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To deploy fully the potential of personnel

competence is the key advantage of modern
organizations in all businesses of the countrysThi
especially critical for hotel business because
producing and consuming of this service is the
inseparable process. The maximum deployment of
potential of an employee competence can be the key
competitive advantage for a hotel. To satisfy besin
needs we should be aware of skills and competences
an employee should possess. This paper suggests the
application of the Hungarian method to assess the
personnel competence of an operating hotel. We also
want to show the applicability and utility of this
method in solving real problem of evaluating the
personnel competence. To solve this problem we
suggest using pairwise comparison to identify the
most important sample competence, which we use as
the basis for personnel competence matrix. Thus,
hoteliers will be able to make their own objective
assessment of the personnel competence level of 5
divisions of the hotel
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Specific features of the tasks of staff efficield@ation in terms of official

hierarchy and the maximum realization of each iilial competence led to the

creation of the Hungarian method to solve them.hdéblogical approach to

assess level of hospitality staff competence (whikhbased on Hungarian

method) is shown in Fig.1.

M ethodical approach to assessment of staff competence of Russia hotel

J L

Thedefinition of the competencies of each staff category of hotel enterprises I

International service standard ISO/FDIS 9000

4 T

Calculation of the competence importance by the paired comparisons of all hotel
staff categories

Building a matrix of pairwise comparisons referenompetencies of
all hotel staff categori

Calculation by the amount of points, lines Si facle competence

n — number of competencies

n
§=X b
j=1

Correctness of a matrix filling

n
> §=n°

I-1

Calculation of the competences importance

S | provided that N
i P > M. =10

M.=—L-
n i=1

)
_'

Comparison of the necessary competencies with existing competencies of hotel
staff l

Creating a Matrix of competencies availability ach hotel staff category

Creating Matrix of efficiency
j Creating a matrix of competence of each staff category l

Fig. 1 - The methodical approach to an estimaticen@mpetence degree

of the hotel industry staff

The basic idea of the Hungarian method is to moem fthe initial square

matrix of cost C to an its equivalent matrix Cesgral elements and system of n

independent zeros, of which any two are not rel#tedsame row or the same

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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column. For a given n there are n feasible solgtidinin matrix of competence
X to arrange n units in the way that in each row aalumn is only one unit,
which is arranged in accordance with located n peddent zeros from
equivalent matrix of cost Ce, in this case ressiltcceptable solution to the
problem of employee’s competence by level of cdfitiierarchy.

A sample case study

To apply the Hungarian method and assessment oél hstaff
competency in Krasnodar in the first phase of #search it is necessary to
describe the competencies required for each categfostaff working in hotel
industry. In accordance with International Stand&eltvices it has been an

allocated core hotel staff competencies (Table 1).

Table 1 - Standards of competence by the levédiefdb role hierarchy

The level of the job role

hierarchy Competence

Education, experience, health, patience, fluency| in
English and another foreign language, goodwill,
commitment, knowledge of psychology, quick response
enthusiasm, skill
Fluency in one foreign language, education, crégti
Main production staff | punctuality, sense of taste, ability to work in ear,
endurance, health, patience, experience
Fluency in one foreign language, education, forsmaJ
Technical staff analytic skills, usability, perseverance, healthility to
foresee, punctuality, attentiveness, clarity
Education, experience, communication skills, workhw
people, ingenuity, fluency in English and anothmeign
language, kindness, courtesy, consistency, seliaof
patience, good diction, health
Responsibility, organizer, education, work expecet
Department, Division | health, intuition, enthusiasm, communication skifislf-
managers critical, balance, objectivity, conflict-free, good
organizational skills, ability to understand people

Service Staff

~

Specialists

—

=

The second stage of the calculation is to deternttme weight of

competencies importance by method of paired compasi of all staff

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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categories. After filling the matrix with elementse comparison needs to be
calculated by rows total the amount of pointbySeach competence by Formula
1:
n
S=2 b
-1 1)
n — number of competencies

Correctness of filling a matrix is defined by thguation 2:

n
> S :n2
. [
-1 (2)
At the next stage we determine the significancetladd competence
according to the formula 3:

~

I n
Mi: |2 , provided that, S M. =10
n iz

3)
The matrixes of the second stage of methodologaggiroach to the

assessment of staff competencies in Russia hatesiry are presented in Table
2-6.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 2 - Matrix of standard competences by pat@dparisons of Department

managers
Competences of | Competences of Department, Division managers
Department, S M. R
Division 1/2/3/4|5/6|7[8[9[10|11|12|13|14 ' '
managers
L. 1/0(0|0(0|0|0O|0Of0O|2]| 2| 2| O] 2| 9| 00459 1p
Responsibility
2. Organizer 21(2|0|2|0|2|2|2|2| 2| 2| 2| 2| 230,1173| 3
3. Education 20(1|/0|0|0|2|2]|2|2| 2] 2| 0| 2| 17 0,0867| 6
4. Work 212|2]1|2]0|2]2|2] 2| 2| 2| 2| 2| 25 0,1276| 2
experience
5. Health 2002|010 |2|2|2(2| 2| 2] 0| 2| 19 0,0969| 5
6. FluentEnglish | 222 (2|2|1|2|2|2|2| 2| 2| 2| 2| 27 0,1378| 1
7. Enthusiasm 00|0|0|0O|0|0O|O|O|O| O] O] O] 1] 1] 0,0051 14
8. Sociability 200|{0|0|0|0|2|1|2|2| 2| 2| 0| 2| 15 0,0765| 7
9. Self-criticism 20/0/0|0[|0|2]|0|1|2| 2| 2] 0| 2| 130,0663| 8
10. Poise Qo|0o|0|j0|0O|OfO|0O|2| 2] O] O 2| 5| 0,025512
11. Objectivenessy p0|0|0|0|0|0|0|0O] 0| 21| O] O] 2| 3| 0,015313
12. Focuson  1q1g10/0l0folo|olo]2|2]| 1| o] 2| 7| 0035711
conflict-free work
13. Knowledge of| », | 151 g2/ 0/2/2|2| 2| 2| 2| 1| 2| 2101071 4
etiquette
14. The abilityto |5 1ol glglo|1]0lo| 2| 2| 2| o] 2| 110,0561| 9
understand peoplée

The research found that for managers of the depatirdivision the most
important competencies are: fluent English and farotforeign language,
experience, organizer, knowledge of etiquette, theathe competency
importance factor is 0,13; 0,12; 0,11; 0,1, 0,0%pestively. The above
mentioned competencies are the most important Becatithe hotel industry
specific. The last place among the competenciesinext) for department,
division management, by calculated competency itapoe, are: enthusiasm —
0,005; objectiveness — 0,05; poise — 0,02; focusamflict-free work — 0,03;
responsibility — 0,04.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 3 - Matrix of standard competences by pat@dparisons of specialists

Competence of specialists

Competence of 1 S M R

specialists 1/2|3|4]/5/6|7|8/9]10|11| ;|13 ' !
1. Work 2120212222 /2(2] 2| 2| 2| 2| 26/ 01538| 1
experience
2. Good diction dololo|1]/0[1l0|0|0] 0] 0| 0| 2| 00118 13
3. Education gololol2lolololol 20| 2] ol 6] 00355 11
4. Health 11/1]1]0]/ol2l1]0l0] 0] 0] o 7| 00414 10
5. FluentEnglish | 21|2|2|2|2|2[2]2| 2| 0] 0] 0] 19 0,1124| 4
6. Ingenuity 2l2l1]o0lolol2(2lol 2] 2| o] 2| 158 0,0887| 6
Zl'(iﬁsmm“”'ca“ve 202/2lolol1]2]2]/0]l2]| 2| 0| 2| 17 0,12005| 5
8. Self-control 112212121 2]lol2[ 2] 2 2| 2| 21 01242 3
9. Poise 1ololo[1|/olol1l2l0 0] 1| o] 5] 00208 12
10. Kindness 22(1/1l1/0]lolol1] 10l 0] o 9| 00533 8
11. Focus on 2l2lololololololo]o| 2] 2] 2| 10/ 0,0501| 7
conflict-free work
12. Patience 11(2021 2222212 21 2| 2| 24 01420 2
13. Workingin 111414 15/0lo|o|1]1|1| 0| 0| 0| 8| 00473 9
team

Ranking of hotel industry specialists competenaeRussia is showing

importance of the next qualification

requirementsork experience -—

competency importance factor equal 0,15; patien€el4; self-control — 0,12;

fluent English — 0,11; communicative skills — OThe last place is taken by:
good diction — 0,01; poise — 0,02; level of edwwrat+ 0,03; health — 0,04.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 4 - Matrix of standard competences by pat@dparisons of technical

staff

Competences of Competences of technical staff

technical staff  [1]2[3[4[5[6[7[8[ o] 11| | " | °
1. Fluent English 1212|2212 2 1] 1] 1| 17 0,1404 3
2. Education 222|212 (2(2| 2] 2] 1, 2| 21 017351
3.Formalism 2111|000 0] O O] O] 5 004189
4.Analytical skills 11221212} 2|1 1, 1| 18 0,1487 2
5.Practical skills 122111122 0 1] 1| 14 0,1157 4
6. Perseverance 0/0{2{00/05 0/ O O O 4 0,0383010
7. Health 112121111 1f 1 1| 11 0,0909 5
8. Ability to foresee 1141|1212 ,2y12(12 1 1 0O| 10 0,0826 6
9. Punctuality 00(1{0/0(2(0; 0] 0] 1| O 0,024i7 11
10. Attentiveness 11/12/0{012|0| 1 2y O0f O 0,0495 8
11.Clarity 0/(0({0|0|1/0| 1|1 O0f Of Of 8 o0,066n 7

For technical hotel staff the most important corepetes are: level of

education - competency importance factor equall¥Z;Gnalytical skills — 0,14;
fluent English — 0,14; practical skills — 0,11; hea— 0,09. The lowest

competency

importance factor

among other

competencies is: punctuality — 0,02; formalism@40,

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 5 - Matrix of standard competences by pat@dparisons of main
production staff
Competences of main Competences of main production staff S MR
production staff 12|34 5 6/ 7 8 9 1 ' '

1. Fluent English 1 0 0 0 0 1 1 2 |2 P 0 0,09 |6
2. Education O 2 2 2 2 2 PR 2 |2 P 18 0,18 1
3. Creativity o0, 0 00013 12 1 1 1 1 s 0,06 |9
4. Accuracy 11 00 0 0 1 2 2 01 DO ) 7 0,0/ |8
5. Feeling of taste 42 2 1 0o 0 |0 |0 (2|1 |0 11 0,11 | 4
6. Ability to work in a 110l ol 20 20 20 1 94 9 o 1d 01 5
team
7. Endurance 1 1 0 2 P 2 2 |2 |2 |1 15 0,15 | 2
8. Health 1113 13 0 0 2 0 1 0o 1 & 0,08 |7
9. Patience ¥ 0 ¢ 1.0 oD O 0|0 O P 0,@ 2%
10. Experience 1y 1 1 1 p 2 2 1212 2 14 0,14 |3

For the main production staff were selected 10dsteth competencies,

ranking of which revealed that the biggest compatemportance factor is for

the following competencies: education — 0,18; eadoe - 0,15; work

experience — 0,14.

Table 6 - Matrix of standard competences by pat@dparisons of service

staff
: . Competence of service staff

Competence of service sta.1 573141561718 /9110] 11 S Mi | R
1. Education 12|2|2(2|2|1]1|1| 0| 0| 14/0,1157| 4
2. Experience 22(2|2/0|/0/0|/0|0| 0| O| 8| 0,0661 8
3..Health 12(1/2(0{0j0|2|1]21| 1| 9| 0,0743 7
4. Patience 00(0|0|0|0|1]|2|/0| 0| 0| 2| 0,0165
5. Fluent English 22122222222 1|210,1735/ 1
6. Kindness 12|2(2(2|2|1(1|1| 2| 2| 19/0,1570| 2
7. Responsibility 00(1|1|1(2|2|2|2| 2| 0] 13/0,1074| 5
8. Knowledge of 2|1]2|2]0l0|2]2]2] 2| 2] 17/0,1404 3
psychology

9. Quick reaction 11/1{0|0|21(0|1|0] 0| O| 5| 0,0413 9
10. Enthusiasm D1/0(0|0/0|0|0O|0O| O] O] 1| 0,008210
11. Agility 2/212(0|/0|1(1|0|1| 2] 1]|12/0,0991| 6

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Successful business activity of companies in hotdlustry based on
effective and professional service staff work & kiotels. Primary purpose for
development of quality management system of anglhstidentification and
evaluation of standard competencies.

Based on the constructed matrix of standard paiosdparisons
competencies of service staff was identified tlanhgetencies factors such as:
fluent English, kindness, knowledge of psycholotgvel of education and
responsibility are the highest — 0,17; 0,15; 0(1,41; 0,1 respectively.

Determine the correctness of standard paired-casgres competencies:

- managers of the Department
n=14YS=rf, 196=196, YM;=1,0
specialists
n=13, ¥S=rf, 169=169, YM;=1,0
main production staff
n=10, ¥S=rf, 100=100, ¥M;=1,0
service staff
n=11, ¥S=rf, 121=121, ¥M;=1,0
technical staff
n=11yS=rf, 121=121, YM;=1,0
On the next stage required hotel staff competenwes! to be compared

with existing ones, for the matrix of competen@gailability in each hotel staff

category needs to be build. 4 hotels in Krasnodarewnvestigated for the
assessment of staff competency (Table 7-11).

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 7 - Matrix of appropriate competences of Depant, Division managers

The competence of the M Hotels
Department, Division managers ! Hotel 1 Hotel 2| Hotel 3 Hotel 4
1. Responsibility 0,0459 + +
2. Organizer 0,1173 + +
3. Education 0,0867 +
4. Work experience 0,1276 + + +
Therest of the table 7
5. Health 0,0969 +
6. Fluent English 0,1378 + +
7. Enthusiasm 0,0561 + + +
8. Sociability 0,0765
9. Self-criticism 0,0663
10. Poise 0,0255
11. Objectiveness 0,0153 +
12. Focus on conflict-free work 0,0357 +
13. Knowledge of etiquette 0,1071
14. The ability to understand 0,0051 + +
people
Gij 0,62 0,32 0,38 0,5

Among departments, divisions managers of the rebedr hotels the
highest efficiency ratio has staff at Hotel 1 —2(8 out of 14 competencies
available), the lowest — staff at hotel 2 — 0,320 of 14 competencies
available).

Following competencies need to be developed foofalhe researched
hotels: communication ability, self-criticism, peiand knowledge of etiquette.
Table 8 - Matrix of appropriate competences of gists

. Hotels
The competence of the specialists i NV Hotel 1 | Hotel 2| Hotel 3 Hotel 4

1. Work experience 0,1538 + + + +
2. Good diction 0,0118 +
3. Education 0,0355% + + + +
4. Health 0,0414 + +
5. Fluent English 0,1124 + + +
6. Ingenuity 0,0887
7. Communicative skills 0,100b + + + +
8. Self-control 0,12472
9. Poise 0,0295 + +
10. Kindness 0,0532 + +
11. Focus on conflict-free work 0,0591 + +
12. Patience 0,1420 +
13. Working with people 0,0473 + +

Cij 0,5 0,52 0,54 0,53

http://ej.kubagro.ru/2017/01/pdf/55.pdf



Hayunsriit sxxypaan KyoI'AY, Ne125(01), 201 Foqa 11

Calculated efficiency ratio is proving lack of compce between
required and existing competencies for staff atehdt — 0,5 (6 out of 13
competencies available) and maximum possible onsté&ff at hotel 3 — 0,54 (8
out of 13 competencies available). Undeveloped &temzies for this staff

category are creativity and self-control.

Table 9 - Matrix appropriate of competences of npaoduction staff

The competences of| Hotels

main production staff ! Hotel 1 Hotel 2 Hotel 3 Hotel 4
1. Fluent English 0,09 + + +
2. Education 0,18 + + +
3. Creativity 0,06 +
4. Accuracy 0,07 + + +
5. Feeling of taste 0,11 +
6. Ability to work in

0,1
a team
7. Endurance 0,15 +
8. Health 0,08 + + +
9. Patience 0,02 + +
10. Experience 0,14 + +
Gjj 0,68 0,26 0,25 0,71

Among main production staff the highest efficienatio has staff at
hotel 4 — 0,71 (6 out of 10 competencies availalthe® lowest has staff at hotel
2 — 0,26 (4 out of 10 competencies available). ther efficient use of main
production staff labour potential on the researcleminpanies following
competencies need to be developed: ability workaiteam, creativity and

endurance.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 10 - Matrix of appropriate competences ofitézal staff
The competences of M. Hotels
technical staff ! Hotel 1 Hotel 2 Hotel 3 Hotel 4
1. G_ood knowledge of 0.1404 +
foreign language
2. Education 0,1735 + + +
3.Formalism 0,0413 +
4.Analytical skills 0,1487 +
5.Practical skills 0,1157 +
6. Perseverance 0,0330 +
Therest of thetable 10
7. Health 0,0909 + + +
8. The ability to 0.0826
foresee
9. Punctuality 0,0247 + +
10. Attentiveness 0,0495 +
11.Clarity 0,0661 + +
Cij 0,33 0,57 0,55 0,2

Calculation of the efficiency ratio of technicaafftshowed — 0,57 (7 out
of 11 competencies available) — staff at hotel 21 &2 (3 out of 11
competencies available) — staff at hotel 4. Morenglete implementation
required such competence as the ability to forestentiveness, knowledge of
foreign languages, practical skills, formalism, Igti@al skills. It is necessary to
note insufficient level of compliance of the congraties specific to the
technical staff, which is unacceptable in the ezlatctivities of all hotel
services. Comparison of the available competenafeservice staff with the
necessary ones allowed to state about the higbegilance of hotel 1 — 0,86 (8
out of 11 competencies available) and the lackamhmiance at the hotel 3 —
0,33 (3 out of 11 competencies available). Improseinof compliance ratio
may be possible under development of competencieh @s: patience,

commitment, enthusiasm.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 11 - Matrix of appropriate competences o¥iserstaff
i Hotels
The competences of service staff i M Hotel 1 Hotel 2] Hotel 3 Hotel 4
1. Education 0,1157 + + +
2. Experience 0,0661 + +
3. Health 0,0743 + +
4. Patience 0,0165% +
5. Fluent Engllsh and knowledge of 0.1735 + +
another foreign language
6. Kindness 0,1570 + +
7. Responsibility 0,1074 +
8. Knowledge of psychology 0,1404 + + +
9. Quick reaction 0,0413 + +
10. Enthusiasm 0,0082
11. Agility 0,0991 + + +
Cj 0,86 0,38 0,33 0,63

For more detailed analysis let's present resultthefcoefficients of the

compliances calculation of all staff categoriestdtotels in Krasnodar in the

form of matrix of efficiency (table. 12).

Table 12 - Matrix of efficiency

Category of hotel staff
Main :
Hotels | Department production| Specialists Technical Service staff
managers Staff staff
Hotel 1 0,62 0,68 0,5 0,33 0,86
Hotel 2 0,32 0,26 0,52 0,57 0,38
Hotel 3 0,38 0,25 0,54 0,55 0,33
Hotel 4 0,05 0,71 0,53 0,2 0,63

Solving the obtained matrix by the Hungarian metabthe maximum,

we obtain the matrix of competence of each stafgay (table. 13).

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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Table 13 - Matrix of competence of each staff catgg

Category of hotel staff
Hotels Deepna;rtm Main Techni

divisié)n productio |Specialists  cal Service staff

managers n staff staff
Hotel 1 1 0 0 0 1
Hotel 2 0 0 0 1 0
Hotel 3 0 0 1 0 0
Hotel 4 0 1 0 0 0

Most disclosed competences are of Department, iDivimmanagers and
service staff of the hotel 1 - efficiency ratio 6562; 0,86 respectively.
Compliance with International Standards Services$ isf 14 competence of
Department, Division managers and 8 out of 11 viserstaff. The situation for
the other studied hotels is less positive, so enhtbtel 2 the only competence of
technical staff meets the international level, ¢befficient of efficiency is 0.57
(7 out of 11 competencies available), the highorafi efficiency in hotel 3 -
specialists - 0,54 (8 out of 13 competencies abkg)aservice staff at the hotel 4
- 0,71 (6 out of 10 competencies available).

Conclusion. In the article presented the methodical approachan
estimation of a degree of competence of hotel imgustaff and calculated the
competence degree of Krasnodar hotels staff onbdses of the Hungarian
method, which increases the validity of the conolus and the possibility of
practical application of this approach.

The proposed methodological approach will allovdédine the categories
of staff hotels with the lowest level of competencempetences which are
insufficiently implemented and hotels where stadffnpetence is at quite high
level.

Prospects for further research is to study thectioes of the Hungarian
method use, taking into account the negative coemgets, which are reducing

the overall competence of the staff.

http://ej.kubagro.ru/2017/01/pdf/55.pdf
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