 Tourism Earnings by Quarter 2000-2006

Quarters
Quarter 1
Quarter 2
Quarter 3
Quarter 4

Total

2000
105.1
133.6
62.6
86.0

387.3

2001
92.7
99.6
134.7
120.9
447.9

2002
116.1
144.6
163.2
131.0
554.9

2003
139.4
152.9
200.9
145.4
638.6

2004
146.7
172.7
211.9
186.3
717.6

2005
160.4
169.3
214.9
188.6
733.2

2006
160.9
171.2

Source: Fiji Islands Bureau of Statistics, 2007

Despite the setbacks in the industry caused by the coups, the industry has

always bounced back. This is mainly due to the public sectors initiative and

efforts to revive the industry. Teye (1988) says that tourism development in

developing countries is largely a public-sector initiative and successful

implementation of tourism plans and programmes is dependent on an effective

and strong National Tourism Organization (N.T.O). In line of this comment, the

government of Fiji formed a Tourism Action Group (T.A.G) to get the industry

back to its feet. T.A.G was 'born' at the Fiji Tourism Convention in June 1987; a

month after the coup (Rao, 2002). T.A.G was made up of tourism officials from

Ministry of Tourism, Fiji Visitors Bureau and key industry representatives from the

industry, non-governmental organizations, and private sectors. The key aim of

T.A.G was to increase tourist arrivals, re-create a positive imagine of tourism in

Fiji in the major source markets and attract tourism investment (Berno and King,

2001). The government became more committed towards making the industry a

success; there was more financial assistance for tourism development projects,

vigorous promotional campaigns were devised to attract short-haul markets,

there was introduction of new air links and formulation and implementation of the

Fiji tourism development plan.

"Experience of T.A.G shows that, where industry stakeholders come together;

government with funds and industry with expertise - the impacts of political crisis

on visitors arrivals can be minimized and the tourism industry can recover

quickly" (Rao, 2002:422).T.A.G initiatives had led tourism earnings to increase

over the years after the political coup in 2000 (refer to Figure 3.2). There was a
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sharp decrease in tourism earnings in the third quarter of 2000, after this there

has been a gradual recovery period which has eventually led tourism earnings to

reach up to F$193.7 million by the third quarter of 2003. The industry is

forecasted to grow at a steady rate, facilitated by the encouragement provided by

the Fiji Government.
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Year

Figure 3.2: Tourism Earnings Trend 2000-2005

Source: Fiji Islands Bureau of Statistics, 2007

One of the goals of the Fiji Visitors Bureau and the Ministry of Tourism to is to

make the tourism industry reach the billion dollar mark in tourism earnings by the

end of 2007.In order to achieve this, Rao (2002) notes that tourism destinations,

have to some extent facilitate and promote mass tourism in order to create the

critical mass of visitors that will make the industry viable. Tourism has been

promoted particularly after the political coups to get the industry back to its

upward economical track.
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The tourism industry needs nourishment from the accommodation sector to cater

for the massive number of inbound tourists. The expected growth rate is 7 per

cent for the next five to ten years in terms of visitor arrivals (Ministry of Tourism,

2004c). "…Fiji needs to open a 400-room hotel every year for the next ten years

at the rate tourism was growing" (Ragi, 2006). Fiji's Tourism Development Plan

1998-2005 highlighted the need for additional 2,000 hotel rooms by the 2005

(Ministry of Tourism, 2004c). The breakdown of the room types that are needed

are as follows:

a) 1,500 premium resort rooms

b) 200 premium city hotel rooms

c) 200 mid-scale resort rooms

d) 100 rooms related to special interest such as diving and trekking

3.3 Hotels in Fiji

Table 3.2 shows an inventory of hotel rooms from 1999-2003. There has been

an increase in the number of hotels over the period.

Table 3.2 Hotel Stock 1999-2003

Year

1999

2000

2001

2002

2003

Number of Hotels

209

228

243

263

275

Number of Rooms

5777

5283

5520

5899

6142

Number of Beds

14214

13 463

13 075

14 425

14 292

Source: Ministry of Tourism, 2004a

There is no hotel accommodation classification scheme in Fiji to rate hotels

according to star rating. According to the Ministry of Tourism (2004c), there is a

distinct need in Fiji to encourage improvement of the existing products so that

consumers are well informed and there is encouragement for product

development. The Ministry together with the Fiji Visitors Bureau is currently
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looking into implementing a hotel classification system. Presently, the Fiji Visitors

Bureau uses the following hotel classification:

• Budget & Backpackers Accommodation

• Mid-Range Accommodation ( F$70 -F$300)

• Up Market Accommodation (F$300-F$700)

• Luxury Accommodation (F$700 and above)

Hotel development in Fiji is undergoing a variety of changes. For instance,

investors are keen on integrated resort development.

By definition, integrated resort development allows large tourism facilities and

infrastructure in a specified area. Different land owners share costs and are able

to pool resource together for collective benefit. It is like a small town of rural

community. An example of such development is in Denarau Island and an

upcoming development in Natadola. Together with new hotel developments,

there are some hotels which choose to refurbish to cater for the growing market.

For instance, the Naviti Resort expanded its accommodation facility by

constructing a two-storey accommodation block and 12 beach front villas

boosting the room capacity to 250 rooms (Baselala, 2006). The Shangri-La Fijian

Resort underwent a $30million renovation which included a state-of-the-art

convention centre (Ragi, 2006).

There is a current trend in change of brand names of some established hotels.

The Dominion had become the Mercure, Pacific Harbour Resort is now the Pearl,

Vomo Island Resort changed to Sofitel Vomo, Mocambo is now called the

Novotel and the Sheraton Royal will become the Westin. More big-name hotels

are on the drawing board and these names will become reality if the visitor

numbers keep on increasing (Ragi, 2006). Table 3.3 shows the new hotel

projects under development or construction.

The hotel projects outlined in Table 3.3 represent an investment of around 2.3

billion Fiji dollars in Fiji's accommodation infrastructure (Short, 2004). The table

depicts integrated resort development in Natadola and Denarau, new big brand
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names seeking into the Fiji's hotel industry and current established hotels going

through expansions. Most of the resort development is clustered around the

Western Region of the main island of Viti Levu due to the favorable weather and

closer access to the international airport. In Fiji many of the individual hotels and

resort properties produce an excellent product and have a loyal growing market

(Ministry of Tourism, 2004a).

Table 3.3 New Projects under Development/Construction in 2003-2007

Property/Project Name
Beach Cocombo
Backpacker
Natadola Marine Resort
Denarau Villas
Hilton Hotel and Resort

Novotel Resort
Katafaga Luxery Resort
Bekena Garden Resort
Likuliku Bay Resort
Mana Island Resort
Marriot Momi Bay
Aqua Blue Resort
Saweni Bay Retirement
Sonaisali Island Resort
Tradewest Timeshare
Savusavu Village Marina
Sovi Bay Boutique Hotel
First Landing Resort
Tovu Island Resort
Taunovo Bay Resort
Wavi Island Resort
Maui Bay Resort
Grand Pacific Hotel
Harbour Centre
Development
JJ's on the Park
Tanoa Plaza Hotel
Funky Fish Beach
Resort
Cadra Ni Vala Homestay
Fantasy Beach
Development
Reynella Resort
Total
Hotel Property
Development: 29

Area
Coral Coast

Coral Coast
Denarau Island
Denarau Island

Denarau Island
Katafaga Island
Lautoka
Mamanuca
Mana Island
Momi Bay
Nadi
Nadi
Nadi
Nadi
Savusavu
Nadi/Sigatoka
Nadi
North Coast
Pacific Harbour
Savusavu
Sigatoka
Suva
Suva

Suva
Suva
Suveve

Taveuni
Wailoaloa, Nadi

Tokoriki

Timeline
Unknown

Unknown
2006
2006

2006
2004
Unknown
Unknown
2003
2005
Unknown
2006
2006
Unknown
Unknown
2007
Unknown
Unknown
2006
2006
Unknown
Unknown
Unknown

2004
2003
Unknown

Unknown
Unknown

Unknown

Accommodation
Unknown

450 rooms
250 villas
427 rooms,107
villas
300 rooms
20 villas
Unknown

20 villas
72 rooms
250 rooms
Unknown
300 rooms
80 rooms
64 rooms
Unknown
61 villas
143 villas
Unknown
154 villas
20 villas
Unknown
Unknown
500 rooms

23 rooms
60 rooms
Unknown

Unknown
Unknown

Unknown

Rooms : 2526
Villas: 775

Cost $F
Unknown

200m
Unknown
203m

73.5m
20m
600,000
207m
75m
75m
Unknown
123m
10m
8m
Unknown
30m
44.6m
31m
180m
4m
Unknown
4.5m
200m

4.5m
Unknown
600,000

500,000
Unknown

750m

Amount:
2244.8 m

Source: Ministry of Tourism, 2004a
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3.4 Hotel Development and Investment Incentives in Fiji

Hotel investment in Fiji has still managed to flourish despite the two political

coups in 1987 and in 2000.In 1988 there was a 10% increase in tourist arrivals

and in 2001 there was 18.3% increase in visitor arrivals which supplemented

increase in the hotel industry (Ministry of Tourism, 2004b). The Wall Street

Journal (September 13, 2000) referred to Fiji in a recent article, despite the crisis,

as 'The South Pacific's most promising economy'. The increase was mainly due

to the Fiji government undertaking new strategies for development such as more

commitment from the government in financial assistance, vigorous promotional

campaign in the short-haul markets, introducing new air links with the growing

Japanese market in Asia, encouraging new ecotourism or small tourism business

and formulation and implementation of the Fiji tourism development plan.

The growth in tourism investment has increased due to the government's efforts

to revive the tourism industry after the damages caused by the two coups. A

Hotel Aid Act has been dictated by the government. The Hotels Aid Act 2007 by

definition provides encouragement of hotels in Fiji by the provision of financial

inducements (Government of Fiji, 1985). According to Short (2004:6),

The major benefits of this amendment for developers are that is firstly exempts hotel

profits from both the sub-division and subsequent sale of land up to 31 December, 2005.

Secondly, all projects for new hotels building or expansion of existing ones may be

entitled under the Act to receive an investment allowance of 55 per cent of the approved

cost to offset against chargeable income.

Further assistance to aid hotel development is given by new concessions

introduced in 2002 by the Fiji government; Short Life Investment Package (SLIP)

and Half Short Life Investment Package (Half SLIP). SLIP concessions promote

up-market hotel development and mass room construction as shown in Table

3.4.
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Table 3.4 Hotel Investment Incentives

Tourism Incentives and Concessions 2003/2005

Short Life Investment Package (SLIP)

Half Short Life Investment Package ( Half

SLIP)

Five Star Package

Encourages investment in up-market facilities with

investment of at least $40 million and minimum room

capacity of 200rooms. Twenty years tax holiday and

customs duty exempt on capital, plant, machinery,

equipment and building materials.

Encourages investment in facilities with investment of

at least $10 million to $40 million. Ten years tax

holiday and customs duty exempt on capital, plant,

machinery, equipment, and building materials.

Concessions include duty free import of all capital

items/goods, twenty years tax holiday, carry forward

losses for up to six years, tourist plant can generate

its own power supply and sell any excess. 100 per

cent write-off on all capital expenditure in any one

year during a period of eight years or spread over a

series of years within the same period.

Source: Short, 2004 and Fiji Islands Trade and Investment Bureau, 2007

The Hotel Aid Act and SLIP concessions have proved to increase the level of

investment in hotel development. In order to obtain the benefit of the provisions,

the project developers need to apply to the Minister for provisional approval after

which the application is reviewed before a final approval for the project is

received (Government of Fiji, 1985). Table 3.5 lists the final and provisional

approvals of the projects.
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Table 3.E> Final andProvisional Approvals of Projects

Final Approvals

Year

1998

1999

2000

2001

2002

2003

Total

No. of

Projects

25

13

12

25

28

12

115

Investment

Cost

211065635.9

11039947.2

41056847.43

27099131.09

19472368.32

11925601.39

310859531.29

Investment

Allowance

10715992.82

6071970.92

22599266.03

14904506.82

10715302.55

6064080.76

12564819.90

55%

25

13

11

25

28

12

114

1/2SLIP

0

0

1

0

0

0

1

Full SLIP

0

0

0

0

0

0

0

Provisional Approvals

1998

1999

2000

2001

2002

2003

Total

22

27

20

9

27

25

130

1317066957

1352220232

1063593220

9235662

88070636

73980666

3904167373

724386826.4

743721127.6

584976271

5079614.1

48438849.8

40689366

2147292055

16

26

18

9

26

25

120

2

1

0

0

0

0

4

3

0

1

0

1

0

5

Source: Ministry of Tourism, 2004a

Until 2003, 115 projects have formally been approved, these includes new hotel

developments and refurbishments in existing hotels. There was a sharp decline

in the number of provisional approvals in 2001 from the pervious years, the main

reason being investor uncertainty due to the political coup in 2000. As the hotel

development increases, there are concerned issues regarding labour force

required to maintain the industry.

3.5 Labour Issues in the Hotel Industry of Fiji

Compared to all the sectors in the tourism industry, the accommodation sector

has the most significant impact on the Fiji economy in terms of providing

employment. Figure 3.3 illustrates 48 per cent of total employment provided by

the hotels. This figure does not consider indirect and seasonal employment.
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Figure 3.4: Direct Employment by Tourism Industries

Source: Fiji Islands Bureau of Statistics, 1999

Tourism industry is the biggest employer in Fiji with 48 per cent of direct

employment provided by hotels (Refer to Figure 3.4). Figure 3.5 illustrates the

employment according to hotel types.

13%

17%

49%

12%

• 5 Star Hotels

• Backpackers

• Motels

• Exclusive Resorts

• Other

Figure 3.5: Employment According to Hotel Types

Source: Fiji Islands Bureau of Statistics, 1999
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As illustrated in Figure 3.5, the 5 star hotels contribute the most towards

employment mainly due to the fact that these types of hotels have more rooms,

recreation facilities and restaurants compared to other types of resorts. The main

issue regarding labour force in hotels is the lack of skilled workers.

The total labour force in Fiji is estimated at 260,000 with approximately 100,000 in the

formal sector. Hotel staff totals approximately 6,450 where women represent over 40 per

cent of the total labour force. Based on the likely mix of the additional rooms projected by

the year 2005, and the annual replacement rate, an average of some 750 hotel and other

tourist accommodation staff would be required annually after 1997 (Ministry of Tourism,

2004c:58).

Based on these statistics, the industry will face a shortage of workers since

training providers specialized in tourism studies do not produce enough

graduates needed by the industry. There are approximately one hundred

thousand school leavers annually who can fill in the shortage gap, however most

of these are not suitable to join the hotel workforce due to lack of skills. In some

cases, hotels do recruit school leavers but the consequence is an imperfect

labour market (Narayan, 2000). Most of the management level positions in hotels

are held by expatriates where as locals are devoted to middle-management and

low-skilled positions. Expatriates are hired due to the lack of suitably qualified

individuals in the local labour market.

Fiji plays a critical role in contributing towards the labour supply locally and

around the region by hosting training institutes. There are various local and

overseas based training providers specializing in different areas of tertiary

education to meet the local and regional industry needs. For instance, the

University of the South Pacific which is one of the two universities in the South

Pacific, hosts regional labour market needs to act as a training provider for most

needed industries. Despite, the effort to contribute towards the local and regional
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labour supply there are shortages of skilled labour; this has been complimented

by a number of factors. The military coups and the subsequent collapse of the

economy provided an impetus to the interim military government to push ahead

with the deregulation of the labour market; causing many skilled and unionized

workers to look for better alternatives overseas (Narayan and Prasad, 2004).

In the current period, Pacific island labour markets are characterized by a severe

shortage of skilled technical and professional personnel and a relatively large

pool of unskilled labour. Over the last half a century post-secondary and

especially tertiary institutions at the national and regional levels have been

responding to the human resources needs of PICs' governments. However, with

island country labour market merging increasingly with regional and international

labour markets, increasing numbers of people with higher education have their

sights set on employment prospects beyond the confines of their countries. As a

result PICs have become the 'nurturing grounds' for skilled and professional

people who leave for opportunities abroad (Naidu, Mohanty and Sudhakar,

2008:1).

Given the low wage structure, ongoing land lease renewal problems and coup

culture in Fiji, higher education makes individuals more marketable in the global

labour market thus promoting labour mobility and migration (Naidu, Mohanty and

Sudhakar, 2008). Fiji plays a critical role in providing higher education, however,

it is the individuals equipped with skills obtained from higher education that are

most likely to migrate.

Another issue challenging the lack of skilled labour in Fiji is the Native Land Trust

Board (N.L.T.B) Act, whereby hotels are required to give an opportunity to local

villagers for employment (Narayan, 2004). Such an obligation may not be

favorable for the employers as they would be required by law to employ workers

who are not suitable for the job over graduates who are more qualified and

suitable. A contributing factor to the lack of a skillful labour force is the
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recruitment of family and friends in small guesthouses and motels (Milne, 1992).

All of these factors contribute to the lack of human resource capacity to

harmonize internationally accepted standards in the hotels of Fiji (Ministry of

Tourism, 2004a).

3.6 Challenges for Hotel Development

The most apparent challenge for hotel development is to cope with the economic

crisis caused by disturbances in the political environment. Despite the attractive

investment boosters, investor confidence diminishes after a political disturbance.

The industry does pick up in tourist numbers over a period of time; however the

entire industry is set back for a number of years (Rao, 2002).

Despite the fact that all hotels in Fiji must have a license issued by the Hotel

License Board, there are a number of hotel properties in Fiji which are not

licensed. These properties are generally sub-standard and do not match market

expectations (Ministry of Tourism, 2004c). " This type of illegal operation paints a

negative picture of the overall accommodation supply to tourists in Fiji hence is a

serious drawback for the growth and development of the industry ( Narayan,

2000).

Land ownership issues have been identified as one of the hindrances to the

development of hotels. Political instability caused by the coups has been linked

to the issue of property rights and land problem in Fiji. Rao (2002) believes that if

Fiji is to achieve political stability through racial harmony there will be subsequent

investor confidence, however one of the greatest challenges facing the islands

will be to resolve the issue of property rights.

Disputes often arise between the hotel or dive operators and the indigenous landowners

or the fishing ground users on the use and access to the sea. On the use of native land to

develop hotels, landowners at times demand compensation for the use of destruction of

the land (Ministry of Tourism, 2004c:8).
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Apart from the land dispute, it is required under the Native Land Trust Board

(N.L.T.B) Act for hotels to make a payment of 2.5-3.5 per cent on gross turnover

to local landowners. It is recommended that the government review such

controversial aspects of the N.L.T.B Act with a view to support hotel development

in Fiji (Narayan, 2004).

3.7 Summary

This chapter outlines the context of the research study. Lodging facilities have

existed in Fiji before tourism began. Over the years, the industry has become

very prominent with concerned growth management issues. The government has

set up incentives by the Tourism Action Group (T.A.G) to restore the industry

after damages caused by the political coups. Investment incentives such as the

Hotel Aid Act, Short Life Investment Package and Half Short Life Investment

Package have boosted new hotel developments, refurbishments to existing

hotels and new brands names taking over existing hotels. Increase in hotel

developments compliments Fiji Visitors Bureau to achieve the billion dollar mark

in tourism earnings. At present, the unstable political climate, unlicensed hotels,

land ownership issues and flaws in Native Land Trust Board Act (N.L.T.B) poses

challenges in hotel development. Future prospects that may affect hotel

development are labour issues such as the current migration trend; nepotism and

Native Land Trust Board Act which requires hotels to recruit villagers.

In view of such setbacks, this research provides a more in-depth perspective on

labour recruitment and training issues inside a resort sector by examining two

case study resorts which together are characteristics of the sector and its

development. The resorts chosen for the case study are large five star resorts

targeting up market tourists. The next chapter explains the methodological

approach undertaken to conduct this study.
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Chapter Four: Methodology
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4.1 Introduction

"Initially, the study of tourism-that is, tourism research-was predicted to the

counting of numbers and the determination of economic benefits." (Jennings,

2001:2). This is mainly because, the tourism industry is commonly perceived as

an economic development tool due to the vast economic benefits gained by the

industry. However, the dramatic growth of the industry led to extensive

competition among the regions which included tourism as an industry to improve

its economic and social status. According to Ritchie and Goeldner (1994), the

growth in the tourism industry has led to the development of research techniques

thus improving the reliability of travel and tourism data in order to enhance the

understanding of consumer behaviour and consumer spending patterns.

Attention has turned to other issues in the industry such as sustainable

development, the social, environment and economic impacts of tourism, as well

as training and educational needs (Jennings, 2001). Tourism research in Fiji has

not been very widespread.

Compared with the other major sectors in the economy such as sugar and

garments, there has been little comprehensive analytical research undertaken on

the tourism industry. The research is limited only to the economic impact of tourism, its

environmental consequences and the potential for ecotourism development. (Narayan,

2000:19).

As the industry expands, more research needs to be done in order to have a

better understanding of the market and thus have a better competitive

advantage. Narayan (2000) identifies two areas where the tourism industry in Fiji

needs research. He states that the increase in the number of visitor arrivals has

led to various ethnicities. Research is needed to identify the characteristics,

behaviours, preferences and expectations of the visitors in order to reveal the

different needs of the different nationalities of tourists. Secondly, there needs to

be some research done on the visitor spending in order to increase the cost

effectiveness of the marking and promotion campaigns. The Fiji Tourism Forum

takes place every year to discuss key issues in the tourism industry and
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formulate strategies based on recommendations and goals. One of the

recommendations of Fiji Tourism Forum 2004 was to place focus on doing

research on the human resource development of the tourism sector whereby the

primary purpose of the research would be to establish a human resource

development strategy for tourism (Fiji Tourism Forum, 2004). As the industry

grows further, the results of such research would be useful in infrastructure

planning, product development, service provision, marketing and sustaining the

labour pool (Narayan, 2000).

This research contributes towards the human resource development as the

tourism industry tries to achieve the billion dollar industry goal. The research

focuses on hotel development taking place and the number of employees

required to maintain the development. The assumption that there will be labour

shortages as the hotel developments take place will be examined by studying the

labour supply to the hotel industry and the labour demand.

This chapter discusses methodologies employed by previous researchers to

solve similar problems. After the review of literature on different methodologies,

the researcher discusses the research methodology chosen to carry out this

research. The structure of qualitative, quantitative and case study approach used

in the research are explained and justified. Description of data sources, data

analysis, sample size and feedback analysis are given. Research limitations are

pointed out by the researcher for the reader to consider before the research

findings are discussed and analyzed in the following chapters.

4.2 Previous Research Methodologies

Previous research has been done concerning labour pool and employment in the

hotel industry. Narayan and Prasad (2004) carried out their research to

determine if there was a connection between the labour force, democracy and

Gross Domestic Growth (G.D.P) in Fiji. A multivariate model was used to

investigate the dynamic relationship between the three variables, labour force,
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democracy and Gross Domestic Product. Research findings indicated that the

quality of labour force in Fiji declined due to the high migration rate caused by the

political disturbances which inevitably led to a negative effect on the Gross

Domestic Product in the short-run (Narayan and Prasad, 2004). Berno (2003)

conducted research on university level education and training and educational

needs of the member countries of the University of the South Pacific. The

research was conducted to get a deeper understanding of the balance between

university education, industry needs and student expectations. The research was

carried out with the aid of stakeholder consultation and administration of surveys

and questionnaires given out to tourism students and graduates. Findings

indicated that integration among tourism stakeholders was needed in order to

communicate training needs. However due to geographical constraints, limited

access to communication technology and limited transportation a real challenge

is posed to establishing a steady connection between all the stakeholders. King

and Berno (2001) conducted research on how Fiji's tourism industry could

recover from the political coups. This study contributed towards human resources

by giving an explanation of how employment in the tourism industry was affected

by the political coups and what could be done to bring the employment rate back

on track to what it was when the industry was flourishing without the damages

caused by the coups. The methodological approach to this study compared

T.A.G (Tourism Action Group) strategies of the public sector after the 1987 and

2000 political coups. Samy (1972) focused his research on employment in the

tourism industry. In the late 60's there was a rapid increase in Fiji's labour pool

which tended to aggravate the unemployment problem (Government of Fiji,

1966). Samy's (1972), research findings indicated that the tourism industry

would provide a solution to the problem by diversifying the Fiji economy and by

providing jobs in all its sectors. Samy (1972) conducted his research by collecting

data from secondary sources such as official statements, documents and

publications by the government; which contributed towards the background

information on the unemployment problem. Primary data was collected by means

of interviews and questionnaires. Auger-Andrews (1995) in her unpublished

masters thesis discussed the nature of employment in the tourism industry;
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mainly resorts. The discussion involved the type of work done in the different

departments of a resort. Auger-Andrews took a case study approach to look at

the lifestyles of working mothers in one particular resort. Berno (2003) conducted

research to determine if there was a balance in university education, industry

needs and student expectations. Data for the research was collected from

administering various questionnaires to the university students and consultation

with the stakeholders. It can be seen from the above examples that focus panels,

questionnaires, interviews and participant observation were the various

qualitative tools used to collect data. In addition to this, secondary research was

done by all the researchers to collect existing information about the research

problem.

As depicted from the above examples, previous studies in hotel employment

have shown that researchers have used different methodological tools to find

solutions to similar research problems. The approaches may vary due to the

finance available to carry out research, timeframe allocated for completion and

the research's access to information. Previous research in tourism and human

resource development does not specifically address the issue of managing the

growth of the hotel industry and producing adequate labour force. There is an

assumption myth that there will be a labour shortage as the industry grows, but

no proven study or fact to prove this.

4.3 Approaches to Research Determining Labour Force

"Manpower planning is applying a systematic approach to ensure that the right

people are in the right job at the right time" (Inskeep, 1991:403). This is

especially important in the hotel industry, which offers service products, whereby

a large part of its success depends on human resources and the quality of

personnel working in the industry. This research deals with making manpower

projections in the hotel industry as the hotel developments takes place.

... the basis for making manpower projection at national or regional level is the

projection of tourist arrivals and accommodation by number and type of other tourist
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facilities and services required, along with considerations of the types of tourism being

planned. At the hotel and resort planning levels, the projection can be more precisely

made based on the specific types and extent of facilities and services being planned

(Inskeep, 1991:405).

While planning for the labour force, it is important to define the time horizons.

Amjad (1985) states that an assessment of the skilled human resource needs of

the economy during a specific time period should be made to see what extent the

production of skills during this period will match the estimated demand. Witt and

Song (2001) state that anything involving tourism demand should specify a time

horizon first. In the case of staffing needs, a short-term time horizon needs to be

established (Witt and Song, 2001). Short-term time horizon is usually between

three to five years (Amjad, 1985; Witt and Song 2001).

Inskeep (1991) suggests that the first step in determining the human resource

needs should be to evaluate the present utilization of manpower in tourism and

identify any existing problems and needs. Varma (1987) agrees to this approach

where the current situation in the industry is analyzed first, after which problems

should be identified before future needs of the industry are anticipated. "The

survey should also obtain information from which employment ratios can be

derived, particularly the number of employees per hotel room by the type of

accommodation, which is very useful for projecting future employment needs"

(Inskeep, 1991:404). Together with this, Inskeep (1991) suggests that a survey

should be made of any existing training programs that are provided by tourism

enterprises counting the existing tourism education and training institutions, such

as hotel schools, and special training programs that may be sponsored by

government and other agencies.

The Economic and Social Commission for Asia and the Pacific (E.S.C.A.P)

published a report in 1987 which stated that the objective of training is

determined by the employment market. "How many people have to be trained,

how many people have to be upgraded, how many courses have to conducted"
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(Economic and Social Commission for Asia and the Pacific, 1987:50). This is

usually calculated by the number of employees needed in the new hotel

developments including job classification system based on the specific types of

work and skill level required.

"Another factor that should be considered while calculating future employee

requirements involves the level of attrition of skilled hotel employees to other

countries in the region" (Short, 2005). In the case of developing countries this

mainly includes the number of employees or new graduates migrating overseas

for better salaries and job conditions. Inskeep (1991) stated that account must be

taken of the employment turnover rate, that is, the number of persons who leave

their jobs for whatever reasons and create vacant positions that must be filled

with new trained personnel. Employee turnover can be due to migration or

employees switching from the hotel industry to another industry. Both factors;

employee turnover and attrition of skilled employees has an impact on the labour

supply.

From the above methodologies, it can be suggested that hotel development can

be controlled and sustained by keeping a record of the inventory of hotel

resources and development objectives. Following is the methodology employed

by the researcher to obtain data for employees in the hotel industry in Fiji.

4.4 Research Methodology

This research focuses on the development of new hotels in response to the

increase in tourist arrivals; hence the involvement of tourism demand requires a

time horizon to be specified. The time horizon for this research is three to four

years, that is, from 2005 to 2007. It is the aim of the Fiji Visitors Bureau to make

tourism a billion dollar industry through tourism earnings by the end of 2007. To

facilitate this, investment in the industry is encouraged in order to cater for the

increase in tourist arrivals. As the hotel investments increase more employees

will be needed. Findings from this research will be used to determine if there will
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be a shortage of labour given the hotel developments taking place to meet the

billion dollar industry mark.

The study will be approached as suggested by Inskeep (1991) and Varma

(1987). Present utilization of labour and problems faced by the hotel industry will

be identified. Future anticipation of needs include forecasting the type of

employees needed to maintain new hotel developments.

There are many organizations contributing towards labour supply for the hotel

industry. This includes academic training providers, training schemes within the

hotel industry, private sector and public sector initiatives. The total number of

graduates produced by the academic training providers will be reviewed to know

the rate of labour supply and the types of graduates produced.

This study will be using a case study approach to portray findings. Two large

hotels and three academic institutes specializing in tourism and hospitality

studies are chosen are key respondents to derive research findings using various

methodological tools. All the institutes under study for this research were

approached by the student together with a consent letter from University of the

South Pacific confirming about the students' status and research interest. After

approval from the respective institutes, the student handed out questionnaires to

the research participants and made appointments for interviews. Gaps and

further clarification was made on the research topic during the first interviews.

While doing the write up, the student once again came across some gaps of

information, once again the institutes were approached by phone or face to face

interview to get more information in order to strengthen the research findings.

This research is conceptualized in the Figure 4. 1.
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Question: Will there be labour shortages as the hotel

developments take place?

What are the new
developments in the hotel

accommodation sector?

Find the
number of rooms to be \

constructed /

How many employees
would be needed ?

How many graduates
are produced by the training

providers?

Where in the industry to
these graduates fit it?

Will this be adequate to meet
the development requirements?

What are some of the
recommendations to improve

the labour force in order

to meet the future requirements?

Figure 4.1: Research Conceptualization

Data obtained from this research was interpreted in relation to initial

suppositions. All the data obtained was edited, redundancies were sorted out and

parts of information were fitted together in a logical format. "An inductive

approach was be taken to ensure that the respondents were not limited to stated,

predetermined goals thus allowing the respondents to describe what was

meaningful and salient without being considered into standardized categories"

(Patton, 1987: 14). Table 4.1 describes the nature of the research findings from

organizations understudy.
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Table 4.1 Nature of Research Findings

Name of Organization

1.
2.

3.
4.
5.

Shangri-La Fijian Resort
Outrigger on the Lagoon
Resort

Fiji Institute of Technology
University of the South Pacific
New Zealand Pacific Training
Centre

Nature of Research
Findings

• Secondary data about
the resort from their
website

• Primary data from
interviews and post
interviews

• Brochures and
handouts to compliment
the interviews

• Organizational charts
from the interviewee

• Secondary data from
course outlines and
school handbooks

• Secondary data about
the institute published
by newspapers, non-
governmental
organizations and
government ministries

• Primary data from
interviews and post
interviews

Type of Data

Qualitative

Qualitative and quantitative

Qualitative

Qualitative

Qualitative and quantitative

Qualitative and quantitative

Qualitative and quantitative
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Both qualitative and quantitative research methods are used in this research

because this research deals with both qualitative and quantitative data. There are

advantages in gathering and integrating qualitative and quantitative research

methods. "They include a strengthening of research design and analysis through

their complementary nature, greater acquired insight, enhanced validity, and the

potential for redirecting the inquiry in positive and fruitful directions" (Rank,

2004:94). The blend of qualitative and quantitative methods also called the mixed

method approach provides a compelling tool to get in-depth knowledge of a topic

supported by statistics. "A mixed method approach utilizes aspects from both

qualitative and quantitative methodologies, but there will be a predominant use of

one methodology over the other "(Jennings, 2001:22).

Recognizing the purpose of the study and the various types of data available to

explore this topic, a careful research strategy was designed using both qualitative

and quantitative research methodologies. In this research, there is predominant

use of qualitative methodology because quantitative data was collected in the

form of secondary resources while conducting interviews with the respondents.

For instance, the number of graduates produced (quantitative data) was collected

from the training providers from the organization's secondary resources collected

during an interview with the organizations understudy.

4.5 Quantitative Research Methods

"Quantitative research focuses on measuring and counting facts and the

relationships among variables, and seeks to describe observations through

statistical analysis of data" (Query Box, 2005). Adding to this definition,

"…quantitative research is mainly concerned with numbers and data that can be

easily quantified" (Asia Market Research Dot Com, 2005). Usually social

research deals with qualitative research methods, however the use of
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quantitative data has got its attractions. "The main strengths lie in precision and

control. Control is achieved through the sampling and design; precision through

quantitative and reliable measurement" (Burns, 1990: 9). Quantitative data uses

numbers to present findings in the form of graphs and tables; it conveys a sense

of solid, objective research (Denscombe, 2003:236). Quantitative tests provide

answers on a firm basis relying on facts rather than an individual's common

sense, intuition or opinion (Burns, 1990). Hudson (2000) argues that quantitative

data is limited or incomplete without an in-depth explanation. Burns (1990) adds

to this by saying that quantitative data fails to explain the subjects' uniqueness

and in-depth understanding. "One must bear in mind that the figures which past

down to us from the past were collected and assembled for different purposes…"

(Hudson, 2000:13), therefore, an explanation on the statistics from the

researcher's viewpoint will be more useful to suit the research purpose. Different

statistical tests are carried out on quantitative data to meet the purpose of the

research, for example, analysis of variance (A.N.O.V.A) tests, hypothesis testing

and correlation techniques are to name a few. "Tests vary in the assumptions

they make, their power, and the types of research design for which they are

appropriate" (Burns, 1990:146).

This research uses quantitative data for explanatory purposes; however there is

no tests carried out on them because the statistics found were self-explanatory.

Quantitative data from secondary sources were used to build a foundation of the

findings obtained from qualitative methods, mainly in-depth interviews. The types

of quantitative data in this research are listed below:

a) New hotel developments taking place

b) Number of rooms in the new hotel developments.

c) The number of graduates produced each year by organizations

involved in training schemes. This includes the four academic

institutions, University of the South Pacific (U.S.P), Training and

Productivity Authority of Fiji (T.P.A.F), Fiji Institute of
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Technology (F.I.T) and New Zealand Pacific Training

(N.Z.P.T.C.).

d) The hotel operational level in which the new graduates fit in.

In the case of quantitative data used in social research the researcher does not

necessarily needs to use sophisticated software for analysis (Denscombe,

2003:236). This is because the statistics can be manipulated and create results

or impressions that can be misleading or false (Hudson, 2000). Keeping this in

mind and to endorse simple interpretation of the statistics, no tests were carried

out on the quantitative data.

The statistics in this research were collected from secondary sources from the

organizations under study, reports from government organizations or private

sector. The data was collected from secondary sources because it was readily

available. The quantitative data was in the form of discrete data. Discrete data

was used to describe number of hotel developments and the number of

graduates produced by the training providers. One of the strengths of the data

obtained was that it was current and since it was obtained from within the

organizations under study the quantitative data reflected the data obtained from

qualitative methods. One of the limitations of the weaknesses for taking this

approach was that the data that were passed down from the organizations were

collected and assembled for purposes very different from the researcher. For

example, the data on hotel developments was collected from Fiji Trade and

Investment Board (F.T.I.B) whereby the sole purpose of the data was to keep a

record of the investment profile and the number of investments taking place in

the hotel sector. On the other hand, the same data was used in this research to

describe the type of hotel development and the number of employees needed to

sustain the development. The quantitative data in this research was used to

provide a foundation for in-depth qualitative interview processes which forms the

heart of the research methodology employed.
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4.6 Qualitative Research Methods

Quantitative analyses seldom capture the overall context and underlying issue

behind predicted events (Hesse-Biber and Leavy, 2004). In order to explain

quantitative findings, a qualitative approach is a more appropriate approach.

Qualitative data is more objective in comparison to quantitative data as the

primary research tools in qualitative research are focus groups, observational

research and in-depth interviews (Nelems, 2001).The strength of qualitative data

relies in its richness and depth. Qualitative data provides a wealth of information

that allows the participants to structure the world as they see it, rather than as the

analyst sees it (Hesse-Biber and Leavy, 2004). Marshall and Rossman (1989)

sum up the advantages of qualitative research by saying that qualitative research

designs do best by emphasizing the promise of quality, depth, and richness in

the research findings. Therefore, qualitative research is useful in answering the

'explain' kind of questions. One of the weaknesses of the qualitative approach is

its inadequacy in validity and reliability of data. "…because of the subjective

nature of qualitative data and its origin in single contexts. It is difficult to apply

conventional standards of reliability and validity" (Burns, 1990:13). Qualitative

research and evaluation is a lengthy process which is another limitation in the

research process.

Qualitative data can be collected from questionnaires, in-depth interviews, focus

group panels, case studies and participant observation approach (Burns, 1990;

Hesse-Biber and Leavy, 2004). The approach undertaken is determined by the

type of research and the type data to be collected. In this research, the

researcher used questionnaires and in-depth interviews to collect data. These

methods were used because of the ease of design, distribution and collection.

The data collected gave the opportunity for in-depth interpretative

understanding. The following points were considered by the researcher while

carrying out interviews and distributing questionnaires to the respondents.
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a) The length of time and level of involvement and commitment of the

respondents.

b) The respondents understanding of the issue of human resource

requirements of the hotel industry in Fiji.

c) The organizations view on the problems faced by the hotel industry

regarding labour.

d) Opinions of the organizations presently involved to provide the future

labour requirements.

The types of qualitative data in this research are listed below:

a) Problems in the hotel industry in relation to labour supply.

b) Establish human resource profile of hotels understudy.

c) Determine if enough graduates are produced to meet the demands

of the labour force.

d) Recommendations by the industry to increase the human resources

in order to meet the future requirements.

The data collected was analyzed by a content analysis. "Content analysis is a

research technique for making inferences by systematically and objectively

identifying the special characteristics within the text" (Stone, et al., 1966:5). "The

main strength of content analysis is that it provides a means for quantifying the

contents of a text, and it does so by using a method that is clear and, an in-built

tendency to dislocate the units and their meanings from the context in which they

were made …" (Denscombe, 2004:222). The collected data collected was first

synthesized and then classified into appropriate themes and categories. The

categories will then be analyzed to reveal the underlying themes and depict the

relationship between various categories.
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4.7 Case Study Approach

Case study is one of the basic options in social research as it opens up a single

count and opens it up with attention to context (White, 1992). Yin (2002) adds to

this definition by saying that case studies emphasize on detailed contextual

analysis of a limited number of events or conditions and their relationships.

One of the most common misunderstandings of using case studies as research

tools is that one cannot generalize on the basis of an individual case (Flyvbjerg,

2006). Given this statement, it is always arguable that research findings from

case study are in-depth which is supported by multiple sources of evidence such

as archival records, interviews, direct observation, participant observation and

artifact (Flower, 1989). A case study approach to research is often employed as

a research methodological tool where there is unavailability of in-depth data, the

financial cost is too great and time and energy to obtain the data is limited.

(Lieberson, 1992).

In this light, five case studies were selected for this research; two hotels and

three suppliers of labour for hotels. Shangri-La Fijian Resort and Outrigger on

the Lagoon Fiji Resort were chosen to represent hotels and University of the

South Pacific (U.S.P), Fiji Institute of Technology (F.I.T) and New Zealand Pacific

Training Centre (N.Z.P.T.C) represented academic the institutions. Given below

is the basis on which the cases were selected.

4.7.1 Case Selection

This study focuses on the upper class hotel sector only. This is because the new

hotel developments that are taking place to for the billion dollar industry are

mostly upper class resorts accommodating a large number of tourists. Table 4.2

shows the new developments about to take place in the near future:
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Table 4.2 New Hotel Developments in Fiji

Name of Hotel Developments

Taunovo Bay Resort

Sofitel Fiji Resort and Spa

Natadola Marine Beach

Marriot Resort/ Fiji Ritz Carlton

Hilton Fiji Beach Resort and Spa

Trendwest Resort Timeshare
Denarau

Golf Terrace Apartment-Denarau

Raddison Resort-Denarau

Likuliku Island Resort

Shangri-La Natadola

Sonaisali Resort

Number of Rooms

125

296

285

250

489

64

88

125

80

300

80

Source: Baselala, 2005

"These developments, in part will address constraints associated with the

shortage of up-market accommodation in peak periods…" (Government of Fiji,

2006:51). This sort of hotel development caters for the upper class tourists at a

massive level. Currently, there exists a number of upmarket resorts in Fiji which

offer similar kinds of products and accommodate large numbers of tourists. For

the purpose of this study, concentration is placed only on two upper class

resorts, that is, Outrigger on the Lagoon Fiji and The Shangri-La Fijian Resort.

These two resorts were chosen for this study as it demonstrates proper

management to produce a successful hotel in the past. The selection of

Outrigger on the Lagoon Fiji and Shangri-La Fijian Resort is further justified by

the fact that the bulk of hotel developments taking place in Fiji is typical of the

size and type of products that these two hotels are offering.
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The objective of conducting case studies was to identify the contribution of hotels

into the labour force of the hotel industry. The issues faced by the selected cases

are likely to be the issues facing the new hotel developments since the new hotel

developments are mostly large scale up market accommodation sectors

marketing similar products and mining the same type of customers. The type of

hotels selected for this case is arguably the fastest growing and is accounting for

the dynamic developments in the last few years in Fiji. The two hotels were

differentiated on the basis of their unique contribution to training their employees.

The two hotels as case studies were further selected on the following criteria

common to both. The hotels:

• Have more than two hundred rooms, therefore classifying it as 'large

hotels'

• Have more then two hundred full time employees

• Represent 'up market' accommodation sector

• Have the same type of products and market

• Provide training to its employees

• Have a strong and established position in the current hotel industry of Fiji

Three cases from the academic sector were chosen to represent the academic

institutions. The purpose of choosing the academic institutes was to find out the

type and number of graduates produced and the operational level where the

graduates fit in the hotels. The academic institutes that were chosen are the most

prominent academic institutes in Fiji that offer in tourism and hospitality studies

and were chosen on the following commonalities:

• Have specialized programs of study in tourism and hospitality

• The targeted students are high school graduates and current employees

in the hotel industry

• Have graduates which fit in a hotel's employment hierarchy

The selected cases are unique because they provide different levels of education

and education at theoretical and vocational level.For instance, Fiji Institute of

Technology (F.I.T) and Training and Productivity Authority of Fiji (T.P.A.F) have
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specialized campus which provided hospitality education at a vocational level.

New Zealand Pacific Training aims to provide tourism and hospitality courses to

school leavers who do not meet the university entry requirements and to the

people who are already in the workforce wanting enhancement of skills through

an academic qualification. On the other hand, University of the South Pacific

(U.S.P) is the only academic institution which provided degree and postgraduate

level education in tourism and hospitality. All the various types of graduates

produced are needed at different operational levels in the labour force.

4.8 Interview Structure

The in-depth interviews provided qualitative response from the respondents. In -

depth interviews were conducted with training providers and two major hotels to

find out the type of graduates produced by the academic sector and the types of

training provided by the hotels. Interviews were carried out with Shangri-La Fijian

Resort, Outrigger on the Lagoon Resort, University of the South Pacific (U.S.P),

Training and Productivity Authority of Fiji (T.P.A.F), Fiji Institute of Technology

(F.I.T) and New Zealand Pacific Training (N.Z.P.T.C.). Questions asked in the

interview were both structured questions and unstructured questions (Please see

Appendices 3 and 4 for the list of interview questions given to hotels and

academic institutions to conduct this study.

Appointments were made first before interviews were carried out. Prior

discussion took place first on the phone or via electronic mails with the

respondent before the interview was conducted. Interviews were carried out with

the respondents to get an in-depth knowledge of the answers provided in the

questionnaires and to cover for those questions missed out by the respondents in

the questionnaire. Interviews were also arranged with respondents who did not

respond to the questionnaires. Interviews were mostly conducted face-to-face.

Face-to-face interviews were recorded in a tape recorder and notes were taken

about the time and place of interview. Respondents that were interviewed

included the organizations given out questionnaires and organizations that were
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recommended by the response from the questionnaires. A snowball method of

data collection was carried out. Such a method ensured that the respondents had

the opportunity to openly discuss and reflect their attitude towards the research

and provide a valuable measure to cross-check the findings and validity of the

questionnaires. Follow up interviews were conducted in some cases where the

researcher saw a need for more data to aid thorough research findings.

Data collected from interviews went through triangulation analysis which

minimized any gaps during the data collection period. Burns (1990:324) defines

triangulation as the use of two or more methods of data collection in the study.

Triangulation analysis was used through multiple research methods

(questionnaires, in-depth interviews and secondary sources), comparison with

similar research problems, validation through applying theory to the findings and

the use of continuous examination process where contradictions were re-

examined and the respondents consulted for further feedback and clarification.

Such an analysis helped establish an accurate interpretation of the data (King,

1994).

4.9 Questionnaire Structure

"Questionnaire contains a series of predetermined questions that can be self-

administered, administered by mail, or asked by interviewers" (Burns, 1990:472).

Frazer and Lawley (2000) define self-administered questionnaires where the

questionnaire is given to the respondent and he/she fills it out in his/her own

time. The advantage of using questionnaires is that they are less expensive to

administer, the feedback is received clearly in print which minimizes the errors

resulting from the recording of response and guarantees confidentiality truthful

responses. On the other hand, there is difficulty in securing an adequate

response because the respondent may not answer the questionnaire in time for

research or ignore it all together. Together with this, there is a possibility of

misinterpretation of the questions by the respondents which can lead to

inappropriate feedback.
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Self-administered questionnaires were used to collect data for this research. The

questionnaire contained structured and unstructured questions (See Appendix 5).

All the questions were open-ended. Questionnaires were used in this research

because they were less expensive to administer and easy to distribute. The

drawbacks of using a questionnaire were minimized by conducting an in-depth

interview with the respondent whereby the gaps left by the respondent were filled

in. The respondents were first asked the permission to be involved in this

research after which background information about the research was given to

give them a fair idea of what the research was about. The questionnaires were

mostly e-mailed or hand-delivered to the respondents. Using this approach, it

was easy to deliver the questionnaires to the respondents however there were

times when it took long to get any feedback since the respondents were too busy

or forgot about the questionnaires. Some questions were left unanswered. The

questions that were missed out in the questionnaire were asked in the interview.

The returned questionnaires were given an identification number and data from

each was entered into a Microsoft Excel Spreadsheet. To allow for statistical

analysis each response in the questionnaire was assigned a numerical code. The

open ended questions in the questionnaire were analyzed through content

analysis. The questionnaires were distributed to the organizations listed in Table

4.3.

Table 4.3 Respondents under the Questionnaire Survey

Organization

1.

2.

3.

4.

5.

6.

7.

Ministry of Tourism

Ministry of Youth, Employment Opportunities and Sport

University of the South Pacific

Fiji Institute of Technology

New Zealand Pacific Training and Productivity Authority of Fiji

The Shangri-La Fijian Resort

Outrigger on the Lagoon Resort
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4.10 Secondary Analysis

Secondary analysis was used in this research to review the current information

on the research topic and the research findings from the research previously

done in this area. The data collected from the secondary research was collected

for a different purpose other than this research. Despite this factor, the material

from the secondary research proved to be a measurable tool in formulating a

proper picture for the subject under study.

Secondary research mainly consisted of official data on the tourism and hotel

industry in Fiji and around the world. Government reports, organizational reports,

press releases, books, newspaper articles, journal articles, conference

proceedings, unpublished and published masters thesis, magazines,

employment records and statistics on the industry and from relevant

organizations were used to enhance and cross-check the data. Such an

approach enhanced the reliability and validity of the data.

4.11 Research Limitations

Some limitations were encountered while carrying out fieldwork and analyzing

the data. It is important that the reader take note of the limitations listed below

before the research findings are discussed.

a) An element of concern is the close involvement the researcher had with

the study. As the level of involvement raises more questions about the

influence she had with the respondents in the study raises and this may

cause bias in the opinions and judgments. The subjectivity of the

researcher was minimized by including quantitative data in the research

findings. The qualitative data was justified by the objectivity of the

quantitative data.

b) 'One-off’ events are not included in this study. Various events may

stimulate or decrease tourism arrivals, for example, political disturbance in
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the country will inevitably scare some of the current investors and

decrease tourism arrivals. Research findings will not be relevant to the

hotel industry if such an event takes place. One-off events cannot be

predetermined however the closest one can get to is getting the most

updated secondary resources to discuss the research findings. Therefore,

in this research, the most updated secondary resources were used to

discuss the research findings.

c) The motivations of the respondents to take part in the research were

unknown to the researcher. This may cause biasness in the truthfulness of

the feedback. It is beyond the researcher's ability to control the personal

motivations of the respondent to participate in this research. Despite this,

the research goals and aims were explained to the respondent before

requesting them to participate in the research.

d) This research focuses on two large hotel groups. Therefore, the research

does not provide insights into the small and medium enterprise dimension

of the hotel industry.

4.12 Summary

In summary, this research will broaden the knowledge base of human resource

development specifically in the hotel industry. As stated earlier in this chapter,

tourism research in Fiji is biased towards economic gains of tourism,

environmental effects of tourism and improvement and establishment of eco-

tourism ventures. Despite the contributions towards the knowledge base of

human resource development in the tourism industry of Fiji, there has not been

any research done specifically to determine if there will be any labour shortages

as the hotel developments take place to achieve the billion dollar industry.

Forums and meetings have been conducted on the issue of managing and

planning for the billion dollar industry but no solid research has been done to find

out if the training providers are producing adequate graduates to meet the

demands of the hotel industry.
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This research, takes both qualitative and quantitative approach. The cases

chosen for this study are Shangri-La Fijian Resort and Outrigger on the Lagoon

Fiji Resort representing hotels. The University of the South Pacific (U.S.P), Fiji

Institute of Technology (F.I.T) and New Zealand Pacific Training Centre

(N.Z.P.T.C) representing academic institutions specializing in tourism and

hospitality education. Data was collected by primary and secondary research.

Secondary data was collected from organizational reports, previous research in

this area and statistical reports from the hotel industry and training providers.

Primary data was collected by means of questionnaires and in-depth interviews

from the training providers. Due to a manageable number of respondents, data

analysis was done by content analysis. It is within the medium of methodology

and methods discussed in this chapter that the data was collected for

dissertation. The focus of this study was not strictly to provide answers for the

problems, but to attempt to explore and to approach the evidence without any

impartiality. The research findings are discussed in the following chapter.
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Chapter Five: Research Findings
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5.1 Introduction

This chapter focuses on representing the research findings from the hotels and

academic institutions. The chapter starts with describing the background

information of the hotels under study. Research findings are presented on the

employees of the resort, operational levels of the resort and training initiatives of

the resorts to contribute towards the labour supply. One of the objectives of this

study is to identify the capacity of academic institutions to meet the needs of the

growing hotel industry. Consequently, the chapter portrays research findings of

all the organizations under case study. The purpose of using a case study was to

focus on the context of the study (White, 1992 and Yin, 2002) by concentrating

on particular organizations under study rather than including all organizations

nationwide. This study focused on five-star hotels and institutions which provide

tertiary level education in tourism and hospitality. Each of the academic institution

under study (University of the South Pacific, Fiji Institute of Technology and New

Zealand Pacific Training Centre), produces different types of graduates at

different education levels. Background information for each of the academic

institution is given followed by displaying the statistics and explaining the trend of

the graduate supply. The chapter also describes the types of graduates produced

to the extent of explaining the operational level and the various departments

where the graduates would fit in. Part of this research was to take the academic

institutions' views on labour supply of the hotel industry. These institutes are the

major suppliers of labour in the hotel industry. Therefore any changes in the

labour supply will concern them.

The chapter finishes off by stating the comments from the respective hotel staff

on the issue of employee needs and the strategic vision of the hotel.

Perspectives from the organizations under study on the issue of labour supply in

the future of the hotel industry are also acknowledged.
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5.2 Outrigger Enterprise Incorporation

Outrigger on the Lagoon Fiji Resort is part of Outrigger Hotels and Resorts

whose parent company is Outrigger Enterprise Incorporation. Outrigger

Enterprise Incorporation is one of the largest, fastest-growing, privately held

hospitality companies in the Pacific. It was founded more than 55 years ago in

Honolulu, Hawaii. The company successfully combines hospitality management

with real estate and retails investments. Outrigger Enterprises Incorporation has

expertise in hospitality and leisure market which has led to the tremendous

growth in the business which now spans the Pacific, from Hawaii to Fiji to

Australia to New Zealand. In the future, Outrigger Enterprises Incorporation

intends to continue adding properties and brands to the portfolio destinations.

2004

Hawaii, 48%

US
Mainland ,

23%

Pacific, 29%

Figure 5.1: Outrigger Enterprise Incorporation: Geographical Property

Distribution

Outrigger Hotels and Resorts is the hospitality arms of Outrigger Enterprise

Incorporation, whose mission is to be the hospitality company of choice for

owners, guests and employees. Outrigger Hotels and Resorts manage and

market hotels, full-service resorts and condominiums in Hawaii and throughout

the Pacific. Outrigger Hotels and Resorts has earned a reputation for innovative
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leadership, sound judgement and profitable performance which had led it to be

the premier brand management and hospitality company in the Pacific.

Outrigger Hotels and Resorts operate and have under development fifty hotels

and resort condominiums throughout the region. This represents more than

twelve thousand rooms and condominium units in Hawaii, Tahiti, Australia, New

Zealand, Fiji and Bali. Bringing together some of the leading names in hotels and

resorts, Outrigger Hotels and Resorts have created a multi-brand strategy that

enables them to market and manage properties located in highly desirable

leisure destinations through a growing number of hospitality industry

partnerships. Outrigger Hotels and Resorts' understanding of the relationship

between host, guest, and place means the Pacific spirit will embrace guests from

the moment they check in until they depart.

In addition to this, Outrigger Hotels and Resorts are given the special touch by its

committed employees and unique hospitality (P. Huges, personal

communication, 27 August, 2005). Outrigger Hotels and Resorts employees are

of great assets as they link in creating the relationship between host, guest and

place, they play a vital role in providing guests with an authentic vacation

experience. Outrigger differentiates itself in a crowded resort marketplace by

incorporating local cultural values into the very fabric of the company. Outrigger

Hotels and Resorts carries the same spirit as they expand throughout the Pacific,

helping guests connect with the unique culture of each destination, be it Fiji,

Hawaii, Guam, Australia, New Zealand or Tahiti. The employees of Outrigger

Hotels and Resorts attend classes to learn about the local customs and traditions

to better share island cultures with the guests, knowing that living and sharing

local values is the foundation of the memorable Pacific hospitality experience.

5.3 Outrigger on the Lagoon Fiji Resort

Outrigger on the Lagoon Fiji was initially known as Outrigger Reef Fiji but after

the five-star rating it became Outrigger on the Lagoon Fiji Resort. The new name
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honours the Pacific Ocean lagoon in front of the property which is well known for

its local legends and as the site of the first landing centuries ago of Tongans who

fused cultures with Fijians. The successful journey toward a new beginning for

the Tongan settlers mirrors the hotel's journey as Outrigger on the Lagoon Fiji

Resort. The General Manager of Outrigger on the Lagoon Fiji Resort, Paul

Huges (2005) says that the new five-star rating of the hotel allows them to enter

a new territory, with an evolved identity, however the strengths, traditions and

great achievements of the past will not be forgotten. In 2004, Outrigger on the

Lagoon Fiji Resort became the only rated hotel in Fiji which had been given a

five-star status by AAA Tourism Australia. The Sales and Marketing Co-ordinator

boasts that the five star image of the resort carries a lot of weight in marketing

the hotel and attracting tourists who choose hotels by its rating.

Our main market is New Zealand and Australia. Travel agents in these countries design

package deals according to different star rating of hotels. Because of the five star rating,

Outrigger on the Lagoon Fiji Resort is defined as a luxury up-market resort targeted to

the exclusive market (W. Robinson, personal communication, 28 August, 2005).

The identity change decision reflects the resort's extensive and ongoing

upgrades, extensions and tourism industry accolades such as the 'Deluxe

Accommodation' category in the Fiji Excellence in Tourism awards in 2003. After

receiving the official five star AAA Tourism rating the intention of the resort was

to more accurately reflect the five-star level changes to the organisational culture

of the hotel and improving the quality of the product and service standards.

"Being 'the new kid on the block', Outrigger on the Lagoon Fiji Resort has

performed exceptionally well to be given the first five star hotel statuses in Fiji

"(V. Sokotukevei, personal communication, 27 August, 2005). Outrigger on the

Lagoon Fiji Resort opened in 2000 with a total of 207 rooms and 47 air

conditioned bures. The resort has three bars, four restaurants, conference

facilities, a gym and one of the best water features in the South Pacific. The

resort is located on the beach front with an architecture capturing the warmth and

character of a Fijian village.
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5.3.1 Employees of Outrigger on the Lagoon Fiji Resort

There is a total of 420 full-time staff in the resort and they are divided among the

four main departments of the resort which are Food and Beverage Department,

Rooms Department, Activities Department and Administrative Department (refer

to Figure 5.2). The largest department in the hotel is the Rooms Department

which has 190 staff divided among the housekeeping, front office and

engineering section all of which have their own supervisors and department

managers. Currently, the room to employee ratio is one is to one. The Food and

Beverage Department has got a total of 180 employees out of which 80 are in the

kitchen.

Activities ,
75

Administrat /
ive,35 /

Rooms ,
190

\ Food and
Beverage ,

\ 180

Figure 5.2: Number of Employees in Different Departments in Outrigger on the

Lagoon Fiji Resort

These employees are responsible for running four restaurants and four bars in

the hotel. The Activities Department has 75 employees with the Administrative

Department having 35 employees. Employees in the Administrative Department

are divided among the finance, management and the human resources section.

Out of the 420 staff in the hotel, only 3 staff is expatriates. The three expatriates
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in the hotel are the General Manager, Food and Beverage Manager and the

Manager of the Japanese Tourist Section. The Director of Human Resources,

Mr. Sakiusa Sokotukivei says that expatriates were hired because individuals

with the adequate experience and qualifications required for the positions could

not be found locally. One of the strategic human resource visions of Outrigger on

the Lagoon Fiji Resort is to further minimise the number of expatriates working in

the resort.

For instance, the Japanese Tourist Section interacts with the Sales and Marketing

Department and the Front Office Department when catering for the needs of the

Japanese tourists. While doing so, the local personnel are in a learning process involving

in catering for the special needs of Japanese tourists. Therefore, in the near future there

will not be a need to hire an expatriate manager for the department (D. Rawaqa, personal

communication, 28 August, 2005).

According to the V. Sokotukevei (Personal communication, 27 August, 2005),this

can be achieved by training the existing employees to an optimum level in order

to match the qualifications and experience to take up management level

positions in the hotel. The Food and Beverage Manager makes the following

statement regarding new intakes at the hotel:

Most of our new intakes at Outrigger on the Lagoon Fiji Resort are school leavers or

diploma holders from Fiji Institute of Technology. Intakes from Fiji Institute of Technology

have an academic background and have had their internships in the hotel, therefore, they

are easily adaptable to the working environment of the hotel as they know what to expect.

However, in the case of school leavers, the hotel has to provide them further training to

get them used to in the operational environment (A. Haywood, personal communication,

28 August, 2005).

"The level of training provided to new intakes depends on the operational level at

which the employee is going to work" (V. Sokotukevei, personal communication,

27 August, 2005).
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5.3.2 Operational Levels of Outrigger on the Lagoon Fiji Resort

There are four operational levels in the hotel which exist in all the departments.

The four operational levels are managerial level, supervisory level, craft-skilled

and operational less-skilled (refer to Figure 5.3).

A

/ ^\ Managerial

Supervisory \

Craft-Skilled

Operational Less-Skilled

Figure 5.3 Operational Levels at Outrigger on the Lagoon Fiji Resort

The managerial level staffs are mostly involved in making strategic decisions for

their respective departments within the mindset of the operations of the hotel. All

the managerial level staffs have a formal academic qualification specialising in

hotel operations and relevant experience in the nature of the department they are

handling.

For managerial level positions, the hotel required people with very high standards of

academic history and extensive experience in local and international experience in hotel

operations. Due to the vast qualities and experiences required, it is difficult to find

employees at managerial level position. One of the major drawbacks is the lack of

overseas work experience (V. Sokotukevei, personal communication, 27 August, 2005)

The supervisory level staffs is responsible for managing the day to day activities

of their respective departments, they ensure the smooth running of their own

departments. Most of the supervisory level staff in the resort has got extensive
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knowledge of the in-house knowledge of operations of the hotel. In other words,

they have started at the bottom to get to the top. Some of the supervisory level

staff has formal academic qualification and some do not, however all of them

have extensive experience of working in a hotel. The Director of Human

Resources admitted that the supervisory level staff at the hotel were usually hired

internally. "Staff who have thorough knowledge and extensive work experience in

that department are given the supervisory level position" (V. Sokotukevei,

personal communication, 27 August, 2005).There are cases where hotel staff are

offered to go through external or internal training to up skill themselves in order to

meet the demands of a supervisory job level.

Craft-skilled employees perform the daily operations of the hotel. They are

skilled employees specialised in different areas, for example, florists. The

operational skilled employees have formal specialised qualification mostly at

certificate or diploma levels. Experience is not necessary but is an advantage to

obtain the craft-skilled position. "Fiji Institute of Technology (F.I.T) is the major

source for providing employees at this operational level" (V. Sokotukevei,

personal communication, 27 August, 2005).Other common suppliers of labour at

this operational level are New Zealand Pacific Training Centre (N.Z.P.T.C) and

Training and Productivity Authority of Fiji (T.P.A.F).

Operational less-skilled employees are responsible for performing a bulk of tasks

which do not require much skill or formal qualification, for example, gardeners.

The operational less-skilled employees need not have any experience to join the

workforce of Outrigger on the Lagoon Fiji Resort. According to V. Baledrokadroka

(Personal communication, 21 September, 2005), there are approximately 17,000

new entrants in the job market every year. These individuals come straight out of

high school and do not have any solid work experience. "New entrants such as

these fit perfectly in the operational less-skilled category and can be used as a

solution to fill in the labour demand" (V. Baledrokadroka, personal

communication, 21 September, 2005)
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The operational levels at Outrigger on the Lagoon Fiji Resort are very distinctive

because all them require different types of skills, levels of education and

experience. "Due to the number of departments in a hotel, a diverse nature of

employees is required to perform at different levels in different departments" (P.

Huges, personal communication, 27 August, 2005).

School Leavers
19%

38%

Figure 5.4 Intakes at Outrigger on the Lagoon Fiji Resort

Figure 5.4 illustrates the percentage of staff hired from various training providers.

The most number of intakes is from Fiji Institute of Technology (F.I.T) as the

graduates are specialized in different areas. These together with graduates from

New Zealand Pacific Training Centre (N.Z.P.T.C) fit into the craft-skilled

operational level. Graduates from Training and Productivity Authority of Fiji

(T.P.A.F) are the second most suppliers of labour in the resort. These intakes

typically fit into the supervisory level. In some circumstances, employees of

Outrigger on the Lagoon Fiji Resort go through specialised training courses

offered by Training and Productivity Authority (T.P.A.F) and upon completion

come back to their jobs at the resort. University of the South Pacific (U.S.P)
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graduates mostly fit into the supervisory level as long as it is not a position where

vocational knowledge is required. The resort also hires school leavers mainly at

operational less-skilled level. The percentage of intake for this sector is high

compared to U.S.P and N.Z.P.T.C because of the high number of employees

required at operational-less skilled level.

5.3.3 Training Initiatives of Outrigger on the Lagoon Fiji Resort

"Outrigger on the Lagoon Fiji Resort is dedicated to contributing towards

investing in the human capital for a promise of continued success. Apart from

this, the reason why the resort invests in training to further minimise the need for

expatriates" (P. Huges, personal communication, 27 August, 2005). The resort

has provided different types and levels of training to over one hundred

employees within five years (Refer to Figure 5.5). There have been drastic drops

in 2002 and 2004 because of the lack of suitable personnel to undergo training.

"Coups fuel migration which affects in-house training as employees in the

tourism industry are concerned about their job security…" (V. Sokotukevei,

2005). The resort collaborates with local and international training institutions to

train its employees. The local training institutes are Training and Productivity

Authority of Fiji (T.P.A.F), University of the South Pacific (U.S.P) and Fiji Institute

of Technology (F.I.T). The resort collaborates with overseas universities where

the employees are given the chances to study or undergo specialised training. V.

Sokotukevei (Personal communication, 27 August, 2005) says that some of the

training within the department is conducted by the respective managers of the

department, that is, training is conducted by the supervisors to the operational

less-skilled staff. Training within the department, also known as internal training

is done to satisfy the immediate needs of the department and quicken the

training process. The supervisors of the department provide training to seasonal

workers, most of which come from local villages who are mostly school leavers or

high school drop outs with no tertiary education and no work experience. These

seasonal workers fall in the operational less-skilled category. The hotel recruits

the seasonal workers during the peak period or to organise a big function.
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The human resource department of the hotel keeps an eye out for any interesting

training offered by the training institutions so that they can send their employees

to be trained in a specialised area. External training is provided to employees at

all operational levels. Training must ensure that the outcome meets the human

resources requirements of the hotel. Despite the fact that it is the employee who

is being trained, the skills learnt from the training will be used to provide service

to the hotel.

Food & Beverage

Reservations

Event Management

Floral/Creative Arts

Management

2000 2001 2002 2003 2004

Figure 5.5: Various Training Provided at Outrigger on the Lagoon Fiji Resort

To be selected for training depends on the departmental managers. In some

case employees have to have certain educational background to undergo

training. For instance, an employee must have some background knowledge and

academic knowledge in catering before the hotel provides the employee with

specialized training into becoming a pastry chef (A. Haywood, personal

communication, 28 August, 2005). However there are cases where an employee

does not need to have any educational background to go through training; this is

mainly applicable to internal training. For example, new waiters and waitresses

are trained by their respective supervisors on topics such as customer care,

reservation management and setting up tables (A. Haywood, personal

communication, 28 August, 2005). All the external training costs are met by the

hotel; the external training cost total up to approximately F$20,000 per year. The
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hotel does not pay any extra fees for supervisors providing internal training. The

external and internal training time depends on the nature of training and usually

runs between five weeks to four months. Training is mostly provided to up skill

the local staff however; there are small cases where local management staff may

brief expatriate staff on local protocols regarding cultural and social issues. This

may not be called training but termed rather as 'local orientation' (V. Sokotukevei,

personal communication, 27 August, 2005).

Apart from providing internal and external training Outrigger on the Lagoon Fiji

Resort, provides scholarships to the local villagers, particularly children of the

existing staff of the hotel.

Currently there are a total of eight sponsored students in various tertiary institutions in

Fiji; four students in University of the South Pacific (U.S.P), three in Fiji Institute of

Technology (F.I.T) and one in Training and Productivity Authority (T.P.A.F) of Fiji.

Outrigger on the Lagoon Fiji meets the tuition fees of the students. The students are free

to choose their field of study and after completing their studies they are free to find their

own employment. It is not necessary for them to come and work for the resort after

completion of studies. During the holiday period of the sponsored students, the resort

usually provides the students with a 'holiday job' at the resort to meet their pocket

expenses. The students usually start off at craft-skilled or operational less-skilled

operational level (V. Sokotukevei, personal communication, 27 August, 2005).

5.4 Shangri-La Hotels and Resorts

Inspired by the legendary land featured in James Hilton's novel Lost Horizon

published in 1933, the name Shangri-La encapsulates the serenity and service

for which Shangri-La is renowned worldwide. The group has two brands:

Shangri-La and Traders hotels. Shangri-La properties are primarily five-star

deluxe city centre and resort hotels with the majority of the city centre hotels

having over 500 guest rooms, whereas the resort properties tend to be slightly

86



smaller. Introduced in 1989, Traders is a four-star brand of mid-priced city

centre hotels consisting of nine hotels in Beijing, Dubai, Manila, Penang,

Singapore, Shenyang, Yangon, Changzhou and Kunshan. Hong Kong-based

Shangri-La Hotels and Resorts is Asia Pacific's leading luxury hotel group and

regarded as one of the world's finest hotel ownership and management

companies. Shangri-La Hotels and Resorts is the trade name of Shangri-La

Asia Limited's management arm. Shangri-La's tradition of service excellence

started with the opening of the Shangri-La Hotel, Singapore in 1971.

Since its origin, the group has grown rapidly to satisfy the increased demand for

deluxe hotels and resorts in Asia Pacific's capital cities and most sought-after

leisure destinations. Today there are 47 properties, of which only 10 are third

party management agreements, throughout Asia Pacific and the Middle East,

representing a room inventory of over 23,000. In addition, there are over 40

projects under development including locations in Canada, mainland China,

France, India, Macau, Malaysia, Maldives, Philippines, Qatar, Seychelles,

Thailand, United Arab Emirates, United Kingdom and the United States.

5.5 Shangri-La Fijian Resort

Shangri-La Fijian resort opened in 1979 with a total of 436 rooms all of which

underwent renovations in 2005. The resort is located on Yanuca Island which is

connected to the mainland (Viti Levu) by a causeway bridge. The entire resort's

layout is intertwined with the contemporary Fijian theme. During its long

existence in Fiji, Shangri-La Fijian Resort has indulged itself in contributing

towards sustainable tourism development. The resort participates heavily in

sustainable environmental and social practices contributing towards community

development. Recently, Shangri-La Fijian Resort was named one of the top

three hotels in the Pacific Islands in an on-line consumer survey by the internet,

(Fiji Times, 27 May, 2006). Shangri-La Fijian Resort was among the 74,000

respondents coming from 140 countries. The resort dedicated the award to its

excellent staff who offered memorable and excellent service to the guests. The

general manager of the resort, David Hopcroft labeled the staff of the Shangri-La

Fijian Resort as 'assets'.
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…the success of Shangri-La Fijian resort is all due to its employees (D. Hopcroft,

personal communication, 27 August, 2005)

No matter how big and glamorous a hotel is, the guests remember the humanistic touch

of the hotel, which is the employees (K. Sorby, personal communication, 27 August,

2005)

5.5.1 Employees of Shangri-La Fijian Resort

There are a total of 373 full-time staff and 400 seasonal staff at Shangri-La Fiji

Resort. The seasonal staff is hired to help out in different parts of the year to

facilitate big events and during the peak-season. K. Sorby (Personal

communication, 27 August, 2005), said that it is highly unlikely that all the 400

seasonal staff is hired at once. There are cases when the seasonal staff is hired

in different departments, at different operational levels to gratify for different

events in the hotel. Seasonal staff also includes consultants, researchers and

expatriates hired by the hotel.

The full-time staff in the resort is divided among the seven departments in the

hotel (refer to Figure 5.6). The seven departments are Executive Office, Rooms

Department, Engineering Department, Food and Beverage Department, Human

Resources Department, Finance Department and the Sales and Marketing

Department. The largest department in the hotel is the Food and Beverage

Department with a total of 153 employees. The employees in the Food and

Beverage Department are divided among the hotel's five restaurants and six

bars. According to the Food and Beverage Manager, the department is

responsible for food and beverage service, providing kitchen hand and

stewarding (E. Deku, personal communication, 30th September, 2005). There is

102 staff in the Rooms Department whereby the staffs are involved in providing

front-office rooms' service and providing housekeeping and laundry service. The

room to employee ratio in the hotel is one is to one. However there are times

when the hotel has full occupancy which leads the employee to room ratio to
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increase to two is to one. The seasonal workers help with housekeeping to fill in

the extra ratio gap with the hotel has a full occupancy. One of the uniqueness in

Shangri-La Fijian Hotel's staffing is that the sports and recreational staff come

under the Rooms department. The Engineering Department of the hotel consists

of 53 full-time staff that is responsible for the technical engineering work,

maintenance and grounds keeping work in the hotel.

Sales &
Marketing Executive

Finance
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Food&
Beverage
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Engineering

Figure 5.6: Number of Employees in Different Departments in Shangri-La Fijian

Resort

There are four departments in the hotel which form the back office of the hotel. These

are the Executive Office, Human Resources Department, Finance Department and Sales

and Marketing Department. Despite the fact that four out of seven departments in the

hotel fall under the back office section, there are more employees in the front office

departments (K. Sorby, personal communication, 27 August, 2005).

Front office, sports and recreation, laundry and housekeeping all come under the Rooms

department. The employees coming under the sub-departments are responsible for the
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providing service to the tourists and carry out the day to day activities/needs of the

tourists at operational level (D. O'Donnell, personal communication, 30th September,

2005).

There are a total of 28 staff in the Finance Department and 21 staff in the Sales

and Marketing Department. The Executive Office has nine staff which includes

the general manager of the hotel, resident managers of each of the departments

and the information technology service staff. The smallest department in the

hotel is the Human Resource Department which has a total of seven staff. From

the 373 full-time staff in Shangri-La Fijian Resort, 361 are local and 12 are

expatriates. Expatriates are hired to meet the demand of staff which is not

available in the local labour market.

…there are times when Shangri-La Hotels and Resorts want to make some procedures

standardized in all of its properties; this is when the expatriates come in from overseas

Shangri-La Hotels and Resorts properties to work on the Shangri-La Fijian Resort

property for a short period of time (D. Hopcroft, personal communication, 27 August,

2005).

5.5.2 Operational Levels of Shangri-La Fijian Resort

There are five operational levels existing in the Shangri-La Fijian Resort. The five

operating levels are executive management level, senior management level;

middle management level, technical skilled level and unskilled level (refer to

Figure 5.7).The executive management level staffs have outstanding academic

achievements with extensive international and local background knowledge of

Shangri-La Hotels and Resorts. Executive management level staffs also have
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Figure 5.7: Operational Levels at Shangri-La Fijian Resort

international work experience in several Shangri-La Hotels and Resorts. Such

attributes enable the employees at executive management level to have an in-

depth understanding of Shangri-La Hotels and Resorts and apply knowledge

and experience for strategic decision making.

…it is difficult to find Executive Management level staffs in the local labour market since

the applicants do not have adequate international work experience. This is the reason

why the hotel opts to hire expatriates to fill in positions (K. Sorby, personal

communication, 27 August, 2005).

Staff at the Senior Management level is responsible for ensuring the smooth

running of the hotel. Senior Management Level staffs have a formal qualification

and extensive work experience in the hospitality industry. Department Heads at

Shangri-La Fijian Resort fall under the senior management staff. It is not

necessary for staff at the middle management operational level to have

outstanding formal qualification. Work experience is more vital as they are

responsible for supervising their respective departmental staff. The middle
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management staff has a thorough knowledge of in-house operations and this

knowledge is usually obtained when they have worked their way to the top from

the bottom. Each department has its supervisors and this fall under middle

management operational level.

…middle management positions are usually filled internally to employees who have

extensive operational knowledge and experience of the hotel (D. O'Donnell, personal

communication, 30th September, 2005).

The technical skilled staff has formal academic qualification in a specialized area

of work in the hotel. The level of education is not high, usually diploma or

certificate level education in a specialized field from a vocational education

institution. Front office staff, plumbers, and barmen are some examples of

technical skilled staff in Shangri-La Fijian Resort. Staff at the unskilled

operational level is the backbone of the labour force in the hotel as they are the

ones performing majority of the tasks upon getting instructions from the technical

skilled staff and middle management staff. Most of the unskilled staff is required

to have basic high school education and a will to work in the hotel. Work

experience in the same field is an advantage but not necessary.

The five operational levels in the Shangri-La Fijian Resort are composed of

employees having different types and levels of education, work experience and

specialties.

This distinction provides specifies work requirements, role and duty of each employee

thus performing a collaborative workforce. It is like a jig saw puzzle where all different

types of employees come together to portray the whole picture (K. Sorby, personal

communication, 27 August, 2005).
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Figure 5.8: Intakes at Shangri-La Fijian Resort

Figure 5.8 illustrates the pattern of the resorts' intake of graduates from various

suppliers. Intakes from Fiji Institute of Technology (F.I.T) are the largest and

most of them fit into the technical skilled level or middle management depending

on the level of education obtained. Training and Productivity Authority of Fiji

(T.P.A.F), University of the South Pacific (U.S.P) and New Zealand Pacific

Training Centre (N.Z.P.T.C) contribute to almost the same level of intakes in the

resort. Despite this similarity, the intakes fit in different operational levels.

Graduates from New Zealand Pacific Training Centre (N.Z.P.T.C) and Training

and Productivity Authority of Fiji (T.P.A.F) fit into the technical skilled level.

However, most of the graduates from Training and Productivity Authority of Fiji

(T.P.A.F) are already employees of the resort and undertake training to further

advance their skills in a particular field. Intakes from University of the South

Pacific are usually recruited at the middle management level. School leavers are

absorbed into the unskilled operational level to perform bulk of the unskilled tasks

at the resorts.
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5.5.3 Training Initiatives of Shangri-La Fijian Resort

Training is Shangri-La's top priority and significant resources are allocated annually to

ensure employees have the skills and knowledge to be the best in their fields. This has

earned the group international awards and recognition from guests, prestigious

magazines as well as industry partners and made Shangri-La one of the preferred hotel

employers, with over 28,000 people serving guests with the philosophy 'Shangri-La

Hospitality for Caring People' (D. Hopcroft, personal communication, 27 August, 2005).

Shangri-La Fijian Resort provides training to its employees to better meet the

needs of the hotel and adapt to the changing working environment. There are

different types of training given to the employees. New entrants are given on-the

-job training by their supervisors. Sometimes the in-house training focuses on

special operations project only to meet the staffing requirements of big events.

Existing staff are given training based on needs analysis. Given the type of

training which best meets the corporate needs, the staff receives training from

internal or external sources. External sources of training include Fiji Institute of

Technology (F.I.T), University of the South Pacific (U.S.P), Training and

Productivity Authority of Fiji (T.P.A.F) and New Zealand Pacific Training

(N.Z.P.T.C). Staffs are given the opportunity to get trained by overseas institutes

if the training is not provided by the local educational institutes. Depending on the

nature of training identified, apprenticeships can last up to years; attachments

overseas can be up to three to four months. In-house training varies from half a

day to five day workshops. All of training is funded by the resort.

The Shangri-La Fijian Resort has got a bond agreement with the employees who

undergo training funded by the resort. This bond varies from one to three years

depending on the length of training and the amount of money spent by the resort

on training the employee. Not all training is secured by a bond. For example,

there is no bond if an employee undergoes five day floral arrangement training at

the Training and Productivity of Fiji (T.P.A.F). There is, however a bond when an

employee receives training from an overseas university. Under the conditions of

the bond, the employee is required to work for the hotel for a period of time, if the
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employee chooses to leave the hotel he/she must refund the money spent by the

resort to train the employee. Such bond enables the resort to secure its staff

within its workforce after he/she finishes training. The conditions of the bond are

determined by the executive management.

In the future, Shangri-La Fijian Resort is planning to let its employees do participate in

online training and studies at certificate, degree and diploma level with Cornell University

in America. Training is to be heavily concentrated in specialized fields (D. Hopcroft,

personal communication, 27 August, 2005).

Training of this sort will focus on courses which are not offered by the local

training providers in Fiji as an initiative from Shangri-La Fijian Resort to provide

its employees skills to meet up international standards.

A synthesized discussion of the findings on both hotels will be presented in

section 5.16 and 5.17 of this chapter.

5.6 Academic Institutions

Part of this research was to take the academic institution's views on labour

supply of the hotel industry. The reason they were chosen as part of this study is

because of the fact that they are the major suppliers of labour in the hotel

industry. Therefore any changes in the labour supply will concern them. Due to

geographical, financial and time constraints, this study includes three academic

institutions only; University of the South Pacific (U.S.P), Fiji Institute of

Technology (F.I.T) and New Zealand Pacific Training Centre (N.Z.P.T.C). All of

these three academic institutions provide different types of tourism and

hospitality education as explained in the following paragraphs:

5.7 New Zealand Pacific Training Centre (N.Z.P.T.C)

New Zealand Pacific Training Centre (N.Z.P.T.C) is a vibrant educational institute

with nine centres around Fiji. N.Z.P.T.C has been contributing towards the labour

supply for eleven years in Fiji. Programmes offered by N.Z.P.T.C give specialized
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skills that:

• Are short in supply in Fiji

• Guarantee employment

• Prepare you for an effective participation in the global economy

• Help you migrate

Source: New Zealand Pacific Training Centre, 2005

The institute delivers internationally recognized courses which is same as the

diplomas taught in Boxhill Institute of T.A.F.E (Technical and Further Education),

Melbourne, Australia. N.Z.P.T.C entered into a partnership with Boxhill Institute

of T.A.F.E to bring skill-related diplomas to Fiji. Diplomas and certificates from

N.Z.P.T.C are recognized in Fiji, Australia and New Zealand. Graduates from

N.Z.P.T.C wishing to pursue degree level education after obtaining a diploma are

eligible for cross credits in Australia and New Zealand Universities. N.Z.P.T.C

has got partnership with Australian and New Zealand universities, which is one of

the reasons why a lot of students in Fiji opt to study in N.Z.P.T.C. A lot of

students come to study at N.Z.P.T.C because of the institute's partnership with

New Zealand and Australian universities (Deo, 2005).

N.Z.P.T.C is always searching for new courses that meet industry needs.

"N.Z.P.T.C believes in teaching career skills, as well as life skills such as

independence, self-motivation and team work" (R. Deo, personal

communication, 26 October, 2005). N.Z.P.T.C offers course at three educational

levels. These include short courses varying in duration from two days to six

weeks, certificate courses for two semesters, and diploma courses for four

semesters. Short courses are mainly catered to give the students a brief outlook

of the subject being studied and last for several hours only. Employees already in

the hospitality industry come and do short courses in which they would like to

seek specialized skills.

Certificate level courses give the students a theoretical understanding of the topic

with some hands on experience in the field. To obtain a Certificate in Hospitality,
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a student needs to complete thirty-two courses in two semesters. Despite the

high number of courses required to obtain a certificate, the courses are short,

lasting a ten to thirty hours. The courses cover tourism and hospitality in general,

financial aspects of hospitality, quality service delivery and marketing tourism

products. There are no labs or practical done at this stage of studies. Figure 5.9

displays the trend in the level of graduates from certificate level study at

N.Z.P.T.C. The trend was at its peak in 2003 since the tourism industry had

started to pick up after the coups and there was more demand for jobs in the

tourism and hospitality field (Deo, 2005).

Certificate in Hospitality

10

2001 2002 2003 2004

Figure 5.9: Graduate Supply at Certificate Level in Hospitality at New Zealand

Pacific Training Centre

Diploma level courses often give the students hands on experience in the field of

study. A Diploma in Hospitality and Management enables the students to

acquire, develop and practice the knowledge and skills required at the middle-

management levels within a hospitality operation, such as hotels, resorts,

restaurants, clubs, entertainment and food courts. Assignments and tests, in-

house training, internships and presentations are part of the Diploma in

Hospitality and Management course at N.Z.P.T.C. It takes two years of full-time

study at N.Z.P.T.C to obtain a Diploma in Hospitality Management. The diploma

is offered at the Suva and Nadi campus. A Diploma in Hospitality Management is
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a continuation from the certificate level. A student has to complete a total of fifty

short courses and ten weeks of internship to obtain a diploma. Courses for the

diploma are focused on the operations at the hotel such as roster development,

preparing budgets, preparing a business plan, monitoring staff performance and

adhering to operational health and safety issues. N.Z.P.T.C subject coordinators

in tourism and hospitality find placements for students for the period of their

internships according to the students' preference in the department they want to

be placed in.

Diploma in Hospitality &
Management

2001 2002 2003 2004

Figure 5.10: Graduate Supply at Diploma Level in Hospitality and Management at

New Zealand Pacific Training Centre

As seen in Figure 5.10, the trend in the graduate supply is on a steady increase.

This is due to the increase in demand in the hotel industry workforce (Deo,

2005). Currently, there are hundred and seventy N.Z.P.T.C graduates in the hotel

industry workforce. There are about thirty to fifty graduates produced by

N.Z.P.T.C in hospitality and management each year.

Naween Dewan, the Centre Manager for N.Z.P.T.C Nausori Centre proudly

stated that the institution has been approached by big hotels such as Sofitel Fiji

Resort wanting to recruit their graduates. "One of our graduates after completing

a Diploma in Hospitality Management was recruited by Sofitel Fiji Resort as a

duty manager" (N. Dewan, personal communication, 26 October, 2005).Out of
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the total number of graduates produced, 30% fit into the supervisory level and

50% fit into the operational level. Graduates produced by N.Z.P.T.C fit into food

and beverage housekeeping, front office and finance section in the hotel.

The graduate supply of N.Z.P.T.C meets the needs of the industry. We at N.Z.P.T.C do a

market research and develop a curriculum according to the industry needs (R. Deo,

personal communication, 26 October, 2005).

This statement explains the way in which N.Z.P.T.C contributes towards the

labour supply of the hotel industry. One of the main priorities of the institute is to

increase its student numbers to contribute more effectively towards Fiji's labour

market. In order to achieve this, N.Z.P.T.C hopes to market its courses to

existing employees in the hotel sector by developing a positive word-of-mouth

advertising. In addition to this, it is the institute's aim to educate and up-skill the

current and prospective employees of outer island resorts.

In the long run, N.Z.P.T.C hopes to have its hospitality programs offered via distance and

flexible learning. In such a circumstance, course materials will be prepared by the course

co-ordinators and distributed to the students in the outer islands. Such method of

teaching is targeted for employees already working in the industry who do not have time

to attend classes on mainland. The students will be provided with hands-on knowledge

via workshops conducted by NZPTC staff (N. Dewan, personal communication, 26

October, 2005).

Communication with the resorts and N.Z.P.T.C will be strengthened so that the

institute is able to meet the tailored needs of the industry. At this stage, Naween

Dewan, the centre manager of N.Z.P.T.C sees that the institution is doing well

with its current students. However, the curriculum offered in the future will be

modified and improved as the tourism market changes. Consequently, new

courses will be introduced by the institute. Deo (2005) stated that there will be

shortages in the specialiased skills in the hotel labour market particularly at

middle management level. Demand for specialist skills and experienced
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employees will be foremost in the hotel industry labour market.

5.8 Fiji Institute of Technology (F.I.T)

Fiji Institute of Technology (F.I.T) is one of the largest suppliers of vocational

education in the hospitality field in Fiji. F.I.T has got a separate campus located

in Suva known as the F.I.T's School of Hospitality and Tourism Studies. Students

attending this are completely different from F.I.T's other campuses. For once, the

students of F.I.T School of Hotel and Catering wear uniforms and have a

restaurant where they serve food to the public which they make themselves.

From the perspectives of the students, the F.I.T restaurant gives them a real life

situation of what their working environment will be like upon joining the

workforce.

The students get assessed on customer communication and food presentation skills. In

addition to this, the school lets its students get hired by the public to cater for events such

as weddings and parties. In such events, the students are responsible for catering and

providing food delivery service to the guests in the event. This arrangement is beneficial

to both the students and to the institute as well as it brings money to the institute and the

students gain work experience in catering for big social events (H. Hoerder, personal

communication, 26 October, 2005).

The school offers programmes of study leading to a Diploma in Hotel

Management, as well as a range of Trade Certificate and Certificate Level

programmes. The different programmes are listed in the proceeding paragraphs.

5.8.1 Certificate Programmes

Certificate Programmes at F.I.T allows the students to enhance basic or entry

level knowledge in different departments in a hotel or restaurant (Fiji Institute of

Technology, 2005). All Certificate Programmes have an internship component in

the syllabus to give the students a real-life working environment experience. The
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certificates are all distinguished in specialized areas apart from Certificate in

Hospitality Operations which is more of a general course covering major

departments in a hotel. Entry requirements for Certificate Programme are

dependant on the duration of the certificate. A certificate which takes one

semester of full-time studies requires the student to complete Fiji School Level

Certificate (F.S.L.C) with a pass in English, mathematics and accounting. Mature

students with some work experience in the hospitality field and students who

have successfully completed vocational education majoring in catering and

tailoring are also accepted to pursue a Certificate Programme. Hupfeild Hoerder

(Personal communication, 26 October, 2005), says that mature students that

enroll in this programme are usually people who are employed in the industry

and want to up skill themselves or get specialized in a particular field. There are

also some students who are offered scholarships to come for further education.

Since certificate programmes run for a short period of time, they are a popular choice of

study for mature students since they do not have to take a lot of time off to come and

study. In addition to this, the mature students are able to get specialized knowledge in a

particular hospitality field (H. Hoerder, personal communication, 26 October, 2005).

There are five different types of Certificate Programs offered by F.I.T (Fiji Institute

of Technology, 2005). A Certificate in Dining Room Service provides the student

with the basic 'entry level' knowledge in dining room service. It prepares students

for positions as waiting and bar staff in hotels and restaurants. The course lasts

for one full semester with a twelve week work attachment in a hotel or restaurant.

A Certificate in Front Office Reception contributes directly to the hotel sector as it

is aimed to provide students with the basic knowledge of front office and

reservation procedures. The course lasts for one semester of full-time studies

and twelve weeks internship program. Certificate in Housekeeping, provides

students with the basic knowledge of housekeeping which includes one semester

of full-time studies and twelve week work attachment. A Certificate in

Commercial Bakery covers the aspects of bread making pastry, desserts and

confectionary. It enables the students to obtain positions in bakery and patisserie
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departments in hotels, resorts and commercial bakeries.

A Certificate in Hospitality Operations is not as specific as the rest of the

certificate as it is designed to give students an all round knowledge of the

Hospitality Industry in general (Hoerder, 2005). The syllabus includes an

introduction to food and beverage service, food production, housekeeping and

reception. This course is a pre-requisite for Diploma in Hotel Management (Fiji

Institute of Technology, 2005). A Certificate in Hospitality Operations lasts for two

semesters full-time study and eighteen weeks work attachment. Certificate in

Hospitality Operations is the most popular course among all the certificate

programmes because it is a pre-requisite for Diploma in Hotel Management. It

has got the highest number of graduates compared to all the other programmes

(refer to Figure 5.11). Unlike the graduate supply in certificate level for N.Z.P.T.C

(Figure 5.9), there was a sharp drop in the certificate level graduate supply for

F.I.T. The drop for certificate level graduates in F.I.T can be reasoned by

students opting for higher level of education such as diploma or degree level

(Hoerder, 2005). Graduate supply in Certificate Programme depends on the

number of students enrolled for the programme. Usually, the enrollment figure in

this programme is dependent on the successful completion of Fiji School Leaving

Certificate (F.S.L.C) with a pass in english, mathematics and accounting

(Hoerder, 2005).
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Figure 5.11: Graduate Supply in Certificate Programme at Fiji Institute of

Technology

5.8.2 Trade Certificate Programmes

There are three different types of Trade Certificates offered by F.I.T. All the

Trade Certificates require the students to do three semesters of full-time study

and fifty weeks of work attachment in hotels or restaurants (Fiji Institute of

Techonology, 2005). The entry requirement for Trade Certificate is the same as

enrolling for a one semester of full-time studies at Certificate level. Trade

Certificate is distinguished from Certificates by the depth of knowledge involved

which has led to a longer period in the length of the course delivery.

A Trade Certificate in Accommodation Services provides the students with a full

detailed knowledge of accommodation related operations of a hotel. The

certificate emphasizes on the importance of standardized service rendered to

customers, good inter-departmental communication skills, the flow of guest cycle

and controlling inventory (Hoerder, 2005). Graduates from this Trade Certificate

fit into the housekeeping department operations level. The Trade Certificate in

Food and Beverage aims the students to learn to cater to the discriminating

tastes of the elite in luxurious establishments or on the contrast serve large
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numbers of patrons in cafeterias or institutional settings (Fiji Institute of

Technology, 2005). The Trade Certificate in Food and Beverage comprises of

two full-time semesters in Food and Beverage (basic to advance) plus one

semester of food production. The students of this programme serve the patrons

of the restaurants located in F.I.T's School of Hospitality and Tourism Studies. As

depicted by the name, graduates from a Trade Certificate in Food and Beverage

fit perfectly with the Food and Beverage Department of a hotel. The third Trade

Certificate offered by F.I.T is Trade Certificate in Cookery. This certificate

focuses is on providing training to prepare food in varied and attractive ways and

to conserve and handle supplies in order for food outlets to operate at a

reasonable profit level (Fiji Institute of Technology, 2005). The course is basically

designed for students who like to specialize in food production. Graduates from

this Trade Certificate fit into the specialized cookery positions in the Food and

Beverage Departments in hotels.

Trade Certificate in
Accommodation
Operations

Trade Certificate in
Food & Beverage

Trade Certificate in
Cookery

2000 2001 2002 2003 2004

Years

Figure 5.12 Graduate Supply in Trade Certificate Programme at Fiji Institute of

Technology

Cookery has been the most popular choice among the students over the years

(refer to Figure 5.12). According to Hupfeild Hoerder (Personal communication,

26 October, 2005), there has been an increase demand in Trade Certificate in

Food and Beverage and Trade Certificate in Cookery in the recent years. This

104



increase is due to increase in competitions related to food, beverage and cooking

techniques. Employees from big hotels have been participating in international

competitions after getting support from their employers. Participating in such

competitions is part of earning a good name for the hotel which acts as a good

marketing strategy to get more customers (Hoerder, 2005). There has been a

slow steady increase in the graduate supply in Trade Certificate in

Accommodation Operations, mainly because there is a raise in the development

of the accommodation sector in the hotel industry. "The number of enrollments in

Trade Certificate in Accommodation Operations is expected to increase" (H.

Hoerder, personal communication, 26 October, 2005).

5.8.3 Diploma in Hotel Management

To enter into this programme, the student needs successful completion of

Certificate in Hospitality with a minimum of B grade pass in all units or a

Certificate in Hospitality Operations plus two years of industrial experience in a

hospitality related industry (Fiji Institute of Technology, 2005). A Diploma in Hotel

Management is covered within two semesters of full-time studies and eighteen

weeks of work attachment in a hospitality related field. This course has two

majors, Food and Beverage and Accommodation. All specialist Management

Areas are covered in the syllabus such as statistics, marketing, quality

management, advanced accounting, human resource management and basic

management (Fiji Institute of Technology, 2005). A successful completion of this

course would result the student to obtain a junior supervisory or supervisory level

employment in the hospitality operation. Figure 5.13 displays the trend in the

graduate supply in Diploma in Hotel Management according to food and

beverage and accommodation, respectively. As seen in Figure 5.13, there has

been a recent sharp increase in the graduate supply of Diploma in Hotel

Management majoring in Accommodation. The increased trend may have been a

result of the increase in the demand for skilled workforce in the accommodation

sector of the hotel industry (Hoerder, 2005).
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Figure 5.13: Graduate Supply in Diploma in Hotel Management Programme at

Fiji Institute of Technology

The various programmes at F.I.T School of Hospitality and Tourism Studies allow

the students supplement operational experience in the various sectors of the

hospitality industry during the compulsory industry experience. This is one of the

strongest points of the educational structure at F.I.T for which it has received a

lot of praises from the industry. Mr. Dixon Seeto , the Chief Executive Officer of

Fiji Islands Hotel and Tourism Association said in the most recent tourism forum

that F.I.T is one of the institutions which gives its students the opportunity to work

in the industry while providing full liability during the internship period (Johns,

2006). The positive feedback from the industry is an encouragement for F.I.T.

Currently F.I.T has only got a campus in Suva. Very soon a new campus will

open in Nadi which will specialize in hotel and catering. This new campus will be

bigger and with better learning facilities. Most of Fiji's tourism activities are

concentrated in the western side of Viti Levu, the relocation of the campus will

provide easy access to employees who are currently employed by the industry,

thus promote external training (Hoerder, 2005). F.I.T hopes to get donations from

private institutes to support its program and carry out workshops in specialized

areas.
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There are some employees who have some skills to get into craft-skilled level; however

they need some 'polishing up' on their current skills. Our small workshops will be carried

out by our staff at various hotels whereby the employees will be given a brief tutorial and

demonstration on craft skills. Hotels will be most welcome to approach us to conduct a

workshop concerning a particular craft (H. Hoerder, personal communication, 26 October,

2005).

F.I.T's main priorities lie in educating the current employees in the hotel industry

and training those who would like to join the industry. The institute maintains a

close relationship to facilitate communication among it stakeholders so that a

curriculum is designed best to meet the industry needs.

F.I.T's current program is being reviewed by its academic staff and hotels. This is being

done to see if there is a need to modify the program in order to cater for the latest tourism

developments. All efforts to customize the program to meet the industry needs will be

done (H. Hoerder, personal communication, 26 October, 2005).

5.9 University of the South Pacific (U.S.P)

The University of the South Pacific (U.S.P) has been serving the South Pacific for

thirty eight years since it initially started in 1968. The University of the South

Pacific was developed to establish higher education and serve the English

speaking nations in the South Pacific. Tourism at U.S.P was offered as a stand-

alone course in the early 90's. "The introduction of tourism studies arose after the

witness of economic dominance of the tourism industry in Fiji" (T. Berno,

personal communication, 18 August, 2006). The department started small with a

few personnel and a handful of students; it was part of School of Social Science

and Economic Development (S.S.E.D) at U.S.P. U.S.P was the only tertiary

institution offering tourism studies at a degree and postgraduate level of study.

Although confronted by competition from the Bachelor of Business in Tourism

programme at the Fiji International Campus at Central Queensland University

(C.Q.U) and from emerging programmes offered by New Zealand Pacific

107



Training Centre (NZ.P.T.C), the outlook for tourism studies at U.S.P remained

positive (King, 2002).

The department has flourished since it first started due to increase in student

enrollments and funding from European Union. Currently the department is

located in the Faculty of Islands and Oceans under the new U.S.P restructure.

When data was collected for this research (2006), the department had four

academic staff, two administrators and four full-time graduate assistants funded

by the European Union. Student numbers have increased due to courses offered

by Distance and Flexible Learning (D.F.L). Courses offered by Distance and

Flexible Learning reaches out to regional students and encourages part-time

education for working students. The department does not face threat from any

competitors since Central Queensland University (C.Q.U) has closed down and

New Zealand Pacific Training Centre (N.Z.P.T.C) does not offer degree level

courses anymore. In 2004, the department changed its name to Department of

Tourism and Hospitality because it started offering Bachelor of Arts degree in

Tourism and Hospitality. There are six levels of education offered by the

Department of Tourism and Hospitality:

• Certificate in Tourism Studies

• Bachelor of Arts in Tourism Studies

• Bachelor of Arts in Tourism and Hospitality

• Postgraduate Diploma in Tourism Studies

• Masters in Tourism Studies

• Doctor of Philosophy in Tourism Studies

Source: University of the South Pacific, 2006a

Refer to Appendix 6 to see the courses offered by the Department of Tourism

and Hospitality. One can obtain a certificate in tourism studies by completing six

courses (University of the South Pacific, 2007). Certificate level courses are

focused on providing students with introductory knowledge of the industry and
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the importance of tourism in the South Pacific. The courses are designed

specifically to address the needs of the public sector.

"The Department of Tourism and Hospitality offers tourism studies as one major

in a double major programme and as a minor. It also offered a complete degree

combining tourism studies and hospitality" (University of the South Pacific,

2006b).It was introduced as a single major that could be combined with any

social science discipline. The most common choice for students is to combine

tourism studies with a business related major such as management and public

administration, economics, information technology; there are few students who

opt to combine tourism with geography, history and politics or with sociology

(King, 2002). Twenty courses need to be completed in order to finish a bachelors

degree at University of the South Pacific (U.S.P). Students need to have passed

Form Seven Examination with a passing mark of not less then 250 marks out of

400 to enter into the degree level program; candidates with a considerable

industry experience are also considered.

The Department of Tourism and Hospitality offers Bachelor of Tourism Studies

and Bachelor of Arts in Tourism and Hospitality. Bachelor of Tourism Studies

focuses on tourism industry in general where as Bachelor of Tourism and

Hospitality enables student to acquire the knowledge and skills to contribute to

the study, assessment and sustainable management of tourism and hospitality

within the region. The main difference between the degrees is the Bachelor of

Tourism and Hospitality offers courses with hospitality dimensions and requires

students to undertake employment in the field of tourism and hospitality

(University of the South Pacific, 2006a). The Bachelor of Tourism and Hospitality

was introduced in 2004 after recommendations from stakeholders and external

assessor like Brain King. King (2002) recommended in his report that a "single

major in tourism and hospitality should be introduced with a view to signaling

strongly to all stakeholders that the tourism studies programme is committed to

expanding employment opportunities for U.S.P graduates across the region"

(King, 2002). With the help of funding from European Union and new staff
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members, this recommendation was implemented. A Bachelors degree can be

completed in three years of full-time study or five to six years of part-time study.

"At postgraduate level the Graduate Diploma in Tourism Studies was offered for

the first time in 2001" (King, 2002). A Postgraduate Diploma in Tourism Studies

consists of the completion of four courses; three postgraduate tourism units and

an elective from any social science discipline. Postgraduate courses are aimed at

providing applied learning of theoretical material through individual assignments

and group based projects. In 2003 the department started offering Graduate

Assistant scholarships through the European Union grant. A successful

candidate was given financial support to complete a Postgraduate Diploma and

Masters in Tourism Studies in return for eight hours of work for the department.

Duties usually included providing tutorial support and administrative duties for the

department.

A Masters degree can be obtained in tourism by writing a thesis. The thesis topic

is decided by the students who then received supervision from an academic staff

specializing in the field. Thesis writing can take up to two to five years depending

whether the student is doing full-time or part-time studies. Post Doctoral degree

is similar to the Masters degree however the thesis is longer in terms of content.

After completing tourism studies at U.S.P, the graduates can join various

departments in a hotel or any other tourism sector. There is no specific

department in a hotel which is classified for U.S.P graduates due to the variety of

subjects they have studied. At the end of the day, it is the employers' or student's

choice on the department they want to work for in a hotel. Although the common

perception of U.S.P graduates is to join managerial level position at the hotel, this

is not true. U.S.P graduates typically start at the operational level in a hotel

before going onto supervisory or managerial level. "A Management Graduate

Trainee Program or Graduate Trainee Program with some in-service training fits

a U.S.P graduate in the hotel industry well" (T. Berno, personal communication,

18 August, 2006). Berno also stated that the U.S.P Tourism graduates have an
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advantage over other tertiary level tourism graduates in Fiji, as the U.S.P

graduates have an advantage of having additional skills such as problem solving

skills, management and decision making skills and critical thinking skills.

Currently, the Department of Tourism and Hospitality is trying to expand its hotel

management courses and have more applied skills after doing practical work in

the courses being offered.

Bachelor of Arts in Tourism
and Hospitality

1995 1996 1997 1998 1999 2000 2001 2002

Years

Figure 5.14: Bachelor of Arts Graduates in Tourism and Hospitality at University

of the South Pacific

Figure 5.14 displays the numbers of tourism graduates produced from 1995-

2000 with a tourism and hospitality studies as a major or minor in Bachelor of

Arts. There has been a sharp increase since 2002 because the tourism

programme has become a separate department since 2002 thus offering

students more choice in the area of study. According to Berno (Personal

communication, 18 August, 2006), the opportunities for graduates within the

industry have increased due to the growth in the tourism industry as a whole.

"There is now awareness in the local labour market as tourism and hospitality

industry being a dominant employer "(T. Berno, personal communication, 18

August, 2006). The researcher was unsuccessful in obtaining data on the

number of students who undertook the internships programme.
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In the past years, the Department of Tourism and Hospitality has been moving

towards the direction of senior applied management in tourism. However, in the

future, the senior management at U.S.P wants the courses of the programme to

go in the direction of hotel management and offer more applied professional

degrees such as MBA in Tourism and Hospitality (King, 2002). Berno (2006)

stated that the department had meetings with the industry consultation group to

review its courses and make appropriate changes when need arises.

5.10 Labour Supply in the future of Hotels - Different Perspectives

Labour supply issues will arise as the new hotel developments take place. Listed

below are some of the issues highlighted by personnel from hotels, academic

institutes and the Ministry of Youth, Sports and Employment Opportunities.

Sorby (2005) states that there is likely to be a devastating shortage in

managerial and supervisory level staff. Staff at this level is experienced and there

is always a demand for them in the hotel industry labour market. As the new

hotel developments take place, there will be a demand for employees with

experience. Baledrokadroka (2005), agrees with Karen (2005) on this. He states

that there will not be enough skilled, qualified and experienced people to take

over the jobs in the hotel industry as growth in the hotels take place. This

problem will be caused by big hotels seeking experienced and qualified

employees in return for a better wages and working conditions compared to other

hotels. "There will be a lot of poaching for employees in the labour market" (V.

Baledrokadroka, personal communication, 21 September, 2005)

Sokotukivei (2005), believes that the labour supply will be hugely dependent on

the academic institutions.

New entrants lack qualifications and experience because academic institutions have their

own structure whereby the needs of the industry are not met. What they teach is not
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relevant to whatever the industry needs this will cause drastic labour shortage (V.

Sokotukevei, personal communication, 27 August, 2005).

Hoerder (2005) agrees with Sokotukevei (2005). "At some point, industry

practices are not equaled to the concepts and syllables taught at tertiary

institutions specializing in tourism and hospitality studies" (H. Hoerder, personal

communication, 26 October, 2005). There is lack of coordination between the

industry needs and the academic institutions which is a dominant factor

contributing towards the shortage of skilled labour force in the hotel industry.

Haywood (2005) gave an example when it comes to graduates from University of

the South Pacific (U.S.P) and Fiji Institute of Technology (F.I.T):

If a U.S.P and F.I.T graduate are placed together, the F.I.T graduate has more chances

of getting a job with a Diploma in Food and Beverage rather than a graduate from U.S.P

with a Bachelor of Arts in Tourism. The reason for this is because the graduate from F.I.T

has got specialized skills that the industry needs and can start at an operational level

from where the student can grow. However in the case of the U.S.P; since the curriculum

focuses on tourism management and theoretical understanding of tourism rather than

practical values of the industry, graduate have high management level expectations when

the enter the job market. This is a major problem. Graduates need to be taught at

academic institutions to start off with the basic level of operational before getting into

supervisory and management level positions (A. Haywood, personal communication, 28

August, 2005).

Dewan (2005), says that one of the biggest problems for the labour supply in the

hotel industry is the lack of skilled workers. "There are a lot of people willing to

work in the hotel industry; however they do not have the required skills and

qualifications to take up the jobs. They need to be provided with further training"

(N. Dewan, personal communication, 26 October, 2005). Berno (2006) defines

the type of labour that will be in shortage due to the large number of hotel

developments taking place. She states that there would not be enough vocational
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level graduates to fill in the service or operational level positions in the hotels.

Her justification for this statement is that most of the hotel developments that are

taking place or are going to take place within a couple of years are mostly five to

six star resort accommodation facilities. Hotels with this star rating require a lot of

service level staff and given the current labour supply, there will defiantly be a

shortage in operational and service level employees. Therefore, it will be a

challenge for vocational educational providers to produce adequate labour supply

to meet the demands of the hotel industry. Sorby (2005) disagrees with this as

she believes that there will be an oversupply of operational and less skilled staff.

Staff at falling in the operational and less-skilled operation level can be found

and trained easily. "School leavers and local villagers can be used to fulfill the

labour market demand at this level upon receiving some in-house training" (V.

Baledrokadroka, personal communication, 21 September, 2005 and K. Sorby,

personal communication, 27 August, 2005)

The shortage of labour supply will have an impact on the price of tourism

products in Fiji. Sorby (2005), asserts that the existing hotels having to increase

the salary in order to retain their staff and minimize the employee turnover rate.

An increase in the salary of staff will lead to more operating costs incurred by the

hotel thus the overall price of the tourism product will increase. This will have a

negative effect on the tourists. "The shortage of labour will lead to heavy reliance

on experts to fill in the high level management level positions in the large hotels"

(T. Berno, personal communication, 18 August, 2006). Again, this will lead the

hotel to incur more operating costs which will again make tourism products more

expensive.

5.11 Managing Labour Supply

The participants of this research suggested some ways in which the labour

supply in the hotel industry can be managed to meet the industry needs in

accordance to the hotel developments.
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Sorby (2005), suggests to the hoteliers that they should be prepared to lose staff

to other new hotels. The best way to be prepared is by keeping an eye on the

labour market of the hotel industry and keeping trained staff on hand to replace

staff that may leave the organization. Another solution can be applying a human

resource strategy by creating a friendly working environment in the hotel to

achieve employee loyalty. "It is not necessary to increase the salary of the

employee to lock them within the hotel, creating employee loyalty through

training and friendly environment works as well" (K. Sorby, personal

communication, 27 August, 2005). Baledrokadroka (2005), have a slightly

different suggestion. He says that poaching of employees' problem can be solved

by increasing the standard of jobs in the hotel industry. "The current hotels know

about the emergence of the 'big players' therefore, the current hotels should

increase its wages and work conditions to obtain employee loyalty" (V.

Baledrokadroka, personal communication, 21 September, 2005).

Sokotukivei (2005) recommends that the academic institutions in the hotel

industry should come together with the hotel industry, identify the needs of the

industry and design a curriculum in accordance to that. "The curriculum should

be tailored to meet the needs of the industry otherwise the graduate supply will

lack knowledge and qualifications of what is required" (V. Sokotukevei, personal

communication, 27 August, 2005). Hoerder (2005), adds to this by saying that

academic institutions should do a curriculum review in cooperation with the

hotels and make the necessary changes to suit the industry needs more closely.

U.S.P for example works closely with representatives from the tourism industry to

produce graduates with the type of skills required by the industry. "There is an

Industry Advisory Board which looks into the issue of minimizing the gap

between the curriculum of educational providers and industry requirements" (T.

Berno, personal communication, 18 August, 2006). The board consists of

representatives from the transportation sector, public sector, the accommodation

industry, and ground operating sector and tertiary providers in tourism and

hospitality industry. Berno (2005) suggests that the academic institutions should
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work closely with the Industry Advisory Board to tailor their curriculum to fit the

industry needs.

Baledrokadroka (2005) says that academic institutions should provide more

practical attachments to the students so that together with attaining theoretical

knowledge, the students will be able to obtain some practical knowledge and

skills as well. Hoerder (2005), points out that vocational knowledge in tourism

and hospitality should be provided at secondary school level so that school

leavers who join tertiary institutions have some experience and knowledge of the

tourism and hospitality field. "Those students who cannot afford tertiary education

can benefit from this program as they would be in a better position to get jobs at

hotels due to their vocation education at high school" (H. Hoerder, personal

communication, 26 October, 2005).

Dewan (2005), says that the problems of lack of skilled labour can be solved by

placing more emphasis on obtaining tertiary and vocational education in tourism

and hospitality. "Training should be made more accessible by means of

marketing, financial and moral support" (N. Dewan, personal communication, 26

October, 2005). Current workers in the hotel industry who fall in the unskilled

category should be encouraged to take time off work to undergo professional

training. On the other hand, school leavers who do not have the financial and

academic qualifications should be given options to go into vocational training.

"The hotel's responsibility is to give the fresh graduates an opportunity to work in

the hotel and give its own staff the benefit to enhance their knowledge through

training" (N. Dewan, personal communication, 26 October, 2005).

5.12 Summary

Research findings indicate that internal training is provided to meet immediate

needs of the hotel. Both hotels are on the look out to upgrade the skills and

knowledge of its employees through external training. Shangri-La Fijian Resort

also accommodates its employees for international training. All the training is
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funded by the hotel. Employees undergoing training in Outrigger on the Lagoon

Fiji Resort do not serve a bond however this is not the case in Shangri-La Fijian

Resort. Employees receiving external training Shangri-La Fijian Resort has to

work for the resort for one to three years depending on the cost of the training.

This strategy ensures that the employee uses his/her skills in the resort after the

training. Outrigger on the Lagoon contributes further towards the labour supply

by providing scholarships to the local community, that is, mainly to the children of

the employees of the resort. The scholarships are given for tertiary level

education whereby recipients of the scholarship are free to choose their own field

of study and jobs after completion of studies. There is no bond to serve under

this scheme for Outrigger on the Lagoon Fiji Resort.

All the academic institutions contribute in one way or the other towards the labour

supply of the hotel industry. N.Z.P.T.C and F.I.T have similar programmes

concentrating on vocational education. Despite the similarity N.Z.P.T.C does not

have as many students enrolled as F.I.T. Both institutions produce graduates

which fit into operational-skilled level at a hotel. Graduates from F.I.T have

specialized areas of study at different education levels enabling them to fit into

specific departments of a hotel depending on their field of study. Compared to

F.I.T and N.Z.P.T.C, U.S.P provides the highest level of education to its students.

The students have can do a certificate, diploma, Bachelor of Arts, masters and

doctoral studies in tourism and hospitality. Tourism and hospitality studies at

U.S.P focus on tourism management and theoretical understanding of tourism

and hospitality. However, in the recent years, hospitality studies have been

introduced to the program whereby the students have to do internships as part of

their course. The curriculum is now shifting to applied tourism management and

hospitality courses. Like N.Z.P.T.C and F.I.T graduates, U.S.P graduates start at

the operational level when joining the hotel industry. Out of all the academic

institutions, F.I.T is the largest supplier of graduates in the hotel industry.

There were some interesting issues highlighted by the respondents on labour

supply for the hotel industry in future. Sorby (2005) and Baledrokadroka (2005),
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agree that there would be a shortage of managerial level staff which will lead to

poaching of employees in the hotel industry. Employee poaching will lead the

employers to build devise strategies to decrease the turnover rate. One of the

strategies is to increase the wages of employees which will eventually result in

the price of tourism to increase as the operational costs for the hotels will

increase as well. Another method to decrease employee turnover is to

concentrate on establishing employee loyalty which would improve the conditions

of labour market in the hotel industry. Berno (2005) has a contradicting

perspective towards the labour shortage. She states that there will be a shortage

of vocational staff. Her statement is based on the type of hotel developments

taking place in future, which are mainly five to six star level resorts. Such hotel

developments require enormous number of employees working at operating

level. Berno (2005) believes that the vocational training providers will not be able

to produce adequate staffing needs of the growing five to six star hotel

developments. Sorby (2005), has opposing views by stating that there will be an

oversupply of operational level staff because they can be trained easily and

quickly. One way or the other, Dewan (2005) and Baledrokadroka (2005) believe

that there will be shortage of staff. It all comes down to the verity that despite the

abundant labour available in Fiji, there will be a shortage of skilled labour in the

future of the hotel industry.

The respondents of this research suggested solutions which when implemented

and practiced can minimize the labour shortage problem. Sorby (2005),

Baledrokadroka (2005), suggest that current working environment of the hotel

workers should be improved financially and socially. Emphasis should be placed

on improving financial benefits and working environment to avoid loosing

employees to new hoteliers. In addition to this, existing hotels ought to keep

training staff on hand in order to be prepared when a staff leaves the hotel.

Sokotukivei (2005) and Hoerder (2005) have said that the solution lies in

designing a curriculum that meets the industry needs. This can be achieved

when key industry players and academic tertiary institutions come together and

design the curriculum. Emphasis is to be placed on providing more practical
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knowledge to the students during their study. Hoerder (2005) suggests that the

curriculum should be dynamic and not static as to meet the needs of the

changing operation environment of hotel. Dewan (2005), recommends that

awareness for tourism and hospitality studies ought to be created which would

increase the skilled labour force. A summary of the recommendations is

illustrated in Figure 5.15.

Academic Institutes

1. Perform a curriculum review to

match it with current industry

needs.

2. Work collaboratively with

industry to recognize and meet

industry needs.

3. Introduce tourism and hospitality

studies at high school level.

4. Promote tourism and hospitality

studies through effective

marketing and providing

scholarships.

Government

1. Increase wage and improve|

working conditions to

increase employee loyalty.

2. Incorporate more practical

knowledge in the

curriculum.

How to meet human
resource needs in

hotels? Industry

1. Create a friendly working

environment to obtain

employee loyalty.

2. Be prepared for labour

shortages.

3. Train employees to meet any

sudden shortages.

4. Devise a curriculum to meet

industry demands.

Figure 5.15: Recommendations to Meet Labour Needs in the Hotel Industry.
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The research findings from the academic institutions highlight the need for

cooperation between the academic institutions and hotels to minimize labour

shortage. Current programs offered by the academic institutes under study have

the potential to contribute more towards the labour market by minimizing the gap

between the curriculum and industry needs. The next chapter is the research

analysis chapter (Chapter 6) in which the theoretical material covered in the

literature review will be revisited and put into context in relation to the research

findings.
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Chapter Six: Research Analysis
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6.1 Introduction

"Around the world, destination areas usually elect to become involved in tourism

mainly because of the perceived economic benefits, primarily related to the

acquisition of hard currency and improvements in the balance of payments"

(Cukier, 2002: 165). Wilkinson (1989) states that tourism is 'inevitable' in those

island states that lack viable economic alternatives to growth because of their

isolation, size, lack of resources and high cost structure, among other inhibiting

factors. In the case of Fiji, tourism has increased dramatically over the years. "In

1998, for instance, sugar exports were valued at F$224 million - equivalent to

9.5% of GDP while tourism exports were valued at F$568 million - equivalent to

22.1 per cent of GDP" (Narayan, 2000: 15).

With the advancement of the tourism industry in Fiji, more hotel developments

are taking place. One of the benefits of establishing hotels in developing

countries is cheap labour compared to industrialized nations (International

Labour Office, 2001 and Cukier, 2002). Despite the low cost of labour, the quality

of labour may be a problem because the expansion of the travel and tourism

industry in Fiji has increased the demand for trained and skilled people to cater

for the growing needs of the expanding industry (Narayan, 2000). Unfortunately,

due to Fiji's political instability, there is a shortage of labour because every year

about 5,000 people, mainly skilled and professional leave the country thus

degrading the labour force (Narayan and Prasad, 2004). The strain of labour

shortage is eased to some extent by academic institutes specializing in tourism

and hospitality education. Labour issues identified in the research findings are

unique to the context of Fiji due to its size, location and labour market

characteristics. Fiji is a developing country with a population willing to join the

labour force of the hotel industry. However, the main problem lies in having a

labour force with appropriate skills to support quality service in the industry. This

makes Fiji an insightful case study on the issue of labour shortage in the hotel

industry.
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According to the research findings, the hotels and academic institutions both

contribute towards the labour force to meet the industry needs. The hotels

provide internships, scholarships and in-house training to employees whereas

the academic institutions provide vocational and theoretical understanding of the

tourism and hospitality industry. Despite the contribution of both stakeholders,

the participants of this research have concerns over labour shortage in the hotel

industry. This chapter enlightens on the relationship between the hoteliers and

the academic institutes under study. Based on the research findings, this chapter

illustrates the types of labour shortage in the hotel industry and the

corresponding solutions suggested by the research participants. This chapter

links theory to research findings by supporting or contradicting findings from the

literature review.

6.2 The Need for Experience and Education for Employment in Hotels

Determining the type of skills required in hotels is difficult because of the nature

of the work. Weissinger (1989) goes at the extent of stating that no skills are

required to join the labour force of hotels as individuals can acquire the required

and much needed skills as they perform their daily tasks. The research findings

from both resorts under study support Weissinger's statement. However, the

statement is only applicable to employees working at the lowest operational level

hierarchy, that is, operational less-skilled level. Employees working at the

operational less-skilled level at Shangri-La Fijian and Outrigger on the Lagoon

Resort perform a bulk of tasks which does not require formal education or

practical skills. K. Sorby (Personal communication, 27 August, 2005) and V.

Baledrokadroka (Personal communication, 21 September, 2005) both agree that

an enthusiastic attitude to join the workforce in the hotel industry is the most

essential requirement for entry to work at operational less-skilled level.

According to Westlake, 1997; cited in McDonald and Hopkin, 2004, staff at the

operational less-skilled level are not involved in any decision making or

supervisory roles. They get instructions from middle-level or supervisory staff
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who have the necessary qualification to oversee the duties of operational less-

skilled staff.

The advantage of working in the hotels is that skills can be learned on the job

with the progression of employment (Campbell and Featherstone, 1995). As

seen in the case of Outrigger on the Lagoon Fiji Resort, the supervisory level

staff have worked from the bottom to get an enhanced understanding of the

hotel's operation in order to carry out the duties at supervisory level. In the case

of Outrigger on the Lagoon Fiji Resort, some of the staff has formal qualification

and some do not. This supports Campbell and Featherstone's (1995) statement

which states that some positions in the hotel do require formal accreditation but

there are other positions which need experience working in a hotel. Wagen,

(1995) and Amoah and Baum (1997) mentioned in the literature review that,

"…academic qualification, training and 'hands-on' experience in the industry is

invaluable". In relation to the research findings, staff working at the supervisory

level in Outrigger on the Lagoon Fiji Resort and Shangri-La Fijian Resort

oversee the operational activities in their respective departments. In order to

carry out their duties, formal accreditation and operational knowledge of the

department is needed which can only be gained by experience.

Apart from vocational and theoretical knowledge, employees are needed to be

equipped with basic knowledge to communicate with customers and peers

(Campbell and Featherstone, 1995), be well organized, ability to work in a team,

function well under pressure, have a smart presentation and grooming and have

basic knowledge of technical skills (Wagen, 1995; Amoah and Baum, 1997).

Classic examples of individuals who fall in this category are school leavers.

According to V. Baledrokadroka (Personal communication, 21 September, 2005)

17,000 school leavers in Fiji fit perfectly well in this category and can be used to

fill in the labour gap at the operational less-skilled level.

As exemplified by the research findings, the hotel industry requires employees

with various levels of skills, experience and formal qualification depending on the
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type of job performed. The industry is as such that the employees require both

theoretical knowledge and vocational education depending on the type of job and

the operational level at which they are operating. The proceeding paragraphs

describe the importance of theoretical and vocational education in the hotel

industry.

6.3 Theoretical Knowledge versus Vocational Education

Despite the fact that employees in the hotel industry require theoretical and

vocational education, focus is primarily placed on the latter to prepare employees

and students for craft-skilled level positions (Baum, 1995). As stated in the

literature review by Tribe (2002), vocational education is aimed at enabling

students to become operationally effective in the industry. It is designed with the

needs of specific industries in mind Morgan (2004). On the contrary (Cooper and

Westlake, 1998) state that theoretical education focuses on the concepts and

issues in the industry and is biased towards managerial objectives. The

academic institutions under study specialize in both theoretical and vocational

education in the hotel industry.

Fiji Institute of Technology (F.I.T) is the largest producer of graduates which

gives its students the opportunity to take up internships while providing full

liability during the period. V. Sokotukevei (Personal communication, 27 August,

2005) and D. Seeto (Johns, 2006) stated that Fiji Institute of Technology is one of

the best academic institutions in Fiji when it comes to providing graduates for the

tourism and hospitality industry. While the students are studying they receive

hands-on training. The hands-on training consists of students going for

internships in the industry, serving in the F.I.T restaurant and students and

getting hired by the public to cater and serve for events. "Intakes from Fiji

Institute of Technology (F.I.T) have an academic background and have

undergone through internship while doing their studies therefore they are easily

adaptable to the working environment of the hotel as they know what to expect"

said the Director of Human Resources for Outrigger on the Lagoon Fiji Resort.
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New Zealand Pacific Training Centre (N.Z.P.T.C) also provides vocational

education to its tourism and hospitality students via internships at certificate and

diploma levels. The number of graduates produced by N.Z.P.T.C is not as high

as F.I.T due to the size of the two academic organizations where F.I.T has got a

bigger campus with more training facilities and low cost of education. Apart from

vocational education, theoretical understanding of the industry is needed as well

in order to have a holistic acquaintance of the industry.

In relation to this research, University of the South Pacific (U.S.P) has its courses

strongly linked to theory and policy to compliment public sector management.

Hospitality studies is a small part of tourism studies and the department's

regional focus constraints its ability to meet private sector needs. Cooper and

Westlake (1998) state that theoretical education focuses on the concepts and

issues in the industry and is biased towards managerial objectives. Berno (2006)

agrees with Cooper and Westlake's focus on theoretical education. However, she

clearly states that it is not true that graduates start from a management level

position when joining the workforce. Typically, the graduates will have to start

from operational level. This is opposed to the high job expectations that students

have after completing their studies at a tertiary institutions. A vocational student

engages in more hands-on activities where as a student with theoretical

understanding of the industry is more suitable for administrative, marketing and

decision making tasks. As stated by T. Berno, ( Personal communication, 18

August, 2006) students who study tourism and hospitality at U.S.P have got

problem solving skills, management and decision making skills and critical

thinking skills most of which require theoretical understanding of the industry.

One of the most popular drawbacks from the industry is that students do not

have the practical experience if they concentrate on theoretical side of tourism

and hospitality studies. V. Baledrokadroka (Personal communication, 21

September, 2005) recommends that tertiary institutions to provide practical

knowledge and skills to the students. Tourism and hospitality studies at U.S.P
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are taking on board this suggestion as there are trying to have more hotel

management course and applied skills.
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Figure 6.1: Total Graduate Output of U.S.P and F.I.T

Different skills, experience and formal qualifications are required at different

operational levels in a hotels. Different departments in a hotel require employees

specializing in various areas. According to Figure 6.1, there are more vocational

graduates produced in comparison to students doing theoretical studies in

tourism and hospitality. The question remains as to what type of labour will be in

shortage. The research findings illustrate several viewpoints on the type of labour

shortage that Fiji's hotel industry is bound to face in the near future.

6.4 Types of Labour Shortage

It was mentioned in the literature review that the main labour issue in developing

countries is the shortage of skilled labour (Cukier, 2002). (English, 1986; cited in

Cukier, 2002) pointed out that this problem is solved by getting 'outsiders' or

expatriates to fill in the labour gaps. When this research was carried out, there

were 3 expatriates in Outrigger on the Lagoon Resort and 12 expatriates in
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Shangri-La Fijian Resort. The Human Resource Directors of both hotels stated

that the only reason for hiring expatriate staff was because the local labour

market did not have adequate experience and qualifications to fill up the

positions. The expatriate staff in the hotels understudy was mainly management

level staff. K. Sorby (Personal communication, 27 August, 2005) and V.

Baledrokadroka (Personal communication, 21 September, 2005) voice out that

there will be a devastating shortage of staff at managerial level. New hotel

developments will require qualified and experienced staff to take up managerial

level positions. "Not all hotels would be able to afford expatriates. This will most

likely lead to poaching of employees" (V. Baledrokadroka, personal

communication, 21 September, 2005). Employee poaching will have a positive

effect on the employees as hotels will increase employee incentives to

encourage employee loyalty. On the other hand, employers will have increased

operational costs which will lead to an increase in the price of hotel

accommodation (K. Sorby, personal communication, 27 August, 2005 and T.

Berno, personal communication, 18 August, 2006).

There are opposing views on the type of labour shortage from T. Berno (Personal

communication, 18 August, 2006). She believes that there will be a shortage of

vocational level staff. Berno's justification lies in the fact that large hotel

developments will need a bulk of staff to work at operational level. Vocational

staff are needed in all departments of a hotel and are needed in large numbers in

comparison to supervisory and management level staff. Figure 2.1 in Chapter 2

illustrated four operational levels in the hotel. Operative-less skilled employees

and craft-skilled employees typically require vocational education to perform

their duties (Westlake, 1997; cited in McDonald and Hopkin, 2004). The demand

for vocational level staff will lead hotels to recruit school leavers and provide in-

house training to meet its own needs (V. Sokotukevei, personal communication,

27 August, 2005). In the long run, the academic institutions will concentrate their

resources on providing vocational education to meet the industry needs. As

stated by T. Berno (Personal communication, 18 August, 2006), the Department

of Tourism and Hospitality is trying to expand its hotel management courses and
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have more applied skills after doing practical work in the courses being offered.

Such approach is taken to increase vocational graduates for hotels.

6.5 Issues and Opportunities Regarding Labour Shortage in Hotels

There are a number of problems with corresponding solutions identified in the

research findings. The problems and solutions are outlined in the following

paragraphs with theoretical support indicated in the literature review.

6.5.1 Issue 1: Industry Needs Are Not Met

Harris and Zhao (2004) in the literature review said that 'those who don't practice

teach' which characterizes academics in universities that have been away from

the industry roots and in time to come forget about the dynamic nature of industry

needs thus producing 'obsolete graduates'. "One of the main problems identified

in the research findings was that new entrants lack qualifications and experience

because academic institutions have their own structure whereby the needs of the

industry are not met" (V. Sokotukevei, personal communication, 27 August,

2005). H. Hoerder (personal communication, 26 October, 2005) adds to this by

saying that Industry practices are not equaled to the concepts and syllabus

taught at tertiary institutions that specialize in tourism and hospitality studies.

6.5.2 Opportunities for Issue 1

Amoah and Baum (1997) have a solution to this problem by suggesting that both

educators and employers should identify the industry needs and design a

curriculum to meet the industry needs. This suggestion is supported by the

research findings:

• "Design a curriculum which meets the industry needs" ( V. Sokotukevei,

personal communication, 27 August, 2005)
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• "Academic institutions should do a curriculum review in cooperation with the

hotels and make the necessary changes to suit the industry needs more

closely" (H. Hoerder, personal communication, 26 October, 2005).

• "Work closely with the Industry Board in order to minimize the gap between

the curriculum of educational providers and industry requirements" (T. Berno,

personal communication, 18 August, 2006).

The above solutions seem very straightforward, however "a call for collaboration

is difficult to enact in a fragmented industry such as the tourism" (Littlejohn and

Watson, 2004). "…there is a constant tug-of-war between the education

providers and the industry, as each seek to satisfy their own aims" (Amoah and

Baum, 1997). Even if there is integration among the stakeholders, there is also a

danger of an employer driven curriculum which would be concentrated on short-

term up—skilling of the workforce only. Barrow and Bosselman (1999) state that it

is impossible to design a curriculum to meet the industry needs as the hospitality

industry is too dynamic that it becomes unrealistic to assume that the curriculum

content can accurately reflect current issues.

6.5.3 Issue 2: Lack of Skilled Labour

The Minister of Tourism, Mr. Pita Nacuva points out that the 'billion dollar

industry' can only be achieved if there are entrepreneurial, investment and

management skills (Nacuva, 2005). Lane and Dupre (1997) say that the major

challenge lies in finding or importing sufficient talent to operate hotels in

developing countries. The participants of the research indicate that there will not

be enough skilled, qualified and experienced people to take over the jobs in the

hotel industry as growth in the hotels take place. "There are a lot of people willing

to work in the hotel industry; however they do not have the required skills and

qualifications to take up the jobs" (N. Dewan, personal communication, 26

October, 2005). The quantity of employees is already present to fill in the

positions (Varley, 1978; English, 1986; and Cukier, 2002) and joining the labour
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force may seem like an attractive option however, there is often lack of people

with the appropriate skills and knowledge to join the industry (Cukier, 2002).

6.5.4 Opportunities for Issue 2

• "Give more practical attachments to students so that students can learn both

theoretical understanding and practical knowledge of the tourism and

hospitality industry" (V. Baledrokadroka, personal communication, 21

September, 2005). Harris and Zhao (2004) support this by saying that the

internships provide a real world industry learning experience and hands-on

learning.

• "Employees in the hotel industry who fall in the unskilled category should be

given an opportunity to take external training from tertiary institutes and

hoteliers should be supportive in giving internship opportunities to tertiary

institutes so that the students have some hands-on training" (N. Dewan,

personal communication, 26 October, 2005). This solution is supported by

Pratten (2003) who says that large companies have the resources to plan,

introduce, run and evaluate ambitious training and staff development

programmes. However, according to Harrison (1997), training and

development pose particular challenges in smaller firms, with difficulties in

releasing employee and employer's time, combined with consequent

demands on financial resources.

• "Provide vocational knowledge in tourism and hospitality at secondary school

level as another discipline. School leavers will have the basic knowledge of

tourism and hospitality if they decide to join the hotel industry for employment"

(H. Hoerder, personal communication, 26 October, 2005).

• "Make training in tourism and hospitality more accessible by marketing,

financial and moral support; creating an awareness of training in tourism and

hospitality" (N. Dewan, personal communication, 26 October, 2005).
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Without the appropriate skills employees would not be able to provide a quality

service (International Labour Organization, 2001). Baum (1995) stated that

entrant at all levels require inputs of both an educational and training kind,

although traditional practice tends to focus primarily on the latter in preparing

student and employees for what are perceived to be the lower skills positions in

the industry. The solutions mentioned above are biased towards vocational

education overlooking the need for theoretical knowledge of the tourism and

hospitality industry. As for providing internal and external training, Jayawardena

(2001a) pointed out that developing countries have lack of resources and funds

to participate in achieving a sustainable labour force for the hotel industry.

6.6 Summary

As more hotel developments take place, there will be a need for more

employees. In the case of Fiji, there is a willing labour force lacking skills to join

the industry. Due to the vastness of the different departments and operational

levels, there is a need for both experience and education to join the workforce.

The level of experience and education required will depend on the job description

and the duties, responsibilities and roles involved. The research findings indicate

that employees in the hotel industry require both theoretical and vocational

knowledge; again the determinant is the job description. Despite the need for

both, vocational and theoretical knowledge, there is often bias towards vocational

knowledge. This is supported by the literature review and illustrated by Figure

6.1.

The research participants have strong viewpoints on the types of labour

shortage. Sorby (2005) and Baledrokadroka (2005) state that there will be a

shortage of managerial level staff. On the opposing side, Berno (2006) strongly

believes that there will be a shortage of vocational staff as they are needed in

large numbers to support the operational activities of a large hotel. Despite the

opposing views, the bottom line is that there will be a shortage of skilled staff

given the hotel developments in the future. Labour supply can be increased by
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providing in-house training to current employees, supporting internship programs

and implementing tourism and hospitality education at high school level. The

research participants are calling for thorough collaboration between all the

stakeholders of the industry, mainly the hoteliers and the academic sectors so

that a suitable curriculum can be designed to meet the industry needs. Despite

the noble solutions suggested by the research participants, there is always a

challenge of implementing the solutions as Fiji is a developing nation facing

unique social, economical and political challenges.
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Chapter Seven: Conclusion
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7.1 Introduction

There has always been an assumption about shortage of skilled workers. This

research study is an investigation of this assumption into the context of hotels in

a developing nation. Tourism is a dominant economic force in Fiji however the

industry has been shaken during the political coups in the recent years. Bringing

tourism industry back to its feet after the coup is not only a recovery step but is

necessary for the country to gain earnings. Despite the fact that the damages by

the political coup has created a slump in the industry, initiatives from the Tourism

Action Group (T.A.G) together with government incentives to attract investment

has proven to gradually revive the tourism industry. The Hotel Aid Act and

incentives such as Short Life Investment Package (S.L.I.P) and Half Short Life

Investment Package (Half S.L.I.P) has fueled hotel development in Fiji over the

recent years. With a growth in hotel developments comes the matter of managing

the growth.

The research findings from this chapter indicate that there will be a shortage of

skilled labour of the hotel industry of Fiji. The research participants debate on the

operational level at which there will be most profound shortage of labour. It has

been found that hotels have training facilities for their employees mostly by

providing in-house training or sponsoring their employees to go through external

training. This is done to up-skill the current employees or specialize the

employee in a particular field. Academic institutes have carried their training

claiming that they consult the industry stakeholders to know the needs of the

industry before designing and curriculum and providing training accordingly. The

academic institutes under study in this research specialize in producing different

types of skills both vocational and theoretical. Despite the collaboration of the

hotels and academic institutes there are gaps meeting the human resource

needs of the hotel industry.
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7.1.1 Research Problem

The aim of this thesis was to know if there will be adequate human resources to

support the hotel industry given the input from the academic institutions and hotel

industry. In order to satisfy the aim of this research, a number of chapters were

written. Initially, the research problems were defined:

1. The demand for skilled workers will increase as more hotels get developed.

As it is, there is currently a shortage of semi-skilled and skilled workers, more

hotel developments which cause a further strain on the labour pool.

2. The type of education provided by the academic sector does not meet the

industry needs.

3. Fiji has a high migration rate due to it unstable political condition. Recent

coups and corresponding migration rate further fuels shortage of skilled

workers.

These research problems were further investigated by conducting a literature

review on previous studies done on labour force needs in tourism and hospitality

sector. The literature review revealed that research findings from developed

countries and less developed countries differ due to different social, economical

and political environment. Due the existence of differences in developed and less

developed countries, a local context chapter was specifically written to convey to

the readers the labour supply issues in the hotel sector specific to a developing

nation like Fiji.

All research needs the application of the most appropriate methodological

research tools. Chapter 4 of this research explains and justifies the research

tools and the limitations of this research. Tourism is the biggest industry in Fiji

therefore a lot of stakeholders is involved. Due to the fragmented nature of the

industry, four academic institutions and two hotels were chosen as case studies

for this research. These are, Shangri-La Fijian Resort and Outrigger on the

Lagoon Fiji Resort, University of the South Pacific (U.S.P), Fiji Institute of

Technology (F.I.T) and New Zealand Pacific Training Centre (N.Z.P.T.C).
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Chapter 5 portrays the research findings from the organizations understudy

where labour supply issues and employee needs were discussed. The

employment profile for each of the hotels was discussed. The chapter also states

the labour supply capacity and the type of labour produced by the academic

institutes. Research findings contain perspectives from research participants on

problems and recommendations on improving the labour supply. Findings from

the research and literature review are tied together in Chapter 6, which is the

research analysis chapter. The relationship between the academic sector and

hotels is described. The chapter concludes with the type of labour needed in the

hotel industry and the solutions to meet the industry needs.

This concluding chapter begins by presenting some of the key findings of this

thesis, notably the role played by the academic institutes and hotels understudy

to contribute towards the labour supply of the hotel industry. This is followed by

outlining the challenges faced while trying to train the labour force for the hotel

industry. Limitations and recommendations for further studies are listed at the

end of the chapter.

7.2 Key Findings

Both the hotels and academic institutions have a vital role to play in providing

skills to the labour force in the hotel industry and to the tourism industry as a

whole. From the research findings of this study, it has been seen that hotels

initiate in-house training and external training to meets its organizational needs.

In addition to this, there is partnership between hotels and academic institutes to

facilitate internship programs. Internship programs have proven to be very

beneficial as students, hotels and training providers. This is because students

gain a real life experience of the hospitality industry, training providers are able to

integrate practical knowledge into the curriculum and hotels are able to see the

abilities of the students and have a better choice on deciding from which

academic institute to hire a prospective employee from. The role various hotels
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may vary according to the level of commitment they have in obtaining a skillful

labour force.

Academic institutes examined in this research specialize in various skills to

different type of students. For instance University of the South Pacific (U.S.P)

has theoretical course aimed at providing management knowledge to students.

On the other hand, Fiji Institute of Technology (F.I.T) and New Zealand Pacific

Training Centre (N.Z.P.T.C) have course centered towards vocational education.

The target groups for these three institutes are school leavers and current

employees in the hotel industry who have the industry experience and would like

to work on obtaining an academic qualification. The academic institutes have a

significant role in providing various types of skills at different operative levels in

order to obtain a skilled labour force.

It has been found that there is an abundant supply of workers in Fiji; however

they need some training to be provided to them with the necessary skills to join

the hotel industry. All the respondents in this study indicated that there will be a

shortage of skilled labour as hotel developments take place. However, there was

a disagreement on the type of skills that will be in shortage as some respondents

believed that there will be a shortage of labour at operational level while others

believed that there will be a shortage of experienced staff needed at

management levels. Despite the type of shortage, hoteliers are asked to be

prepared for the strain on the labour market as there is a likelihood of employee

poaching. To combat this problem, hoteliers are encouraged design and

implement new strategies to obtain skillful employees and sustain current

experienced employees. Strategies may include better wages and employment

conditions and facilities which are attractive in achieving employee loyalty.

Employees in the hotel industry are on the winning side unlike the employers

who will face increase in operational costs.

The second most pertinent finding was that industry needs are not being

incorporated into the curriculum taught by academic institutes according to both
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hotels understudy. A solution recommended by both hotels and academic

institutes was integration of both stakeholders which may results in a curriculum

designed to meet the industry needs. More individuals become skillful laborers if

there have the opportunity to do so. Therefore, it is up to the hotels and

academic institutes to side aside funding and resources to advertise, promote

and facilitate training. It is hoped that through such an approach, a skillful labour

force can be achieved.

7.3 Training Challenges for Hotel Employees

Despite the vital roles played by the hotels and academic institutes to contribute

towards a healthy skills base, there are often challenges that need to be

considered before or while solutions are implemented.

• The political instability of Fiji has always posed a threat on labour force

and the growth of the tourism industry. "It is quite clear that the political

instability generate by the events of 1987 and 2000 gave greater impetus

to the emigration process. Within the period of 1987-2001, about 78,000

people migrated from Fiji, out of the total emigrants; about 11 per cent

were in the highly skilled category." (Reserve Bank of Fiji, 2002:40). Given

the recent coup in 2006 and the current political instability, migration levels

are bound to increase thus increasing the 'brain drain'.

• A political coup has a traumatic effect on the tourism industry. Tourism is

the first industry to get damaged as tourism arrivals take a nose dive

immediately once insecurity declared due to a political unrest. There is

temporary or permanent unemployment for hotel workers to cut down the

operational costs. Such a working environment is a discouragement and a

drawback for the industry to attract enthusiastic workers to join the labour

force.

• Fiji has more than 300 islands most of which engage in some sort of

tourism activity. Delivering training across huge geographical areas is a

challenge and maybe even impossible given the limited resource base

and training providers.
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• Integration of stakeholders is often a common recommendation to come

up with a curriculum which meets the industry needs. In the case of the

hotel industry, it is difficult to establish a steady connection between the

academic institutes, hotels, public and private sector due to the fast pace

and enormersity of the industry.

• Competition is vital to achieve consumer satisfaction. Despite the fact that

stakeholder integration is desirable, the industry is too competitive, to

achieve this unity. The stakeholders have their own aims which cause a

conflict of interest to work in one direction; thus posing another challenge.

7.4 Limitations of the Study

One of the limitations of this study is that exclusion of the effects of the coup in

the last months of 2006 on the tourism industry. Fiji has seen four definitive

coups in the last decade. The most recent one was on 5th December, 2006.

There was a military takeover over Fiji's democratically elected government. The

primary aim behind this coup was to carry out a clean-up campaign to get rid of

Fiji's bad governance and endemic corruption which existed under the

democratically elected government led by Prime Minister Laisenia Qarase. (ABC

News Online, 13 December, 2006). The most immediate effect of political coups

is on the tourism industry.

"…latest indicators suggest that in 2006, the economy expanded by less than the

earlier anticipated growth rate of 3.6 per cent. The less-that-envisaged outcome

resulted mainly from the impact of the political developments on the tourism

industry…" (Reserve Bank of Fiji, 2007: 1). Tourism arrivals decreased as visitor

uncertainly created by the coup.

According to provisional data from the Fiji Islands Bureau of Statistics, visitor arrivals for

2006 totaled around 545,000, representing a 0.9 per cent decline on an annual basis.

This is also 5.4 per cent lower that the initial visitor arrivals projection of 576,000 by the

Fiji Islands Visitors Bureau (Reserve Bank of Fiji, 2007:2).
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The President of the Fiji Islands Hotels Association said that Fiji tourism is far

from normal and it will take a while for the industry to bounce back to its feet (Fiji

Times, 26 February, 2007). Due to the decline in the tourism industry, many

hotels have laid off casual workers and given reduced hour of work to full-time

workers. "Employment conditions generally weakened, as closed to 3,000 jobs

were lost as a result of the decline in the tourists visits…" (Reserve Bank of Fiji,

2007:1). Unemployment in the industry has an inevitable impact on the graduates

and current employees in the hotel industry since they are faced with uncertainly

with their jobs. Many skilled people migrate, hence draining the labour force of

Fiji.

…coups and subsequent collapse of the economy provided an impetus to the interim

military government to push ahead with the deregulation of the labour market thus

undermining the union power and making Fiji a low wage economy. This caused many

skilled and unionist workers to look for better alternatives overseas (Narayan and Prasad,

2004:10).

Decrease in visitor arrivals, unemployment, job uncertainly and migration are the

have major impact on the tourism industry as a whole.

The history of political coups in Fiji has given birth to a tourism recovery strategy

known as 'Tourism Action Group (T.A.G)'. On 8th December, 2006, Fiji's tourism

industry reformed the Tourism Action Group (T.A.G) to develop a marketing and

public relations strategy to restore traveled confidence (Scoop Independent

News, 9 December, 2006). T.A.G has been implemented after the coups in 1987

and 2000. Similarly the objective of T.A.G after December 2006 coup has

remained the same, that is, to bring tourists back to Fiji as fast and effectively as

possible (Berno and King, 2001). T.A.G also involves re-instating lost

employment in the industry.
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This research has ignored the all the implication of the 2006 coup has had on the

tourism industry. Damages done by the coup and efforts to revive the industry via

T.A.G are not accounted for in this research. Currently, the tourism industry in Fiji

is struggling to move forward and a lot is needed to revive the industry for it to

achieve the billion dollar target set by the Fiji Visitors Bureau before the political

upheaval (Fiji Times, 26 February, 2007).

7.5 Further Studies

This study has focused on the perspectives of academic institutes and hotels to

provide answers to the research problem. There are more stakeholders in the

dynamic tourism industry which need to be considered in order to get a deeper

understanding of labour requirements in the hotel industry of Fiji. The following

suggestions are made to anyone who wants to do further research in the field of

labour force or employment to accommodate emerging hotel developments in

developing countries.

• Conduct a comparison study on growth of the hotel industry and its impact

on the local labour market. The study should be done in a country which

has strong reliance on the tourism industry for economic survival and

similar economic, social and development context like Fiji.

• Examine the role of contingency planning done at a national level by

public sector in relation to addressing the issue of labour requirements for

the hotel industry while achieving the billion dollar target.

• Conduct a content analysis of media coverage on the topic of employment

in the tourism industry. Key words such as hotel development,

employment in hotels, new hotel projections and billion dollar industry

should be included in the study. Such a study will be helpful in achieving

perceptions of key people and organizations on what it will take from the

labour market to achieve a billion dollar industry and whether this target is

achievable or not.

• Analyze the sectional benefits that will be achieved by academic

institutions and hotels once the billion dollar target is achieved.
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Appendix 1: Importance of Hotels

Facility Provider

Hotels play an important role in most countries in providing facilities for the transaction of

business, for meetings and conferences, for recreation and entertainment. In this sense hotel

industry is as essential to economies and societies as are adequate transport, communication

and retail distribution systems for various goods and services.

Attractions

The hotel industry is considered as an attraction for visitors who bring to them spending power

and who tend to spend at a higher rate then they do when they are at home. Through visitor

spending, the hotel industry contributes significantly to local economies both directly and

indirectly through the subsequent diffusion of the visitor expenditure to other recipients in the

community.

Foreign Currency Earner

In areas receiving foreign visitors, the hotel industry is often an important foreign currency earner.

It contributes significantly to the countries' balance of payments. Particularly in countries with

limited export possibilities, hotel may be one of the few sources of foreign currency earnings

through the medium of tourism

Employers of Labour

Thousands of jobs are provided by hotels in many occupations, which make up the hotel

industries in most countries; many others in the industry are self-employed and proprietors of

smaller hotels. The role of hotels as employers is particularly important in areas with few

alternative sources of employment, where they contribute to regional development.

Outlets for the Products of Other Industries

In the building and modernization of hotels, business is provided for the construction industry and

related trades. Equipment, furniture and furnishings are supplied to hotels by a wide range of

manufactures. Food, drink and other consumables are among the most significant daily hotel

purchases from farmers, fishermen, food and drink suppliers, and from gas, electricity and water

undertakings. In addition to those engaged directly in hotels, much indirect employment is,

therefore, generated by hotels for those employed in industries supplying them.

Source of Amenities

Last but not the least; the hotel industry is an important source of amenities for local residents.

The restaurants, bars and other facilities often attract much local custom and many hotels have

become social centres for their communities.

Source: Medlik (1989:5)
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Appendix 2: Skills and Professional Qualifications Required by Hotel Staff

Department Position Personal Skills Formal
Qualifications

Activities Activities Officer Excellent people skills, knowledge
of local area and special subjects,
good communication skills,
leadership

Educational
qualifications and
experience in
specialiased areas
such as marine
biology, etc. First aid
certificate, formal
training in Leisure
and Recreation

Boatie Good communication skills,
physical strength and dexterity,
good knowledge of the sea and
local conditions, problem-solving
skills

Appropriate marine
license, advanced
first aid certificate,
advance resuscitation
certificate

Childminder Patient, gentle nature, creativity
and imagination, stamina,
organizational and leadership
skills, maturity, ability to remain
calm in difficult situations, friendly
outgoing personality

Early child care
certificate, nursing
qualifications, day
care experience, first
aid certificate

Courtesy Bus
Driver

Friendly polite nature, good
knowledge of local road conditions
and the local area, ability to give
commentary if required, physical
strength for porterage duties,
ability to work unsupervised,
cooperative nature when assisting
other departments

Vehicle license, clean
driving record,
automotive
mechanical skills

Disc Jockey Thorough knowledge of all kinds
of music, good speaking voice,
willingness to do long hours,
leadership and organizational
skills, enthusiasm and creativity,
sense of humor, flexibility

Experience in DJ and
promotional work

Dive Instructor Remaining calm during difficult
and dangerous situations, good
knowledge of local waters and
marine inhabitants, patience and
good interpersonal skills, physical
strength for loading scuba tanks,
attention to detail and disciplined
approach to safety

Appropriate instructor
certification from
PADI, NAUI and first
aid certificate

Entertainment
Director

Imagination, outgoing, confident,
friendly nature, willingness to work
long hours, leadership and
organizational skills, enthusiasm
and creativity, ability to work well
with other departments, initiative,
willingness to listen and act on
other people's views

Experience in event
organization or a
degree in recreation,
knowledge of
budgets, musical
background and
experience as a DJ

In-House
Musician

Outgoing, confident, friendly
nature, willingness to do odd and
long hours, flexibility, enthusiasm
and creativity, ability to work

Large repertoire of
music spanning
various styles and
ages, extensive
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cooperatively with other
departments, ability to handle
playing repeatedly in a limited
number of venues

performance and
experience,
attendance at a
formal institution such
as the
Conservatorium of
Music

Interpreter

Lift Operator

Ski Instructor

Tour Desk

Water Sports

Excellent interpersonal skills,
patience, good knowledge of
foreign cultures, problem-solving
skills, friendly nature

Excellent oral and
written
communication in at
least one language
other than English,
experience of livening
in another country

Not easily bored, outgoing friendly
nature, good communication
skills, ability to endure long hours
in cold exposed environment,
cross-selling skills, ability to act
quickly in case of an emergency,
ability to defuse tense situations

First aid certificate,
intermediate or better
skiing skills

Outgoing friendly nature, very
good communication skills,
patience, ability to deal with all
levels of skier/snowboarders,
enthusiasm and persistence,
excellent physical endurance,
sense of humor, quick thinking,
commitment to the safety of
students

APSI Certification,
attendance at an
Instructor Training
clinic, advanced
skiing skills, first aid
certificate

Efficiency, attention to detail, good
organizational abilities, very good
communication skills, ability to
convert sales

Experience in dealing
with various
nationalities, pervious
booking and sales
experience,
knowledge of tours
and activities offered
by the hotel and
various tour operators

Good organizational abilities,
personable, friendly nature, very
good communication skills,
creativity, energy and enthusiasm,
leadership qualities, physical
endurance

Tertiary qualification
in recreation or
physical education or
extensive experience
in water sports, first
aid certificate or
lifeguard experience

Administration Accountant High level of accuracy, analytical
mind, confidentiality, exceptional
understanding of mathematics,
ability to work well under
pressure, understanding of hotel
operations, computer literacy with
good spreadsheet skills

Tertiary qualifications,
CPA membership
desirable, accounting
experience

Accounts
Payable Clerk

Good working knowledge of
accounts, good understanding of
figures and maths, ability to work
well under pressure, good

Basic accountancy
diploma or certificate,
previous accounts
experience
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Accounts
Receivable Clerk

Assistant
Manager

General Manager

Human
Resources
Manager

telephone technique, ability to
cope with repetitive work without
losing attention to detail, moderate
computer literacy with reasonable
keyboard skills, legible
handwriting
Tenacity and perseverance, polite
yet firm telephone manner,
persuasion skills, knowledge of
banking, good working knowledge
of accounts, good understanding
of maths and figures, calm
personality, ability to cope with
repetitive work without losing
attention to detail, moderate
computer literacy with reasonable
keyboard skills
Excellent interpersonal skills,
leadership my example, ability to
plan, coordinate and delegate,
results-oriented and profitability
driver, excellent presentation,
ability to think laterally, to foresee
and act on problems, professional
and pleasant attitude,
trustworthiness, honest and
reliability, ability to cope with
pressure

An engaging personality, ability to
be firm and fair, foresight and
openness to new ideas, ability to
give motivational leadership,
excellent oral and written
communication, commitment to
high standards, integrity, ability to
cope with excessive pressure, flair
for business development

The ability to train and motivate
people, positive attitude,
empathic, caring nature with
exceptional interpersonal skills,
innovative and creative mentality,
confidentiality, excellent skills in
negotiation, planning and
coordination ability, leadership
qualities

Basic accountancy
background

Worked way up
through the hotel
system with hands-
on experience,
accounting skills,
hospitality degree or
formal business
qualifications, ability
to hold a liquor
license, human
resource
qualifications
Worked way up
through the hotel
system with hands-
on experience,
accounting skills,
hospitality degree or
formal business
qualifications, ability
to hold a liquor
license, human
resource
qualifications
Formal qualifications
in human resource,
knowledge of
industrial relations
and relevant awards,
very good knowledge
of occupational health
and safety, payroll,
worker's
compensation and
superannuation, train
the Trainer
Certificate, excellent
working knowledge of
all areas of hotel
operations
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Payroll Officer

Purchasing
Manager

Secretary

Security Officer

Security
Personnel

Training
Manager

Workplace
Health and
Safety Officer

Complete confidentiality, ability to
meet deadlines, financial accuracy
and computer data entry skills,
diplomacy, good communication
skills, sense of empathy, ability to
cope with work with a repetitive
nature

Analytical mind, an eye for detail,
excellent negotiating and buying
skills, aptitude for mathematics,
physical fitness, honesty, good
interpersonal and communication
skills, computer literacy

High level of confidentiality,
pleasant phone manner, ability to
organize and prioritize tasks, good
interpersonal, oral and written
communication skills, attention to
details, cooperative and mature
nature, ability to work to deadlines
Thoroughness and analytical
mind, confidentiality and
trustworthiness, an eye for detail,
ability to negotiate and
communicate with patrons, staff
and law enforcement bodies,
physical strength, good
presentation, calm and confident
nature
Non-aggressive temperament,
excellent self-control, great
people skills, air of authority, well-
groomed, professional, mature
attitude, good negotiating skills,
ability to work well with a team,
helpful nature, non-discriminatory
Coaching and training skills,
creativity and enthusiasm, high
standards of service, ability to
work well with various department
and will all levels of staff from
management to entry-level
workers, innovative approach to
basic training issues, excellent
communication and interpersonal
skills, planning and coordination
ability
Meticulous attention to detail,
problem-solving and lateral
thinking skills, initiative, a

Knowledge of
government awards,
employee benefits
and workplace
legislation,
experience with
various payroll
systems
Accounting
knowledge, preferably
with accredited
accounting certificate,
a very good
knowledge of
ordering procedures
and supplies, a good
working knowledge of
all hotel areas,
especially Food &
Beverage
Secretarial training,
high level of computer
literacy including
spreadsheet and
database skills

Security license,
defence skills,
experience in policing
or private
investigation work

Security license, self-
defence skills, public
relations training, law
enforcement
background

Forma qualifications
in Human Resource,
training the Trainer
Certificate, previous
teaching experience,
an excellent working
knowledge of all
areas of hotel
operations

Formal qualifications
in Occupational
Health and Safety,
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systematic approach to and total
commitment to safety, mechanical
and technical skills, ability to work
well with various department and
will all levels of staff from
management to entry-level
workers

excellent working
knowledge of all
areas of hotel
operations, and
hands-on experience
on a number of hotel
departments,
awareness of current
industry issues and
standards

Food
Beverage

& Bar Attendant Friendly, courteous nature,
excellent conversation skills,
immaculate grooming, ability to
work well under pressure, cash
handling skills and proficiency with
cash registers, speed and
efficiency, good coordination,
energetic and enthusiastic
approach to work, willingness to
work as part of team

Basic bar course,
cocktail bar course,
dispensing
experience and
working knowledge of
wide variety of beers,
wines, spirits and
cocktails

Bar Steward Ability to stay one step ahead,
fast, efficient friendly worker,
personable, courteous nature,
meticulous, good physical health
and strength, positive cooperative
attitude, ability to work well under
pressure, ability to work in a noisy,
crowed environment

None for this position,
though you will need
to do a bar course or
get on-the-job
experience before
progressing to a bar
attendant's position

Bar Supervisor Results oriented, entreprenueal
flair, hands-on approach to work,
energy, ability to cope with
pressure, ability to think literally,
security awareness, good
conversationalist, organizational
ability, excellent staff
management skills, willingness to
listen

Extensive beverage
experience,
supervisory
experience

Bottle Shop
Attendant

Good selling skills, physical
strength and coordination, good
interpersonal skills, speed and
efficiency, ability to remain on feet
for long periods, honesty and
trustworthiness, security
awareness, cash handling skills,
ability to work unsupervised
and/or as part of team, willingness
to work hard, as well as cope with
boredom during the slow times

Cash register
experience, beverage
background

Cashier Positive accommodating attitude,
ability to remain calm under
pressure, fast, efficient, friendly
worker, aptitude for repetitive
work, personable courteous
nature

Cash handling and
register experience

Cellarperson
Ability to follow routine

Bar and beverage
background, a course
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procedures, good organizational
and good planning skills,
cooperative nature, commitment
to cleanliness and hygiene,
physical fitness, good
interpersonal skills for inter-
department dealings, speed and
efficiency, ability to work
unsupervised, willingness to help
out in other areas as required

in cellar operations

Chefs :Commis,
Demis, De Partie

Hard-working cooperative
attitude, excellent hygiene,
creativity with ability to work to a
set routine, organizational skills,
ability to work to deadlines, ability
to work as part of a team, multi-
skilled, fast ands efficient

Trade papers

Executive Chef Creativity, exceptional standards
in quality hygiene, safety and
presentation, an even temper,
willingness to embrace new
styles, attention to detail, sense of
leadership and ability to give
direction, organizational ability,
budgetary accountability, flexibility

Trade qualifications,
leadership training, a
wealth of on-the-job
experience

Food & Beverage
Manager

High standards in food and
beverage presentation service,
and quality, ability to understand
and adhere to government
legislation, innovation,
inspirational leadership skills, a
degree of mobility for interstate
and overseas positions, dynamic
entreprenueal thinking, executive
management potential, systematic
planner and organizer, bottom-
line oriented, positive attitude,
ability to liaise with clients guests,
and all levels of staff and
management

Excellent track of
record of
achievement in food
and beverage, train
the Trainer
Certificate, hotel
school qualifications
may accelerate
promotion
opportunists

Kitchen Steward Determination, willingness to work
hard, reliability, willingness to
accept instruction, attention to
detail, physical stamina and
coordination, speed and efficiency

None required

Maitre d Outgoing memorable personality,
good natured at all times,
immaculate presentation and
poise, excellent conversional
skills, good memory, ability to lead
by example, genuine people
person, eye for detail

Extensive food
service background, a
second language
desirable

Pastry Cook Creativity and originality, physical
stamina and agility, hygiene and
safety awareness, efficiency,
reliability, ability to work with
minimum supervisor, ability to

Trade
certificate/completion
of apprenticeship
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Front Office

Restaurant
Manager

Sous Chef

Waitstaff

Chauffeur

Commissionaire

Concierge

work at and monitor a number of
tasks at once, willingness to work
hard
Ability to motivate and lead by
example, commitment to quality
service, food, hygiene and
presentation, good business
development skills,
entrepreneurial flair, results
oriented, ambition, drive to
achieve, organizational ability,
innovation and problem solving
skills, professional, nature
attitude, excellent interpersonal
skills

Ability to work to deadlines, good
team player with leadership ability,
creativity and originality flair for
presentation, willingness to
embrace new styles, attention to
detail, organizational ability,
budgetary accountability
Good physical coordination, good
conversation skills, excellent
hygiene, immaculate presentation,
ability to cope with numerous
tasks at once, friendly outgoing
manner, poise, reliability,
willingness to work hard, speed
and efficiency, team player, ability
to handle pressure, energetic
approach
Ability to remain composed at all
times, discretion, good
communication and
conversational skills, personable
courteous nature, smart
presentation, excellent knowledge
of the area, patient cooperative
nature, ability to work
unsupervised
Personable, courteous nature,
excellent presentation,
organizational and delegation
skills, excellent communication
skills, ability always to ‘look the
part' no matter what is going on,
ability to project authority as
required
Excellent people skills and
conversional skills, above average
memory, personable, courteous
nature, ability to do numerous
unrelated tasks at the same time
without looking flustered,
immaculate presentation, service-

Excellent track record
of achievement in
food and beverage,
train the Trainer
Certificate, hotel
school qualifications
may accelerate
promotion
opportunities

Trade qualifications,
leadership training, a
wealth of on-the-job
experience

Previous food service
experience,
attendance at a
waiting course

Advanced driver
training, evasive
driver training,
unblemished driving
license, auto
mechanical
background desirable

Second language
desirable though not
essential

Hotel school training,
a second language
desirable
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Duty Manager

oriented, ability to work well under
pressure
Sense of responsibility,
diplomacy, ability to handle
numerous tasks at once, staff
management ability, problem-
solving and lateral thinking skills,
excellent communication and
guest relation skills, ability to work
well under pressure, exemplary
presentation

Hotel school training,
leadership training,
well-rounded hotel
background

Front Desk
Receptionist

Personable, courteous nature,
excellent grooming, good phone
manner and speaking voice,
problem-solving skills and lateral
thinking ability, speed and
efficiency, ability to work under
pressure, computer and money-
handling s k i l l s e

Hotel training and
school certificate,
experience in more
than once hotel
reservation system,
second language
desirable though not
essential

Font Office
Manager

Night Auditor

Porter

Reservations
Agent

Senior
Telephonist

Team-building skills, maturity,
staff management ability,
excellent grooming, problem-
solving skills and lateral thinking
ability, excellent communication
skills, ability to work well under
pressure, training and coaching
expertise

Hotel training and
school certificate,
train the Trainer
certification, human
resources
qualifications

Ability to work unsupervised, self-
motivation, reliability, computer
literacy, ability to handle
numerous tasks at once,
problem-solving skills and lateral
thinking ability, mathematical
skills, ability to work well under
pressure, working knowledge of
hotels

Previous front office
or accounting
experience

Reliability, physical strength and
energy, friendly, pleasant and
cooperative nature, good
communication skills, good
presentation, ability to handle
numerous tasks at once, ability to
work well under pressure, self-
motivation

A second language
may be
advantageous, hotel
school training for
quick career
progression

Patience, excellent telephone
technique, helpful pleasant
disposition, excellent
communication skills, ability to
wok well under pressure, ability to
work unsupervised, team worker,
moderate computer literacy and
date entry skills, good
organizational skills, ability to do
more than one thing at a time

Front office
operations, strong
working knowledge of
reservations
terminology

Excellent telephone technique,
ability to handle numerous tasks
at once, staff management ability,

Experience with large
switchboard systems,
train the Trainer
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Functions

Valet Parking

Banquet
Coordinator

Banquet
Manager

Banquet
Waitperson

Conference
Coordinator

problem-solving skills and lateral
thinking ability, excellent
communication skills, ability to
work well under pressure, good
presentation
Common sense, good
presentation, a ready smile, good
communication skills, ability to
work well under pressure, safety-
oriented, excellent driving skills,
physical strength
Strong organizational skills,
hands-on approach to work, team
player, good communication skills,
ability to handle more than one
thing at a time, maturity, friendly
accommodating attitude,
negotiation skills, good
presentation
Imagination, excellent
organization and staff
management skills, hands-on
approach to work, problem-
solving ability, ability to handle
more than one task at a time,
customer-service driven,
enthusiastic and professional
manner, attention to detail,
excellent interpersonal skills
Ability to handle pressure,
willingness to work hard,
immaculate presentation and
poise, energy and physical
stamina, team player, commitment
to hygiene, good conversational
skills, punctuality, attention to
detail and to customer service,
accommodating and courteous
attitude
Patience, professionalism and
punctuality, strong organizational
skills, hands-on approach to
work, trouble-shooting skills, good
grooming, impeccable
interpersonal skills, customer-
service driven

certification

No prerequisite
except a current
unblemished drining
license, a good
knowledge of cars

Food and beverage
background, sales
experience

Food and beverage
background, previous
supervisory
experience

Previous experience
as a waiter or
waitress

Sales background

Source: Campbell and Featherstone, 1995
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Appendix 3:

Interview Questions

For

Academic Institutions

Respondent Information

Name of Organisation

Name of Respondent

Occupation of Respondent

Date

Time

Venue
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Unstructured Questions

1. Please supply statistics on the supply of graduates in the hotel
industry from your organization for the last 3 years.

2. What has been the trend in the supply of graduates in your
organization? Please explain your answer/

3. Which levels of education has been provided by your
organization (Certificate/diploma/ degree/postgraduate)?

4. Graduates produced by your organization fit into which
operational level in the hotel (managerial/ supervisory/ craft-
skilled/operational less-skilled)?

5. Graduated produced by your organization fit into which
department in the hotel? A list can be provided.

6. Are the industry needs being met by the graduates produced by
your organization? Please explain your answer.

Structured Questions

1. What are some of the problems faced by the hotel industry in
regards to labour supply?

2. What are the potential solutions for the problems mentioned
above?

3. What are some of the recommendations to increase the supply of
labour in the hotel industry here in Fiji?

4. Does this organization co-operated with any other organization
(academic institution/ government/ private sector) to contribute
towards increasing the labour supply? If yes, please explain.

5. Given the hotel developments taking place in, do you think there
would be adequate labour to compliment the hotel industry? Please
explain your answer.
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Appendix 4:

Interview Questions

For

Hotels

Respondent Information

Name of Organisation

Name of Respondent

Occupation of Respondent

Date

Time

Venue
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Unstructured Questions

7. What are the different operational levels in the hotel?

8. How many employees are in each of the operational level?

9. How many of these employees are locals and expatriates?

10. What are the different departments in the hotel?

11. How many employees are in each of the departments?

12. What is the employee turnover rate? Please explain this figure.

13.What is the level of attrition in the hotel? Please explain this

figure.

14. What is the employee to room ratio?

15. What type of training is provided to new /existing employees?

Please explain the purpose of this training. It would be great if

the figures on the number of employees trained in the last three

years could be provided.

16. How long does the training last?

17. Who trains the employees?

18. Approximately how much does the training cost the hotel?

19. Who provides finance for the training?
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20. Is the a bond to be served by the employees after the training?

Structured Questions

6. What are some of the problems faced by the hotel industry in

regards to labour supply?

7. What are the potential solutions for the problems mentioned

above?

8. What are some of the recommendations to increase the supply of

labour in the hotel industry here in Fiji?

9. Does this organization co-operated with any other organization

(academic institution/ government/ private sector) to contribute

towards increasing the labour supply? If yes, please explain.

10. Given the hotel developments taking place in, do you think there

would be adequate labourto complimentthe hotel industry? Please

explain your answer.
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Appendix 5:

Questionnaire for Organizations Responsible for Producing the
Labour Force for Hotels

Section I: Supplier Profile

1. Name of the Organization

2. Supplier Category

Government
Educator
Hotel Industry
Private Sector
Other (Please Specify)

3. Does your organization co-operate with any other organizations to produce the
labour supply?

Yes (Please give the name of that organization)
No

4. Who provides the finance?

Within the organization
Fees from students
Donors (Please give the names of the donors)

Section II: Scope of the Supplier

5. How long has your organization participated in producing the labour supply for
the hotel industry?
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6. What is the trend in the number of employees produced each year? Explain the
trend.

Increasing
Decreasing
No Change

7. What sort of activities does the organization participate in while producing the
labour for the hotel industry?

Education (Assignments and Tests)
In- house Training
Internships
Presentations
Participant Observation
Others (Please Specify)

8. How long does the training process last?

Less than one month
1 month - 3 months
3months - 6 months
6months -1 year
1 year - 2 years
2 years - 3years
More than 3 years (Please Specify)

9. Approximately how many new employees are produces by your organization per
year?

10. Does this number meet the industry demands? Please explain your answer.
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Yes
No

Section III: Type of Labour Produced

11. Employees from your organization fit into which level of employment in the hotel
industry?

Management Level
Supervisory Level
Crafts
Operational Staff
Others (Please Specify)

12. What percentage of the employees in the organization fit into each of these
operational levels?

Management Level
Supervisory Level
Crafts
Operational Staff
Others (Please Specify)

Thank you for your co-operation

161



Appendix 6: Courses Offered by Department of Tourism and Hospitality at

U.S.P

Course Code

TS106

TS107

TS108

TS207

TS208

TS213

TS216

TS301

TS302

TS309

TS310

TS311

TS401

TS402

TS413

Course Name

Introduction to Tourism

Tourism in the South Pacific

Dimensions of Hospitality

Marketing for Tourism &Hospitality

Operational Issues for Hospitality

International Tourism

Integrated Industry Learning for Tourism and Hospitality

Special Topic in Tourism Studies

Strategic Services Management in Hospitality

Tourism Business Operations

Tourism in Less Developed Countries

Sustainable Tourism Development

Advanced Tourism Studies

Advanced Tourism Planning & Development

Special Topic in Tourism Studies
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