54

YMPABAEHEL, Ne 1/53/ 2015

Tpyz ® Kagpbl ® Obpa3oBaHue

} NOIMHOBA ExatepuHa BrapumupoBHa
CrapLunii npenoAaBaTerb Kadeapbl

TYpUCTU4ECKOro 6usHeca n rocrenpnnmcTea

YpanbCKui rocypapcTBEHHbIN
3KOHOMUYECKUW YHUBEPCUTET
620144, PO, r. EkatepuHbypr,

yA. 8 Mapta/HapoaHoit BoAu, 62/45
Tea.: (343) 221-27-42

E-mail: cat.log@yandex.ru

TOCTENPUNMCTBO

OPFAHM3ALINA COEPBI TOCTENPUMMCTBA
PABOTHUK

TPYZI0BOW MOTEHLIMAN

TPYQIOBOE MOBE/EHME

CTENEHb YAOBNETBOPEHHOCTU

KAPBEPA

Ha OCHOBaHWW OLEHKM NMYHOCTHO-MOTUBALM-
OHHbIX M OpPraHW3aLMOHHbIX COCTABASIOLLMX B CTaTbe
[laHa xapaKTepucTiKa COCTOSHUA TPYAOBOrO MOTEH-
LiMana cdepbl rocTenpuumcTsa. PacKpbITbl UCTOYHM-
KW yOOBNETBOPEHHOCTU TPYLOBOW LEATENLHOCTBIO,
MPeanoXeHbl HaNpPaBIEHNS €€ NOBbILEHNS.

JEL classification

M10

CocTosiHMe TPYAOBOro noTeHuuana
B chepe rocrenpuMmMcTBa

BOpFaHVI3aL|,I/1F|X chepbl roctenpu-
MMCTBa 06/YKMBaHUE OPUEHTUPO-
BAHO Ha MaKCMMM3aLWio YAOBNETBOPEHUA
noTpebHOCTEN roCTell uepes BbICOKOKOH-
TaKTHOE B3aUMOLENCTBME, NO3TOMY B AaH-
HbIX OpraHM3aumax paboTHMK B mpouecce
06CNyXMBaHNA [OMKEH YMeTb CO3AaBaTb
ocobble BreuyatneHua rocta, Gopmupys
OCHOBY K/IMEHTOOPUEHTNPOBAHHOCTU Op-
raHM3aunMu Kak ee KOHKYPEHTHOro npe-
umyuiecTBa. [leAatenbHoctb B cdepe ro-
ctenpuumcTea TpebyeT OT pabOTHMKOB
MPOSBNIEHNA HE TONMbKO MPOodeccroHalb-
HbIX HaBbIKOB W YMEHWIA, HO U 0COBEHHbIX
(BPOMXAEHHDbIX)  UENOBEUECKMX  KauyecTs,
TPYOHO NPOMUCHIBAEMbIX B CTaHAapTax:
MHTepeca K Niogsam, CNOCOBHOCTM K Tenso-
My 3MOLMOHANbHOMY OTK/IUKY, OT3bIBYU-
Boctu [1].

Mpwn 3HaKoMcTBe C 3apybeXHbIMK UC-
TOYHVKaMM, PacKpbIBatoLLMMU ONbIT yNpaB-
NeHNsa TOCTUHULAMKU W pecTopaHamu [3;
4; 10], cKnapblBaeTCA BMEYATNIEHWE, UTO
Co30aTb KOMMEKTUB, CMOCOOHBIN BUAETD,
ynpexpatb U MaKCMManbHO Y4OBNETBO-
PATb NOTPEOHOCTN FOCTEN, HECIOXKHO W ANA
3TOro HeT HeobXoAMMOCTU MCMONb30BaTh
ocobble cucTeMbl NOKCKa, nogbopa 1 agan-
Tauum paboTHMKOB. KynbTrBUpyeTca Touka
3PEHMA, YTO BAXKEH NPECTUXK OpraHm3auum,
OCHOBaHHbIA NMOO Ha MMeHK pyKoBoau-
Tensa (Hanpumep, U3BECTHbIN Wed-noBap),
nnbo Ha M3BeCTHOCTM GpeHpa (Hanpumep,
rOCTUHWYHbIe ceTu). KoHeuHo, 3To urpa-
€T CBOI POJib, HO 3TO pPe3ynbTaT XOpOoLLO
OT/IAXEHHOrO YNPaBNeHNA KONNEKTUBOM
opraHuzaumum  coepbl  rocTENPUUMCTBA
(rocTMHULBI, pecTopaHa), Fhe B OCHOBE fe-
ATENbHOCTU BCEro KONMNEKTUBA NEXUT MaK-
CMManbHOe COBMAfEHMe OpraHU3aLMOoH-
HOW MUCCUW W IMYHOIN MIUCCUN PABOTHMKA.

B nonbiTkax apanTupoBaTb 3apy6ex-
HbI OMbIT K POCCUINCKON NpaKTuKe ynpas-
NeHNs MepcoHanom opraHusaumin cdepbl
rocTenpUUMCTBA PYKOBOAUTENU 3TUX Op-
raHW3aUui CTankmMBalTCA CO CeayLmMmMm
npob6nemamu [2; 5-9]:

® HeobXoaMMOCTb  MepecMoTpa  Tpa-
AVLMOHHBIX, Mano3¢$deKTBHbIX MeTog0B
yrnpaBieHUsa NepcoHanoMm, yto npegnona-
raeT TpaHchopMaLMio Npexae BCEro Posu
pYyKOBOAWTENA U KIOYEBbIX PabOTHNKOB;

® HECOOTBETCTBME CMCTEMbI MOArOTOB-
KW CNeuuanucToB peasbHbiM TpeboBaHM-
AM, NPeabABAAEMbIM K JOMMKHOCTAM B Op-
raHu3aumax chepbl rocTeNpPUUMCTBa;

o 1edVUNT KOHTAKTHOFO MEepPCOHana
1 MeHe[KepOB BCeX YPOBHel ynpaBneHums;

® BbICOKaA CTeneHb AeMOoTMBaLMK pa-
6OTHMKOB.

[ina 6onee AeTanbHOro MOHMMAHUSA
NPUYUH CNOXMBLUEINCA CUTyaL aBTOPOM
cTaTbi ObINO NpPOBeAeHO UCCNefoBaHue
COCTOAHUA TPYAOBOro MoTeHumana cdepsbl
roctenpummcTea. bbino onpoweHo 149
PabOTHMKOB  TFOCTUHWNYHO-PECTOPAHHOM
cdepbl (109 yen. 8 20091, 40 uen.B 2013 1.).
Cpepan Hux 6bin Kak NMHENHbIA NepcoHan,
Tak W PYKOBOAWTENW pa3HblX YPOBHeW
ynpaBneHus. Mockonbky pabota B chepe
rocTenpuMMCTBaA B POCCUINCKON NPaKTUKe
TPaAWLMOHHO CYMTAETCA >KEHCKOW, B Bbl-
6opKe pPecroHAeHTOB NpPeobnafanu eH-
WKHbI — 67%, My»unHbl coctaBunn 33%.
Bo3pacTHo AnanasoH Bblbopku - 21-38
net. CTax pabotbl - oT 3 MmecaALes Ao 20 neT.

C uenbio nonyyeHus Gonee petanmsu-
pOBaHHOW WHOOPMaLMK NMOMUMO BOMPO-
COB, Kacalowmxca 006pa3oBaHus, CTaxa
paboTbl, BPeMeHW afanTaLmyi Ha HOBOM pa-
6ouyeM MecTe, pecrioHAeHTaM 3aJaBanncb
BOMPOCHI, CBA3aHHblE C 3MOLMOHANIbHOMN
coctaBnsioweit npodeccun.  CTpykTypa
aHanm3a TPyAOBOro noTteHumana paboTHu-
KOB cpepbl rOCTENPUMCTBA NPeACcTaBneHa
B Tabnuue.

PecnoHgeHTbl  accoumupyloT  npo-
deccroHanbHylo peATenbHocTb B chepe
rocTenpuMMCTBa B OOnbluei CTeneHn ¢
aKTUBHOCTBIO M KPeaTUBHOCTbIO, YeM C nac-
CMBHOCTbIO U ofHoobpa3suem. lMpu 31om
Haubonee vacTbiMi MpUYMHaMKU Bblbopa
npodeccun B AaHHON cdepe ABNAIOTCA:
WHTEpeC, Kapbepa, NPeCcTMKHOCTb, 60Nb-
Wwure 3apaboTKM, Npu3BaHMe, CNOXHOCTH
W HapeXHocTb. B Lenom obpasHoe npeg-
CTaBneHne o npodeccnn n cGopmMmnpoBaH-
Hble Ha 3TOM OCHOBAHWUW OXWAAHWA HOCAT
NO3UTMBHBIN XapaKTep, HO He OToOpaxatoT
peanbHyio pabouyto 06CTaHOBKY, CKNafbl-
BaloLLytoCA B OpraHm3auuax chepbl rocte-
npuMmcTBa: npeobnafaHue pPYTUHHOCTY,
OrpaHNYeHHOCTb BO3MOXHOCTEN Kapbep-
HOro pOCTa, HEOOXOAMMOCTb  CNYXKeHWA



The State of Labour Potential
in Hospitality Industry

n hospitality industry organizations

service is oriented towards maximiz-
ing satisfaction of guests’ needs through
high-contact interaction, that's why in
these organizations a worker during a ser-
vice process must be able to create special
impressions for a guest this way forming
the basis of customer-oriented approach
of an organization as its competitive ad-
vantage. Activities in hospitality industry
require workers to demonstrate not only
professional skills and abilities, but also
special innate personal qualities that are
difficult to formalize in standards: interest
in people, ability to give a warm emotion-
al response, sympathy [1].

When getting acquainted with for-
eign literature devoted to the experience
of hotel and restaurant management
[3;4; 10] it seems that it is easy to form
a team able to see, anticipate and satisfy
to a maximum the guests’ needs and for
this it is not necessary to apply any spe-
cial system of search, selection and adap-
tation of workers. The viewpoint is being
fostered that the prestige of an organiza-
tion is what is important based either on
the name of a leader (for instance, of a
famous chef) or on brand awareness (for
example, hotel chains). Obviously, it has a
role to play but in fact it is the result of a
smoothly managed team of a hospitality
industry organization (a hotel or a restau-
rant), where at the heart of the team’s ac-
tivities there is the maximal coincidence
of the organization’s mission and individ-
ual mission of a worker.

In attempts to adapt foreign experi-
ence to the Russian human resource man-
agement practice in hospitality industry
organizations their leaders face the fol-
lowing problems [2; 5-9]:

e necessity of reconsidering conven-
tional, low efficient human resource man-
agement methods what supposes the
transformation of, first and foremost, the
role of the leader and the key employees;

e inability of the professional training
system to meet the requirements set out
for positions in hospitality industry;

e shortage of contact personnel and
managers at all layers;

e high degree of demotivation of em-
ployees.

For more comprehensive understand-
ing of the reasons behind the emerged sit-
uation the author conducted a research to
study the state of labour potential in hos-
pitality industry. One hundred forty nine
employees of hotels and restaurants were
interviewed (109 people were interviewed
in 2009 and 40 people in 2013). Among
them there were both line personnel and
chiefs of various tiers of management.
Since the work in hospitality industry in the
Russian practice is traditionally believed to
be the domain of women, women domi-
nated the sample - 67%, men amounted
to 33%. The age ranged from 21 to 38.The
length of service varied from three months
to twenty years.

To obtain more detailed information
along with the questions about educa-
tion, length of service, adaptation period
ata new workplace the respondents were
asked the questions related to the emo-
tional component of the profession. The
structure of the analysis of labour poten-
tial of employees in hospitality industry is
presented in table 1.

The respondents associate profes-
sional activities in hospitality industry
to a greater degree with active attitude
and creativity rather than with passive
attitude and monotony. At this the most
significant reasons for choosing the job
in this field are interest, career, prestige,
high salary, complexity and reliability. On
a whole the image of the profession and
expectations shaped on this basis are of
positive character, but this distorts the
understanding of actual working envi-
ronment existing in hospitality industry
organizations: prevalence of routine, lim-
ited opportunities for career growth, ne-
cessity of serving people that supposes
having an ability to quickly adapt to dif-
ferent guests to the detriment of worker’s
own interests.

To the question what is more essential
for the work in hospitality industry, pro-
fessional skills and abilities or personal
qualities or proportion of both of them
the following answers were received:
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Having assessed individual-motivational and
organizational components the author characterizes
the state of labour potential in hospitality industry.
The paper reveals the reasons for and sources of
satisfaction with labour activity and outlines main
directions for its improvement.

JEL classification

M10

55

STOZ /€S/T 5N SLANITAVHLN




56

YMPABAEHEL, Ne 1/53/ 2015

Tpyz ® Kagpbl ® Obpa3oBaHue

CTpyKTypa aHanusa TpyAoBoro noTeHumuana paboTHUKOB cdepbl rocTeNpPUMMCTBa

HanpaBneHune cocTaBAsitoLLEN

CopepxaHue aHannsa

AMYHOCTHO-MOTMBALMOHHAA COCTaBAAIOLLAA

1. Bocnpusatne npodeccum

MpuunHbl BbiBopa AaHHOW Chepbl AEATEABHOCTH, COOT-
HOLLEHME AMYHOCTHbIX M NPOGECCUOHAAbHbIX KAYecTB,
MOTMBALMOHHAsA CTPyKTypa TPYAOBOTO NOBEAEHUSA

2. YAOBAETBOPEHHOCTb PECTOH-
AEHTOB TPYAOBOM AEATEAb-
HOCTbIO

MCTOUHMKIM YAOBAETBOPEHWSA, CTEMEHD YAOBAETBOPEHUSA
MaTepPUaAbHON U HEMaTePUAAbHOW COCTABASIOLLMMUI BO3-
HarpaxAeHus, peaansaumns NPoGeccMoHaAbHOro Bbibopa

OpraHI/I3aLLVIOHHaF| COCTaBAAOLWanA

1. Apantaums

Bpems, CAOXHOCTH, MPUOPUTETBI, MOMOLLL CO CTOPOHbI

2. MpoaBUXEHUE Kapbepbl

OpraHM3aLl,MOHHbIe BO3MOXHOCTMN KapbepHOro pocCTa,
npuemMmaemble cnocobbl NOBbILLEHUS KBaAMdUKaLuMK, BO3-
MOXHbl€ NPUYNHBbI YBOAbHEHUA

3. Ychosus Tpyaa

HaAnumne cTeneHn oTBETCTBEHHOCTM 3a Pe3yAbTaThl TPyAQ,
cooTBeTCcTBME PaboThl CNeLMarbHOCTU, COAEPXaHKe TPyAa

4. B3aMMOAENCTBUE C PYKOBO-
AUTENEM U KOANETAMU

OnpepeneHre POAU PYKOBOAUTEAS U BAUSIHUE ee He

3 HEKTUBHOCTb TPYAOBOM AEATEABHOCTH PaBOTHUKOB,
cTeneHb BAUSIHUA PYKOBOAUTEAS! B MPOLIECCcax apantaumm,
MaTepuanbHoOW 1 HEMaTEPUAAbHOM MOTUBALIMK PABOTHM-
KOB, @ TakXXe B NOAAEPXaHWU LEAOCTHOCTH KOAAEKTUBA
opraHusaumu

Puc. 1. MotMBaLUMOHHasA CTPYKTypa TPYAOBOro NOBEAEHUS PECTOHAEHTOB

nogAaM, YTO mpegnonaraeT Haauyve cno-
COGHOCTM ObICTPOI afanTauun K pasHbiM
rocTaAM B ylepb cO6CTBEHHbBIM MHTEPECaM.

Ha Bonpoc, uto BaxHee ana pabotbl B
chepe rocTenpumnmcTea — Hannume npodec-
CVOHANbHbIX HABbIKOB W YMEHWI, IMYHOCT-
HbIX Ka4yeCTB 1M COOTHOLUEHME TeX 1 Apy-
rux, — GbINK NONyYeHbl Credylowye oTBeTb:

© 65% CuYMTalOT, UTO BaXKHbl Kak npo-
deccnmoHanbHble HaBbIKM WM YMeHUd, Tak
N NINYHOCTHblE KayecTBa B COOTHOLLEHWU
53/47%, T.e. HabniogaetcA TeHAEHUMS
K 3HAUMMOCTV HaBbIKOB 1 YMEHUI;

© 38% npepnonaraloT 3HaAYMMOCTb NPO-
deccrmoHanbHbIX HABbIKOB 11 YMEHMWIA;

® 5% pecnoHaeHToB OTAalT npepgno-
yTeHe IMYHOCTHbIM KayecTBaMm.

B uenom opueHTMpPOBaHHOCTb Ha Ha-
BbIKU 11 YMEHMA B NPOdeccun roBoput o

TOM, 4TO MHGOPMALIMOHHOIA (3Halo0) 1 Npak-
TMYECKON (ymelo) CoCTaBAAIOLLEN onpaLuu-
BaeMble yAensioT bonblue BHAMAHWA, Yem
NINYHOCTHOW KOMMNoHeHTe. C ofgHON CTOpO-
Hbl, 3TO XOPOLLUNIA MOKa3aTenb, HO C APYron
CTOPOHbI, yunTbiBaA cneunduky chepbl
rocTenpUUMCTBA, UMEHHO OT JINYHOCTHbIX
KauecTB pabOTHMKOB 3aBWCUT MOTMBaLW-
OHHaA cocTaBnAlowWwana n 3GGeKTMBHOCTb
UX B3aMMOJENCTBUSA, KaK C Konneramu, Tak
1 C rOCTAMN.

Pe3ynbTaTbl OLEHKM BedyLLMX MOTUBOB
noBefieHNa PecnoHAEeHTOB B TPYAOBOW fie-
ATENbHOCTU NOKa3aHbl Ha puc. 1.

Mpeobnapatolmum MOTUBOM  ABNAET-
CA OTHOLUEHWE K TPYAOBOW AeATENbHOCTH
Kak K LIieHHOCTU, paccCMaTpUBaeMOli B KOH-
TeKcTe TPYAOBOrO MOBEAEHMA C No3uuuu
VHAVBULYaNbHBIX MOTPebHOCTel paboT-

HUKOB, KOTOPbIMA OHW PYKOBOZLCTBYHOTCS,
NPWHUMasA Te UK nHble pelleHus. Mcxops
3 3TOrO, MOXHO CKa3aTb, YTO MOTMBALW-
OHHasA CTPYKTypa TPYLOBOro MOBefeHUs
pecnoHeHTOB B Gonbluell CTeneHn npeg-
CTaBfeHa NOTPebHOCTAMM BO BAMAHUM, 3a-
60Te, HapyLLeHUN nepapXum (CKNOHHOCTb K
HepopManbHbIM OTHOLLEHKAM), Beckopbl-
CTWW, OPUEHTALMN Ha KONNEKTUB W MaTe-
puanbHOM Bo3HarpaxaeHuu. Mpu 3Tom co-
LManbHas OTBETCTBEHHOCTb, cobniofeHne
nepapxuu, npodeccuoHanbHoe passuUTHE
He ABNAITCA NPUOPUTETHBIMU.

PecrnoHaeHTbl OTMETUAK, UTO WX MPO-
deccrnoHanbHbIN BbIGOP Ha AaHHbIA MO-
MEHT BpeMeH/ peanu3oBaH B [uana3oHe
oT 40 go 80%. O6yueHue 1 camoobyueHne
paccMaTprBalOTCA MU KaK e[ HCTBEHHbIE
cnocobbl ynyuleHns AaHHOW CUTyaumw,
MpW 3TOM OXMAAEMbIA Pe3ynbTaT, C UX ToY-
KM 3peHus, 3aKNYaeTca B:

© MOBbILLIEHNN NPOU3BOANUTENBHOCTY;

© COBEPLLEHCTBOBAHWN HaBbIKOB U YMe-
HUIA;

 paclumpeHun chepbl JeATeNbHOCTY;

© MOBbILIEHNWN YLOBNETBOPEHHOCTU OT
paboTbl;

© KapbepHOM pocTe.

CTpyKTypa YOOBNETBOPEHHOCTW MaTe-
puanbHbIMK 1 HeMaTepuanbHbIMUA COCTaB-
NALWUMA BO3HarpaxneHUsa nokasaHa Ha
puc. 2.

B Gonbluen cteneHun yAaoBNeTBOPEHbI
HemaTepuanbHble oxupaHua (o1 40 po
80%). Mpu 3TOM PEeCcnoHAEeHTbI CYUTaT
MaBHbIM  UCTOYHWUKOM  YAOBNETBOPEH-
HOCTU B paboTe 3apaboTHylo mnaty, Xo-
poLIO BbINOMAHEHHYIO PaboTy W ynoBneT-
BOPEHHOCTb rocTA. MeHbliuee 3HaueHue
npugaeTca MOHWMaHWI0 cBoero npodec-
CNOHanu3Ma, MONIOXUTENbHON  OLEHKe
PYKOBOZMTENA U OCO3HAHWIO COLManbHON
3HauMMOCTK CBOell paboTbl. Takasa cuTy-
auma MOXeT ABNATbCA CNeACTBUEM TOTO,
yTo B BbIGOpPKE MpeobnagatoT PaboTHUKK
C HebonbLWUM cTaxeM paboThbl (0T 3 Mecs-
ueB fo 2 ner). [Mo3ToMy y HUX MOTYT 6bITb
He chopMMpOBaHbI NOTPEBHOCTY B MOHU-
MaHuM CyLHOCTW paboTbl B roctenpumm-
CTBE, B CUNy MX HEBOMbLIOrO OMbiTa OHU
MNOXo MpeAcTaBAlOT YPOBEHb CBOEro
npodeccnoHannsma u Tem bonee He Ao
KOHLIa 0CO3HAIOT COLManbHYto 3HaUNMOCTb
M OTBETCTBEHHOCTb CBOeN npodeccuno-
HanbHoOW peatenbHocTw. Ecnu gna pabot-
HUKOB 3apaboTHasA nnaTa, XOpPOLWO Bbl-
nosHeHHas paboTa 1 yOOBNETBOPEHHOCTb
roCTA — 3TO MOHATHbIE NPUYMHBI YOBNET-
BOPEHHOCTU, TO QopmupoBaHue 6Gonee
[eTanu3npoBaHHbIX NPodeccMoHanbHbIX
noTpebHOCTel 3aBUCUT OT OpraHu3aLoH-
HbIX BO3MOXHOCTel: CUCTeMbI afanTaLuu,



Structure of the analysis of labour potential of employees in hospitality industry

Component specifics

Content of the analysis

Individual-motivational component

1. Profession perception

Reasons for choosing this particular field, proportion of
individual and professional qualities, motivational struc-
ture of labour behaviour

2. Respondents’ satisfaction
with work

Sources of satisfaction, degree of satisfaction with mon-
etary and non-monetary components of remuneration,
realization of career choice

Organizational component

1. Adaptation

Time period, difficulties, priorities, outside assistance

2. Career advancement

leaving

Organizational possibilities for career growth, accept-
able ways of improving qualification, possible reasons for

3. Labour conditions

Presence of the degree of responsibility for the results
of work, correspondence between performed work and
acquired education

4. Interaction with the chief and
colleagues

Formulation of the role of the chief and its impact on
the efficiency of labour activities of employees, degree
of influence of the chief on the processes of adaptation,
monetary and non-monetary motivation of employees
and maintenance of integrity of the working team

Fig. 1. Motivational structure of the respondents’ labour behaviour

e 65% believe that both professional
skills and abilities and personal qualities
are important in the ratio 53%/47%, i.e.
the trend towards larger significance of
skills and abilities is observed;

® 38% prefer professional skills and
abilities;

e 5% of respondents value personal
qualities more.

On the whole the orientation to skills
and abilities in the profession means
that the interviewees give more atten-
tion to information component (I know)
and practical component (I can) than to
personal component. On the one hand,
this is a good indicator, but on the other
hand, taking into account the specifics of

hospitality industry, personal qualities of
workers are what the motivational com-
ponent and efficiency of interaction with
colleagues and guests mostly depend on.

The results of assessment of the lead-
ing motives of the respondents’ behav-
iour at work are shown in Fig. 1.

The prevailing motive is the attitude
towards the labour activity as to a value
considered in the context of labour be-
haviour from the position of workers’
individual needs that direct their deci-
sions. Allowing for this, it is possible to
say that the motivational structure of the
respondents’ labour behavior to a larger
degree is presented by the needs to influ-
ence, take care, violate hierarchy (aptness

Labour e Cadres ® Education

to informal relations), be unselfish, team-
and monetary remuneration-oriented. At
this social responsibility, compliance with
hierarchy, professional development are
not a priority.

The respondents pointed out that
their career choice by that time had been
realized from 40% to 80%. Education and
self-education is regarded by them as the
only ways of improving this situation, at
this the expected results, from their point
of view are concluded in:

e increased productivity;

e improved skills and abilities;

e extended domain of work;

e increased satisfaction with work;

e career advancement.

The structure of satisfaction with
monetary and non-monetary compo-
nents of remuneration is shown in Fig. 2.

Non-monetary expectations are sat-
isfied to a more considerable degree
(from 40% to 80%). At this the respond-
ents believe salary, well-performed work
and guest’s contentment to be the major
sources of satisfaction. Less value is given
to the understanding of one’s profession-
alism, positive assessment by the chief
and knowing social significance of one’s
work. Such situation may result from the
fact that workers with small length of ser-
vice dominate the sample (from 3 months
to 2 years). That is the reason why they
may not have their needs in comprehend-
ing the essence of working in hospitality
formed, to the virtue of their little experi-
ence they cannot evaluate properly their
level of professionalism and certainly do
not fully realize the social significance
and responsibility of their professional
activities. If for the worker the salary, well-
performed work and guest’s contentment
seem to be sensible reasons for satisfac-
tion, shaping more detailed professional
demands depends more on organization-
al opportunities: system of adaptation,
career development, relationships with
colleagues and the chief.

According to the respondents’ esti-
mates the adaptation period takes from
one week to a year. One hundred thirty
four respondents had evaluated the
process of their adaptation in an organi-
zation, out of them 40 respondents had
assessed the directions of their program
of adaptation in an organization and 94
assessed the most problematic aspects of
adaptation.

On the whole, it can be noted that
familiarizing with duties and require-
ments as well as explaining the area of
responsibility take priority in adaptation
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10% | VictouHvKv ypoBneTBopeHHOCTM B paboTe

B Genenb ygosnetsopeHus MmatepuasbHbIX OXMAAHNI

[ CreneHb ynoBneTBOpeHs HemaTepuranbHbIX OXUAAHNI

Puc. 2. CTpyKTypa yA0BAETBOPEHHOCTH MaTepUarbHbIMM
W HemarepHanbHbIMM COCTaBASIOLUMMM BO3HArPaxaeHus, %

pa3BUTUA Kapbepbl, B3aVIMOOTHOLUEHWN
C Konneramu v pykoBoauTenem.

Mo oueHKam pecnoHAeHTOB nepu-
of apganTauuy 3aHuMaeT oT 1 Hegenu fo
1 ropa. 134 pecnoHaeHTa oLeHMBanu npo-
Lecc cBOeW ajanTauuy B OpraHmsaumu,
13 Hyx 40 pecnoHZEeHTOB OLEHMBaNM Ha-
npasfieHnsA CBOeW NporpamMmbl agantaumu

m Buaerne ceoeil Kapbepbl

Ha AaHHOM NpeanpuAaTun, Yen.

20~ 18
16 CoBeplueHCTBOBaHWe paboTogatenem
15F HaBbIKOB, NPNOOPETEHHBIX MHOIO B By3€
10+ CamocoBepLleHCTBOBaHME
3 Kypcbl noBbiweHns KBanudukaumm
o I
flTam MoBblweHne Pabotato

B OpraHusauumm n 94 - obnactn CNOXHOCTN,
CBA3aHHble C aganTayuen.

B uenom MOXHO cCKasaTb, 4TO npwu-
oputeToM B npouecce agantaynn HOBbIX
pa6OTHVIKOB ABNIAETCA 3HAKOMCTBO C 008-
3aHHOCTAMM 1 Tp66OBaHI/IFIMVI, 0bbACHe-
HVe 30Hbl OTBETCTBEHHOCTW, B MEHbLUEN
cTeneHn yaenaetca BHAMaHWE 3HaKOMCTBY

He paboTalo Mo KapPbePHOM Ha NpeXHeN

nectHuuye

Cnabas KOopnopaTBHaA KyJibTypa nin ee oTcyTcTBue

HecobniogeHune npodeccroHanbHOM STUKK

Hecnpasegnvisas 3apaboTHas nnarta
HecooTBETCTBME NNUHBIX 1 OPraHN3aLMOHHbIX Lenei

HeBHUMaHVe pyKoBoAnTeNs K AeATeNbHOCTY paboTHNKa

Pa3mbiTaa 30Ha OTBETCTBEHHOCTY

OONMXHOCTU

C MUCCHER U LIeHHOCTAMU OpraHm3aLmmn un
NPaKTUYeCKN He Ha3HayaeTcA HaCTaBHMK,
T.6. HabnogaeTca TeHAeHUUs K dopmanu-
3aLMK aganTaumm HOBbIX PaboTHUKOB. Mpw
3TOM CaMbIM CNOXHbIM AJ1 PECMOHAEHTOB
B Mpouecce ajantauuy OKasanucb npo-
deccroHanbHble  00A3aHHOCTW, YCIOBUA
Tpyda, T.e. BO3HMKallee NpoTMBOpeure
MOKa3bIBaeT HU3KYI 3GHEKTUBHOCTb NPO-
rpamMm aganTaumy B opraHmsauusax coepbl
rocTenpummcTBa.

OpraHu3aumoHHble pakTopbl, BuUAL-
lWMe Ha KapbepHOe NPOABMXKEHUE, Ole-
HuBanu 149 pecnoHgeHToB (puc. 3). B oc-
HOBHOM PEeCMOHAEHTbl CBA3bIBAIOT CBOK
Kapbepy B 6yayllem C opraHusauuei, B
KOTOpOI paboTalT B AaHHLIA MOMEHT
BpEMEHU, YyTb GofbLUe NONOBUHBI U3 HUX
CBA3bIBAIOT 3TO C MOBbILIEHMEM CBOEN
pomxkHocT. Mpun atom 50% pecnoHpeHToB
CUMTALOT, YTO ANA NPOPECCNOHaANBHOIO Po-
CTa U pa3BUTMA CBOEN Kapbepbl OHK Camm
CUCTEMATUYECKN [OSIKHbI NOBbILWATb CBOM
npodeccMoHanbHble HaBblKM 1 YMEHUA 1
pa3BuBaTb CBOW JINYHOCTHblE KayecTsa.
ObpalualoT Ha cebs BHUMaHME 1 BO3MOX-
Hble MPUYKHbI YBOMbHEHNA: HeCnpaBeanm-
BaA 3apaboTHas nnata (77%) v oTcyTCTBUE
KapbepHoro pocta (72%).

Takum 06pasom, B CUTyaLImM CyLIeCTBY-
IOLWMX NOTPEOHOCTEN B KapbePHOM PoCTe
W XenaHua npunaratb COGCTBEHHblE YCu-
nnA 4NA pasBuUTMe CBOEIN Kapbepbl Npu no-
ABNeHUN 6onee BbIrOAHOW BO3MOXKHOCTM

m Mpvemnembii cnocob nosbileHns
KBanuoukaLmu, yen.

B BO3MOXHble MPUYKHbI YBOSIbHEHWS, e,

OTCyTCTBME KapbepHOro pocTa

1

29

31

1
0 5 101

T T T
5 20 25 30 35

Puc. 3. OueHKa pecrnoHAeHTaMu pa3BUTUA Kapbepbl, XeraembiX crnoco6os
NOBbILEHNA KBaAUPUKaLIMU U BO3MOXXHBIX MPUYUH YBOABHEHUSA
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10% Sources of satisfaction at work

B Degree of monetary expectations’ satisfaction

[ Degree of non-monetary expectations’satisfaction

Fig. 2. The structure of satisfaction with monetary
and non-monetary components of remuneration, %

of the newcomers, less attention is paid
to familiarizing with the mission and val-
ues of the organization and almost never
a mentor is assigned, i.e. the emerging
controversy shows low efficiency of ad-
aptation programs in hospitality industry
organizations.

Organizational factors influencing
career advancement were evaluated by

m Linking one’s career

149 respondents (Fig. 3). Basically, the
respondents link their future career with
the organization that they are currently
working for, just above half of them con-
nect this to their promotion. At this 50%
of the interviewees think that for profes-
sional growth and development of their
career they should systemically advance
their professional skills and abilities and

with the company (number of people)

Or 18

Don't work
for the company

Weak corporate culture or its absence

Incompliance with professional ethics

16 Improvement of the skills | acquired
at university by my employer

Promoted Work at the same
position

Absence of career growth
lll-defined area of responsibility

Unfair salary

Self-improvement

Training courses

Labour e Cadres ® Education

improve personal qualities by them-
selves. The possible reasons for leaving
an organization attract attention as well:
unfair salary (77%) and absence of career
growth (72%).

Thus, in the situation of existing needs
for career growth and the desire to invest
one’s efforts into development of one’s
career in case of coming across a more
beneficial opportunity employees may
contemplate over leaving the company
as a result of unmet expectations in rela-
tion to salary and absence of conditions
for career growth.

The evaluation of organizational pos-
sibilities to realize career expectations of
the respondents showed that they to a
higher degree are satisfied with feeling
responsible for the results of their labour,
content of their labour, position they are
at, correspondence between their work
and education (speciality), nature of
work and their abilities and inclinations.
And to a lesser extent the employees
are satisfied with the existing promotion
prospects and opportunities to enhance
qualification (Fig. 4).

Since the specifics of hospitality in-
dustry include high-contact service of
guests, satisfaction with the degree of
responsibility for the results of labour
and content of labour is a positive fact.
However, contrasting one’s contribution
connected with carrying such responsibil-
ity that supposes thorough fulfillment of

m Acceptable way of improving
qualification (number of people)

a
©
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Absence of correspondence between individual and organization’s targets

Inattention of the chief to a worker’s activity

| I I I I
0 5 10 15 20 25 30 35

Fig. 3. Assessment of career development, desirable ways of improving qualification
and possible reasons for leaving by the respondents
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Hanuume cTeneHn oTBETCTBEHHOCTY
3a pesynbraT Tpyaa

BO3MOXXHOCTb NOBbILLEHNSA KBaJ'II/Id)I/IKaU,VII/I

Op2zaHu3ayuoHHble hakmopbi

3aHUMaemasn LONKHOCTb

Copep»<aHue Tpyda

Hannune nepcnekTne
OOMKHOCTHOIO NpoABuM»KeHnAa

CooTBeTCTBME XapaKTepa paboTb
CMOCOBHOCTAM 1 CKIIOHHOCTAM

CooTBeTcTBUE pa6on>| cneynanbHOCTN
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Puc. 4. CooTHOLIEHUE OpraHU3aLMOHHbIX GaKTOPOB, BAUSIOLLUMX Ha Pa3BUTHE Kapbepbl,
10 CTeNneHHU yA0BAETBOPEHHOCTU PECMIOHAEHTOB, YeA.

OpueHmayus Ha yenu
npednpusmus (oueHka
40 pecnoHOeHmMo8)

Hanunume cnctembl Nbrot and pa60THI/IKOB

|
Mpunoputet B paboTe 31
Hy>KHO OpVEHTVMPOBATLCA Ha HYX NPV BbIMOAHEHUN 38
cBOVIX NPodeccnoHasnbHbIx 06s3aHHOCTe
Heobxo41mo, HO OPMEHTUPOBATLCA Ha HUX He HYXHO | 1
HeT HeobxoanmocTn
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Puc. 5. OueHka pecrnoHAeHTaMu opraHu3aLnn ycAoBuiA TpyAa, YeA.

pabOTHUKN MOTYT PaccMaTprBaTb BOMPOC
YBO/IbHEHUA KaK CNefCTBUE HeonpaBfaH-
HbIX OKMAAHWI B OTHOLIEHUU 3aPabOTHOIA
MAaThl N OTCYTCTBUA YCIOBUIN ANA Kapbep-
HOro pocTa.

OueHKa OpraHN3aLMOHHbIX BO3MOX-
HOCTel peanusaunn NPodeccMoHanbHbIX
OXMAAHWIA PECTIOHHEHTOB MOKasana, 4To
OHM B 6OfblUeit CTeneHn YROBNETBOpe-
Hbl HalMuMeM CTeNeHu OTBETCTBEHHOCTY
3a pesynbTaT Tpyda, COAePXaHnem Tpyaa,
3aHUMAeMOMN [OMKHOCTbIO, COOTBETCTBU-
em paboTbl CneymanbHOCT M XapakTepa

paboTbl CMOCOOHOCTAM U CKNOHHOCTAM.
W/ B MeHblLLeln cTeneH yaoBNETBOPEHbI Ha-
ANUMEM NEPCNEKTUBHOMO AOMKHOCTHOIO
MPOABMXKEHNA N BO3MOXHOCTbIO MOBbILLE-
HWA KBanudmKauum (puc. 4).

MockonbKy cneyndmkon AeaTenbHo-
CTU OpraHu3aumnii cpepbl rocTeNpPUUMCTBa
ABNAETCA BbICOKOKOHTaKTHOEe 006nyKumBa-
HUWe rocTsA, YOOBNETBOPEHHOCTb CTEMNEeHbIo
OTBETCTBEHHOCTW 3@ pe3ynbTaTbl TpyAa u
cofjiepXaHMeM Tpyda ABMAETCA MONOXU-
TenbHbIX $akToM. Ho, conoctasnas cBoW
BKNafl, CBA3aHHbIA C HEeCeHMeM [JaHHON

OTBETCTBEHHOCTY, NpefnonarakoLen Ka-
UeCTBEHHOE BbIMOJIHEHME OnpefeneHHbIX
OYyHKUWIA (copepxaHue Tpyda) Ha OCHO-
BaHWM COOTBETCTBMA XapakTepa paboTbl
CMOCOGHOCTAM U CKMOHHOCTAM, C Hefo-
CTaTOYHON BO3MOXHOCTbIO  MOBbILIEHNA
KBanuouKaumm n cnabbim Hanmuvem nep-
CNeKTVB AOMKHOCTHOIO NPOABUKEHNS, Pa-
6OTHMK MOXeT BbITb AeMOTUBMPOBaH. Mo-
3ToMy 60nbLLOe 3HaUYeHWe NMEET, C OAHON
CTOPOHbI, COrNMacoBaHHOCTb BKNaga paboTt-
HUKOB C MONy4YaemblM BO3HarpaxneHu-
em (maTepuanbHbIM 1 HemaTepuanbHbIM),
C [pyromn — opueHTauma Ha Lienn n MUccuio
opraHusaumu.

Co3paHHble ycnosua Tpyda OLeHMBa-
NNCb C TOYKWM 3peHUA MOHUMAHWA Lenei
OpraHu3aLmy 1 OpueHTaLnm Ha HUX B CBO-
el paboTe, HanMuMA CUCTeMbl NbrOT ANA
pabOoTHMKOB, YAOBNETBOPEHHOCTW 3apa-
60THOI NNaToN, pexxumMom paboThl, opraHu-
3aumen Tpyaa, ObITOBLIMK YCNOBUAMU TPY-
03, a Takxe MHGOPMUPOBAHHOCTM O Aenax
KonnekTuga (puc. 5).

B 6onbLueit cTeneHmn npeobnagaet opu-
eHTauua B paboTe Ha Lenu opraHusaumu,
HO MpK 3TOM YacCTb pecnoHAeHToB (77% B
BblbopKe 40 uen.) He CUMTAKOT UX NPUOPU-
TeToM B pabote. ObpalaeT Ha cebs BHUMA-
HWe HU3KasA YOOBNeTBOPEHHOCTb CCTEMON
nbrot - 36% B BbIbopKe 109 Uen., a Takxe
YOOBNETBOPEHHOCTb 3apaboTHON NnaToi —
51%. Mpy 3TOM MOXHO OTMETUTb BbICOKYIO
CTeneHb YAOBNETBOPEHHOCT MHOOPMU-
POBaHHOCTbIO O Aenax Konnektnea — 76%
onpoLeHHbXx. Ho cTeneHb HeymaoBneTBo-
peHHOCTY cyllecTBeHHa: 33% He ygoBner-
BOpPeHbI 3apaboTHON nnaTol, 29% — pexu-
MOM paboTbl, 20% - opraHu3auuen Tpyaa
11 GbITOBBIMU YCIOBUAMM.

B npenctaBneHnn GonblKMHCTBA pe-
CMOHAEHTOB PYKOBOAWTENb - YenoBek,
OLeHMBalOWMiA pe3ynbTaThl TPyAa, HacTaB-
HUK 1 BOOXHOBUTENb, B MEHbLUe CTeneHn
OH [OMXeH ObiTb COBETYMKOM (KOHCYMb-
TaHTOM), NpenogasaTenem 1 Bocnutatenem
(pwnc. 6).

OueHka cTeneHy yAOBNETBOPEHHOCTU
MoKa3sana, Yto PecrnoHAeHTbl B Gonbluel
CTeneHn YOOBNETBOPEHbl OTHOLUEHUAMM
C Konneramu, 4em C pykosogutenem (no-
MOLLbIO U NOAAEPKKOMN C €ro CTOPOHDI).

o MHeHW0 pecnoHAEeHTOB, PYKOBO-
putenb GopmMMpyeT SMOLMOHANbHBIA TO-
HYC, T.e. OpraHN3aLMOHHOEe HaCcTpoeHue:
BLOOXHOBNAET — 67%; CrnaXuBaeT HeyaoB-
neTBOpeHue oT paboTbl — 73%; nomoraet
olyLaTh ceba YacTbio Konnektmea — 63%;
dopmupyeT YCTONUMBYIO NOANBHOCTb K Op-
raHusaumm - 55%.

lMonyueHHble pe3ynbTaTbl MOKa3blBa-
0T CneunduyYHOCTb PONN PYKOBOAMTENA
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Fig. 4. Organizational factors influencing career development
according to the degree of the respondents’ satisfaction (number of people)
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Fig. 5. Assessment of labour conditions by the respondents (number of people)

certain duties (content of labour) on the
basis of correspondence between nature
of work and one’s abilities and inclinations
with insufficient opportunities to improve
qualification and presence of promotion
prospects the worker may become de-
motivated. Therefore, on the one hand,
adequacy of remuneration (monetary and
non-monetary) for workers’ contribution
is quite essential, but on the other hand,
orientation towards organization’s objec-
tives and mission is important.

Established conditions for work were
assessed from the viewpoint of under-
standing the organizations’ objectives
and focusing on them during the work,
presence of the system of privileges for
employees, contentment with salary,
working hours, organization of labour
activities, conveniences at work, keeping
informed about the team’s state of affairs
(Fig. 5).

Mostly orientation towards organiza-
tion’s objectives prevails, but only part

Labour e Cadres ® Education

of the respondents (77% in the sample
of 40 people) place a priority on them at
work. Low level of contentment with the
system of privileges for employees cap-
tures attention: 36% in the sample of 109
people, as well as low satisfaction with
salary: 51%. At this high degree of satis-
faction with awareness about the team’s
state of affairs can be noted: 76% of the
interviewees pointed that. Though the
share of responses expressing dissatisfac-
tion is considerable as well: 33% of the
respondents are not content with their
salary, 29% - with working hours, 20% -
with organization of labour activities and
conveniences at work.

In the view of the majority of the re-
spondents a chief is a person who evalu-
ates the results of labour, a mentor and
an inspiration. From the interviewees'
viewpoint a chief to a lesser extent should
perform as a councellor (consultant), a
teacher and a fosterer (Fig. 6).

The assessment of the degree of sat-
isfaction has shown that the respondents
are more content with relationships with
colleagues than relationships with chiefs
and support and assistance on chiefs’
part.

According to the respondents’ opin-
ion, a chief forms emotional tone, i.e.
organization’s mood: inspires - 67%,
smoothes dissatisfaction with work -
73%, helps to feel like part of the team -
63%, builds sustainable loyalty to organi-
zation - 55%.

The obtained results demonstrate the
specifics of the chief’s role particularly in
hospitality industry organizations: em-
ployees put high hopes on chief, both
during the adaptation at the new work-
ing place and in terms of supporting the
necessary vitality of the team.

Generally the results of the research
showed that thereis discrepancy between
worker's image of anticipated work and
actual working environment in hospital-
ity industry organizations. From the very
beginning such discrepancy forms the
contradiction that chiefs encounter. First
of all, monetary component remains the
main source of satisfaction at work, and
according to the obtained assessments
this component in hospitality industry
organizations is satisfied rather incom-
pletely. Building career is also important;
however, in reality such opportunities can
be given only to employees of large hotel
and restraints chains. For this reason it is
necessary to develop other sources of sat-
isfaction with work in hospitality industry:

»
=
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€O CMopoHel pykogodumersns
(8bI60pKa 40 yen.)

Hemamepuaanaﬂ momusyuAa

Meluaet pabote || 1
DopMypyeT YCTONUMBYIO NOANBHOCTb K OpraHn3aLmm 22
MoBbIWAET BHUMAHME K KNNEHTY 12
MomoraeT oLy TUTb cebs YacTbio KOMNEKTMBA 25
CrnaXuBaeT HeyaoBneTBopeHue oT paboTbl 29

BooxHoBnset 27

lMpedcmasneHue o posu
pykogodumerns
(8bi60pKa 40 yesn.)

BonoxHoBuTenb 25

Yenosek, oLieHMBalOLWMI pe3ynbTaT paboTbl 34
KoHcynbTaHT 13
Mpenopasatenb 1

BocnuTatenb 1

HactaBHuMK 34

OTHoLeHnA C Konneramm

Boibopka 109 yen.

OTHOLWEHMA C HenocpeaCTBEHHbIM pykoBogutenem

MomoLb 1 nogaepKKa pyKoBoanUTeNs
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C Hem.

MMEHHO B OpraHu3aumsx chepbl rocTeNpUMMCTBA: PaboOTHUKK BO3MaralT
fonblue HafeXabl Ha PYKOBOAMTENS Kak B NPOLiecce afanTalum Ha HOBOM
pabouem MecTe, TaK U B NOAAEPKaHUM HEOOXOAMMOTO XM3HEHHOTO TOHYCa
KONNEKTMBa.

B Lenom pesynbTatbl MCCNENOBaHUA NMOKa3anu, YTO CYLLECTBYET Heco-
OTBETCTBME MeXAY NpeAcTaBneHnemM paboTHUKa O npeacTosieil pabote U
peanbHol paboueit 06CTAaHOBKOW B OpraHn3aLmsax cdepbl rocTenpuMCTBa.
[laHHOe HEeCOOTBETCTBME M3HaYalbHO GOPMMPYET NPOTUBOPEYNE, C KOTO-
pbIM CTaJIKMBAOTCA PYKOBOAUTENH B MpoLiecce ynpasneHus. [pexae Bcero,
MaTepranbHas COCTaBMALWAA OCTAETCA OCHOBHBIM UCTOYHWKOM YLOBMET-
BOPEHHOCTM B paboTe, 1 COrNacHo NoyuYeHHbIM OLieHKaM JaHHas CoCTaBns-
foLast B opraHm3aumsax chepbl rocTeNPUMMCTBA YAOBNETBOPAETCA HEJOCTa-
TOUHO. [oCTpOoEHME Kapbepbl Takxe ABAETCA 3HAUMMbIM, HO B PEANIbHOCTM
NPefoCTaBUTL Takne BO3MOXHOCTM [J1s CBOMX PabOTHUKOB MOTYT TOJbKO
KpYMHble CETW FOCTUHUL, UK PeCcTopaHoB. Mo3ToMy Heo6XOAMMO Pa3BMBaTh
ApYrue UCTOUHVKM YAOBNETBOPEHHOCTN paboToii B chepe rocTenpumMmCTBa:
dopmmpoBaHre Gonee [eTanM3MpOBaHHBIX MPOGECCHOHANbHBIX MOTPe6-
HOCTel (coumanbHOM 3HAUMMOCTW W OTBETCTBEHHOCTU), NPEANONaraloLLmx
CMbICNIOBOE 06GoralleHne NPoGeccoHanbHOW AEATENBHOCTY, YTO MOXET
CHUXaTb APKO BbIPaXEHHYI0 CKIIOHHOCTb K MaTepuasibHOMy BO3Harpaxne-
Huto. Ocobyto posib B JaHHOM NMPOLIECCe UTPAET PYyKOBOAUTENb, BELib UMEHHO
OH KaK HOCUTeNb KOHLIENLMM rOCTENPUUMCTBA, B MPOLIECCE YNPaBeHNs BAU-
A7 Ha PabOTHUKOB, MOXET M3MEHATb UX NPOGECCUMOHANBHBIE OPUEHTUPDI,
CTAHOBACb ANA HAX HACTaBHUKOM, BOOXHOBUTENEM 1 MOAJEPKKOI B CIIOX-
HbIX CUTyaLmsX. Mo3ToMy pabOTHUKOB, CMOCOBHBIX BbINOMHATD TaKylo POJb,
Heo6XOAMMO UCKaTb, YAEPKMBaTb UM BOCMUTbIBATL (B3palLyMBaTh) BHYTPM
KONNeKTMBa OpraHn3aLuy. m
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