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Abstract: 

This article reviews the key skills required in the hotel industry, analyzing the importance of soft skills, 

technical skills, management, and leadership abilities. It also discusses the critical nature of cross-cultural 

competencies and language skills against the backdrop of globalization. The article emphasizes the 

foundational role of soft skills such as service attitude, communication, teamwork, and customer service. 

It points out the crucial role of technical skills like foreign language proficiency, information technology, 

and professional knowledge in enhancing service efficiency and market competitiveness. Management 

and leadership abilities, including organization, time management, and decision-making, are vital for the 

operational efficiency of hotels. Furthermore, the ability to engage in cross-cultural communication is 

essential for improving international competitiveness and customer experience. In the future, the demand 

for skills in the hospitality industry will be more diverse, and digital technology, multilingual competence 

and cross-cultural communication, the spirit of innovation and new training methods will bring greater 

challenges to practitioners in the hospitality industry. 
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1. Introduction 

As a vital link within the tourism industry, the hotel sector serves as a barometer for economic 

development. According to the second quarter operational data of 2024 monitored by the Asia Lodging 

Big Data Research Institute (ABNData, 2024) across six international hotel groups, all achieved 

profitability, with five enterprises registering positive growth in net profits, Marriott International led the 

pack with a net profit of $772 million in Q2, while Hyatt Hotels experienced the highest growth, achieving 

a net profit of $881 million and a staggering 599.21% increase year-over-year in the first half of the year. 

Other notable mentions include InterContinental with $525 million, Accor with €504 million, and Hilton 

with $421 million. 

The hotel industry holds a significant position in the global economy, particularly notable for its 

contributions to the Gross Domestic Product (GDP) and job creation at the local level. Research by Sharma 

et al. (2019) indicates that the hotel industry not only directly boosts local economic growth but also 

indirectly fosters prosperity in related industries such as tourism and catering by promoting their 

development. In many tourist destinations, the hotel industry is key to attracting visitors, thereby 

stimulating local consumption and investment. According to data from the World Tourism Organization 

(UNWTO, 2021), the booming tourism industry has created over 300 million jobs worldwide, most of 

which are through the hotel sector. Thus, the hotel industry is not only a crucial engine for economic 

growth but also a vital force in promoting local social and cultural development. 
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According to a report by McKinsey, the global hotel industry is accelerating its digital transformation, 

with the application of digital technology in the hotel industry expected to increase by 20%-30% by 2025. 

The Global Sustainable Tourism Council (GSTC) data shows that an increasing number of hotels are 

implementing sustainable development measures to attract consumers with growing environmental 

awareness. The "July 2024 Asia (China) Hotel Industry Development Report" by The Paper mentions that 

China's hotel industry achieved overall profitability in the second quarter of 2024, with Marriott 

International leading the industry with a net profit of $772 million. According to a report by Hospitality 

Technology magazine, the use of artificial intelligence and machine learning technologies in the hotel 

industry is increasing, with over 50% of hotels expected to adopt these technologies to enhance service 

quality and operational efficiency by 2025. 

1.1 Development Trends and Employment Opportunities in the Hotel Industry 

With the deepening of globalization and digitalization, the hotel industry displays diverse development 

trends. The rise of Online Travel Agencies (OTAs), the rapid growth of the sharing economy, and an 

increased demand for personalized services have driven transformation and innovation in the hotel 

industry. Carneiro and Guia (2020) noted that modern consumers increasingly prefer to make reservations 

via mobile devices, prompting the hotel industry to explore digital marketing and technological 

applications to enhance customer satisfaction and operational efficiency. Furthermore, in the post-

pandemic recovery phase, the hotel industry is gradually leaning towards sustainable development and 

environmental concepts, with many hotels implementing green certifications and energy-saving measures 

to meet the growing demands of environmentally conscious consumers. This shift offers rich employment 

opportunities, especially in digital transformation, customer relationship management, and sustainable 

development. Data from the World Travel & Tourism Council (WTTC) indicates that the hotel sector and 

its related areas provided approximately 320 million jobs worldwide in 2023. 

1.2 The Importance of the Hotel Industry in the Service Sector 

As a core part of the service industry, the hotel industry plays a crucial role in enhancing customer 

experience and satisfaction. Baum (2017) emphasized that service quality is a key factor in hotel success, 

directly affecting customer loyalty and brand image. Practitioners in the hotel industry need to possess 

good service awareness and communication skills to meet customer needs and handle potential complaints 

and issues. Research shows that customer satisfaction depends not only on product quality but also on the 

service process (Kwortnik & Thompson, 2020). Hence, hotel managers must continuously optimize 

service processes and improve staff service skills to ensure customers have a good experience at every 

touchpoint in the hotel. According to Statista, the global hotel industry's market size is expected to reach 

$635.1 billion in 2023. The World Tourism Organization (UNWTO) reports that the number of 

international tourists in 2023 is anticipated to grow to 1.4 billion, which will have a positive impact on the 

hotel industry. The American Hotel & Lodging Association (AHLA) data reveals that investment in the 

global hotel industry is expected to increase in 2023, particularly in the markets of Asia and the Middle 

East. The development of China's hotel industry is driven by a variety of factors, which interact with each 

other to promote the hotel industry towards a more high-end, diversified, green and international direction. 

Facing the future, the hotel industry still has great potential and opportunities for development, but it also 

needs to constantly innovate and adapt to changes to meet the growing and diversified market needs 

(Qianji Investment Bank，2023). 

1.3 The key role of skills in the success of the hotel industry 

In the highly competitive hotel industry, skills are key to success. Chen and Chen (2018) pointed out that  
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the hotel industry requires a variety of skills, including soft skills (such as communication, teamwork, and 

problem-solving abilities), technical skills (like using hotel management software and online booking 

systems), and managerial and leadership abilities (e.g., team management). As skill demands evolve, 

practitioners in the hotel industry must adapt to new market demands through continuous learning and 

training. To meet the challenges of digital transformation, mastering skills in data analysis and social 

media management has become increasingly important (Lee & Choi, 2022). Additionally, the demand for 

cross-cultural communication skills in the hotel industry is also growing, as practitioners need to interact 

with customers from diverse cultural backgrounds. (Duncan, T., & Barlow, J. 2020) Research has found 

that communication skills, leadership and customer service skills are key factors in the success of hotel 

managers. The rapid changes in the hospitality industry require managers to constantly upgrade their skills 

to adapt to new market demands and customer expectations. The results highlight the need for ongoing 

training and career development to ensure that the hospitality industry maintains an edge in a highly 

competitive environment. (Morrison, A. M., & O 'Gorman, K. D. 2011) By analyzing case studies from 

multiple countries and regions, research has shown that technical skills and soft skills (such as teamwork, 

conflict resolution, and emotional intelligence) of employees are critical to improving customer 

satisfaction and hotel performance. 

1.4 Purpose and Significance of the Literature Review 

This review aims to explore the key skill requirements in the hotel industry, analyze the current status and 

challenges of skill development, and propose strategies and recommendations for advancement. Through 

a review of recent literature, we hope to provide valuable references for practitioners, educational 

institutions, and policymakers in the hotel industry to promote its sustainable development. Especially in 

the current rapidly changing market environment, understanding the changes in industry skill demands 

will help relevant parties develop effective training and development plans. 

 

2. The Review 

2.1. Key Skill Requirements in the Hotel Industry 

2.1.1 Soft Skills: Service Attitude, Communication, Teamwork, Customer Service 

Soft skills form the cornerstone of success in the hotel industry. Firstly, service attitude is considered a 

crucial factor affecting customer satisfaction. Research shows that a positive service attitude can 

significantly enhance the overall experience of customers (Buckley, P. J. (2019)). According to Meyer et 

al. (2020), the attitude of service staff not only influences the initial impression on customers but also 

impacts their willingness to return. Therefore, hotels should focus on cultivating an excellent service 

attitude among employees through training and incentive mechanisms to raise their service awareness. 

Communication skills, team spirit, and emotional intelligence are vital soft skills in a hotel environment. 

Oh and Jeong (2018) pointed out that good communication skills not only improve collaboration among 

employees but also increase customer satisfaction. Hotel staff need to effectively communicate with 

customers and colleagues from diverse cultural backgrounds, making strong language expression and 

listening skills essential. 

In hotel operations, teamwork is particularly crucial. According to Bigné et al. (2021), effective team 

collaboration can improve work efficiency and customer service quality. Good communication and 

coordination among team members help solve problems together and enhance the overall service quality. 

By establishing effective communication channels, teams can respond to customer needs more quickly, 

thereby increasing customer satisfaction. 
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Emotional intelligence is another important soft skill. In the hotel industry, employees need to understand 

and manage their own emotions while being able to recognize and respond to the emotional needs of 

customers. According to Mayer et al. (2016), employees with high emotional intelligence are better at 

understanding customer needs, handling complaints, and maintaining a positive work atmosphere. 

Moreover, problem-solving ability is particularly important in a fast-changing environment. Employees 

need to be able to respond quickly to emergencies to ensure customer satisfaction and the hotel's reputation 

(Ritchie, B. W., & Cottam, H. (2021)). 

In the service industry, the enhancement of customer service skills cannot be overlooked. Hotel staff must 

possess proactive service awareness, identifying potential customer needs and providing corresponding 

solutions. According to Sigala (2020), a positive customer service experience can significantly enhance 

customer loyalty and repeat purchase rates. Therefore, the hotel industry should prioritize training 

employees in necessary soft skills to ensure they possess them. 

2.1.2 Technical Skills: Foreign Language Proficiency, Information Technology, Professional 

Knowledge 

With technological advancements, the importance of technical skills in the hotel industry has become 

increasingly prominent. Eichhorn (2018) noted that foreign language proficiency and information 

technology application skills are important competencies required of modern hotel employees. Foreign 

language skills not only aid in communicating with international guests but also enhance the hotel's 

competitiveness on the global market. Hotel staff should master at least one foreign language to effectively 

serve customers from different countries. Mastering multiple languages enables employees to better meet 

diverse customer needs, thereby enhancing the hotel's competitiveness (Hargie, O. (2019)). 

The application of information technology is equally crucial. The digital transformation of the hotel 

industry requires employees to be adept at using hotel management software, online booking systems, and 

social media management tools. According to Baker, M. A., & Kim, H. J. (2022), tech-savvy employees 

can process bookings, customer information, and financial management more efficiently, thus improving 

operational efficiency. Additionally, data analysis skills have become an important ability for hotel 

managers. By analyzing customer data, hotels can better understand market demands and accordingly 

devise marketing strategies (Ivanov & Webster, 2020). Enhancing technical skills not only increases 

service efficiency but also helps employees better understand customer needs and feedback (Almeida, A., 

& Mendes, J. (2023)). 

Professional knowledge is indispensable in the hotel industry as well. Employees need to have a deep 

understanding of the hotel's service processes, product knowledge, and industry norms. According to 

Carneiro and Guia (2020), professional knowledge not only boosts employees' confidence but also enables 

them to provide higher quality service during interactions with customers. Staff with extensive 

professional knowledge can better answer customer inquiries and provide precise services, thereby 

enhancing customer satisfaction. 

2.1.3 Management and Leadership Abilities: Organization, Time Management, Decision Making 

Management and leadership abilities are equally crucial in the hotel industry. Pizam and Ellis (2019) 

emphasized that organizational and time management skills are key to enhancing operational efficiency 

in hotels. Excellent managers can effectively plan resources, allocate tasks, and monitor performance, 

ensuring smooth hotel operations. Moreover, leadership skills are vital for motivating teams, boosting 

employee morale, and achieving common goals. 

In the hotel industry, leaders need to possess change management abilities to cope with the industry's rapid  
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changes. According to Bohdanowicz, P., & Zientara, P. (2019), forward-thinking leaders can lead hotels 

to maintain a competitive edge in the market. Furthermore, leaders need to have strong decision-making 

skills to make fast and effective decisions in complex environments (Chen & Chen, 2018). 

Effective time management skills enable employees to organize their work efficiently and improve 

productivity. According to Jiang, Y., & Kivela, J. (2019), time management skills can not only help 

employees complete tasks more effectively but also reduce work-related stress and increase job 

satisfaction. Hotel managers should prioritize developing employees' time management abilities to ensure 

efficient hotel operations. 

Additionally, situational leadership skills are gradually gaining attention in the hotel industry. According 

to Ali, F., & Kim, J. (2021), different work environments and team needs may require leaders to adopt 

various leadership styles; therefore, adaptability is crucial for hotel managers. Through training and 

practice, hotel managers can enhance their leadership skills, better coping with the industry's changes and 

challenges. 

 

2.2 Cross-Cultural Competencies and Language Skills 

2.2.1 The Importance of Cross-Cultural Communication in the Hotel Industry 

In a globalized context, cross-cultural communication skills significantly impact the international 

competitiveness of the hotel industry. Buckley (2019) pointed out that cross-cultural communication skills 

enable hotel staff to better understand and meet the needs of customers from different cultural 

backgrounds. With the increase in international tourism, hotel employees interact with guests from around 

the world, making it important to understand different cultures' customs and expectations. Studies have 

shown that cross-cultural competencies not only affect customer satisfaction but also relate to the hotel's 

brand image (Wang, J., & Liu, Y. (2020)). 

Employees with cross-cultural competencies can effectively handle cultural conflicts, thereby enhancing 

overall customer experiences. According to Zhang, Y., & Wu, H. (2023), cross-cultural training can 

effectively improve employees' cultural sensitivity and adaptability, which in turn enhances the quality of 

hotel services. Through targeted training, staff can better address the needs of customers from different 

cultural backgrounds, improving service accuracy and professionalism. 

Moreover, cross-cultural competencies promote innovation and flexibility. Hotel employees who 

understand different cultural backgrounds and customs can introduce new service concepts and 

management methods to the hotel, thereby strengthening competitiveness. According to Kirk, D., & 

McIntyre, B. (2021), enhancing cross-cultural competencies can help hotels maintain a competitive edge 

in the market. 

2.2.2 The Impact of Language Skills on Hotel Employees 

Language skills play a critical role in the hotel industry. Proficient language abilities help employees 

communicate effectively with customers, enhancing customer satisfaction. According to Eichhorn (2018), 

staff who speak multiple languages can better meet diverse customer needs, thereby increasing the hotel's 

competitiveness. Moreover, language skills can enhance employees' career development opportunities, 

allowing them to access more promotion opportunities within the industry (Eichhorn, V. (2018)). 

Language skills not only improve the quality of customer service but also boost employees' confidence 

and performance. According to Khan, M. A., & Ali, F. (2022), fluent language expression can enhance 

employees' confidence, making them more willing to interact with customers and provide high-quality 

service. This confidence, in turn, increases customer satisfaction, creating a positive cycle. 
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In a globalized context, the lack of language skills can lead to communication barriers, affecting the overall 

customer experience. Therefore, hotel managers should prioritize language training, providing employees 

with learning and improvement opportunities to ensure competitiveness in a multicultural environment. 

2.2.3 Non-Verbal Communication and Its Application in Customer Service 

Non-verbal communication also plays a significant role in the hotel industry's customer service. According 

to Hargie (2019), non-verbal communication (such as body language, facial expressions, and eye contact) 

significantly impacts customers' perceptions and experiences. Hotel staff need to convey a friendly and 

professional image through non-verbal signals to enhance customer satisfaction. Additionally, non-verbal 

communication helps employees communicate more effectively with customers from different cultural 

backgrounds (Ottenbacher, M., & Gnoth, J. (2020)). 

Non-verbal communication is particularly crucial when handling customer complaints and issues. Studies 

show that appropriate non-verbal communication can effectively ease tense situations and increase 

customer satisfaction during complaint resolutions. Using positive non-verbal signals conveys attention 

to and understanding of customer issues, thereby establishing trust and cooperative relationships. 

To enhance non-verbal communication skills, hotel managers should provide relevant training for 

employees, helping them understand the meanings and impacts of non-verbal signals in different cultures. 

Through such training, employees can communicate more effectively with customers in a multicultural 

environment, improving service quality. 

 

3. Future Development of Skill Requirements 

3.1 The Impact of the Digital Economy on Skill Requirements in the Hotel Industry 

With the rise of the digital economy, the skill requirements in the hotel industry are constantly evolving. 

According to research by Bharwani and Talib (2021), digital transformation requires employees to master 

skills such as information technology, data analysis, and online marketing to meet the demands of 

emerging markets. The hotel industry needs employees who can not only use technological tools but also 

understand the business implications behind the data to help hotels make more effective decisions. 

Additionally, employees need to possess innovation capabilities to drive the continuous development of 

hotels. In the context of the digital economy, customers' expectations for personalized and customized 

services continue to increase, requiring hotels to innovate in service design and delivery (Yadav & Sharma, 

2022). Therefore, hotels should encourage employees to undergo innovative thinking training, fostering 

their creativity so they can propose new service concepts and solutions. 

3.2 Predicting Key Skill Needs in the Future Hotel Industry 

In the future, the demand for skills in the hotel industry will become more diverse. According to research 

by Choi and Vogt (2020), cross-cultural communication skills, technological application abilities, and 

management skills will become important skills in the hotel industry. In a globalized context, employees 

with multilingual abilities and cross-cultural awareness will be more competitive (Doherty et al., 2021). 

Hotels should focus on cultivating these skills to ensure that employees can provide quality services in a 

multicultural environment. 

Moreover, as the concept of sustainable development becomes widespread, the hotel industry's 

requirements for employees' abilities in sustainable practices are also increasing. Employees need to 

understand how to implement environmental measures in hotel operations to meet the growing customer 

expectations for sustainable services (Mason & Becken, 2020). Therefore, hotel managers should 

prioritize sustainable development training to enhance employees' professional knowledge and application  
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abilities in this field. 

3.3 Innovative Methods and Trends in Skill Cultivation 

To adapt to constantly changing market demands, innovative methods of skill cultivation in the hotel 

industry are continuously emerging. According to research by Huang and Wang (2022), emerging training 

methods such as online learning, virtual reality training, and simulated practice are gradually being applied 

in the hotel industry. These innovative approaches can improve training flexibility and effectiveness, 

allowing employees to master necessary skills in a shorter time. 

For example, virtual reality (VR) training provides employees with an immersive learning experience, 

enabling them to practice service skills and respond to emergencies in a simulated environment. This 

training method not only enhances employees' interest in learning but also strengthens their ability to 

handle complex situations in actual work. Additionally, the popularity of online learning platforms enables 

employees to flexibly choose learning content based on their needs and schedules, further improving 

training effectiveness (Baker & Hsu, 2023). 

In the future, skill cultivation in the hotel industry will place greater emphasis on personalization and 

customization to meet different employees' learning needs and goals. By combining advanced 

technological means with flexible training methods, hotels can better cope with industry changes, 

improving overall staff quality and competitiveness. 
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