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Key Soft Skills
required to scale

the ladder of success
in the Hospitality Industry





Dedication

This book
is humbly, respectfully, and gratefully dedicated

to the innumerable providers
of highly professional, supremely efficient,

meticulously well-coordinated,
and cheerful service;

these hard-working personnel,
who leave no stone unturned

in making the stay of countless patrons
a truly comfortable,
uniquely enjoyable

and memorable experience.

I offer this invaluable guide
with the hope

that they all may derive
both information and inspiration
to persist patiently and resolutely
in their unwavering commitment
to the highest standards of service

in the Hospitality Industry.

In unity there lies strength.

This is a labour of love;
and, where there is love, there is no labour.





“My job allows me

to express my talents and abilities,

and I rejoice

in this employment.”
(Author Unknown)





Preface

“You can draw more flies with a spoonful of sugar, than a barrel of vinegar” – so said a
highly-reputed and much-revered spiritual author – St. Francis de Sales – centuries ago.

This pithy saying needs no explanation as the message is patently obvious. Stated differently,
people are spontaneously drawn to those who are respectful, tactful and kind. By contrast, people
are promptly alienated by those who are harsh, tactless and unkind. And this fundamental strategy
has served as the universal basis in all interpersonal relationships.

Teachers have been able to draw out the best in their students by being understanding,
helpful and encouraging. Employers have been able to successfully draw out the very best in their
employees just by a word of respectful kindness than harsh fault-finding. This is why a Chinese
proverb runs as follows: “A man without a smile should never enter business.”

There in lies the vital importance of a strategy like this: “You can draw more flies with a
spoonful of sugar than a barrel of vinegar.” And that, in a nutshell, is the all-important gist of this
invaluable book ‘Soft Skills in the Hospitality Industry’. Actions always speak louder than
words, and the author has but one and all-important objective – to teach one and all the positive
benefits of “a spoonful of sugar” in the Hotel and Service Industry.

Author
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1

“The journey of a thousand miles begins with the first step.” - Confucius

Thomas Alva Edison, the famous inventor of the electric light bulb, once
said: “Genius is one percent inspiration and ninety-nine percent perspiration.”

Reportedly he conducted hundreds of experiments before he eventually was
successful. However, he did not regard each unsuccessful attempt as a failure,
but as a positive indication of what needed to be done in order to be ultimately
successful. His scientific quest was long, arduous, and complex. But he
tenaciously applied himself to the pursuit of his goal with patience, persistence
and passion. And this explains why he is hailed as one of the most inventive
geniuses this world has ever known. “The journey of a thousand miles begins

with the first step.”

Every individual involved in the Hotel & Aviation Industries can identify
with Edison and his persistent quest for excellence and success. Each has his/her
own experiences in dealing with situations of varying complexity and challenge.
Some have had failures, from which they can learn some valuable lessons –
“Failures are steppingstone to success.” Others have had successes that have
boosted their morale, enhanced their performance and markedly improved their
prospects. This is the normal learning curve in the life and employment of every
member of the staff. “ The journey of a thousand miles begins with the first

step.”

The sole purpose of this book is to provide an insight into Soft Skills,
designed to enable each and every one to be successful in the hospitality sector.
This will also give an insight to young adults who wish to pursue hospitality
management as a means of employment.

Said Dale Carnegie, the famous author of How to Win Friends and Influence
People: “Dealing with people is probably the biggest problem one will face,
especially if he/she is in business. Yes, and that is also true if you are a
housewife, architect or engineer. Research conducted at the Carnegie Institute of

Introduction
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Technology revealed that, even in technical lines as engineering, about 15
percent of one’s financial success is because of one’s technical knowledge and
about 85 percent is due to skill in human engineering – to an individual’s
personality and his/her ability to lead people.”1

“Experience is indeed the best teacher” – so said the illustrious orator,
Cicero. The author can legitimately pride himself on both – expertise and
experience. He has served in the Hotel Industry for 21 years and has gleaned a
wealth of knowledge and a multiplicity of experiences, and he offers this
compact, intelligible, practical and effective guide in the hope that others may be
as successful as he has been. “The journey of a thousand miles begins with the

first step.”

In any organisation, what matters most is the kind of service rendered to the
customer. Please him/her, and you have won a resourceful friend, who, in turn,
will readily pass the word around and heartily recommend the patronage of the
organisation. First impressions are crucial, and to that end, Soft Skills are of
paramount importance.

Graham Mark Miranda B.A. (Econ.)

1. Carnegie, Dale, How to Win Friends and Influence People – Angus &
Robertson, 1989, p.18.
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A Descriptive Definition
Soft skills are a combination of people skills, social skills, communication

skills and character or personality traits, attitudes, career attributes, social
intelligence and emotional intelligence quotients, among others, that enable
people to navigate their working environment with others harmoniously, perform
their allotted duties efficiently, and successfully achieve their goals – personal,
social and professional – a ceaseless challenge that are complemented with hard
skills.

Collins English Dictionary defines the term Soft Skills as desirable
qualities for certain forms of employment that do not depend on acquired
knowledge: they include common sense, the ability to deal with people and a
positive and flexible attitude.

Soft skills are a cluster of productive personality traits that characterize
one’s relationships in a milieu. These skills include social graces, communication,
language skills, personality habits, cognitive or emotional empathy, time
management, teamwork and leadership traits.

CHAPTER What are Soft Skills?

1



4 Soft Skills in the Hospitality Industry

A definition based on review literature explains Soft Skills as a
comprehensive or ‘umbrella’ term for skills under three key functional elements:
people skills, social skills and personal career attributes.

While Hard Skills are indispensable in any career and field of employment,
the emphasis in the 21st century is on Soft Skills as a major differentiator, and a
crucial requirement for employability and success in life.

Definition
According to a study conducted by the Harvard University, 80% of

achievements in career are determined by Soft Skills and only 20% by Hard
Skills. And this comes as no surprise since in the Service Industry, people are
paramount, and interacting effectively with them can spell the vital difference
between success and failure.

Experts are of the opinion that training in the acquisition of Soft Skills
should begin at a very early stage in the education and training of students and
prospective employees. In other words, all should be systematically groomed to
perform successfully not only in the academic field but in the working
environment as well. This is precisely why training in Soft Skills is part of the
curriculum in most hospitality institutes and reinforced through an internship or
on the job training at hotels. Other academic institutions focus more on hard
skills or technical requirements instead.

Listed below are Soft Skills for business executives. They have been
compiled by Eastern Kentucky University from executive listings.

1. Good communication: oral speaking capability, written, presenting,
listening, clear speech and writing.

2. Courtesy: Manners, etiquette, business etiquette,

3. Flexibility: Willingness to change, lifelong learner.

4. Integrity: Honest, ethical, high moral, does what is right.

5. Interpersonal skills: nice, personable, friendly etc.

6. Positive attitude: Optimistic, enthusiastic, happy.

7. Professionalism: Businesslike, well dressed, appearance, poise.

8. Responsibility: being accountable, reliable, getting the job done.

9. Teamwork: Cooperative, gets along with others, supportive.

10. Work ethic: Hardworking, willing to work, loyal, initiative.

While Hard Skills are required in any employment, Soft Skills play a pivotal
role in this the 21st century and especially in an individual’s current and future
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prospects in the Hotel Industry. As the saying goes: “Perfection is no trifle; yet

trifles make perfection.”

According to a study conducted by Harvard University, 80% of
achievements in any career, especially in the Hospitality Industry, are determined
by Soft Skills and only 20% by Hard Skills.

Experts are of the opinion that training in Soft Skills should commence
when prospective employees are students. Academic performance can and must
be effectively enhanced by appropriate Soft Skills; this must be a part of the
curriculum and must be further refined and reinforced during a person’s
internship. Hard Skills are necessary, but Soft Skills can make a crucial
difference for the better.

There are several books written about leadership, teamwork, and ethics in
business. For the purpose of this text, I will be focusing on key social skills that
are required to make a good impression with guests in a hotel. These skill sets
can be extrapolated to other service organizations like, retail, airlines, banking
and perhaps call centres.

Questions
(1) What are soft and hard skills? Enumerate 3 of each.
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“Grooming is the secret of real elegance.

The best clothes, the most wonderful jewels,

the most glamorous beauty don’t count

without good grooming.”

– (Christian Dior)

Personal Grooming
Those who have worked with me always felt I have been pedantic on the

way an employee should look. This goes back to my days when I first started my
career at the Oberoi Hotel in Mumbai, where the emphasis on grooming was
paramount, irrespective of one’s place of work.

Good grooming is important in any industry, more so in the service industry
as one reflects the key components of the brand. That brand is the company you
work for, but the other brand is ‘Brand You’. ‘Brand You’ is who you are as a

CHAPTER Personal Grooming

2
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person with respect to your sense of style and most importantly the way you
carry yourself.

This starts at the time the company hires you. Most managers look at your
fit in the brand, and, yes, first impressions do count.

Personal Grooming, however, is not limited only to the uniform or the
apparel one wears, it also reflects the cleanliness of the person in general.

Essential grooming starts at home. In today’s high paced active life, it is
important to take care of oneself. This starts first with inner care.

1. Drink Water: Drinking water is a natural way of cleansing and
detoxifying the body. While most of us drink more water in the
summer months, it is always important to keep oneself hydrated,
limiting the consumption of canned beverages and caffeine.

2. Eat Well: Eat what your body demands, not more. Many of us tend to
overextend ourselves at the buffet, especially if it’s at no cost to us. Eat
well, of course, but don’t overdo it. Most associates must report on
shift after a meal and it can be uncomfortable to be in front of a guest if
one has overeaten. If you wish to limit your portion size, take a smaller
plate. Eat what energizes you. Look at healthier eating habits,
especially if you work in service-related jobs like snacking on fresh
fruit, vegetable salad (without the dressing), or dried fruit and nuts as
healthier options, rather than chips or fried food. Space your meals so
you don’t end up eating too much all at once.

3. Detoxify Once a Week: Detoxifying once a week can help your body
reclaim itself especially after all that weekly late-night drinking
entertaining customers or at monthly guest interaction parties where
one meets with potential clients.

4. Exercise: Take up some form of exercise to keep your metabolism
levels high. This can be playing a sport of your choice, a visit to the
gym, jog, walk or even some yoga.

5. Sleep: Most hotel associates lack this important ingredient in their diet
and that is sleep. Rotational shifts take a toll on the body if one does
not get adequate rest. Most experts in health advocate eight hours sleep,
hoteliers consider themselves lucky even to get that much time for rest.
Weekly offs are usually spent sleeping late, catching cat naps on days
lost while on duty.

6. Avoid Smoking and Alcohol: Most hotel associates take comfort in
nicotine breaks while on shift. Some choose it to calm frazzled nerves,
others choose it to maintain a lifestyle or to be a part of a group.
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However, standing in the presence of a customer with nicotine or
alcohol on one’s breath can be a turn off for the customer and a
obstacle to a pleasant interaction. Coming to work after a night of
binging on ‘the bottle’ can limit guest interaction especially if the
associate is suffering from a hangover. In hotels, both are usually
discouraged.

Some points to keep in mind while preparing to go on shift.

1. Bathe Everyday: Body aroma is a turn off for everyone. Being well
dressed but having an unpleasant odor emanate from the body can be
counterproductive. Most hotels have shower facilities to enable staff
take a shower before shift. When you come to work fresh, you perform
better. Most hotels offer a locker facility, where you can store your
toiletries and other personal items. Hotel laundries also maintain an
inventory of staff supplies like towels and clean uniforms to ensure that
their associates are clean and well groomed.

2. Shampoo your Hair as Needed: Nothing is so distasteful as having
visible dandruff on one’s head or shoulders when engaging with a
client. This is not only observed with staff but also with managers as
well. Check what type of shampoo suits your scalp and hair type and
use it as required. Nourishing your hair with a spot of genuine coconut
oil can also keep your hair supple and moist in an environment which
always has the air-conditioning turned on.

3. Grooming Hair for Gents: Most hotels I have worked with advise
their associates to keep hair clean and trimmed at all times. Today
while working in the hospitality industry, one is tempted to keep up
with the latest fashion. However, when working in the hospitality
industry, one requires to maintain a subtle approach to the style one
sports. Most hotels encourage male associates to have short hair only.
The hair must not touch the face. While this is important for good
grooming, clinically it is important as the hair has a natural secretion of
oil on the face.

Streaking or colouring of one’s hair is discouraged. As a rule, the hair
should not touch the collar or ears. Hairstyles are required to be
conservative.

4. Moustaches and Beards: Sporting a moustache in the service industry
depends on the standards the company that you work with. When you
grow a moustache keep in mind it can add a certain level of maturity to
your face. If the company that you are employed with encourages you
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to keep a moustache you are required to keep it trimmed and it should
not touch the upper lip.

Beards are usually discouraged in most hotel establishments.
Depending on the hotel’s hiring policy most facial hair growth should
be adequately covered. This applies to both guest and non-guest contact
areas.

5. Nose or Ear Hair: There is a story of a guest dining with his five-year-
old daughter in a luxury restaurant. When by chance she looked at the
waiter’s face and started screaming “Cockroach! Cockroach!”
Apparently, she was looking at his nose hair, thinking it was the
antennae of a cockroach. This can be embarrassing for the restaurant
and the brand. Hair emanating from the nose or ear tends to be
neglected by most men. Have these trimmed as it can give you a
cleaner look and take years off your face.

6. Armpit Hair: Excess hair under the arm pit can lead to build up of
sweat and leave stains on the shirt as well as increase body odor. If
required, you can have this trimmed or shaved.

7. Sideburns: Most hotels have standards that sideburns should not be
shorter than the top of the ear and no longer than half an inch. This
style is most acceptable.

8. Shaving: Gents are required to shave before a shift. I suggest one
should shave after a shower; it is at that time when the skin is most soft
and easier to run a razor. You could use a shaving soap, gel or foam
depending on your budget. Apply this while your skin is still supple
and shave appropriately. Some grooming manuals insist on a
downward sloping shave, others upwards. It’s best you practice what
you are comfortable with. After shaving you could use an alum bar or
light after-shave to stem the burn from the shave. In addition, shaving
can dry the skin. Hence, after shaving one could rub a spot of
petroleum jelly to prevent the skin from becoming dry.

Today we have barber shops that cater to clients with a menu of service
offerings depending on the size of one’s wallet. In my years of service
in hotels most associates have always informed me that shaving
pinches the pocket. The suggestion listed above is for those on a budget
and it works for me. I hope it does help you.

9. Arresting Body Odor: It is recommended in most establishments that
associates sport cologne on the body. This is to arrest body odor. Some
hotels especially during the summer months insist on this as a practice
and go the extent of stocking cologne in the department to be used by
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associates before reporting on the ‘shop floor’1. While cologne can
arrest body odor one should always shower with soap to keep body
odor at bay. While spraying cologne for gents it recommended to spray
on the warmest parts of the body, the chest, neck, wrists, forearms and
armpits. For ladies the pulse points are areas on the body where the
veins flow close to the skin. These spots emit heat, which helps the
fragrance develop faster. The typical places are the neck, wrists, behind
the ear lobes, cleavage and the inside of the elbows.

10. Keeping yourself Well-groomed when Called to do a Double Shift:
At times you will be required to do a double shift, wherein you would
have to overextend yourself and still be appropriately groomed. Most
hotels have a locker facility. One could store an extra set of shaving
equipment in the locker to meet this requirement. A razor, shaving
cream and some deodorant are all that is required.

11. Mouth Hygiene: Mouth care in the hospitality industry is important
while communicating with both ‘internal and external clients2. Imagine
having your colleagues talk with you and you are unable to respond on
account of bad odor emanating from the mouth. Put yourself in the
shoes of the customer and he would feel no better.

12. Dental Hygiene: Always brush your teeth before shift. Most hotels I
know do not include fresh onions or garlic in their staff menu for this
very purpose. If your hotel does, please avoid these as it takes a while
for the odour to subside even after using mouthwash. As a rule, use
mouth wash before a shift and after a meal.

13. Hands: Always wash your hands with soap and water before a shift.
Hand hygiene is a must for all guest-facing areas, as any visible dirt
under the nails or on the hand can be a turn off for a client. Food
production associates working in the kitchen are governed by
regulations laid down by ISO 220003 which stipulates proper hand

1. Shop Floor: is the place where associates report on duty. For example, front
office associates would report to the reception, housekeeping staff report to the
floor they have been assigned to, etc.

2. Internal and External Clients: Internal clients are one’s colleagues or
managers. External clients are customers.

3. International Organization for Standardization is a certification body that
lays down food hygiene related initiatives. More information on this can be
found on their website.
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hygiene along with glove policy4. As a rule, never forget to wash your
hands after using the toilet, eating, smoking or handling refuse.

14. Nails: Fingernails are always to be cut short. They are to be short,
clean and dirt free. Nails are to be devoid of nicotine, carbon and ink
stains. Toenails are to be cut along with fingernails. Most associates are
on their feet for nine hours a day sometimes even more. Keep your
toenails short as well. If these are not maintained well, it can lead to
ingrown toenails. Hence, it is recommended to cut both fingernails and
toe nails after a bath as the cuticles are softer.

15. Ornaments: Gentlemen in most hotel establishments wear little
jewelry. However, listed herewith are some items they could wear
while at work. Rings should be simple and not an overstatement of
one’s wealth. Bracelets and bands in most hotels are not allowed.
Those associates working in food and beverage service and food
production outlets should follow the guidelines laid down by ISO
22000.

Hotel establishments have a policy pertaining to religious bands being
worn on the hand while on duty. Follow the guidelines as laid down by
the management.

16. Watches: Watches are intended to tell the time of day. Most hotels
permit their associates to wear a simple conservative watch along with
a silver, gold, black or brown leather strap. ISO 22000 policy
for grooming should be followed in restaurants and kitchens as
applicable.

17. Uniforms: Most hotels have a uniform department that store staff
uniforms. Uniforms are designed keeping in mind the type of service
being offered. Hotel department managers have their own attire and
sport a corporate look. As a rule, it is important to keep one’s uniform
clean, always laundered and ironed. Avoid wearing soiled uniforms as
it reflects your identity as well as the brand of the hotel you are
employed with. Uniforms should be spotless, well ironed and without
crease. It should appear fresh, not faded. Loose threads or broken
buttons should be attended to. Cuffs and collars should always be clean
and without stain.

18. Socks are required to be changed daily and should be without pattern.
These should be odor free, with intact elastic and clean always. During

4. Glove Policy: is the wearing of gloves during food preparation.
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the monsoon season, it is wise to carry your socks with you to work
and change on reaching the hotel. Wearing wet socks during the day
can result in you catching the ‘flu. At the same time wearing wet socks
can result in sock odour. This can be extremely powerful if not checked.
It is also better to keep an extra pair of socks in your locker during
inclement weather.

19. Shoes: Should be well maintained, polished and in good repair. Most
hotels have a company standard as to what brand of shoes are permitted
to be worn. If you enjoy a stipend and have an open hand in your
purchase, choose something that goes well and at the same time has a
comfortable sole and heel.

20. Belts: Belts should be worn with pants. Most hotels advocate simple
buckles to be worn along with a belt not more than 1.5” wide. These
should be polished well and not cracked.

21. Inner Garments: Undergarments are always to be clean. Choose inner
wear that is comfortable. A vest is required to be worn as it absorbs
excess perspiration and prevents the formation of visible sweat on the
shirt.

22. Name Tags: The name tag is indicative of your identity - wear it with
pride. Ensure that the tag is always spelt correctly and polished.

Grooming for Ladies
While some aspects of grooming for ladies and gents would be similar in

terms of key requirements, there are key differentiators that will be discussed in
this section. One thing that is of paramount importance is that ladies dress
elegantly and modestly. Any trace of immodesty can be very embarrassing to
customers, who could make their own assumptions. There is nothing more
impressive than a well-dressed, genial, modest and attractive lady.

1. Hair Styles for Ladies: The hair should be trimmed regularly. It
should not touch the face and should be oil free. Most hotels do not
encourage their associates to colour their hair.

Recommended hairstyles that most hotels encourage are appended
herewith:

Longer than shoulder length hair should be cut to even length,
straight and tied at the centre of the nape.

Most hotels prefer simple hairstyles with hair cut short or just
above the shoulder. Some hotels advocate having their lady
associates in traditional dress like a sari with the hair wound into a
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bun and secured at the back of the head or above the nape with a
black net.

Those associates who work in wellness areas are usually allowed
to wear a ponytail or a braid, not longer than nine inches.

Some points to keep in mind for appropriate hair maintenance for
associates working in hotels:

Wash your hair as required, to avoid dandruff and to maintain
bounce in the preferred style.

Avoid wearing plastic or colored bands. Items worn in the hair are
required to match natural hair color.

Hair that is curly or permed should be neat and restrained, brushed
away from the face.

2. Makeup: Almost all service establishments encourage lady associates
to wear make-up. However, these are required to be kept simple to
enhance the face and focus on the associate’s natural beauty.

Some points that you may keep in mind while applying make-up.

Wear light make-up.

Foundation is to be worn to avoid an oily complexion.

Eye shadow should be subtle and not excessive.

Eyeliner if worn should be thin, straight and applied neatly.

Lipstick if worn should be a sober matte color.

3. Fingernails and Toenails: Most ladies like to wear their nails long,
however in the hospitality industry the physical work requires one to
keep them short. Always remember to keep your nails short, shaped
and clean. If you choose to wear nail polish, a transparent, light or
neutral colour would be ideal. Cover the entire nail with nail polish and
avoid gaps and cracks. Nail art is usually discouraged. Toenails should
be covered in the same nail paint.

4. Jewellery: Most hotel establishments allow their lady associates to
wear jewellery. These once again should be subtle and not excessive. It
is desirable to wear one set of earrings, usually diamond or pearls.
Dangling earrings are discouraged as they tend to come in the way of
the wearer and can be a distraction. Two thin bangles can be worn,
preferably gold or silver along with a thin gold or silver chain around
the neck.
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5. Socks: While wearing closed shoes it would be advisable to wear ankle
socks to keep the feet from slipping out of the shoe.

6. Shoes: Open footwear are usually paired with saris. Care should be
taken to ensure these are well polished and in good repair with a
minimum of half inch heel. Stilettoes and flat shoes are unavoidable.

Tattoos: Visible tattoos for both sexes are discouraged.

Most hotel establishments have a code of conduct with regards to grooming
standards, the ones listed here are generally acceptable standards. You are
required to check with the hotel what their standards are and adhere to them
accordingly.




