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Abstract

Fresh graduates are the future generation that will keep the hotel industry regain its ground
in this uncertain pandemic era. Hotels need to recruit prospective employees with desired
skills set which could increase their performance in delivering the best service to their guest.
This study was conducted to help fresh graduates to see what is the element of competency
that hotels look into in deciding to hire a new employee. The elements of competency which
are communication, cognitive, leadership, problem-solving, and human relation was
examined to identify their effects the hotel job offer decisions in Malaysia. Data required for
this study was collected through self-administered questionnaires to 205 hotel human
resources (HR) managers and personnel involved in selecting and recruiting employees. The
data gathered were analysed using SPSS statistical tool, and was found that all elements of
competency were positively related to HR’s job offer decisions. The study highlights the
element of problem-solving skills as the important element of competency that HR managers
expects from fresh graduates.
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Introduction

The hotel industry retains its position as one of the industries that emphasize highly on skills
as part of their employees’ work culture. Employees were trained to be ready to keep up
different types of customers’ needs and rapidly evolving service environment and
technological change (Singh & Munjal, 2012). In developing skilled and trained employees,
the role of higher education institutions (HEI) should be part of the process. Internship
program that enables students and future graduates to get the feel of the real working life
in a hotel was widely practised throughout the world (Yang et al., 2016). This collaboration
and knowledge transfer process helps in developing passion, competency and interest
among the students prior to their early career in the hotel (Dhevabanchachai &
Wattanacharoensil, 2017).
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Jaykumar et al (2014) highlighted the importance of managerial competency among
graduates for them to understand the operation of a hotel. This will encourage graduates to
further develop other skills and capabilities to facilitate their transition into early career in
the hotel. However, there has been an increase interest in validating the involvement of HEI
in developing skills and competencies of graduates towards their early career in the hotel
(Chang & Busser, 2020; Gebbels et al., 2020; Wang et al., 2019). Recent studies indicated
that the increase was mainly attributed by fresh graduates’ lack of commitment, competence
and personality (Haldorai et al., 2019; Han, 2020; Wang et al., 2019). Addressing this lack of
competence may directly affects the hotel’s service standards. Employers take it serious
when it comes to seeking college graduates with suitable skills and capabilities (Brown et al.,
2016).

Hospitality HEIs have collaborated with hotel industry in ensuring that their graduates met
the requirement set by the hotels prior joining them as their initial career. Hospitality courses
were tailored to the actual work and skills required in the hotel industry (Teng, 2013). Millar
and Park (2013) asserted that HEls and hospitality managers were always recommended to
work together to provide students with the desirable competencies and set of skills. The
industry involvement on the development of new curriculum is another avenue in realizing
the desired competencies among graduates. The idea is for these HEls to provide
comprehensive, up-to-date and innovative sets of skills, competencies and curriculum
development that would help in their career after graduating and endorsed by the hotel
managers (Brennen, 2017; Hsu et al., 2017). Each industry had its preferences of selecting
the employee based on their expected competencies. Employers may rely on employees’
ability to perform well at their job to increase their company’s competitiveness. After all, the
quality of employee and their work outputs will have significant impact on overall
organizational performance (Ohme & Zacher, 2015). What remains unclear is which of these
competencies that are actually needed and sought after by the hotels in today’s hotel service
environment.

Literature Review

Competency

Competence is defined as knowledge, abilities, skills, and attitudes in completion of a task
which required in an organization depending on the extend of which it may need in different
job and level within the organization (Hager & Gonczi, 1996). Much of the previous and
current literature on competency pays particular attention on performing and adapting the
knowledge, skills and attitudes (KSA) that are needed to deliver the duties required by the
organization (Brownell & Chung, 2001; Vakola et al., 2007; Wang, 2013). In the hotel
industry, competency is a crucial aspect which is tailored to the nature of the occupation
itself. It has been demonstrated that competency plays an important role in shaping hotel
employees’ skills in providing quality services to the customers (Safavi & Bouzari, 2019).

Over the years there have been few studies examining the competency attributes across
different field and occupational tasks, which some suggested how competencies might
contribute on individual level (Heinsman et al., 2008; Thompson & Cole, 1997) while others
distinguish the need on organizational level (De Vos et al., 2011; Jaykumar et al., 2014).
Gaining knowledge might be the aim in terms of educating employees but it is still insufficient
to ensure that they are competent in doing the job, hence it is important to include the
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important attributes of competency in developing skilful hotel front liners. There are several
attributes highlighted by previous studies expected from fresh graduates such as the
communication competency, cognitive competency, leadership competency, problem-
solving competency and human relation competency (Brownell & Chung, 2001; Crawford et
al., 2014; Jaykumar et al., 2014; Lin, 2002; Safavi & Bouzari, 2019; Tas, 1983; Wang, 2013).

Communication Competency

Research into communication competency has a long history. Communication or
interpersonal competency is the main ingredient in making a diverse workforce such as
hotels works as it should be (Argyris, 1965). Ruben (1976) described the importance of
communication competency in the multicultural setting of work and how they can adapt to
each other’s understanding to work as a team. According to Mottet et al. (2012),
interpersonal or communication competency is a transactional process between people in
order to understand each other and they may be in different form of communication. From
there, relationship between them will form and work cooperation may occur easily through
teamwork. Communication competency was also described by Maes et al. (1997) to be
important for students once they started their career, let alone in the labour-intensive
industry such as the hotel industry.

Communication competency may be realized in various forms such as verbal, body language,
act of listening, persuading, discussion and understanding through non-verbal cues (Holland
& Baird, 1968; Maes et al., 1997; Mottet et al., 2012; Ruben & Kealey, 1979; Sulaiman Al
Jahwari et al., 2016). What is most important is the interaction and volume of information
exchanges between the individuals and groups in work process (Madera et al., 2011). In the
hospitality industry where interaction between employees and customers are frequent,
communication competency is important and essential for employees. Madera et al. (2011)
reported how relationships between employees and customers may be affected if they are
unable to understand each other in the diverse and multi-lingual setting of the hospitality
industry.

Cognitive Competency

Cognitive competency is the ability to acquire, process and interpret information for the
understanding of the skills or knowledge in the organization (Reed et al., 2001). In another
study which set out to understand the importance of cognitive competency in the hotel
setting, Noguchi et al. (2006) note that there are differences between individuals in
processing a good and bad information that need to be taken into. The one that is more
competent will be the one that are able to focus on the positive aspects of the information
and deliver their work accordingly. Cognitive can be viewed as one of the career
interventions in developing the perfect group of employees. However, in this case, assessing
prospective employees with cognitive competency will be a recruitment mechanism that
focuses on finding the right candidate even before they join the team. Fresh graduates who
are able to envision the hotel organization’s philosophy in understanding the needs and
wants of their customers through cognitive ability and mindful of their role in acknowledging
its importance will be an added advantage (Proudfoot et al., 2009).
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Leadership Competency

Another important competency attribute in the hotel work setting for fresh graduates is the
leadership attribute. Bryman (2004) asserted that leadership is the development of a
character based on beliefs, principles, responsibilities, and role in managing a unit or
organization. Leadership competent can be nourished through different approaches in the
HEI as students’ progresses in their study. The education framework or curriculum design
that support the nurturing of a leader attributes in the campus is beneficial to the students.
Crawford et al. (2014) draw our attention to the role of coursework and internship
undergone by fresh graduates prior to starting a career in the hotel as important period of
training on leadership attribute.

They may need to apply this attribute in the case of negotiating with their team, in resolving
disputes and misunderstanding and providing ideas and motivational support for their
colleagues at work in the future. On the individual level, leadership attributes constitute their
personality in understanding each other and able to strengthen their bond. In a larger
perspective such as the organizational level, ability to use leadership attributes
(transformational, transactional or even servant leadership) complement their role in
managing a more complex and structured work functions (Zoghbi-Manrique-de-Lara & Ruiz-
Palomino, 2019). Leadership plays an important role to empower their team to achieve their
goals. It can be done if leaders are willing to place their confidence in their subordinates and
values their ideas and opinions for the betterment of the team and organization (Bryman,
2004).

Problem-solving Competency

Problem-solving competency, concerned with the ability to address issues and difficulties
faced by the interaction of service between hotel employees and customers (Cushman et al.,
1997). Problem-solving competency can be intuitive and spontaneous but the response will
determine whether it is the right choice to do or otherwise (Heinsman et al., 2008). De Vos
et al. (2011) point out that the ability to face challenges at work and resolve the non-routine
situations is what managers expect from an employee. The decision that they make in
resolving the issue must be based on knowledge, analyse the process, and their role to be
proactive (Kong, 2013; Wang et al., 2019). Managers are looking for individuals with
proactive personality and able to initiate the move of resolving any customers’ problems and
disputes between colleagues (Wang et al., 2019). Problem-solving attribute supports the
function of having structural organization in the hotel as managers frequently empowers
their subordinates in the downward direction to take control of any challenging situations
before it gets any worst and tainted the image of the hotel in the absent of their managers
(Safavi & Bouzari, 2019).

Human Relation Competency

Working in the labour intensive environment as compared to manufacturing industry, hotel
employees are required to have human relation skill as they interact with others on the job
quit extensively (Collins, 2020). The hospitality industry relies heavily on personal services
between their employees and customers. Therefore, human relation competency attribute
is important to control the work scene. Yang et al. (2014) highlight the need for hotel
graduates to be have positive mindset in preparing to work in the hotel as they will be
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working with people from diverse background and language. The relationship between
colleagues in the hotel setting can be observed through the teamwork that they displayed.
Positive relationship within the team enhances their value from the perspective of the hotel
manager. Taking care of the work relationship in the hotel requires more than just basic
human interaction skills. The vibe that they bring in to the team and positive attitude towards
working alongside others is the essential contributing factors to human relation competency
(Yang et al., 2014).

Job Offer Decisions

A job offer decisions relates to invitation to work for any organization during the recruitment
and selection process. Candidates that meet the specific requirements set by HR managers
have high possibility to be offered a job. Despite the fact that most literature focuses on the
organizational perspective in offering a job, other studies have also examined the responses
of potential candidate in accepting a job offer and the effect of timing that would change
their decision (Becker et al., 2010; Foster & Diab, 2017). It all depends on the candidates’
agreement on the terms and conditions in the job offer. Going through the process by which
they were assessed would somehow affect their decision to accept or decline any job offer
(Foster & Diab, 2017). On the context of the organization itself, several key elements were
reviewed and examined which eventually comes to the final decision whether to offer or not
the specified job vacancy (Chun-Hsi et al., 2008). However, Becker et al (2010) argued that
the extend of issues raised during the recruitment and selection process would also have an
effect on the work relationship of the accepted candidate in the later stage. Therefore,
candidates or fresh graduates with the right competency attributes would be able to absorb
the pressure and progress.

The Relationship between Competency on Job Offer Decision

As reported by Shum et al (2018), hotel uses competency assessment on prospective
employees or fresh graduates looking for a job because the assessment model was widely
used in the process of selecting their employees. One thing that is certain is that the
elements in the competency attributes were exactly what HR managers are aiming for in any
candidates. For example, having good communication skills will help new employees to work
together as ateam. Other attributes such as cognitive and leadership attributes showed their
maturity in their decisions relating to work-related process and even issues for that matter
(Wang, 2013). In addition, positive work environment through mutual understanding on the
importance of teamwork and upholding the corporate culture of the hotel helps the team to
grow in their relationship (Yang et al., 2014). A conducive work environment pushes the
boundary of service among hotel employees as they apply their competencies effectively on
delivering the best service to customers. Most fresh graduates look for the best team to work
with and added by their own abilities and skills to offer (Jameson & Hargraves, 1990).
Competencies possessed by the fresh graduates can be put into the job and expand their
skills after gaining several years of working experience (Shum et al., 2018). Collectively, it is
important to note that all of the competency attributes of fresh graduates may have
significant impact on HR’s job offer in the hotel industry. Therefore, this study intended to
test the following hypotheses based on the existing literature and evidences on the matter.
Hla: Communication competency positively influences offer decision.

H1b: Cognitive competency positively influences job offer decision.

Hic: Leadership competency positively influences job offer decision.
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H1d: Problem-solving competency positively influences job offer decision.
Hle: Human relation competency positively influences job offer decisions.

Methodology

Research Design

The research conducted is a descriptive study and causal in nature where it is to investigate
the competency among fresh graduates and the factors of hotel job offer decision. The
dimensions of competency in this study are communication competence, cognitive
competence, leadership competence, problem-solving competence, and human relation
competence. Therefore, the research is conducted to seek the relationship between these
five major attributes for competency among fresh graduates and hotel job offer decisions
through correlation analysis. In this research, a quantitative approach through a cross-
sectional study was used.

Population & Sampling

The target population in this research was the Human Resource Manager or other personnel
in-charge of recruiting and selecting new employees from hotels in Kuala Lumpur. The
sampling frame that was applied for this research was the list of hotels in Kuala Lumpur. The
list of those hotels can be acquired from every booking website on the internet such as
Agoda.com and Booking.com. There are about 435 hotels available in Kuala Lumpur which
varies in facilities and extend of services based on their star rating (Ministry of Tourism,
2013).

Sampling Technique & Sample Size

In this research, non-probability sampling which is purposive sampling was chosen as the
respondents are HR managers and personnel with specific tasks of recruiting and selecting
new employees as their main duty and expertise. In the later stage, snowball sampling was
also applied to reach target number of respondents based on the recommendation of
participated respondents in early stage. The sample for this research is the actual number of
Human Resource Manager chosen as a sample that will represent the population of all
Human Resource Manager from all hotels in Kuala Lumpur. As mentioned above, through
the list of hotels that exist all over Kuala Lumpur, the actual sample can be acquired. A
minimum of 30 respondents to a maximum of 500 respondents are the most suggested
sample size for most research according to Roscoe (1975) rules of thumb. Therefore, for this
research, it will need at least 205 Human Resources Manager from those 435 hotels in Kuala
Lumpur to gain the best result can be achieved from this research.

A closed-ended questionnaire through rating scale questions was used in this research. The
guestionnaire was developed based on the variable that was identified in the early stage in
the conceptual study framework. In this research, to acquire the reliability level of the
guestionnaire that was used for the entire study, a pilot test on the questionnaire was
conducted first. This pilot test required a small sample at least 1/3 of the sample for this
research. The test was completed within a reasonable period and necessary amendments
was made to improve the instrument. The finalized questionnaire was divided into several
sections that consist of demographic profile, competency among fresh graduate, and the
best factors that will influence the job offer decisions by Human Resource Manager. The
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guestionnaire was in the form of a 5-point Likert scale. The questionnaire was made available
in dual language which were English and Malay as the medium of communication.

Table 3.1:
Measures of the study variables
Study Variables No. Sources of | Type of Scale
of Instrument Items
Items
Competency Attributes
Communication 4
Cognitive 4 Holland and Baird
Leadership 4 (1968), A five-point Likert-scale from
Problem Solving 4 Brownell and Chung | (1) “Strongly Disagree” to (5)
Human Relations 4 (2001), & “Strongly Agree”
Crawford et al.
(2014),
Job Offer Decisions 5 van Rheede et al. | Afive-point Likert-scale from
(2009) (1) “Strongly Disagree” to (5)
“Strongly Agree”
Demographic & Work |8 Selection of nominal &
Profile Information ordinal scales

Plan for Data Collection

The data of the research was collected with hotels in a particular area which was in Kuala
Lumpur, Malaysia. The reason for choosing Kuala Lumpur as the place for our research was
because its density of hotels located in the state as compared to other states. There were
about 435 hotels in Kuala Lumpur which varies through their star rating. A set of
guestionnaires will be distributed for the Human Resource Manager to answer and give
feedback. Data collection was done by contacting potential respondents through phone calls
and emailing them the self-administered questionnaire as Movement Control Order (MCO)
was enforced by the Malaysian government in 2020 and 2021 that restricts the possibility
for researchers to personally obtain feedbacks.

Findings

The data was collected from respondents after a month of fieldwork. The Human Resource
Managers were selected because they were responsible and experienced in recruiting fresh
graduates as an employee. A total of 205 sets of questionnaires were received and analysed.

Respondents’ Demographic and Work Profiles

The following Table 4.1 outlines the respondents’ demographic and work profiles which
include gender, age, marital status, educational qualification, hotel tenure, industry tenure,
and position tenure.
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Table 4.1:

Respondents’ Demographic Profiles

Profiles Categories Frequencies Percentage (%)

Gender Male 51 24.9
Female 154 75.1

Age Between 18 — 29 years 45 22.0
old 73 35.6
30 — 34 years old 63 30.7
35— 40 years old 24 11.7
More than 40 years old

Marital Status Single 90 43.9
Married 100 48.8
Divorced 13 6.3
Widow/Widower 2 1.0

Education Certificate 3 1.5

Qualification Diploma 28 13.7
Bachelor’s degree 136 66.3
Masters 25 12.2
Others 13 6.3

Hotel Tenure Less than 6 months 51 24.9
6 months — 1 year 31 15.1
2 -3 years 48 23.4
4 -5 years 36 17.6
More than 5 years 39 19.0

Industry Tenure Less than 1 year 5 2.4
1-3years 20 9.8
4 -5 years 58 28.3
6 —9 years 85 41.5
More than 9 years 37 18.0

Position Tenure Less than 6 months 7 3.41
6 months — 1 year 28 13.7
2 -3 years 50 24.4
4 -5 years 90 43.9
More than 5 years 30 14.6

As stated in Table 4.1, it shows that out of 205 respondents, there is 75.1 per cent
which equals to 154 female respondents and 24.9 per cent male which equals to 51
respondents. In term of age, the highest numbers of respondents are from the range of age
of 30 to 34 years old or 35.6 per cent, followed by age range from 35 to 40 years old with
30.7 per cent. While the rest than 40 years old with 11.7 per cent, followed by age range
from 35 to 40 years old with 14.1 per cent. Most of the respondents are married with 48.8
per cent, followed by single respondents with 43.9 per cent, and the remaining were 7.3 per
cent. According to the data gathered, the highest education patrons are from the bachelor’s
degree with 66.3 per cent, followed by diploma holder with 13.7 per cent, and then followed
by master’s holder with 12.2 per cent, and the rest were certified holder and others
qualification respectively 1.5 per cent and 6.3 per cent.
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According to the data gathered, the highest hotel tenure patrons are those who
worked for less than six months with 24.9 per cent, followed by two to three years with 23.4
per cent, and then those who worked more than five years with 19.0 per cent, and those
who worked for four to five years with 17.6 per cent and the from six to one year with 15.1
per cent. The highest industry tenure was recorded from six to nine years with 41.5 per cent,
and then the second highest was from four to five years respectively 28.3 per cent, followed
by the rest. The highest number of respondents with HR position tenure 43.9 per cent were
from four to five years at the position which explains their experiences in the job. HR
managers with vast working experiences are able to work together with different groups of
employees and understand their needs (Ravichandran et al., 2017). The inclusion of their
tenure in the study was to ensure that they were capable of selecting the desired candidates
based on the attributes that they are looking for.

Reliability Analysis

Cronbach’s coefficient alpha is the most used statistic especially in terms of measuring the
internal consistency of a scale (Pallant, 2016). The Cronbach’s Alpha Coefficient value for all
the independent variables in the study revealed a range of coefficient values from .880 to
.716. The independent variable that has the highest coefficient value is leadership with a
value of .880, followed by cognitive with a value of .851, and then human relation with a
value of .757, problem-solving with a value of .716, and communication with a value of .741.
As for the dependent variable, it is also accepted as the reliability coefficient is .735.

Table 4.2:
Reliability Coefficient Values of Study Variables
Variables Number of Scale Cronbach’s Alpha
Items Coefficient (a)
Communication 4 741
Cognitive 4 .851
Leadership 4 .880
Problem Solving 4 716
Human Relation 4 .757
Job Offer Decisions 5 .735

Pearson Correlations Analysis of Competencies and Job Offer Decisions

According to Pallant (2016), the Pearson product-moment correlation coefficient analysis is
used to evaluate and explore the correlation relationship and direction between a study's
variables. She went on to say that a minor correlation is enough to gain statistical significance
with a big sample size (N>100). Small or moderate correlations that do not even achieve
statistical significance at the level of p<0.05 with a small sample size, on the other hand, are
acceptable (Pallant, 2016).
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Table 4.3:
Pearson Product-Moment Correlations Matrix of Competencies Attributes and Job Offer
Decisions

Scale 1 2 3 4 5 6 Mea SD
n
1. Communicati 1 4.43 .49
on 1
2. Cognitive .349%* 1 4.28 .67
* 8
3. Leadership .231%* .524%* 1 4.37 .70
* * 1
4. Problem- .297* .359* .265%* 1 4.54 .49
Solving * * * 8
5. Human .362* .520* .509* 439* 1 4.40 .61
Relations * * * * 7
6. Job Offer .339* .592* .633* .616* .594* 1 4.52 41
Decisions * * * * * 2

Note: N=205, **p<0.01

As shown in the Table 4.3 above, a Pearson product-moment correlation coefficient was
computed to assess the relationship between the competencies attributes and job offer
decisions. There was a positive correlation between the communication attribute and job
offer decisions, r=.339 (p<0.01). The relationship between cognitive attribute and job offer
decisions is largely significant correlated (r=.592, p<0.01). In addition, there was a positive
correlation between the leadership attribute and job offer decisions, r=.633 (p<0.01). The
correlation between the problem-solving attribute and job offer decisions also showed
significant positive relationship with r=.616 (p<0.01). Lastly was a positive correlation
between the human relations attribute and job offer decisions, r=.594 (p<0.01).

The Important Attribute of Competency on Job Offer Decisions

Using multiple linear regression analysis, the effects of five competencies attributes on job
offer decisions were examined. Preliminary analyses were carried out to ensure that the
normality, linearity, multicollinearity, and homoscedasticity assumptions were not violated.
The result showed that there were significant positive correlations between the attributes
and job offer decisions. The total variances explained by the problem-solving attribute on
job offer decisions were 66.5 per cent with a coefficient of the relationship value (R? value)
of 0.665. As shown in the Table 4.4 below, the result was also suggested that problem-solving
attribute was a significant competency attribute that affect job offer decisions in this study
(p=.000).
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Table 4.4:

Results of the Multiple Regressions of Competencies Attributes on Job Offer Decisions
Variables B T p
Communication .270 .818 .550
Cognitive .185%** .603 .001
Leadership .358%** .648 .000
Problem-Solving .387%** .769 .000
Human Relation 135%%* .575 .013

*#%p<0.05; R2=.664; F-value=79.007

Summary of Hypothesis Testing

The summary of the hypothesis testing as reported in Table 4.3 found that all five
competencies attributes which are communication, cognitive, leadership, problem-solving
and human relation were having positively significant influences on job offer decisions.
Hypothesis 1 (H1) proposed the relationship between competencies attributes and job offer
decisions by Human Resource Manager in Kuala Lumpur’s hotels. The primary concern was
the influence of Human Resource Managers' perceptions of employees' communication
skills, cognitive skills, ability to lead a team, problem-solving skills, and human relations on
their job offer decisions to potential fresh graduates.

Table 4.5:
Summary of Hypothesis Testing
Hypothesis Regression Result
Statistical
Significance
Hla Communication influences Job Offer Decisions .270 Reject
H1lb Cognitive influences Job Offer Decisions .185%** Accept
Hlc Leadership influences Job Offer Decisions .358%** Accept
H1ld Problem-Solving influences Job Offer Decisions .387%** Accept
Hle Human Relations influences Job Offer Decisions 135 x* Accept
*p<0.05
**p<0.01

*** Correlation significant at p< 0.05 (2-tailed)

Discussion

The main focus of the discussion was to address the objectives of the study and the research
guestions set earlier in the study. The initial objective was to examine the influence of fresh
graduates’ competency in relation to job offer decision by the HR Managers. Therefore, the
second objective was to identify which competency attribute is the most important one
sought by Human Resource Manager.

Based on findings presented, Hypothesis la (H1a) proves that there is insignificant
relationship between communication competency and job offer decisions. Hospitality
managers are concerned and ensure that their employees acquire job-related skills and focus
on good communication as one of the competencies (Itani et al., 2015). Another interesting
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finding was cognitive skill with a positive relationship on job offer decisions by HR. Lent and
Brown (2013) asserted that cognitive competency helps in the journey of employee to
become successful, and facilitate their progression to become a manager.

The result also indicated that leadership competency positively related to job offer decision,
where hotel insist on the leadership character to be one of the important attributes that will
see future manager in the pipeline (Karatepe et al., 2020). High creativity skills and strong
leadership attribute will facilitate effective decision making and management of the hotel
team (Zoghbi-Manrique-de-Lara & Ruiz-Palomino, 2019). The nature of hotel operation and
services are more incline towards working with people from all sorts of background. Human
relations competency as found in this study is one of the required aspects for hotels which
corroborate the idea of service in the hotel industry (Lee et al., 2015).

The relationship between problem-solving competency and job offer decision shows the
strongest relationship. This finding seem to be consistent with those of Kenny et al. (2014)
where hotel managers seek to have employees that are able to meet customers’
expectations and address their needs. Yang et al. (2016) believe that graduates with
problem-solving skill able to gain the trust of their future employer. A possible explanation
for the need of this attribute is that when working in the current pandemic period where
new sets of standard has to change and less personal service with customers is warranted.
In addition, Velo and Mittaz (2006) stated that an employee who are able to address
problems faced by customers in an instant will be beneficial on both personal and
organizational level. Not much can be expected from a fresh graduate in terms of skills and
competency but the their ability to try and apply what they have learn into practice is highly
appreciative (Gbadamosi et al., 2015).

Conclusion

Fresh graduates are the next generation of employees which comes with different set of
skills and knowledge that is currently needed for the job. Making sure that they are ready to
deliver what it takes to be a hotel employee depends on their skills and personality.
Employing a fresh graduate with the ability to perform well is an added advantage for the
hotel. Based on the objective of this study, the researchers were able to conclude that
competency attributes are essential for HR managers in their decision to employ new
employees. From the findings, what is most important for students or fresh graduates is to
obtain as much knowledge and skills that will set them apart from other candidates in
applying for a job in the hotel. Each of the attributes showed the importance for fresh
graduates to be optimistic, reliable and ready in seeking their early career in the hotel
industry.

Starting their career in the pandemic period requires them to be flexible, vigilant and
innovative in providing quality services to customers. It will be a good training ground for
them to understand and adapt to different work situations which was not taught in their
previous study period. Fresh graduates need to be motivated to learn and apply different
sets of skills and attributes in this difficult period as less contact with customers will require
them to revised their service standards. Strategies on matching these attributes and hotel
requirement during this pandemic period is essential for HEIs in order for their graduates to
be offered a job while most hotels put a hold on new employment exercise. Future studies
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are recommended for HEls to look on the extend of the competency attributes that can be
adapted by fresh graduates in post-pandemic period and its effectiveness on new hotel
operating service standards.
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