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Closing the hospitality sector’s
middle-management gap

By Narendra Aggarwal

MEMBERS of Gen Y are an impatient
lot. They want to get to that top rung
of the career ladder, and if that
doesn’t happen in a hurry, they leave
the industry.

This is exactly what is happening
in the hospitality business, leaving a
gap in its middle-management level.
Filling that gap is the way to ensure
higher levels of satisfaction among
customers of businesses in the
food-and-beverage (F&B) and hotel
sectors, said David Jones, pro-
gramme director of hospitality busi-
ness at the Singapore Institute of
Technology (SIT).

“Gen Y expects things to happen
very fast and that is why a good per-
centage of them leave the hospitality
business. The resultis that we are hav-
ing a shortage of middle management
in F&B and hotels,” he said, in refer-
ence to the generation born between
the early 80s and the early 2000s.

Speaking at the presentation of the
results of the Customer Satisfaction
Index of Singapore (CSISG) study, he
said: “When expectations and percep-
tions don’t match, we have a mid-
dle-management gap. This is not
good, as hospitality is big business.”

It is a fact that hospitality gradu-
ates are not becoming chief executive
officers of the top hotel groups in the
world. Instead, non-hoteliers have ris-
en to those positions.

Prof Jones said: “At SIT, we are
changing the perception of hospitali-
ty and thinking of the youth as our fu-
ture leaders and middle managers, so
we have to build pathways to middle
management to prepare them.”

He said the typical SIT hospitality
business degree freshman is on aver-
age 22 years old, and would be 24 to
25 upon graduation. All graduating
students will have had at least a year

Prof Jones said hospitality business
graduates need to be goal- and
action-oriented individuals.

of industry internship under their
belts; in future, graduates will have
more industry experience as older stu-
dents return for degrees.

Prof Jones said hospitality busi-
ness graduates need to have a pas-
sion for the industry, specialised
knowledge, be goal- and action-orient-
ed and be willing to put theory into
practice.

Those aspiring to middle manage-
ment need to understand the busi-
ness and develop a nose for business;
they must also understand the mind-
set of a business-owner and be willing
take risks, that is, they need to shed
the fear of failure.

At the same time, they must be giv-
en a transparent career path and be
empowered to become a middle man-
ager.

In short, the road to improved cus-
tomer satisfaction is filling the mid-
dle-management gap in the hospitali-
ty industry which is a big, global busi-
ness with service at the core, said Prof
Jones.



