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Information technology (IT) and digital marketing are perceived as the driving forces for promoting the devel-
opment of the hospitality industry in a competitive market. However, there is a global shortage of workers to fill
related positions, which hinders the sustainable growth of this industry. Thus, a qualitative thematic approach
was adopted in this study to analyze textual data from experts to explore the reasons behind this shortage.
Through careful design and analysis, three parties were identified as key generators, including education, in-

dustry, and staff/students. Meanwhile, the specific causes made by each party were presented to provide a
detailed analysis of the issue. The findings are aimed to help solve the education and human resource issues in the
hospitality industry. Nevertheless, the findings could have been more detailed if a follow-up interview was
conducted after the thematic analysis.

1. Introduction

Contemporarily, the wide spread use of technology has been a key
development that will continue to advance toward more sophisticated
forms in the years to come (Ferrari et al., 2009). This trend of techno-
logical development is bound to dramatically change industries such as
the hospitality industry. Thus, equipping hospitality students of all levels
with the technological competencies required in the industry is a ne-
cessity. Meanwhile, interaction with extensive technology applications
has enabled the hospitality industry to become knowledge-intensive in
recent years (Hallin and Marnburg, 2008). To keep up with the latest
development, hospitality education, as the main media to cultivate future
staff for the industry, must be evaluated to check whether its curricula
and course offerings can satisfy this demand, followed by an update on
the design of the curriculum and the course.

In today's market, the hospitality industry faces fierce competition
and must prioritize customers in order to make progress. The hotel staff is
pivotal in facilitating the fulfillment of positive outcomes in light of
customers' satisfaction and hotels' overall profitability. However, as one
of the rapidly developing industries throughout the world, hospitality
encounters serious issues related to recruiting and retaining adequate
and qualified employees (Im, 2011; Ashgar et al., 2021), especially
high-performing ones (Khan et al., 2021). Large numbers of part-time
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staff, low educational competence among staff, and a high turnover
rate constitute the status quo in the industry (Underthun and
Jordhus-Lier, 2018), and this situation demonstrates the employee
problem from another perspective. Thus, hospitality education, the pri-
mary channel to train future hoteliers, always falls into the critique target
by the industry and customers, as they believe that hospitality programs
fail to offer what the industry trully requires of its prospective staff
(Griffin, 2021). Educators argue that doing so is not their responsibility,
but is that of the industry, which should be the major reason why this
phenomenon arises (Wen, Li, & Kwon, 2019).

This kind of debate on what causes the lack of sufficient IT and
digital marketing staff now extends to the topic of the present study. For
one thing, hospitality institutions have realized the importance of
technological competencies for their students and the industry; the IT
staff is known to play a crucial role in hotel operations (Nyheim et al.,
2005). Therefore, institutions have commenced to offer
technology-related courses since then. The industry is still concerned
about the severe deficit of qualified technological staff (Lugosi and
Jameson, 2017). The industry does not think that institutions have
neither offered enough courses to improve students’ abilities nor have
adequate technology labs to enable students to practice what they have
learned in class, thereby hindering the overall development of the
industry.
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On July 18, 2019, Adjunct Professor Max Starkov from New York
University posted on an online panel that hospitality human resource
experts estimate that in North America alone, approximately 100,000
vacancies are available in the IT and digital marketing departments of
hotels. This leads to the slow application of the latest technology in the
industry and simultaneously stifles the technological innovation
(Starkov, 2019). The question of whether the lack of proper technology
education in hospitality schools should be responsible for this labor
shortage was also raised. The debate is ongoing, which merits further
scholarly attention to address the issue. Thus, the present study attempts
to answer the major research question: why does the hospitality industry
lack technology or digital marketing staff? Specifically, the first sub-
question is ‘what practitioners think of the lack of related staff in
hospitality,” and the second one is whether it is solely the hospitality
education that leads to the issue. After the implementation of the study,
three objectives can be realized: (1) outline the actual reasons leading to
the examined phenomenon; (2) shed light on what should be done next to
improve the situation; and (3) contribute to solving the education and
human resource issues in the hospitality industry.

2. Literature review
2.1. Competencies and education for hospitality students

For the past 30 years, academics and practitioners have been grow-
ingly interested in identifying the competencies that hospitality gradu-
ates should possess (Suh et al., 2012). According to the findings of
previous studies, skills in hospitality are usually categorized into
entry-level and middle-level skills for management; such categorization
affects the hotel staff's career progression at various stages (Kay and
Russette, 2000). In other studies, these skills are classified as generic and
specific (Nelson and Dopson, 2001; Dopson, 2005). Entry-level skills or
generic competencies are abilities that hospitality professionals of all
levels should acquire, whereas middle-level skills or specific compe-
tencies refer to the abilities required in performing operational functions
of hotels. From the industry's standpoint, hospitality education should
concentrate on preparing students to become employable by educating
them to master the aforementioned skills required by the hospitality
industry (Hodges & Burchell, 2003). However, when graduates become
hoteliers, their actual ability frequently fails to meet the expectation
(Christou, 2002; Fraser, 2020).

Industry expectations play a critical role in shaping curricula for
hospitality education, but considerable differences exist in terms of key
variables. For example, leadership and interpersonal skills are empha-
sized in certain studies (Kay and Russette, 2000; Nelson and Dopson,
2001; Christou, 2002). By contrast, an in-depth understanding of human
resource management, analytical skills, and financial assessment abilities
are verified in other studies to be the key factors for professional success
in hospitality (Kay and Moncarz, 2004; Mayo and Thomas-Haysbert,
2005). Meanwhile, coupled with corporate social responsibility, espe-
cially environmental responsibility, studies validate that the curricula
should focus on sustainability and green practice-related abilities
(Johanson et al., 2011; Mayburry and Swanger, 2011).

Certain studies suggest that serving the industry should not be the
ultimate objective of hospitality education, as these scholars believe that
the glove-fitting education program that aims to foster industry ready
graduates is vocational, rather than educational, which is not beneficial
for the long-term development of students (Lugosi and Jameson, 2017;
Chytiri et al., 2018). This standpoint is echoed in another study, which
raises caution against the excessive training of hospitality students for
practical skills just because hotels prefer to employ graduates with
abundant skills in hotel operations and management (Jiang and Alexakis,
2017). In this way, hotels can save cost and time by offering training to
their employees. Apparently, it is not what a well-rounded education
should aim at. Therefore, recent studies recommend that hospitality
education should educate students to become capable citizens with
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general knowledge, in addition to industry specific knowledge (Son-
nenschein et al., 2017; Sigala, 2021).

2.2. Information technology (IT) and hospitality education

The application of IT in hospitality can be dated back to the early
1970s. After that, various ITs were implemented in the industry to help
improve hotel performance (Melian-Alzola et al., 2020). No unequivocal
opinion concerning the function of IT in the success of the hospitality
industry exists. The larger the number of services or products hotels offer,
the greater their reliance on IT (Piccoli and Torchio, 2006). IT is multi-
functional in the hospitality context, which goes far beyond daily room
management. For example, IT enables human resource managers to
efficiently handle training and develop reward programs (Okumus,
2013); it also helps revenue managers to acquire accurate recommen-
dations about prices to improve hotel profitability (Squires, 2008;
Ezzaouia and Bulchand-Gidumal, 2022); and most importantly, IT facil-
itates hotels to do well in online marketing and consequently attract and
retain customers (Bilgihan et al., 2014).

Most hospitality programs consider technological knowledge a
separate discipline and offer a course specifically teaching students a
broad overview of technologies adopted in hotel operations. That is
because technology is perceived to be beyond the scope of hoteliersand
that a general understanding is sufficient for the daily operation (Dopson,
2005). Therefore, in the initial stage of technology education in the field
of hospitality, only a few institutions were found to offer IT-related
content, and the scope of teaching was quite limited and frequently
lagged behind industry practice (Khatri, 2019). Accompanying the wide
application of technology in hotel management, studies have begun to
uncover the detailed competencies required by such a development;
website  design and management, e-business knowledge,
information-sharing skills, and so forth are found to be pivotal for future
hoteliers (Dopson, 2005). Therefore, many programs have now inte-
grated these technology-related elements into every course of hospitality
education (Szende, Catafamo, & Upenja, 2019). However, whether ed-
ucators can successfully foster the development of students’ technolog-
ical skills is still questionable for multiple reasons.

2.3. Summary of the review

Evidently, a dilemma exists in the current hospitality education. That
is, most studies affirm that identifying and meeting industry compe-
tencies is what hospitality education should do, but some studies differ
by indicating that it is not beneficial for the long-term and holistic
development of hoteliers. The industry and the academia have realized
the importance of IT for hospitality, and certain measures have been
incorporated in education to improve students' knowledge in this area.
However, such an education is not effective. Thus, the number of quali-
fied IT and digital marketing talents remains lacking throughout the
world. In one study, Andrew (1984) anticipated that three main reasons
could lead to the failure of hospitality education in imparting adequate
technological knowledge to students, including insufficient resources,
teachers' limited knowledge in IT, and a lack of industry experience.
However, no other studies attempt to examine the reason why hospitality
education does not exert sufficient efforts in improving students’ com-
petencies in IT. Thus, the industry still lacks huge numbers of qualified
employees in related areas.

Many recent studies have been conducted in the area of hospitality
education pertaining to IT, but most of them focus on the use of IT to
enhance students' learning outcomes (Patier, Kensbock, Ma, Cox, 2017;
Goh and Wen, 2020; Adeyinka-Ojo, Lee, Abdullah, & Teo, 2020). It in-
dicates developing qualified IT application ability in the industry is being
overlooked to a certain extent. Thus, it is of importance to investigate
whether it is education's responsibility to cause such an issue from
practitioners' perspective. Based on the aforementioned discussion,
conducting such a study is necessary to bridge the current research gap to
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a certain extent. Moreover, resolving education and human resource is-
sues has implications for academia and industry.

3. Method
3.1. Research design

To answer the research question, a qualitative approach was adopted
in the study. The qualitative design allows researchers to collect useful
and robust data for determining the reason why a particular phenomenon
exists in the social world (White, 2007). The research framework is
shown in Figure 1, which starts from research gap identification in the
previous two sections, to theme generation via thematic analysis and the
final presentation of findings and discussions. Through this process, the
research question can be addressed.

3.2. Data source

A recent discussion from the website Hospitality Net was evaluated to
be the appropriate data source for this qualitative study. This website has
a section titled ‘Hospitality Net's World Panel,” which aims to offer a
thought-leadership platform where opinion leaders from the academia
and the industry can share their perceptions on crucial issues impacting
hospitality operation. Whenever a discussion topic is raised by the panel-
champ, a group of selected experts is invited to share their comments on
this particular topic.

Until now no clear evidence demonstrates that opinions or attitudes
which are the major elements of a qualitative study are distributed
normally (Marshall, 1996). Hence, this study selected the judgment
sampling technique to find the appropriate participants for the study. It
means that the most productive samples were involved in this process to
help address the research question. After Professor Max Starkov raised
the question mentioned in the introduction section in Hospitality Net, 17
experts from Europe and North America participated in the panel and
commented on the issue from their own perspectives. Europe and North
America are two regions where the hotel industry developed early. Thus,
experts from these two regions are appropriate choices for the study.
Among the participants, four are university educators, and the rest are
mainly from various consultancy companies offering technology and
digital marketing advice to hotels. Many of them used to be managers of
various hotels throughout the world and are now dedicated to improving
hotel performance through the use of technology and the resultant
improvement of revenue. Such a group of experts can guarantee the
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Table 1. Profiles of experts the panel.

No. Sex Position Base

1 Female  Marketing professional in digital tourism Italy

2 Male Chaired Professor France

8 Male Adjunct Professor United States

4 Male Associate Professor United States

5 Male CEO of a travel consultancy company Italy

6 Male Entrepreneur & business developer Italy

7 Male Chief Evangelist of a hotel consultancy company United States

8 Male Executive Vice President of a hotel technology United States
company

9 Male Professor Switzerland

10 Male Partner of a hotel technology company France

11 Male Director of a hotel consultancy company United States

12 Male Managing director of a hotel consulting company Canada

13 Male Consultant of travel & hotel digital marketing Canada

14 Male Founder of a digital consultancy company for Canada
tourism

15 Male Co-founder of a travel technology company United States

16 Male CCO of a hotel IT company United

Kingdom
17 Male Director of client services in hotel technology United States

company

representation of opinions that reflect the authentic situation of the
hospitality industry. Hence, the development level of the hotel industry
in Europe and North America, together with the diversified background
of the experts, significantly enhances the credibility of the study. Table 1
presents the profiles of the experts in the panel.

3.3. Analytical method

All texts from the post were downloaded from the webpage http
s://www.hospitalitynet.org/panel/125000014.html to form the dataset
of this study in October, 2019. The dataset comprises 17 posts and 3,603
words from the source. Thematic analysis is a research tool within the
scope of descriptive qualitative methodologies and is mainly adopted to
identify, analyze, and report patterns in meaning within the examined
data set concerning the investigated research phenomenon (Nowell et al.,
2017). Thus, thematic analysis was performed on the collected dataset to
capture their obvious and hidden meanings regarding the reason why

Research design

Literature review

Research gap

identification

| Data familiarization H Initial codes generation H Theme seeking |

Thematic analysis |

v

Theme generation

| Summary writing |<—| Theme defining and naming H Theme evaluation |

Findings &

Research question

discussions

answering

Figure 1. Research design.
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hospitality lacks technology and digital marketing staff. The thematic
analysis in the study followed the procedure of Braun and Clarke's work
(2006). Their proposed procedures include the researcher's familiariza-
tion with the textual data, generation of the opening codes, look for
themes, evaluation of identified themes, defining and naming of
confirmed themes, and summary preparation. As the overall number of
words and texts was relatively small, manually conducting the texts was
more appropriate than using computerized techniques, which are
frequently utilized to explore large quantities of textual data. In the
beginning ‘familiarization’ step, the researchers repeatedly read the
textual data to gain a holistic understanding of the data. In line with this,
the researchers identified the statements that can be used to illuminate
the research phenomenon. The identified statements were then examined
to extract the essence of the hospitality context, which laid the founda-
tion for the final grouping of themes. This process was also conducted
iteratively by researchers to ensure a good classification of emerging
patterns in data. Finally, a composite summary was derived to answer the
research question. To ensure the correctness of the analysis, two re-
searchers manually conducted the analysis separately first and compared
their results later. If any discrepancy emerged, the third researcher would
be invited to make the final decision.

4. Findings and discussions

After the aforementioned analytical procedure, three parties were
identified to be responsible for the phenomenon: education, industry,
and students/staff. Meanwhile, multiple factors affected these three
parties’ attitudes and behavior toward technology. The result is displayed
in Figure 2, and each factor was investigated in the subsequent part of
this section.

4.1. Education

4.1.1. Outdated course material

Hospitality education aims to adequately prepare candidates who are
willing to enter the hospitality industry. Similar to other professions in
the business industry, hospitality education offers a specific skill set
utilized in the hospitality context in addition to general business
knowledge (Li and Li, 2013). However, the course taught at hospitality
institutions is outdated. Regarding the adoption of IT-related content, an
expert mentioned that most of what hospitality students knew about the
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industry came from textbooks published in the early 2000s, leading him
to raise the question:

How can we expect to obtain new ideas out of them if we keep
lecturing on Search Engine Optimization, GDS (Global Distribution Sys-
tem), and Tour Operators?

Knowledge, such as search engine optimization and GDS, is basic in
hospitality, but may be too generic for current students because they
were raised and born in the Internet era. They are believed to be
immersed in an Internet world and are equipped with basic IT compe-
tencies; thus, what educators teach is not only out of date but also cannot
arouse students’ interest. The consequence is that what they learn at
school cannot keep up with the radical development and expansion in IT
tools available for hoteliers.

4.1.2. Difficulties in effecting the change of the curriculum

Institutions are aware of the aforementioned situation and sometimes
are willing to make certain changes to better educate their students.
Contrary to educators’ attitudes toward modifying the curriculum, di-
lemmas exist regarding making such modifications. Therefore, the cur-
riculum adopted by hotel management schools is not always current or
relevant to digital marketing. The expert from NextGuest Digital
presented:

Changing a university-level curriculum requires governing approvals
with the likes of an academic review committee, a board of agents,
accreditation board, and even state filings, plus faculty cooperation and
coordination.

Owing to such hurdles, educators may refrain from taking any action
until the curriculum becomes mainstream. Therefore, the cumbersome
checks and balances in education sometimes creates a problem for itself
and hinders the process of knowledge upgradation. Moreover, many
educators who are unwilling to embrace and reform their curriculum,
effecting the change in the curriculum is rather difficult.

4.1.3. Lack of sufficient preparation

The first indication of such inefficiency is educators’ ignorance of
various digital elements in their courses. Some of them still follow the
conventional way to teach and even do not update their knowledge from
the industry. An entrepreneur cited his example of asking an interna-
tionally renowned university educator if she had altered the teaching
content to differentiate between hotel revenue managers and digital
marketing managers:

Career orientation |

| Industry reality

A

/3
|

b
T

[ coure
[Coriesom |
Preparation |<

Lack of
related
human
resources

?| Hiring standard
[ porecaton |
> Adopter culture

Figure 2. Factors leading to the examined phenomenon.
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The lady replied, asking me if I knew what a revenue manager is.

The response from the educator simply indicated that she did not
clearly know what the role of someone responsible for digital marketing,
distribution, and evaluation of online performance was. Thus, students
taught by such educators may not acquire the knowledge they need to
apply in their hospitality roles.

Lack of sufficient preparation can also mean the shortage of time and
resources for educators to address the issue. Educators are faced with
heavy pressure from work and life, and most of them cannot allocate
adequate time and money to learn new technologies (Adukaite et al.,
2016). Such a difficulty is bound to lower the education quality in
technology education for hotel students. As commented by a director of a
hotel management consultancy about the reality:

It is challenging for hotels to keep up with these innovations, even
with a robust IT department. How can educators be expected to do so
when they neither have the time nor budget to attend shows, such as
HITEC (Hospitality Industry Technology Exposition & Conference) or
HTNG (Hotel Technology Next Generation)?

Moreover, technology in hospitality undergoes a significant change
even within a one-year period, creating further trouble for hospitality
educators to keep their course content updated.

4.2. Industry

4.2.1. Improper standard of hiring

Some experts question the standards that hotels use to recruit IT
personnel. IT is, by nature, technical and complicated, which may not
be easy for hospitality educators to teach and for hospitality students to
master (Chan et al., 2020). Thus, most hospitality students are unable
to become experts in IT after graduation. Hence, as suggested by the
expert:

Hotels do not employ people to be their engineers who have been
educated at a hotel school ... What we need is to recruit people with IT
skills first. Then, the role of a hotel school is to offer a crash course on
what hospitality is. How it works and what are the processes? Similar
to a Hospitality 101 for IT professionals.

The hiring standard for IT and digital marketing professionals in
hotels merits in-depth consideration. That is, whether an IT majorwith
extra training in hospitality knowledge or a hospitality student equipped
with basic IT knowledge better accommodates the working requirement
for hotel IT staff.

This idea is also confirmed by another expert from the field of revenue
management. As current hotels are multi-functional, human resource
managers in hotels should widen their range to select staff, and
hospitality-focused schools must not become the sole source of their
talent pool. The expert made an analogy, as shown below:

Do BMW or General Motors hire their commercial/IT experts from an
engineering educational institution?

Therefore, it demonstrates what hotels should do, which is to employ
the right staff from the right school for the right position. Merely focusing
on hotel schools as the source of human resources may be a critical factor
in causing the deficit in technology professionals.

Although certain hotels have realized that they should open technical
positions to students from that major, another problem has emerged. An
industry expert pointed out:

Are salaries for those positions on par with what other industries
offer?

4.2.2. Inadequate appreciation for IT professionals

Compared with other businesses, hotels do not highly value staff
development and retention because they are worried that the money they
invest in training new staff may become valueless owing to the high
turnover rate, and the thought “what if we train them and they leave” has
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become a common concern among hotel managers. Following this ide-
ology, they treat IT professionals in the same way. Accordingly, low pay
and inadequate investment in technology have become common prac-
tices in hospitality.

... inadequate investment in technology and bad pay, no wonder good
technical staff runs kicking and screaming into the arms of comple-
mentary industries, such as retail, where their skill sets and work
ethics are highly appreciated.

Another common phenomenon is that hoteliers do not intend to
explore modern technology in addition to the basic ones that appeared in
the industry a long time ago. This attitude exists among many hotel
managers, as illustrated by a marketing professional in tourism:

It still very often happens to hear hotel managers blaming the online
world as the source of their own ills.

This statement reflects that this group of hoteliers does not regard
hospitality as an e-commerce business, although hospitality is now fully
embraced by various types of technology. Given that hotel managers do not
highly stress the importance of technology, they will not invest much in
recruiting IT professionals. As a result, qualified IT or digital talents do not
devote themselves to hospitality. Hence, as summarized by one participant:

The hospitality industry is, by definition, a “brick and mortar” busi-
ness, and it is still strongly identified as such... I think the problem is
more due to a long-lasting situation of unawareness of this industry
than the lack of proper education.

If current hoteliers maintain such an attitude toward their own
business, then the issue may persist.

4.2.3. Absence of early adopter culture

The early adopter culture refers to accepting something new at an
early stage (Janssen et al., 2020). Many hotels operate in accordance
with the instruction from their mother brand or long-established prac-
tice, allowing hoteliers to take a conservative approach to hotel man-
agement (Lam and Law, 2019). This fact cannot help hotels successfully
compete with other hotels to survive in the market because the real world
is filled with new innovations used in daily life, including hotel accom-
modation, and failure to embrace this trend makes the industry fall
behind in IT innovation and recruitment of IT professionals. Therefore,
one stated that:

Why would a creative and innovative spirit join a culture that does
not embrace both — or even stifles it? It is more important to adopt
more of an entrepreneurial/start up mentality, including appropri-
ately rewarding risk taking and innovation.

In accordance with the Chinese philosophy, only a daredevil can
make a fortune. Hence, if a hotel always keeps the same routine, then it
can become less attractive to young hoteliers with creative and innova-
tive minds.

4.3. Students/staff

4.3.1. Incorrect career orientation

In the early stage of their careers, students, the future workforce in
hospitality, frequently experience two types of misorientations. The first
one is to consider hospitality as a simple service industry and mistakenly
believe that as long as they can learn to provide excellent services to
customers, they are qualified to work in the industry.

The false belief is that ours is a simple industry, but infinite nuances,
subtleties, and complex challenges must be overcome almost daily.

This attitude limits students’ intention to extend their scope of study
and their development of industry skills and overall abilities as social
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beings. The negative consequences of this attitude go far beyond the lack
of IT or digital professionals in hospitality.

Another point that merits attention is that this attitude is reinforced
by industry practitioners. Certain hoteliers believe that technology helps
generate quick revenue, but if hotels intend to guarantee a long-term
development, then service is still the core.

Technology is not exactly on the top of the list when it comes to
making a great hotel and gusset experience.

Although technology is not everything for hotels, it can help hotels
improve their service and the overall customer perception. Hence, the
ignorance of technology is not an option.

The second misorientation is another extreme. Many students
majoring in hospitality management aim to become managers at various
levels of hotels and for them, management knowledge, such as revenue
and operation management, is crucial for their future success. Therefore,
IT knowledge is not what they highly value. They ignore the strategic role
that technology can play in business, including hospitality. One opinion
is quoted as follows:

Many students move into management over time and technology, but
fundamental success in a modern hospitality industry is largely
overlooked as an important management discipline for a well-
rounded hotelier.

Evidently, if a student cannot have the right attitude toward IT, then
he or she will neither receive enough preparation in this area nor be
qualified to take up such a position.

4.3.2. Insufficient understanding of the industry's reality

As fresh graduates are innovative, they are keen on jobs in the in-
dustry that require innovation. However, what they face in reality is far
from what they expect.

After spending six months installing on-premise PMSs, these kids
become brain-dead.

In this situation, the initial problem is created by the industry, which
requires those new hoteliers to explore things that are difficult for them.
These tasks occupy most of their time at work, so these hoteliers end up
having a negative attitude. Cognitive structure learning theory implies
that when what people are learning goes far beyond their previous
abilities, they will gradually stop learning (Bruner, 1960). Accordingly,
they may not only stop taking technological jobs in hotels, but also spread
negative word of mouth to prospective hoteliers. Such a lack of mental
preparation is worth the attention of all three parties.

4.4. Further discussion

Hospitality educators' devotion to preparing students for future ca-
reers has been confirmed to directly affect students' readiness and
competitiveness in the job market (Faitar and Faitar, 2013). The exis-
tence of such a positive correlation between educators and students un-
covers the important role educators play in students' professional and
academic growth (Cox & Oregovec, 2007). However, due to educators’
insufficient preparation of students in facing the technological world and
difficulties in effecting change the outdated curricula, there is a lack of IT
talents. Educational institutes should frequently evaluate their curricula
and teaching content to stay in touch with the changing nature of modern
hospitality (Szende, Catafamo, & Upneja, 2019). Based on observation,
the real situation is not always the case, which leads to the wide use of
outdated textbooks to teach hospitality students many new ideas to
thrive in the IT era. Education cannot be replaced by any substitute, and
it directly affects the adoption and retaining of the technology in prac-
tice. Hence, hospitality educators should seriously reflect on the current
problem and frequently remind themselves that modern hospitality
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idynamic and a mechanism should also be established to ensure that the
curriculum adopted in hospitality education is industry relevant; more-
over, IT must be an integral part of this education (Harkison et al., 2011).

Hotel staff is the key resource that hotels can rely on to generate
productivity, quality, and innovation (Vladimirov and Williams, 2018).
Thus, hotels must come up with proper ways to attract and retain qual-
ified staff to sustain their continuous expansion. Nevertheless, hoteliers
are not concerned about fostering their employees to acquire improved
competencies, including IT skills, but rather are concerned about
retaining them with minimal cost. In such a way, how can the industry
expect to recruit adequate technology staff? Technology is the major
force in driving the world to develop at an amazing rate, and almost all
industries, including the hospitality industry, resultantly stress the
importance of IT staff. Initially, the industry may face challenges in
implementing the technological innovation strategy. However, technol-
ogy has shown to benefit the industry in the long run (Sarmah et al,,
2017; Huang et al., 2019). Meanwhile, Torres and Kline (2006) revealed
that a high turnover rate among employees in the hospitality industry
leaves hospitality operators with no time to provide sufficient training for
their employees. Thus, the industry allocates this training duty to hos-
pitality schools. Another important factor is the lack of emphasis on
hotels’ responsibility in cultivating talented staff.

Hotels do not change their conventional ways of recruiting staff,
which also exacerbates the issue. In this changing world, needs can be
satisfied in various ways (Allen and Anderson, 2018). Thus, hoteliers
must alter their traditional views and accommodate this changing trend.
The study demonstrates that the reversed condition exists in the industry,
and altering the situation is urgent for the industry.

Finally, students and staff also contribute to this job deficit, although
their contribution to this issue is less significant than that of the other two
parties. The industry is changing along with the world. On the contrary,
students and staff involved in hospitality still adhere to the convention of
treating the industry with respect. A sharp contrast is thus formed be-
tween their innovative nature and the ever-changing world. If employees
lose the passion to embrace challenges and innovations in an industry,
then the sustainability of the industry cannot be maintained in the cur-
rent competitive world (Karnouskos, 2017). This contradictory phe-
nomenon calls for further scholarly attention.

5. Conclusions
5.1. Summary of the study

The current study adopted the approach of thematic analysis to
explore textual data collected from the Internet for determining who
should be responsible for the lack of qualified IT or digital marketing staff
in the hospitality industry. Through a rigid research design, the research
objective was successfully realized. The problem was not caused by ed-
ucation alone, but three parties, namely, education, industry, students/
staff, are jointly responsible for the current issue in the job market. For
each party, multiple factors that make them take certain behavioral in-
tentions were confirmed to exist.

Regarding the contribution of the study, theoretical and managerial
implications can be generated. From the theoretical perspective, only few
pre-existing studies have examined the phenomenon. Therefore, the
present study is an extension to the current hospitality education litera-
ture. Meanwhile, the research confirms for the first time that all three
parties involved in the job are responsible for this issue, and the detailed
study of the factors paves the way for future theoretical exploration in
this area. From the practical perspective, this study offers insight into the
causes for the lack of IT staff in the industry, and identifies solutions. The
research also bursts the myth that either the education or the industry is
fully responsible for this issue by establishing that all parties are
responsible in their own ways. This correction is beneficial for seeking
the final solution to the issue.



J. Qian et al.
5.2. Recommendations for problem solving

Based on the findings of the study, practitioners can address the lack
of IT and digital marketing professionals in hospitality from three per-
spectives. Firstly, hospitality institutions should help educators become
more familiar with the latest technology and its applications in the in-
dustry, so educators can be more confident in teaching IT related courses.
In this way, educators are able to better design the course curriculum and
consequently improve the teaching quality of the course. Secondly, ho-
teliers should change their traditional way of recruiting IT staff merely
from engineering programs, and give more support to hospitality in-
stitutions to foster qualified IT professionals for the industry. Meanwhile,
the IT staff's contribution to the hotel should be better appreciated in
order to stimulate their working motivation and retain them. Finally,
hospitality students' career orientation should be led to the correct path
and students should fully understand the complex nature of hotel oper-
ation rather than perceive it to be a simple industry full of mechanical
routines. Moreover, hotels should also believe in young students' capa-
bility to learn and operate smart facilities. In the end, a win-win situation
can be envisioned. That is, students' inspiration can be stimulated and
hotels' performance can be improved.

5.3. Limitations

For the qualitative research, only a small amount of textual data was
used because the number of participants involved in the discussion was
limited. Meanwhile, the under representation of women in the panel and
the absence of students as the source of data should also be acknowledged,
as they may influence the interpretation of the examined phenomenon. In
addition, the mere use of secondary data without the first-hand interview
from the educational area may limit the depth of the research to an extent.
Finally, the experts were all from North America and Europe with no
representation from other regions. Therefore, all these limitations may
restrict the transferability of findings to a wide context. Future studies may
further evaluate these limitations and address some of them to enhance the
applicability of the research findings.
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