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Abstract. Increased productivity is one of the least studied and challenging aspects of
hotel and restaurant business management. The requirement to ensure productivity growth
in order to survive and sustain business, including in Syria’s resurgent hospitality industry,
is becoming increasingly important for managers. The active work of hotel managers in moti-
vating and controlling staff in hotels should be a relevant and popular element in the deve-
lopment of a modern entrepreneurial culture, and better service. This article discusses what
service productivity means, especially in the hospitality industry. This is confirmed by a study
of the degree of compliance of the respondent hotels, which have become the object of
the study, and labor productivity indicators in order to find a suitable standard of measure-
ment and management system for the hotel industry in Syria. The article also provides
an overview of the latest trends in the hotel business of Syria and a detailed analysis of
the current tourism situation in Syria, including the study of the productive capacity of
the labor force in the field of tourism and hotel in Syria on the basis of age, gender and educa-
tional level of workers in this field. This study has an important impact in determining how to
increase production capacity in the sector of tourism and hotel in Syria.

Keywords: labor productivity; tourism; measurement; standards; entrepreneurial cul-
ture; efficiency; hotel business; Syria

Introduction

Increasing productivity and developing labor capacity to deliver the best ser-
vices are the most important entrepreneurship tools in the hotel industry. Produc-
tivity in hotel and restaurant operations is measured on the money spent, and not
on the money earned in business management. The two main sources of spending
are food and labor costs. When minimizing costs to reduce overall costs, labor costs
should also be taken into account. There were several methods used to calculate
restaurant performance and to control costs, knowing that this particular gesture
was necessary for the success or failure of the institution. Some of them are the use
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of customer invoices or receipts that indicate the number of customers waiter
waited per hour; daily analysis of the total working time used by each customer
who is served through the payroll; measuring the remaining food each day to indi-
cate an increase in price or an increase in serving size; taking into account the cost
of food for each customer once in a while to check the profitability and accuracy
of the order; and check tickets to find out how add-on sales are doing. The above
methods explain only the side of the point of view of the restaurateur to measure
performance; nonetheless, customer perspective is another thing. The relationship
between quantity and output and the amount of input used to generate this result is
called performance (Hovenga, 2010).

Performance is used as a measure of the efficiency of using resources to
achieve the goal of organizations. However, the manual function does not end with
the result of production, as well as the measurement of output value added manage-
ment. It represents the wealth created by the production process or the provision
of services. Value added measures the difference between sales and the cost of
materials and services incurred to generate sales. The hospitality industry is de-
scribed as the fastest growing sector with the creation of the best jobs sector. It also
has a reputation for poor working conditions due to a number of factors. These
factors are the low density of trade unions, work characterized by low wages and
low qualifications of requirements, shifts and night work (Bondarenko, 2006.).

Thus, this study focuses on the work of various hotels in various Syrian cities and
the study of problems that hinder the effectiveness of hotel work in Syria as a whole.

Theoretical basis for labor productivity

A review of relevant literature provided a solid basis for these studies. The struc-
ture that was guided by the research activities in this article is based on the official
theory, according to which it was developed using an established, consistent ex-
planation of certain types of phenomena and attitudes (Dracheva et al., 2009).

A well-known Russian hotel business specialist A.D. Chudnovsky describes
a model of feedback of production work of employees in the hotel business. And
the mechanism for measuring their performance and, consequently, the effective
work of the hotel in its different sections, this model is reflected in Figure 1.

Thus, in order to achieve high hotel performance, it is necessary to measure
the production labor of workers in this sector and solve the barriers and problems
that they face in their work, hence increasing their productivity to provide the best
services to the clients of these enterprises.

And to understand the purpose of the study, the researcher used the System
Theory, which is an interdisciplinary field of science and the study of the nature
of complex systems in nature, society and science. More specifically, it is a struc-
ture with which you can analyze and/or describe any group of objects that work in
concert to produce some result.

An TPO model was used in this study. The Input — Process — Output Model,
also known as the IPO Model, is a functional model and conceptual diagram of
a common system. These conceptual data models take a more abstract perspective
by identifying the main things, of which the things you have to deal with are just
examples (Chudnovsky, 2003). The model was used because it will clearly define
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the directions of the fundamental conclusions of the study. Figure 1, shows a
schematic diagram of the variables used in the study. Contribution is what influ-
ences change in organizations.

ENTRANCE é PROCESS é OUTPUT

fProﬁle of respondents;\

Labor productivity;
Practice of hotels;
Material management;
Practice of

Different measurement
performance

\ _J

ﬂnterviews with respondents\

Statistical analysis and
testing of significant difference;
Labor calculation;
Measuring performance

and concerns;
Developing proposed

\ criteria for productivity )

v

-

WORK EFFICIENCY,

\—

LABOR,

~

MEASUREMENT
hur_nan resources; as an empirical analysis AND MANAGEMENT
PraCthe managem.ent; in setting up a hotel; STANDARDS
Practice leadership; Identify problems FOR HOTELS

J

FEEDBACK

Figure 1. Research paradigm

Source: Chudnovsky A.D. Management in tourism and hotel industry: a training manual. 2™ edition.
Moscow: KNORUS Publ., 2006. 160 p.

In this way successful practice to identify elements that can make more dis-
crepancies in one or another part of the model, modeling of business models, how
the infrastructure is built, how far the organization will use unmanaged as input.
Inputs consisted of a hotel and restaurant profile, a profile of managers, a profile
of employees, best practices in a hotel, labor costs, labor, practicality of hotel per-
formance, total number of employees, staff time, income of a hotel, material mana-
gement practice, personnel management practice, and leadership management prac-
tices. Inputs were processed by comparing hotel productivity practices, proven
labor efficiency, using participating hotels versus better labor productivity and
indicators at Cornell University, evaluating the degree of compliance of labor
practice productivity, checking significant differences, measuring labor producti-
vity — empirical analysis identify problems and develop proposed criteria for per-
formance framework (Saak, Yakimenko, 2012).

Methods

The researcher used a random sample, since the target respondents met certain
practical criteria, such as accessibility, geographical proximity, and accessibility at
a certain point in time or their desire. The method of statistical comparisons (correla-
tion analysis) was used on the basis of systematization of actual factual material and
publications on the Syrian hotel business. As sources of material were also used
studies to identify factors that affect labor productivity in various hotels in Syria.
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Results

Syria is one of the most important tourist destinations in the Middle East and
in the world, because it has all the elements of tourism, as where Syria has
the oldest archaeological, tourist and religious monuments in the world, the oldest
castles, streets and churches in the world — picturesque the nature of the sea
and deserts, mountains and rivers, as well as an important strategic location of
the Middle East — this is the point of contact between Asia and Europe and many
other features. Syria has become a major event in the field of tourism and hotel
business, especially between 2007-2010. The number of tourists arriving in Syria
reached about 8.5 million tourists in 2010, which is equivalent to 40% of the pop-
ulation of Syria. However, the period between (2011-2018) was a significant de-
cline in the contribution of the tourism sector to gross domestic product (GDP)
and employment due to the ongoing war in Syria.

The period of the war greatly influenced the number of tourists coming to
Syria, especially in 2011-2016, where there was the most declines in the number
of tourists (Figure 2).
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Figure 2. The forecast number of tourists coming to Syria between 2009-2019 (million tourists)

Source: Compiled by the authors on the basis of: Forecast of the number of tourists coming to Syria
between 2009-2019 (million tourists). URL: https://en.wikipedia.org/wiki/Tourism_in_Syria#cite_note-12;
https://riafan.ru/1121116-siriya-sar-nadeetsya-uvelichit-chislo-turistov-do-dvukh-millionov-v-2019-godu;
https://muraseloOn.com/ (accessed: 09.12.2018).

Based on the above statistics, we can conclude that the sector of tourism and
hotel business has suffered greatly, especially in the period 2011-2016, and since
2017, it began to be caught gradually and it is expected that in 2019 there will be
2 million tourists, and — this number is coherent with improved security and polit-
ical and economic situations. There are a huge number of hotels in different cities
of Syria, and they have done research at 41 hotels'.

The development of tourism and hotel sector in Syria in the coming period
depends greatly on improving the quality of services provided. Therefore, analyz-

! Hotel Syria. URL: https://www.tripadvisor.com/Hotels-g294010-Syria-Hotels.html (accessed:
12.01.2019).
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ing how the development of the currency is considered one of the most important
current trends for the advancement of tourism and hotel sector in Syria. Among
the respondents are employees and managers of participating hotels. These are
100 employees and managers in 9 hotels with a restaurant in Homs. They were
selected as participants in the study thanks to their knowledge of the practice of
labor productivity, and they were directly involved in the work of the hotel.
The distribution of participants is shown in Table. All participants were from 9 ho-
tels (in different Syrian cities). All questionnaires were received by the researcher
and accepted as valid. Most participants come from Hotel 1, which is 15%, and
the smallest number of participants from the hotel 9 — 4%. The table shows that
most of the position in hotel operations was considered due to the complexity of
the operation. Hotel services provide the highest level of service quality, so the
workforce must have the necessary skills and knowledge to perform tasks?.

This method was used to assess labor productivity in various hotels and de-
partments in Syria. In Table is shown a righteous analysis of hotels in different
Syrian cities and different departments and the number of employees who partici-
pated in this study.

Table
Distribution of participants

Hotels Management Various sections Amount Percent
of the hotel
Hotel 1 5 10 15 15
Hotel 2 4 9 13 13
Hotel 3 3 9 12 12
Hotel 4 6 7 13 13
Hotel 5 5 5 10 10
Hotel 6 6 7 13 13
Hotel 7 3 7 10 10
Hotel 8 6 5 11 11
Hotel 9 2 2 4 4

N
=
[$)]
©

Total participants 100 100

Source: compiled by the authors.

Thus, this division for participants in different Syrian hotels helps us to un-
derstand in which department of staff work efficiency and adequate in different
hotels and to identify shortcomings in hotels and increase the efficiency and effec-
tiveness of hotels in various Syrian cities.

Figure 3 shows that 64% of respondents are between the ages of 20 and 28
years old, 24% of respondents are in the range of 31 to 39 years old, and 6% of
respondents are between 18 and 19 years old. Many of the respondents have just
graduated from college and are at the elementary level. Basically, the trend of col-
lege graduates is to seek employment immediately after graduation and live for at
least three years as an investment in their career growth.

2 Hotel business — hospitality industry. URL: http://www.new-hotel.ru/site/bild/classification/
world-systems/ (accessed: 21.12.2018).
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Figure 3. Age of respondents

Source: Compiled by the authors.

Thus, we can conclude that the majority of workers in the hotel business in
Syria and the age of between 20-28 years. But, unfortunately, during the war,
the hotel sector lost most of this age group, some of which left and some were
forced to work in other sectors. Therefore, it is necessary to work to improve
the security and economic situation and, thus, to achieve stability and prosperity
in the hotel sector in particular and the economy in general in Syria.

Figure 4 shows that 47% of respondents are women, and 53% of them are
men. The figure shows evidence that the hospitality industry requires an attractive
personality to attract guests. This may be one of the main factors that lead to gen-
der segregation in access to economic opportunities among entrepreneurs and em-
ployees: gender differences in time (mainly due to differences in care responsibili-
ties), gender differences in access to production costs’.

O

Figure 4. Gender of respondents

Source: Compiled by the authors.

3 World Tourism Organization (UNWTO) report. 2016. P. 13. URL: http://www2.unwto.org/
sites/all/files/pdf/annual_report 2016 _web_0.pdf (accessed: 12.10.2018).
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In the article Women in the Hotel Business (Brownell, Walsh, 2008) it was
mentioned that in hospitality organizations women — whether consumers, employ-
ees or managers — face gender-related di-lemmas that are particularly difficult and
acute. Experts in the tourism and hospitality industry emphasized that the indivi-
dual has a high weight during the screening process, although, of course, when
candidates are hired, they always have an amazing and pleasant personality, where
mostly attractive and intelligent women are on the front line (Harrison, 2003).

The hospitality industry believes that employees at the front help in brand-
ing a business. Therefore, it is very important to understand how best to motivate
employees, as well as develop processes and strategies to ensure the basic deliv-
ery of outstanding service and the creation of an impressive brand. Figure 5 shows
that 69% of respondents are undergraduate graduates, 26% have completed voca-
tional training courses related to the hotel and restaurant management program,
and 5% of respondents are high school graduates.

m college graduate
= vocational education - HRM

= high school graduate

Figure 5. Achievements in education

Source: World Tourism Organization (UNWTO) report. 2016. P. 13. URL: http://www2.unwto.org/
sites/all/files/pdf/annual_report_2016_web_0.pdf (accessed: 12.10.2018).

Thus, a study conducted in which an attempt was made to apply methods for
assessing labor productivity in hotels in Syria showed that many factors, such as
age of employees, their gender and level of education and culture, affect the produc-
tivity of hotel companies’ employees, therefore it is necessary to work on develop-
ping these aspects especially after the end of the war, which led to a significant
reduction in the labor force in the hotel sector in Syria. Therefore, it is necessary
to develop a strategic plan for the development of the hotel sector as a whole and
to improve working conditions (for example, increasing the salaries of employees
and advanced training courses that contribute to the development of the hotel sec-
tor as a whole.

The results of the study were as follows:

1) hotel profiles vary from the implementation of the practice of productivity,
despite the fact that, being in the same category of hotel, that is, in a standard hotel;
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2) taking into account the indicators of the practice of increasing labor
productivity in the three areas of the material, the aspects of personnel manage-
ment and management, all participating hotels observed such indicators. The most
observable indicators: inventory, use of the corresponding set and to show leader-
ship on an example;

3) the results of testing hypotheses show that there is no significant difference
between the ratings of participants on the degree of compliance with the practice of
labor productivity. Thus, the hypothesis is accepted questions, and the problems of
the participating hotels in the practice of measuring labor productivity consist of
technological progress, lack of career growth and productivity, and labor costs;

4) developing the ability of the workforce to provide the best available services
is one of the most important tools for the success of the hotel industry in general,
so it is necessary to provide new services and unique ways to encourage and attract
tourists to visit Syria, one of the best tourist countries in the world, and opened
the way for the development of tourism research and labor in the future in Syria.

Conclusion

Based on the results of this study, the following conclusions were made.

1. It is concluded that the measurement of labor productivity in hotel indicators
and it is important to monitor the performance of human resources, and sent to
become standards, although there are others that are weak and should be even more.

2. Statistics have concluded that the group of respondents has a similar un-
derstanding of the extent of the practice of measuring productivity.

3. It is largely explained that success in the hotel business will not only rely
on the number of employees, but will depend on the efficiency of each of them.
Moreover, profitability ratios in proportion to each other depending on labor produc-
tivity mean that the more the hotel increases the number of its employees, the greater
the cost of labor and the lower the productivity that an employee can produce.

4. In addition, despite the fact that hotel respondents practice indicators, man-
agers and staff still face problems and challenges, such as technological advance-
ment, lack of career paths and retention programs, lack of awareness of the impact
of productivity practices and their cost and lack of bankruptcy recovery plans or
dilapidated financial health. Therefore, it is necessary to formulate an individual
productivity measurement and hotel management standards to help hotel owners
increase their productivity while effectively addressing the company's objectives.

References

Brownell J., Walsh K. (2008) Women in hospitality. The SAGE handbook of hospitality mana-
gement (pp. 107—128). Thousand Oaks, CA, Sage Publications Ltd.

Chudnovsky A.D. (2003). Turizm i gostinichnyy menedzhment [Tourism and Hotel Manage-
ment]. Moscow, Tandem Publ. 447 p. (In Russ.)

Chudnovsky A.D. (2006). Menedzhment v turizme i gostinichnom khozyaystve [Management
in tourism and hotel industry: a training manual]. 2" edition. Moscow, KNORUS Publ.
160 p. (In Russ.)

310 INDUSTRIAL ORGANIZATION MARKETS



Anxammya M.®@., 30008 A.M., Anmbiipku X. Becmuux PY/JH. Cepusa: Sxonomuka. 2019. T. 27. Ne 2. C. 303-312

Dracheva E.L., Zabaev Yu.V., Ismaev D.K. et al. (2013). Ekonomika i organizatsiya turizma:
mezhdunarodnyi turizm [Economics and organization of tourism: international tour-
ism]. Moscow, KNORUS Publ. 576 p. (In Russ.)

Harrison J. (2003). Strategic analysis of the hospitality industry. Cornell Hotel and Restau-
rant Administration Quarterly, 44(2), 139-152.

Hovenga E. (2010). Health care services, information systems & sustainability. Studies in Health
Technology and Informatics, 151, 16-29.

Saak A.E., Yakimenko M.V. (2012). Menedzhment v industrii gostepriimstva (gostinitsy i res-
torany): uchebnik [Management in the hospitality industry (hotels and restaurants):
textbook]. Moscow. 432 p. (In Russ.)

Simpao K.J. (2018). Labour Productivity Measurement and Control Standards for Hotel. Journal
of Service Science Research, 10(1), 25-76.

Article history:
Received: 01 April 2019
Revised: 30 April 2019
Accepted: 29 May 2019

For citation:

Alhammoud M.F., Zobov A.M., Almyshrqi H. (2019). Labor performance as one of the
elements of personnel control and management in hotels in Syria. RUDN Journal of Eco-
nomics, 27(2), 303-312. http://dx.doi.org/10.22363/2313-2329-2019-27-2-303-312

Bio notes:

Morhaf Farhan Alhammoud — postgraduate student, Department of Marketing, Peoples’
Friendship University of Russia (RUDN University). E-mail: alkhammud@mail.ru
Alexander M. Zobov — Cand. Sc. (Econ.), Head Department of Marketing, Peoples’ Friend-
ship University of Russia (RUDN University). E-mail: a_zobov(@mail.ru

Hassan Almyshrqi — Dr. of Econ., Dean of the Faculty of Tourism, Al-Baath University.
E-mail: hassanl@hotmail.com

HayyHas ctaTbs

Mpoun3BoauTEeNbHOCTb TPYAA KaK OOUH U3 3JIEMEHTOB
KOHTPONS KaApPOB 1 ynpaBneHusa B otenax Cupuu

M.®. Aaxammyn ', A.M. 30608!, X. Aambimpku?

"Poccuiickuil yauBepcuTeT apyKObl HAPOIOB
Poccuiickas @edepayus, 117198, Mockea, yn. Muxnyxo-Maxkaas, 6
2VuuBepcuter Anb-baac
Cuputicxas Apabckas Pecnybnuxa, Xomc, a/sa 77

IloBbIIIEHUE MMPOU3BOAUTCIIBHOCTU TPYAdad — OAUH U3 CaMbIX MaJIOU3YUCHHBIX U CJIOXKHBIX
ACIICKTOB YIPAaBJICHHUA TOCTHHHULIAMU H PECTOPAHHBIM OH3HECOM. TpeGOBaHI/Ie 00eceYnTh
POCT NPOU3SBOAUTCIIBHOCTU TPYyJa C LCJIbIO BBDKUBAHUA U MMOAACPKAHUA 6H3Heca, B TOM 4YHC-
JIC B BO3pOXKAAarOMEMCI TOCTUHUYHOM ousHece CI/IpI/II/I, CTaHOBMTCS BCe 00Jiee BaKHBIM JUIA
MCHCIPKCPOB. AKTHUBHas 1eSTeIbHOCTh TOCTUHUYHBIX MCHCPKEPOB [0 MOTHBAlU U KOHTPO-
JIY0 I€pCOHAJIA B OTEJIAX JOJDKHA OBITH AKTyaJIbHBIM U BOCTpe6OBaHHI>IM 3JIEMEHTOM Pa3BUTHUSA
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COBPEMEHHOM IpeIIPHHAMATEIBCKON KyIbTyphl U yIyUIIeHHs o0cmykiuBaHus. B cratee pac-
CMOTPEHO 3HAYECHHE MPOU3BOAUTENBHOCTH TpyAa B cepe yClIyT, Mpexae BCero B MHIYCTPUH
rocrenpuuMcTBa. [IpoBezieHO HCCleIOBaHNE CTETIEHH COOTBETCTBHSI CUPUHUCKIX TOCTHHHIT TTOKa-
3aTesIM TPOU3BOIUTEIBHOCTH TPY/la, HAallpaBICHHOE HA OOHApPYKCHHE MOAXOJSIIETO CTaH-
JapTa U3MEPEHUs MPOU3BOAUTEIBLHOCTU TPy la U (POPMUPOBAHUE MPOTYKTUBHON CUCTEMBI
yIpaBJeHUs: TOCTUHUYHON uHaycTtpueil B Cupuu. JJaH 0030p nociaeqHux TEHASHIUI B TOCTH-
HUYHOM OW3HECE CTpaHbl, a TaKXKe MOAPOOHBIH aHANN3 TEKYIIeH TYpHUCTHYECKOW CHTyalnH,
B TOM 4YHCJIE€ U3YYCHBI IIPOU3BOICTBEHHBIC BOZMOXXHOCTH padoUeil CHIIBI B cpepe TypH3Ma H
TOCTUHUYHOTO OM3HECA C Yy4eTOM BO3pacTa, Mojia U YpoBHS 00pa3oBaHUs PaOOTHUKOB ATOM
obnactu. MccnenoBanue MOXeET OBITh TTOJIC3HO B ONPEJCICHUN (PAaKTOPOB YBEIHMUYCHHUS IPO-
H3BOJICTBEHHBIX MOIIHOCTEH B CEKTOpPE TypH3Ma U TOCTHHUYHOTO OusHeca B CHpHH.

KnioueBble cjIoBa: NPOU3BOJUTENBHOCTh TPYAA; TYPU3M; HM3MEpPCHHE; CTAaHAAPTHI;
MPeINPUHAMATENBCKAs KyNbTypa; 3pPEeKTHBHOCTD; TOCTUHIYHEIHN Om3Hec; CHpHs
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