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ABSTRACT 
 

The hospitality industry has undergone far-reaching changes based on discussions 

held with industry representatives. Due to the rapid development of accounting 

systems there is an over reliance on systems to control costs. This influences the 

accounting skills of department managers, which are insufficient to manage their 

departments effectively. The research investigates the role and relevance of 

accounting skills amongst department managers of selected hotels in Cape Town. 

The research methodology employed a semi-structured questionnaire that was used 

to collect quantitative and qualitative data. The focus was on selected three-star (3) 

and five-star (5) hotels within Cape Town. The findings were drawn from a small 

sample of 45 hotels, among which 35 participants from the 45 hotels completed the 

questionnaire. A review of literature identified a strong need for department 

managers to have accounting skills, but there is limited evidence whether they 

actually hold these skills. Statistical analysis of the responses revealed that less than 

50% of the participants were confident that they had sufficient accounting skills to 

manage their departments effectively. Two key issues were identified (1) the benefits 

of accounting skills (2) the need for formal accounting skills training. If the findings 

and concerns of the lack of accounting skills are not addressed it will affect cost 

control, costs will increase and profitability will be negatively affected. 

Recommendations include more interaction and forging links between academia and 

industry. A challenge for hospitality academics is review current financial 

management training provided and introduces mentorship programmes to develop 

the accounting skills of department managers.  
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CHAPTER ONE 
INTRODUCTION  

 
1.1 Introduction  

  

Globally speaking, the hospitality industry is one of the fastest growing sectors 

(Watson, 2008:758). South Africa is no exception to this phenomenon, as hospitality 

and tourism comprise one of the leading growth industries within South Africa. 

Tourism, in alignment with the hotel industry, has immense potential to create 

economic growth and employment opportunities. In order to realise this potential and 

meet the changing demands of the market, the hospitality industry must continually 

evolve: “The emergence of new business models, concepts and knowledge, forces 

the hotel industry to undergo restructuring at various levels to meet the current global 

and local business needs” (Harris, 2006:634).  

 

 Hotels operate in a very competitive and dynamic environment where consumer 

trends change frequently. In this environment, department managers need an edge 

to stay ahead of their competitors. The researcher is of the opinion that general 

managers evaluate the performance of their department managers on the basis of 

the department’s financial performance. A department manager requires a 

combination of competencies and knowledge to manage his or her department 

effectively.  

 

Financial skills are vital to the success of any business, and the hotel industry is no 

exception. Drawing on the work done by Kay & Moncarz (2004:285), it can be argued 

that hotel professionals should be properly equipped with the knowledge, skills and 

aptitudes necessary to enable them to face the industry challenges and ensure future 

success. Fawcett (1996:17) concurs, noting that competence and confidence in 

handling and analysing numerical data is an essential skill for managers today. 

Accounting is a significant component of strategy, drawing together all the individual 

elements involved in planning, implementing and controlling the business strategy 

(Collier & Gregory, 1995:16).  

 
A department manager has to be competent in their analysis of financial information 

and applying this in decision-making. Downie (1997:305) observes that there is a 

fundamental link between management decision-making, customer satisfaction and 

profitability. 
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1.2 Background to the study 
 

The researcher is of the opinion that knowledge of financial management and 

accounting will enhance the skills and performance of any department manager. 

Understanding accounting and interpreting financial information play a major role in 

the success and sustainability of the hotel establishment. DeSouza and Awazu 

(2004:114) insist that department managers require accurate knowledge and 

financial skills to control operations and effectively utilize financial information. 

 

From discussion and consultation with industry representatives for this research 

study, it emerged that the South African hotel industry values practical skills above 

analytical skills in junior and middle management positions. The trend within the hotel 

industry is for top management to employ people with practical skills; analytical skills 

are deemed less important, whereas problem-solving and decision-making skills are 

essential for any manager (Connoly & McGing 2006:59). Financial controllers are of 

the opinion that department managers have insufficient accounting and financial 

skills to minimise costs and optimise revenues to maintain profits and add value to 

the bottom line (Burgess 2007:188). Damito and Schmidgall (1991:219) concur that 

accounting will be one of the key skills for hospitality managers in the future. 

 

In light of this, a research study was undertaken to investigate department managers’ 

financial management knowledge and accounting skills within the hotel industry.  

 

Hospitality recruitment agencies hold the view that hotels employ for operational 

purposes and focus on practical skills acquired within a hotel or at an educational 

institution. Thus in the majority of cases, the recruitment of hospitality employees is 

based on practical skills and work experience. But these operational employees are 

ultimately promoted to department manager, general manager, yield and revenue 

managers, food and beverage and rooms division managers of the hotel. The 

efficient operation of these departments is dependent on the analytical, business and 

decision-making skills of the department managers. In an increasingly competitive 

marketplace, a key challenge for management is to minimise costs and optimise 

profitability (Burgess 2007b:161).  
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Burgess (2007:188) emphasises that financial management knowledge and 

accounting skills amongst department managers of hotels will add value to the 

operations and increase the profitability of the hotel. There is a need for research to 

provide data regarding the current accounting skills and financial management 

knowledge of department managers. The data and information gathered from the 

respondents will be extrapolated to assist hotels and educational institutions. The 

findings will serve to enhance the skills of hotel school graduates and help equip 

future managers to deliver a better service to hotels. 

 

1.3 Problem Statement 
 
Financial management knowledge and accounting skills amongst department 

managers in the hotel industry within the Cape Town metropolis are inadequate. 

“Hospitality graduates need a solid foundation in accounting and finance for all entry 

level management positions” (Garavan et al., 2006:252) 

 

Sub-problems to the study 
 
1.3.1  Sub-problem 1 

The lack of financial management knowledge and accounting skills has an impact on 

the efficient management of the departments in the hotel. 

 

1.3.2  Sub-problem 2 

The department manager of the hotel is ineffective as the hospitality industry does 

not consider financial management knowledge and accounting skills important. 

 

1.3.3 Sub-problem 3 

Department managers are unable to optimise profitability within their department, as 

their financial management knowledge and accounting skills are inadequate. 

 

1.3.4 Sub-problem 4 

The current internal and external training provided by hotels is insufficient to meet the 

need for financial management knowledge and accounting skills among department 

managers. 
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These problems are identified in part through the research done by Burgess 

(2007:200), in which financial controllers and hotel managers expressed their 

concern that losses were occurring due to a lack of effective and informed 

management.  

 
1.4 Objectives of the Study 
 
The objective of this study is to investigate the current financial management 

knowledge and accounting skills of department managers in the hotel industry within 

the Cape Town metropolis.  

 

Sub-objectives of the study: 

 

1.4.1 Determine and describe the financial management knowledge and accounting 

skills required of department managers for efficient management of their 

departments 

 

1.4.2 Determine and describe the extent of the hospitality industry’s lack of 

emphasis on the importance of financial management knowledge and 

accounting skills 

 

1.4.3 Determine and describe the financial management knowledge and accounting 

competencies required by the department manager to optimise profitability 

 

1.4.4 Determine and describe a comprehensive financial management competency  

 training strategy for department managers 
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1.5 Research Design and Methodology 
 

Given the positivist position adopted to address the stated problem and to meet the 

objectives of the research, the study employed a quantitative research methodology 

using a structured questionnaire as a survey instrument. An investigation was 

conducted among department managers within three-, four- and five-star hotels 

within the Cape Town metropolis. This area includes all the three-, four- and five-star 

hotels within the City Bowl and the Southern Suburbs, up to and including south of 

the N7.  

 

The hotels were initially chosen according to their star rating. A randomised sample 

was then selected, representative of the hotels in the Cape Town metropolis. The 

sample consisted of respondents from a total of 50 hotels: 10 were department 

managers employed at three-star hotels, 25 at four-star hotels, and 15 at 5-star 

hotels within the Cape Town metropolis. 

 

The general manager or head office of the hotel group of the three-, four- and five-

star hotels was contacted telephonically for an appointment in order to request 

consent to conduct the research within their hotel or group of hotels. They were 

informed about the research study and a questionnaire was made available for their 

perusal. The general manager and/or head office group was informed that the 

completion of the questionnaires by their department managers was voluntary. 

Moreover, the participants could withdraw from the study at any time. Their 

participation was anonymous and their responses kept in the strictest confidence 

(Appendix: A.). 

 

1.6 Demarcation of the Research 
 

The research was restricted to three-, four- and five-star hotels within the Cape Town 

metropolis. The hotels selected each had a minimum of 50 rooms and comprised a 

number of departments, including front office, rooms, bar, restaurant, banqueting, 

housekeeping, maintenance and kitchen departments. An investigation was 

conducted to evaluate the relevance of financial management knowledge and 

accounting skills amongst department managers.  
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1.7 Significance of the Research 
 
The thesis examines the relevance of financial management knowledge and 

accounting skills among department managers of hotels in the Cape Town 

metropolis. The data will help clarify the roles and responsibilities of department 

managers, resulting in improvement in efficiency within the department and the hotel 

as a whole. The findings of the study should lead to better utilisation of financial 

information by department managers, and more active participation in the value 

added to the bottom line of the hotel. The information extrapolated from the study 

should also lead to better use of assets, while at the same time empowering 

department managers. 

 

According to the research undertaken by Burgess (2007:188), continual development 

and improvement in technology has meant accounting processes have been largely 

automated. Responsibility for financial control has migrated towards department 

managers and away from the accounting area. This leads to decision making moving 

down the hierarchy, and the decentralisation of functions. 

 

1.8 Limitations of the Study 
 

Limited research has been done on this specific topic in the South African context, 

which means that a large portion of the literature accessed concerned hotels in 

Europe, America and Asia.  

 

Some department managers and general managers of hotels were suspicious of the 

questions asked in the survey, so were not willing to participate in the study. Again, 

some hotels were reluctant to make their department managers available to complete 

the questionnaire, citing time constraints or sensitivity of information gathered. It was 

thus challenging to obtain a representative sample from which to gather the primary 

data. 

Several of the available published sources are more than ten years old, but are still 

relevant to today’s context. The questionnaire focused on department managers and 

their perceptions of the financial information they have access to, which resulted in 

some questions being left unanswered.  From a practical perspective, this survey is 
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one of the first attempts to find data relating to financial management and accounting 

skills among hospitality department managers within the Cape Town Metropolis.  

 

1.9 Outline of the study 
 

Chapter 1:  Introduces the background to the research, the problem statement, the 

study’s objectives and research questions, and the general concepts of financial 

management knowledge and accounting skills 

 
Chapter 2: Is dedicated to a broad literature review connected to general 

management competencies, financial skills required by managers, and how financial 

management knowledge and accounting skills influence competencies and effective 

management on the part of the department manager. 

 

Chapter 3: Presents the research design and methodology that were applied in the 

investigation of the research problem. The methodology used to collect both primary 

and secondary data is explained. 

 

Chapter 4: Provides a presentation of the data collected, an analysis of the data 

collected in terms of the research problem, and an account of how this relates to 

previous studies canvassed in the literature review. 

Chapter 5: Discusses the findings, provides recommendations of how to address the 

research objectives, and indicates the areas requiring further research in respect of 

departmental hotel management. 

Chapter 6: Concludes the research. 

 

1.10 Summary 
 

The research problem, purpose of the study, sub-problems and objectives and sub-

objectives of the research have been identified. The research design and 

methodology have been described, and the literature review adumbrated. This review 

constitutes the subject matter of Chapter Two.  
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CHAPTER TWO 
 

LITERATURE REVIEW 
2.1 Introduction 

In Chapter One, it was suggested that this investigation should lead to an estimation 

of the importance of financial management knowledge and accounting skills among 

department managers of hotels. Such investigation cannot be carried out without 

putting the concept of management into perspective. This chapter reviews and 

discusses a number of research papers written on this topic. It will point to literature 

highlighting the financial management knowledge, accounting skills and gaps faced 

by department managers within the hotel industry. It intends to show the importance 

of these skills and competencies for managers to manage their departments 

effectively. 

This literature review examines the relationship pertaining to general management 

principles and competencies. It intends to show the impact of hospitality 

management education, financial management knowledge and accounting skills 

within the hospitality industry, with specific reference to department managers and 

their role within the hospitality industry.  

This review is something of a conundrum, given the diverse nature of the hospitality 

industry. It is not easy to define the skills and competencies a department manager 

or hotel management diploma graduate requires in order to be effective within the 

hospitality industry. Nevertheless, among the various hotel groups within South 

Africa, certain management skills apparently lacking among department managers 

have been identified. These management skills or competencies include financial 

management knowledge and accounting skills.  

The literature will emphasise several areas, including industry expectations, 

hospitality management development practices and department managers’ financial 

management and accounting knowledge. There will be a particular focus on the role 

of accounting skills and financial management knowledge within the industry. The 

review seeks to establish the level of financial management knowledge and 

accounting skills among department managers, and to assess whether these are 

essential competencies that they require to manage their departments effectively.  

A range of studies was conducted during the 1990s, revealing various viewpoints 

regarding the required and/or most important competencies needed by department 
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managers. Zaleznik (2004:171) focuses on organisational structure and processes, 

emphasising building competence, control and the appropriate balance of power, 

while Sandwich (1993:43-62) developed the company domain competency model, 

which included conceptual, creative, leadership, interpersonal, administrative and 

technical skills. Zaleznik (2004:173) argues that he had omitted an essential 

leadership element from his article written in 1997, one that encompasses the 

elements of inspiration, vision and human passion, all of which help drive corporate 

success.   

The essential competencies required within the hospitality industry are sometimes 

not the same as those taught within academic institutions. This claim is endorsed by 

Christou (1999:683): “The competencies and skills employees consider to be optional 

have changed over time.” Tas (1988:58-64) observes that “hospitality graduates 

should be multi-skilled, which allows them to be creative, flexible and adaptable.” 

According to Nelson and Dobson (2001:58-67), hospitality education was born out of 

a need to supply the hospitality industry with competent managers. Cho-Wonae & 

Schmeltzer (2000:31) suggest that the complex nature of hospitality organisations, 

and the continuous change and market uncertainty within the business environment, 

have created a situation in which constant learning for all managers is required. 

2.2 Competency levels of financial management knowledge and accounting  
 skills among departmental managers  
In recent years there have been many developments in business, due to changes in 

technology and rising pressure to achieve maximum returns on investment. The 

responsibility for financial control is no longer only the domain of the accounting 

team, but has moved towards department managers. Questions have been raised 

pertaining to the financial management knowledge and accounting skills of 

department managers, as there is a concern that they have insufficient skills of this 

kind for the effective management of their departments. Scapens and Jayazeri 

(2003:202) note that line managers are now required to have more financial 

knowledge and information as they have become more accountable for their actions 

and decisions. They need financial management knowledge and accounting skills to 

effectively utilise this information (DeSouza & Awazu, 2004:12). 

Jones (2002:72-80) observes that the quality of management and the ability of 

management to reach targets are two of the most important drivers of hotel 

performance. Improved operating efficiencies are achieved with cost control and 
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optimising revenue (Singh & Schmidgall, 2005:236). According to Philips (2000:541), 

there are shortcomings in the planning processes of the hotel: to plan effectively, 

department managers require value-added financial training. Matovic and McCleary 

(2003:47-65) concur, recommending the strategic planning of sales forecasts and 

costs in an uncertain and volatile market place. Bowen and Ford (2004:394) note that 

improved forecasting, and better budgeting and cost control is essential at strategic, 

operational and managerial level, because of the pressure to meet targets and 

maintain management control. 

Financial skills are imperative to the success of any business and the hotel industry 

is no exception. Kay and Moncarz (2004:285), propose that hotel professionals 

should be properly tooled with the knowledge, skills and abilities necessary to enable 

them to face the industry challenges and ensure future success. According to Collier 

and Gregory (1995:16) accounting plays a significant role, as it draws together all the 

individual elements involved in planning, implementation and control of the business 

strategy. The emergence of new business models, concepts and knowledge is 

forcing the hotel industry to undergo a restructuring at various levels to meet current 

global and local business needs (Harris, 2006:634). Competence and confidence in 

the handling and analysis of numerical data is an essential skill for the managers of 

today (Fawcett, 1996:17). 

A hotel department manager needs to be competent in the understanding and 

interpretation of financial statement and management reporting, as decision making 

for the department is based on this information. Managers need to be familiar with 

the environment in which they operate, as this will impact on their decision making. 
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2.3 Role of a manager 

The world of a manager is complicated and puzzling, and to make sense of it 

requires quick thinking and an ability to simplify complicated problems and use 

different insights from multiple perspectives (Adams & Waddle, 2002:15). “To be 

successful, managers must know their strengths, weaknesses, limitations, and they 

must be adaptable, conscientious, persuasive, high performing and have the ability to 

see things from other perspectives” (Carmeli, 2003:782). The job of a manager is not 

limited to cost control and maximising revenue, but includes understanding and 

adding value to the business strategy. 

There are a number of research papers that discuss management skills. Kay and 

Moncarz (2008:287) stress the importance of financial management skills and human 

resource management skills, whereas Boone and Peborde (2008:10) see leadership 

skills and interpersonal skills as more significant. According to Boone and Peborde 

(2008:5), there are five fundamental leadership skills: establishing credibility, 

managing time, being proactive, empowering others to act, and networking. 

 

What does it mean to think like a manager? Gosling and Mintzberg (2003:64-65), 

maintain that in recent years, many have become so captivated with the idea of  

leadership that nobody aspires to being a good manager – even though management 

cannot be separated from leadership. Harris et al. (2001:11) are of the view that 

managers need to communicate clearly, create effective processes, set performance 

goals, manage teams and understand financial reports to be effective in their 

position. Gardner and Stough (2002:69) argue that even with all these competencies, 

if managers lack emotional intelligence (EI), when faced with certain demands 

managers will be unable to exhibit leadership behaviour appropriate to the specific 

situation. Managers in traditional firms do not easily admit to making mistakes, which 

slows down decision making, and this can be attributed to a lack of emotional 

intelligence.  

 

All levels of management need to have strong managerial skills and competencies so 

as to be able to manage change (Zaccaro & Banks, 2004:369). Zaccaro and Banks 

propose that the manner in which an establishment is operated, determines 

managerial competencies. This principle is to an extent dependent on the owner also 

being the manager. Managerial competencies may be different, because of some 

personal interest in the establishment. 
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According to Jayawardena (2000:67), “management requirements in five-star hotels 

are leadership skills, knowledge, education, English language proficiency, 

communication skills, interpersonal skills and interest to be a hotelier.” These skills 

go hand-in-hand with work experience, which is a necessity for graduates to be 

employed in a managerial post. Management knowledge and leadership skills are 

developed and enhanced through education, work experience and on-the-job 

training. 

  

Ramos et al. (2004:56) observe that “managing innovation requires a great deal of 

experience, knowledge and training.” Skills development can come from practical 

work experience and qualifications acquired. These skills assist managers to 

translate knowledge into change, and the more educated, informed and expert they 

are, the greater the probability of innovation. Ramos et al. (2004) also found that 

training programmes where financial management and accounting skills are included, 

improve a firm’s competitive advantage. 

 

2.4 Management development practices 
 

Management development can best be defined as the process whereby managers 

learn and improve their skills, which not only benefits them, but also their employer 

and the organisation (Davis, 1995:5-8). Management practices have changed little 

over the decades in respect of the way that organisations function, and this has 

impacted on the knowledge base of department managers. Western business 

models are based on the command and control system. The command and control 

system becomes problematic to the organisation’s performance if based on the 

human system, which is driven by senior management’s thinking. Managers 

therefore own the performance of their employees. However, there is evidence that 

proves otherwise, that the command and control system is in fact detrimental to 

growth as it creates no capacity and capability (Collier & Gregory, 1995:17). 

Martinez-Ros and Orfilla-Sintes (2012:686-694) report that Konosuke Matsushita 

compared Japanese and Western organisations, and concluded that Western 

companies follow Taylor's principles, including the assumption that executives belong 

on one side and workers on the other: employees who think, as opposed to 

employees who work . 



22 
 

 

Davis (1995:5) suggests that the manager's role has been wrongly defined. The 

manager’s job includes understanding and creating value, and is not based entirely 

on control. Control can be applied to machines but not to people. A manager’s role is 

that of adding value to the business, by paying attention to individual attributes, and 

maintaining a focus on current operations. 

 

This principle can also be applied to the hospitality industry, where people need to 

work in a team and not in isolation. The control model needs to be adapted in order 

to empower staff, and engaging with management is an essential part of this 

process. Management styles and communication influence the performance of 

department managers and their subordinates. When managers communicate the 

goals and objectives of the hotel, they need to gain commitment from staff. This can 

be enhanced by transferring knowledge relating to financial management and 

accounting skills.  

 

The hospitality industry is one of the fastest growing sectors globally (Watson et al., 

2004:39), and management represents 29% of those employed within the industry. 

Kent (2006) notes that in the UK, hospitality employers are struggling to attract and 

retain managers. This can be addressed through management development training, 

education, and vocational practice, to assist managers to realise their potential. 

Walsh and Masako (2007:180) state that one of the primary challenges facing the 

hospitality industry is the high staff turnover amongst management staff, which 

affects the development of good managers within a specific department. South 

African hospitality establishments also struggle to retain staff, which can be attributed 

to remuneration rates for unskilled and operational staff. 

 

Managers who are challenged continually will be less likely to leave the industry 

(Walsh & Masako, 2007:163). A high staff turnover results in a constant drain on 

productivity and resources, including the valuable knowledge base. Ahmad et al.  

(2010:72-82) report that in Malaysia the industry was experiencing a problem with 

attracting knowledgeable workers and retaining skills, due to low salaries and the 

conventional top-down management. This illustrates that there are many factors 

which influence the retention of management, and challenging them is not the only 

factor that will prevent them from leaving. 
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 From a web-based survey amongst hospitality managers, Walsh and Masako 

(2007:163-182) found that the following is what managers would like from their 

careers in the industry: 

 

 Continuous opportunities for advancement – always learning something new. 

 Working in a growing, challenging and dynamic industry – to make interesting 

changes and see continued improvement. 

 An organisation that encourages growth, teamwork – focus on retaining staff 

and training, rather than staff stress and rehiring. 

 Recognition, opportunities to learn and improve skills and leadership. 

 Stability in hours: the industry is known for long hours, which makes family 

time difficult. An effort to make careers and personal life balanced would 

lessen the loss of good people. 

 Fair hours and compensation, as the industry is known for low salary and long 

hours. 

 Quality leadership and higher levels of intelligence at all levels, to awaken new 

methodologies and more diversity in management. 

 

Managers require a range of needs to be fulfilled, but common threads include 

knowledge, improved working conditions and teamwork. The empowerment of 

department managers with additional financial management knowledge and 

accounting skills to manage their departments effectively will lessen the burden on 

the General Manager, as there would be an enhanced commitment to achieve the 

goals of the establishment as a whole. 

 

2.5 Barriers to management development practices 
 

Hospitality and Tourism businesses are operating within a global village, the world 

having become effectively much smaller and more easily accessible. This exposes all 

industries to external factors and global shocks. To survive in increasingly vibrant 

and competitive environment, one has to learn to manage change. Ulrich (1998:130) 

is of the view that “the change of pace today is because of globalisation, 

technological innovation and information access.”  If this change is managed 

effectively with the building of capacity amongst department managers, transcending 

these challenges could be relatively effortless.  
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Potential barriers to management development have been identified by Carmeli 

(2003:788-813) as perceptual, economic, emotional, cultural or technical. Kotter and 

Schlesinger (1979:110) propose that ways of overcoming these barriers include 

recourse to education, communication, participation, facilitation and support, 

negotiation and agreement, manipulation, co-operation and coercion.  

The main barriers to change in hotels are of a financial and accounting origin: 

 

 “Financial difficulties, which constitute the cost of change and lack of 

resources, were the main constraint in the hotel. All managers claimed that it 

was too expensive and the hotel cannot always afford to make the changes.” 

(Kotter & Schlesinger, 1979:106) 

 

 Fear of losing their existing customers. Management suggested that, for 

example, menu changes, rebranding, repositioning and service style in the 

food and beverage department could result in losing their existing customer 

base. (Kotter & Schlesinger, 1979:108) 

 

 “Time limitation and the pressure of running the establishment during the 

process of change as none of the hotels are closed in the implementation 

process. The managers believed that this will have an impact on their service 

delivery as projects are known to go over time and budget.” (Kotter & 

Schlesinger, 1979:110) 

 

 Another potential source of resistance was the employees and department 

managers. Employees and managers tend to be suspicious and concerned 

when changes have to happen. “They think they are moving from a secure 

environment into unfamiliar territory. The main reasons acknowledged were 

potential loss of jobs and benefits, dislike of change and lack of skills and 

commitment.” (Kotter & Schlesinger, 1979:114) 

 

Minor management changes in some cases did not face any resistance. The 

changes which elicited the most resistance were re-branding and re-positioning, 

which required more time and resources. The time period gave rise to conflict and 

resistance. In sum,  
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the main constraints to change in hotels stem from financing challenges, limited or 

lack of resources, cost of change and loss of guests because of re-branding. 

2.6 Strategies implemented to reduce resistance to change 
 

Kotter and Schlesinger (1979:106-114) recommend several strategies to manage 

change and prevent resistance: communication, training, participation, planning and 

power. 

Communication 

Communication is a powerful strategy appropriate to each stage of the change 

process. A top-down approach, rather than a consultative or participative approach to 

communication, is likely to increase resistance to change. 

Training and teamwork 

This ensures participation and involvement by all parties concerned. Managing is 

about working with people, not just as bosses and subordinates, but as colleagues 

and partners.  

Negotiation 

Should the above strategies be unsuccessful, management can turn to negotiation 

and power to eliminate the barriers to change. Larger chain hotels had different 

barriers from independent hotels. Larger chain hotels had the support of Head Office, 

which sent experts to the hotel and provided assistance to the General Managers. 

The researcher is of the opinion that change cannot be successful if one follows a 

mechanical schedule of steps and implementation. One has to be reflective and 

collaborative as well as analytical if one wants to reduce resistance to change. In 

conclusion, the capabilities, skills and experience of General Managers (and the 

support of Head Office) appear to be crucial components in overcoming resistance to 

change. 

2.7 Barriers to recruitment of managers and supervisors 
 

Wilson et al. (2006:1-341) note the problems that hospitality organisations encounter 

with attracting, developing and retaining managers, as well as with the recruitment of 

experienced managers. Martin et al. (2006:380) suggest that the problems relate to 
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the status of the industry. Low remuneration or less competitive salaries, long 

inflexible hours and little family time all act as barriers to recruitment and retention. 

 A survey conducted amongst Cornell University Hotel graduates showed that many 

leave the organisation after a year or two, or leave the industry completely, due to the 

lack of a career path. High turnover is a drain on productivity, profits and skills. When 

employees walk out they leave with a valuable knowledge base (Coff, 1997:374).  

Walsh and Masako (2007:163-182) are of the opinion that managers who are 

challenged at work are less likely to leave the industry. They suggest that what 

managers are looking for in the hospitality industry are growth opportunities, 

challenges, financial success, a work and life balance, training and development, 

recognition, support, fair compensation and industry growth and stability. Barnett and 

Brennan (1997: 253) argue that “the factors leading to dissatisfaction emanate from 

the nature of the job itself, where interpersonal relationships between employees and 

supervisors deteriorates, which negatively influences job satisfaction and sometimes 

leads to employees leaving their jobs.” 

 

2.8 The role of hospitality management education 
 

No hotel group in contemporary times can be unaware of the swift pace of change 

and its impact on the hospitality industry. New business practices are evolving as fast 

as technologies. This gives rise to a change in the approach to hospitality education 

and industry relationships. According to Brotherton and Wood (2008:37), “due to the 

worldwide growth of hospitality and tourism management education, there have been 

significant developments within this sector”. Barrows and Johan (2008:146) concur, 

suggesting that an important question today concerns the relevance of the curriculum 

to the needs of the hospitality and tourism industry. 

According to Watson and Brotherton (1996:13), the practitioners argue that work is 

best learned on the job, whereas Tynjala (1999:31) suggests that university courses 

need to integrate theoretical and practical knowledge, while at the same time 

developing skills and competencies for reflective managers. Lashley (1999:30) 

believes that hospitality education should produce reflective practitioners; Groschl 

and Barrows (2003:64-65) agree, noting that education does influence management 

style.  
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Hospitality education has evolved from simply meeting the need to provide the 

industry with knowledgeable managers, which was driven solely by industry needs 

(Nelson & Dobson, 2001:59). Connolly and McGing (2006:50) argue that “to design 

relevant educational programmes for this industry is not an easy task, as debates will 

prevail amongst academics and practitioners regarding the degree of emphasis on 

vocational and practical aspects of the curriculum.” In order for this debate to 

subside, there needs to be greater partnership between hospitality education 

providers, industry representatives and professional industry bodies, so as to meet all 

the role players’ needs. Rimmington (1999:186-192) notes that “there is some 

evidence that education allows industry to save on training costs, as it raises the 

starting level when training commences.” 

According to Mariger and Miller (1999:428), the majority of the hospitality and tourism 

business requires human resources to be qualified, as they operate in a global 

business environment. This result in the recognition that all industry executives need 

to develop their knowledge skills on a continuous basis. Lewis (1993:273) notes that 

the curriculum therefore needs to be re-evaluated constantly, as it takes into account 

changing managerial and social needs. Lewis emphasises that conceptual skills 

need to be developed to produce leaders. Leadership is seen as a person's ability to 

generate a vision for the future, and is a core element in managerial success. 

Management development traditionally focused on the building of competency and 

omitted the development of leadership, which contains the elements of inspiration, 

vision and passion. No business in today's times can be successful without 

leadership, so organisations need both managers and leaders to succeed. A deeper 

issue is at hand, as there is no known way to train great leaders. 

 

In response to an article written in an educators’ forum, Evans (1990:93) proposed 

another graduate education model, as his interest lies in industry and academics. 

Evans (1990:94) noted (based on questions and answers at the Virginia Tech 

Graduate Educational Symposium) that people choosing hospitality and tourism 

education in the 1990s came from diverse backgrounds and various undergraduate 

educational backgrounds. This led to his master's proposal, based on three 

competency areas (Evans, 1990:92-95): 

 Industry competency (lodging, restaurant, food service) 

 Functional competency (marketing, accounting, human resource 

management) 
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 Research competency. 

 

Hospitality education programmes in the United States provide the industry with 

graduates who are filling low level management positions, whereas many hospitality 

establishments face a shortage of middle and executive level management talent. 

(Ladki, 1993:243). This can be attributed to the hands-on focus on operations, which 

provides a pool of entry- and middle-level hospitality managers. These operational 

managers advance within their organisations but find that their skills are no longer 

adequate for their increased responsibilities. They find it challenging to function in 

general management and executive level positions due to their lack of business 

knowledge and skills. Laesecke (1991:46-47) suggests that the role of hospitality 

educational institutions is to produce individuals who can think, lead, and solve 

problems.  

 

Jones (1991:70) insists that hospitality programmes be designed to include general 

business knowledge and accounting skills with a hospitality focus, to increase the 

relevance of graduate hospitality education. Littlejohn and Watson (2004:408), 

concur, as the evidence indicates an increasing emphasis on managerial skills, 

management training and generic business skills. Harper et.al (2005:51-64) 

researched hotel managers’ careers and concluded that managers need to adopt a 

business approach rather than an operational approach.  

 

Today’s hospitality students are required to distribute their time between the theory 

and practical application, using case studies and simulation programs. Some of the 

programs can be hosted in different faculties, as the following examples show. 

Operating finance  

The necessity for a thorough grounding for students in all the financial aspects of 

hotel operations led to a number of hospitality programmes being incorporated within 

the school of business. Hospitality graduates must be able to understand a financial 

statement and know how to build revenues while controlling costs. “They need a solid 

foundation in accounting and finance for all entry-level management positions” 

(Garavan et al., 2006:252).   

 

People 
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Hospitality businesses are highly dependent on people compared to other types of 

business. Hotels can be viewed as a theatre production where associates are the 

actors that make it come alive. Yet despite the importance of people, the hospitality 

industry experiences extremely high staff turnover. The cost of retaining and 

motivating existing staff is significantly less than recruiting and training new staff 

(Garavan et al., 2006:252-280).   

 

Today’s managers require increasingly complex people management skills as they 

work amongst different cultures. Managers of the old generation group are reaching 

retirement age or start pursuing different career paths, whereas the new generation 

group do not want to work long hours, yet expect to be promoted within two months. 

Each group has a diverse set of expectations and visions; “Therefore strategic 

planning and strong business skills will play a greater role in the hospitality business.” 

(Garavan et al., 2006:252-280)   

 

Financial management skills and leadership are regarded as essential skills amongst 

hospitality and tourism managers. Leadership is a person's ability to generate a 

vision for the future. Lewis (1993:273-238) identifies leadership and conceptual skills 

as very important. He assert that current curriculum programs will not survive if they 

are not re-evaluated to take into consideration changing managerial and social 

needs.  Industry has to be consulted continually to ensure that the curriculum stays 

relevant and fulfils their requirements.  

 

Groschl and Barrows (2003:65) conducted a comparison between British and French 

managers regarding the influence of higher education on management style. Ardagh 

(1987) argues that the French educational system focuses on knowledge and 

intellect, whereas the British educational system wants to develop the whole 

individual. 

 

According to Barsoux and Lawrence (1997), French students are prepared 

academically and acquire both technical and managerial knowledge. They consider 

that because of the French university's emphasis on academic content and research, 

their degree lacks a practical management component. Even the business schools 

are somewhat academic and far removed from business. This meant that French 

managers tended to be more analytical and intellectual, but less practice-orientated. 
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British universities focus on general education and a strong emphasis is placed on 

interpersonal and communication skills. Brander et.al. (1998:161) suggest that Britain 

has developed a more business- and management-orientated education system, 

where students learn skills and knowledge that can be transferred to other industries. 

 

2.9 Managerial competencies and skills 
 

Competency involves more than the possession of knowledge and skills and seems 

essential for superior performance. Tas (1988:58) defines competency as simply the 

“skills which are essential to perform the duties of a specific position.” Gamble and 

Messenger (1990:82) are of the opinion that it is not easy to define what skills and 

competencies hospitality graduates may need because of the diverse nature of the 

hospitality industry. They define competency “as the knowledge, skills and 

behavioural attributes necessary for acceptable job performance” (1990:86). 

Knowledge refers to previous experience and education, skills to the technical and 

practical requirements of the job, and behavioural attributes to personality traits that 

are key to successful job performance. Gamble and Messenger (1990:52) therefore 

suggest that graduates should have a multi-skilled base, which will allow them to be 

creative, flexible and adaptable  

Enz et al. (1993:90) maintain that the curriculum should amalgamate the vision of the 

faculty with that of the students and the industry. 

The programme should focus on seven key themes:  

 Strategy: the ability to see the big picture;  

 Communication;  

 Different  management styles, principally working as teams;  

 Leadership skills: the ability to persuade, motivate and encourage;  

 Analytical ability, technical skills and industry concepts: excellence in 

implementation;  

 Ethics awareness; 

 International scope. 

 

Ross (1992:9) is in agreement with Enz et al. (1993:90), but Umbreit (1992:10) 

distinguishes six “most interesting” content areas for hospitality curricula. These are 

human resources management, service marketing, leadership, financial analysis, 
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interpersonal skills and Total Quality Management. Ross (1992:12) in fact fails to 

mention financial analysis in his findings, a crucial contributing factor to the 

competence of a department manager to manage his or her department effectively. 

Agut and Grau (2002:31) suggest that there is some contradiction between the 

theory and practice of management capabilities. They make a distinction between 

technical and generic managerial competency needs. Technical managerial 

competencies cover areas of knowledge such as economics, financial management 

and market analysis, whereas generic competencies would include things like good 

judgement and self-control in emotive situations. 

Tourinho and Neno (2003:63-80) remind us that real knowledge is applied or 

applicable knowledge, which comes from practice. Hospitality managers need to 

have had direct contact with the industry. Practice creates knowledge and enhances 

learning. 

 
2.10 Summary 
 

The literature reviewed emphasises the links among managers, industry, education, 

recruitment and retention of employees, as well as management skills and 

competencies. The highlights of the chapter include the following: 

a) The literature situates management in a broad context.  It finds that the industry 

seeks a skills set that is enabling, with a wide range of elements conducing to 

productivity in hospitality and tourism.  

b) The management competencies and skills required of department managers were 

analysed, and a disjunction identified between the skills required by the industry 

and what a graduate regards as important.  

c) Hospitality management education in different countries was surveyed, with a 

focus on the gaps in this education. 

d) Management development practices differ and there are certain barriers to the 

development of management. 

e) The literature identified the competencies required by department managers and 

the problems with the recruitment and retention of trained managers.  

 

In Chapter Three the research design and methodology will be discussed. 
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CHAPTER THREE  

RESEARCH DESIGN AND METHODOLOGY 

 

3.1 Introduction 
 

In this chapter, I will outline and discuss the research design and methodology, the 

study population and sampling procedure, and the method used to collect data. The 

reliability and validity of the research instruments are addressed, as well as relevant 

ethical considerations.  

3.2 Research design 
 

The purpose of the research is to investigate the financial management knowledge 

and accounting skills of department managers within the hospitality industry. The aim 

of the research is to show the importance of financial management knowledge and 

accounting skills amongst department managers within the hospitality industry.  

Research methodology refers to the techniques used to structure a study, gather and 

analyse the data in the course of the research investigation. It consists of a set of 

orderly, disciplined procedures to acquire information. A   research design is basically 

a plan that describes how, when and where data are to be collected and analysed 

(Parahoo, 1997:142).  

A clear theme emerging from the literature was that to better manage their 

departments and increase profitability, financial skills are essential to hotel 

department managers. The researcher is of the view that department managers of 

three- to five-star hotels in Cape Town have inadequate accounting skills and 

financial management knowledge to manage their departments effectively. To test 

this hypothesis, a survey was conducted in the form of a structured questionnaire 

distributed to department managers in three- to five-star hotels.  

3.3 Instrument 
 

The research design in this study is quantitative, and the research instrument is a 

survey. Data was collected via a questionnaire structured in such a way as to ensure 

uniformity and objectivity (Appendix B), and distributed to department managers of 

three- to five-star hotels. I tried to follow the advice of Saunders et al. (2003), who 
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suggest that questions should not merely be answerable but should have a 

meaningful purpose. Questions and interviews should be as concise as possible, to 

assist with the validity of the study. 

The questions asked were both factual (e.g. demographic information) and evaluative 

(calling for a subjective opinion). This means that the study is mixed-method, 

combining quantitative and qualitative data for analysis.  

The questionnaire was modelled to address the perceived importance of 21 skills that 

department managers require. The survey asked the participants to rank the skills on 

a scale of one to four, one being less important, two: important, three: very important, 

and four: not sure. Questions relating to experience and qualifications were asked, in 

order to provide background information. 

An e-mail was sent to industry representatives and colleagues within the Cape Town 

hotel school to outline the purpose of the study. A structured questionnaire, 

interviews, consultations and collaboration with industry representatives to detect 

errors or ambiguous statements on the questionnaire. Five individuals from the 

hospitality industry, five individuals from the third-year block release management 

programme at the Cape Town Hotel School and two CPUT staff members from the 

Cape Hotel School were selected to complete the questionnaire. A cover letter was 

attached to the questionnaire providing a detailed explanation of the purpose of the 

study as well as relevant supporting documents. The data collected was analysed by 

a statistician to check for any errors or omissions and corrections were made to the 

questionnaire, prior to its being sent out to the department managers of hotels. 

 

3.4 Research methodology and data collection method 
 

A mixed methodology approach will be applied as the questionnaire consisted of 

quantitative and qualitative questions. The purpose of the research was to investigate 

perceptions of the accounting skills and financial management knowledge of 

department managers. Questions were accordingly developed pertaining to the 

knowledge obtained from formal education and industry experience. Additional 

questions were geared to the essential competencies required by the industry, as 

covered in the literature review. The hotels selected were three- to five-star. E-mail 

contact was made with our work-integrated learning partners and . The Cape Town 

Hotel School reception confirmed the e-mail addresses of the General Managers of 
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the targeted hotels in the Cape Metropole. General Managers on the list were sent a 

letter (Appendix A) requesting permission for their department managers to 

participate in the research. 

Once permission was granted, a few of the questionnaires were hand-delivered and 

collected by the researcher in person. The majority of them were sent and returned 

via e-mail. The returned questionnaires were printed and the information was 

analysed. 

Permission was granted by the Head Office of one of the major hotel groups, but a 

small number of General Managers were not keen to complete the questionnaire, 

citing reservations regarding confidentiality.  

The Head of the Hotel School assisted by resending the questionnaires via email 

with the help of the Cape Town Hotel School Board Chairman. This led to a more 

respondents completing the questionnaire, which made the sample more 

representative. 

3.5 Sampling strategy 
 

The target population for the study consisted of 45 department managers at three- to 

five-star hotels within the Cape Town. The three- to five-star hotels were considered 

appropriate as they have clear and consistent organisational structures. The results 

can be generalised without much error, as the population is relatively homogeneous.  

The population for the study included all department managers of Front Office, Food 

and Beverage, Housekeeping, and Room Division departments. The selection of this 

specific population is based on the notion that the personnel of these four 

departments have similar job descriptions and characteristics. 

Participation was voluntary and the responses were anonymous and kept 

confidential. Of the 40 questionnaires returned, 35 were completed correctly and five 

were invalid. Five department managers did not respond. The correctly completed 

questionnaires constituted 77.78% of the total sent out.  

3.6 Data analysis and validation 
 

Analysis 
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The data will be analysed by grouping of the questionnaires based on the department 

managers responses and examining the data to determine if the primary objectives of 

the study. The raw data will be recorded and entered into an excel spread sheet to 

analyse the data in the form of graphs and tables, which will be interpreted and a 

brief summary provided. The condensed data will be summarised in brief formats. 

This will be done to establish relations between the research objectives and the 

summary findings. 

Opinion questions  

3.7 Summary 
 

This chapter has described the research methodology and design of the study. The 

sampling process and data analysis are also outlined.   

In the analysis of the data, the department managers’ reported accounting skills and 

financial management knowledge are compared to existing hospitality educational 

programmes and industry standards.  
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CHAPTER FOUR  

 
DATA PRESENTATION 
 
4.1 Introduction 
 
Chapter Three discussed the research design and methodology, the research 

population, sampling procedure and the methods used to collect data.  

 
Chapter Four presents the data gathered from the questionnaires completed by the 

sample population. There are five sections to the questionnaire, with various sub-

sections. Section A covered demographical information, which contains a number of 

quantitative questions, followed by Section B, Section C and Section D, covering 

financial management knowledge, accounting skills and competencies, comprising  a 

combination of quantitative and qualitative questions. Section E was an open-ended 

and opinion question, which formed part of the qualitative data. (Annexure A) 

 

The following sections were covered in the questionnaire: 

4.1.1 Demographical information 

4.1.2 Financial management knowledge and accounting skills (Qualitative) 

4.1.3 Financial knowledge and competence 

4.1.4 Financial management knowledge and accounting skills (Importance) 

4.1.5 Open-ended and opinion question 

 

4.2 Data presentation  
 
The central question investigated is whether the financial management knowledge 

and accounting skills amongst departmental managers in the hotel industry within the 

Cape Metropolitan area are adequate. 

The data and results presented in the various graphs and tables are based on the 

responses received from the 35 respondents as recorded by the researcher. 

 

4.2.1 Section A - Demographic characteristics of the respondents 
 
As indicated above, the total number of usable responses was 35, giving a usable 

response rate of about 78%. 
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1. Gender 

This question was asked to ascertain if responses from men and women differ in 

regard to the problem statement: Do department managers have adequate financial 

management knowledge and accounting skills to manage their departments 

effectively? 

                                                                                             Table 4.1 Gender of respondents  

 

Figure 4. 1 Gender of respondents 

The results in Figure 4.1 indicate that 43% of the respondents are female and 57% 

are male. Analysis of their responses by gender will be covered in Section B. 

 

2. Age category 

This question was asked to determine the respondents’ ages and establish the 

approximate average age of a department manager. 

Table 4.2 Age of respondents 
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Gender of respondents

Female

Male

 
No of  
respondents % 

Female 15 
43% 

Male 20 
57% 

Total 35 
100% 

  Age of  respondents 
 
% 

Younger than 25 3 9% 

25 to under 35 18 51% 

35 to under 45 11 31% 

45 to under 55 3 9% 

55 + 0 0 

 Total 35 100% 
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Figure 4.2 Age of respondents 

 

The results in Figure 4.2 indicate that the majority of the respondents, 51%, fall into 

the 25 to 35 age group, 9% are younger than 25, 31% are aged 35 to 45, and nine 

9% 45 to 55. None of the respondents was over 55.  

 
3. Department manager’s highest qualification 

This question was asked to determine the number of department managers who 

have a post matric qualification. 

Table 4.3 Qualifications 
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 No of respondents % 

No formal qualification 0 0% 

Matric  6 17% 

Post matric completed 2 6% 

Certificate 2 6% 

Diploma 19 54% 

Degree 4 11% 

Post graduate degree 2 6% 

Total 35 100% 
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Figure 4.3 Educational qualifications of department managers 

 
The results in Figure 4.3 show that all department managers have some form of 

formal qualification: 54% of them had completed a National Diploma, while 17% have 

a degree or post graduate qualification. The remaining 29% have less than a 

Diploma-level qualification. 

 

4. Years of experience 

This question was asked to ascertain their level of service within the industry. 

 

Figure 4.4: Years of experience in their current position 
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The results in Figure 4.4 indicate that two thirds of the department managers have 

less than five years’ experience and one third more than five years. 43% have less 

than two years’ experience and 32% have less than five years’ experience. 26% 

have more than five years’ experience. 

 
5. Current position 

Table 4. 4: Current Job Title 

 

 No of Respondents % 

Deputy General Manager (Rooms Division) 11 31% 

Facilities Manager (Rooms Division) 1 3% 

Food and Beverage Manager (F&B) 12 34% 

Executive Housekeeper (Rooms Division) 4 11% 

Front Office Manager (Rooms Division) 6 17% 

Banqueting Manager (F&B) 1 3% 

Total 35 100% 

 

The results in Table 4.4 show that the majority of the respondents, 34%, are from the 

Food and Beverage Department, and 31% from the Room Division Department. 

 

6. Are internal and external courses generally attended by department 

managers? 

This question was asked to determine whether internal or external in-service courses 

are by and large attended by department managers.  

Table 4.5 Internal & external training courses  

 

Internal & External courses Yes % No % 

In-house (Internal) courses attended 74% 26% 

External courses attended 48% 52% 
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Figure 4. 5 Internal and external short courses attended 

 

Figure 4.5 indicates that 74% of respondents attended in-house (internal) training 

while 26% did not. However, 48% of respondents attended external training while 

52% did not.  

 

7. Which courses are generally attended by department managers? 

This question was asked to determine the type of courses attended by department 

managers.  

 

Table 4.6 Course categories 

 

General Management Human Resources Other Short Courses 
Management perspectives 

Leadership Development 

Bookkeeping 

Project Management 

Fidelity Fund Certificate 

GIBS Management of Business 

units 

Advance Management Principles 

Revenue management 

Marketing Management 

Assessor Training 

Train the Trainer 

Appraisal skills training 

Interview skills training 

Managing poor performance 

Disciplinary procedures 

Cruise Ship Course 

Preliminary wine course 

Bartenders course 

Fire Fighting 

Health and Safety training 

Reservations Training 

Standard Operating Procedures 

Payroll - VIP 

Payroll Tax 

 

Table 4.6 shows a list of the courses attended, as indicated by the respondents. It indicates 

that they have received limited training relating specifically to financial management 

knowledge and accounting skills. The courses attended are very diverse.  
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4.2.2 Section B - Financial Management Knowledge and Accounting Skills 
 
8. In your opinion do you have adequate financial management knowledge and 

accounting skills? 

This question was posed to the respondents to determine their opinion of their own 

financial management knowledge and accounting skills. Their responses were 

differentiated by gender. 

 

Table 4.7 Adequate financial management knowledge and accounting skills  

 

 
 
 
 
 
 
 
 
 

 

 

Figure 4.6 Opinion on financial management knowledge and accounting skills level 

 
The results in Table 4.7 indicate that 32% of the respondents answered “yes”, 

claiming they had adequate financial management knowledge and accounting skills 

to manage their departments effectively and 32% answered “no”. 36% of the 

respondents were unsure as they answered “yes & no”. 
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No of  
respondents Yes No Yes & No Total % 

Male 20 29% 9% 19% 57% 

Female 15 3% 23% 17% 43% 

Total 35 32% 32% 36% 100% 
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9. If you answered "Yes and No" to the question above, which are the areas of 

concern, and in which do you find you can do well? 

 

This question was posed to determine which areas within their department they are 

confident about, while highlighting where financial management knowledge and 

accounting is an area of concern. 

 

Table 4.8 Perspectives on areas performed well and areas of concern  

 

Areas which they do well Areas of concern 

•Follow instructions from financial manager 

•Stock control systems and procedures 

•Cash flow management 

•Limited knowledge to view and interpret 

financials 

•Budgeting - actual vs. budgeted comparison 

and variances 

•Revenue management 

•Overall understanding of whole financial 

picture 

•No access to information that is sent to head 

office 

•Controls over revenue and expenses 

•Financial reporting 

•Month End packs 

 

 

10. Property management system and accounting package  

When respondents were asked “Does your hotel use a property management 

system? Is this property management system interfaced with an accounting 

package? Indicate which system”, the following responses were given.  

Table 4.9 Property Management System and Accounting Package 

 

Type of system 

No of 

respondents Percentage 

% Use Property management system  35 100% 

% Use of Opera, Fidelio and Micros 30 86% 

% Use of Accpac 5 14% 

Total 35 100% 
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Figure 4. 7 Property Management Systems 

 

The results in Figure 4.7 show that 100% of the respondents indicated that their hotel 

use a property management system. 86% of the respondents were familiar with 

Opera, Fidelio and Micros, whereas only 14% indicated being familiar with the 

Accpac accounting package. 

 

11. Financial reports generated by the property management system  

 
When respondents were asked “Are they required to interpret financial information 

generated by their property management system?” The following responses were 

given. 

 

Table 4.10: Interpretation of financial reports 
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Figure 4.8: Interpretation of financial reports 

 

The results in Figure 4.8 indicate that only 17% of the respondents answered “yes” to 

the above question.and all of them were male. The 83% who answered “no” were all 

female respondents. 

 

12. How does access to financial information add value to the management of 

your department and the property as a whole? 

 

 

             

 

 

 

 

 

 

 

 

Table 4.21a Access to financial reports 

Access to Financial  
Reports 

No of respondents % 

Yes 6 17% 

No 29 83% 

Total 35 100% 
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Figure 4.9: Access to Financial information 

The results in Figure 4.9a indicate that only 17% of the total number of respondents 

had access to financial reports. The remaining 83% had no such access. The 

reasons they gave for the “add value” part of the question appear in the table below:  

 

Table 4.11b Added value of access to financial information 

 

 Financial information assists with the effective management of the department 

 Determines profit and losses 

 Tighter control over expenses and management of costs 

 Budgeting is more accurate and realistic 

 Assists with targets and fulfilling the targets 

 Identifies problem areas within the department where corrective action can be taken 

 The results indicate that financial reports play a crucial role in the effective management of a 

department and the general management of the hotel. 

 

13. (a) Do you need financial knowledge and accounting skills to maximise 

profits and (b) is it a requirement for promotion purposes? 

 

Table 4.123a: Is financial management knowledge and accounting skills a requirement to 
maximise profits? 

 No of respondents Percentage % 

Yes 6 17% 

No 1 3% 

Did not answer the question 28 80% 

Total 35 100% 

 

Table 4.12a shows that 17% answered “yes” to the question of whether department 

managers need financial management knowledge, while only one (3%) answered no. 

80% did not answer this question. 

 

Table 4.12b: Is financial management knowledge a requirement for promotion? 

 

 No of respondents Percentage % 

Yes 5 14% 

Undecided 30 86% 

Total 35 100% 
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Table 4.12b indicates that 14% of respondents thought that it was a skill required for 

promotion, while 86% were undecided. 
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4.2.3 Section C - Financial Management Knowledge and Competence 
 
Tas (1988:58) defines competence as the knowledge and skills required for 

acceptable job performance. This is echoed by Wynn and Stringer (1997:10-15), who 

define competencies “simply as the things people have to be, know and do, to 

achieve the outputs required in their job”. In this context, competence will be defined 

as the knowledge and skills required for acceptable job performance. 

 

14. Cost-cutting measures  
 
When respondents were asked “Which cost-cutting measures have you 

implemented?” the following responses were given. Only 40% of the respondents 

had actually implemented cost-cutting measures within their department; 60% left the 

question unanswered. 

 

The following cost-cutting measures were implemented in the Rooms, Food and 

Beverage and Front Office departments.  

Table 4.13a: Cost-cutting measures - Rooms Division 

 Daily reconciliation of linen going in and out 

 Regular stain treatment of linen 

 Effective stock control 

 Reviewed pricing structure 

 Negotiated better supplier deals 

 Inventories are pre-determined, such as cleaning, guest supplies according to budget and 

occupancy 

 Restructuring outsourced contracts 

 Changing chemical suppliers for rooms- minimise wastage 

 Reduced nice-to- have items which do not add value to the guest experience 

 Recycling (paper, LED lights, water saving shower heads) 

 

Table 4.13b: Cost cutting measures - Front Office 

 Printing cost effectively 

 Monitoring stationery usage 

 Reduced telephone usage, blocking extensions 

 Reduced staff costs: cutting down hours of staff in all areas, check weekly rosters 
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Table 4.13c: Cost cutting measures - Food and Beverage 

 Accurate menu costing 

 Menu engineering - reduce holding stock and increased sales 

 Re-costing of beverages, to achieve budgeted cost of sales 

 Regular stock-take of operating equipment 

 Breakages counted on a weekly basis and reconciled against losses at end of month 

 Weekly spot checks and daily control of spoons and teaspoons 

 Stock sheet with recording of purchases issued 

 Recycling (paper, glass bottles, LED lights, ) 

 Track COS on a daily basis, monitoring spent vs. budgeted daily 

 
 
15. Reduced operating expenditure  

When respondents were asked “Have you saved any money for the hotel, (Yes or 

No), and (b) how did you achieve this?”, the following responses were received. 

91% answered "Yes", that they had saved money for the hotel. 3% answered "No", 

that they had not saved any money for the hotel, and 6% did not answer the 

question. 

 
The following cost-saving methods were mentioned: 

Table 4.13d: Cost-saving methods 

 Free Red Bull, reduced prices of Red Bull in bar 

 Re-use invoice paper issued to guest and print tax invoice 

 Changed uniform suppliers, more affordable suppliers used 

 Variable staff contracts 

 Manufactured own wine, used as VIP gifting and house wine 

 Held back on refilling positions 

 Changed staffing companies 

 Cancelled rental equipment contracts 

 Send e-mails, reduce phone usage 

 Check adjustments, keep staff liable for errors and they have to pay in for shortages 

 Training department staff regularly, fewer mistakes, less printing of reports to correct errors 

 

Question 3 

 

16. Internal control procedure  

When respondents were asked to “provide an example of any internal control 

procedure that they as the department manager have implemented”, the following 

responses were given: 
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Table 4.14: Internal control procedures implemented by respondents – to reduce costs 

 Daily count of spoons and teaspoons, because of high losses 

 Front office manager do full stock take after each shift 

 Marketing and GM house account are balanced daily, for sign offs with legitimate reasons 

 New policy for cash up procedures and SOP (standard operating procedures) 

 Regulating issuing procedures 

 Key control 

 Revenue management and bar calculations 

 Access control to storeroom 

 Combination of finger scanner and manual clock card system to check hours worked 

 Rental equipment control procedures reviewed and new policies put in place 

 Send out invoices promptly to debtors, reduce or eliminate the bad debts 

 Weekly training on policies and procedures, expenditure and consumption sheet 

 

17. Financial forecasting  

When respondents were asked which financial forecasting methods were they 

responsible for, the following responses were received. 

The results indicated that they were familiar or involved with the following 

financial forecasting methods: 

Table 4.15 Financial Forecasting measures 

 Revenue forecasting , responsibility of Business Optimisation Manager and Financial 

Manager 

 Expense forecasting for inventory items responsibility of Department manager (Housekeeping, 

Maintenance & Security) 

 Trend analysis - to determine budgets 

 Rooms occupancy forecasting 

 Revenue reports 

 Banqueting forecasting 

 Payroll forecasting 

 
18. Management reports  
 
When respondents were asked which management reports they has access to, the 

following responses were given: 

The following management reports were mentioned by the respondents: 
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Table 4.16 Access to management reports 

 

 Month end pack 

 DMR - Daily Management Report 

 PMS reports  (Property Management System) 

 All reports (FB, Rooms, etc.) 

 Profit and Loss report 

 In house expenses report 

 Guest ledger 

 Hotel financial pack 

 COS reports 

 DRR - Daily Revenue Report 

 
4.2.4 Section D - Financial management knowledge and accounting skills  
 
The following question used a 4-point Likert scale range in which the respondent had 

to select from among the following options: Less important, Important, Very important 

and Not sure. 

 

19. The importance of budget preparation and forecasting 
 
This question was asked to ascertain the importance of Budget preparation and 

Forecasting within their specific department. 

 

 

Figure 4.9 Budget and forecasting preparation 

 
Figure 4.10 indicates that 74% of the respondents were of the view that budget 

preparation and forecasting is very important, while 20% rated it as important. 6% 

were not sure.  
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Question 2: The importance of budgetary and expenditure control  
 
This question was asked to ascertain the importance for the department manager of 

control over budgets and expenses. 

 
 

 

Figure 4.10 Budgetary control 

 
Figure 4.11 indicates that 89% of the respondents rated budgetary control and 

expenditure control as very important. 3% regarded it as important, compared to 6% 

who thought it was less important. 2% of the respondents were not sure. 

 

Question 3: The importance of revenue forecasting  

 
This question was asked to ascertain the importance of revenue forecasting to 

department managers. 
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Figure 4.11 Revenue forecasting 

 
The results in Figure 4.12 indicate that 60% of the respondents viewed forecasting 

revenue as very important. 26% deemed it important, while 14% were of the view 

that it was less important.  

 

Question 4: The importance of capital budgeting  

This question was asked to determine the importance placed on capital budgeting by 

departmental managers.  

 

 

Figure 4.12 Capital budgeting 
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Figure 4.13 shows that forty six 46% of the respondents viewed capital budgeting as 

very important, 26% thought it important, 20% indicated it was less important, and 

9% were not sure. 

 

Question 5:  

The importance of cash and operating budgets 

 
This question was asked to determine respondents’ views on the importance of Cash 

and Operating budgets to their department. 

 

 

 

Figure 4.13 Cash and operating budgets 

 

The results in Figure 4.14 shows that 46% of the respondents were of the opinion 

that cash and operating budgets were very important, 26% regarded them as 

important, 11% felt they were less important, and 17% were not sure. 

 

Question 6: The importance of internal control procedures 

 
This question was asked to determine if internal control was important within their 

department. 
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Figure 4.14 Internal control procedures 

 

Figure 4.15 shows that 83% of the respondents viewed internal control procedures 

as very important. 14% regarded them as important, while 3% were not sure.  

 

Question 7: The importance of accounts receivable credit and collection  

 
This question was asked to ascertain the perceived importance of accounts 

receivable credit and collections.  

 

 

Figure 4. 15 Accounts receivable: credit and collection 

The results depicted in Figure 4.16 show that 37% of the respondents considered 

accounts receivable credit and collection to be very important. A majority of 40% 
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were of the opinion that it was important, while 17% described it as less important. 

6% were not sure. 

 

Question 8: The importance of managing departmental income and expenses 

 
This question was asked to ascertain how important it is for the department manager 

to control the department’s income and expenditure. 

 

 

Figure 4.16 Management of departmental income and expenses 

 

The data in Figure 4.17 shows that the respondents considered the management of 

departmental income and expenses to be very important. 66% indicated that the 

management of income and expenses was very important, 23% believed it to be 

important, while 6% regarded it as less important. 6% were not sure. 

 

Question 9: The importance of interpreting the income statement 

 
This question was asked to determine the importance of being able to interpret the 

Income Statement relating to their specific department. 



58 
 

 

Figure 4.17 Interpretation of the income statement 

 

Figure 4.18 indicates that 40% of the respondents were of the opinion that 

interpretation of the Income Statement was very important, 37% rated it as important, 

17% described it as less important, while 6% were not sure. 

 

Question 10:  

The interpretation of the balance sheet using financial ratios 

 

 

Figure 4.18 Interpretation of ratios related to Balance Sheet 
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The results in Figure 4.19 indicate that 46% considered the use of ratios to interpret 

the balance sheet as important, whereas 31% found it less important. Only 11% of 

respondents regarded it as very important, while an equal number (11%) were 

unsure.  

 

Question 11:  

The importance of the cash flow statement 

 

This question was asked to determine the importance of the cash flow statement in 

the operations of their department. 

 

 

Figure 4.19 Cash flow statement 

 

The results in Figure 4.20 indicate that 46% considered the cash flow statement as 

important, while 37% deemed it less important. A mere 3% regarded it as very 

important, while as much as 14% were not sure. 

 

Question 12:  

The importance of VAT collection and payments 

 
This question was asked to determine if department managers are responsible for 

VAT collection and payments. 
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Figure 4. 20VAT - Collection and Payments 

 

Figure 4.21 indicate that the majority – 51% -- of respondents considered VAT 

collection and payments as less important. 17% regarded it as very important, while 

an equal number rated it as important. 14% were not sure. 

 

Question 13:  

The importance of menu costing and cost control 

 
This question was asked to determine if Menu Costing and Cost Control plays a 

significant role within their department. 

 

 

Figure 4.21 Menu costing and cost control 
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The results in Figure 4.22 indicate that 26% of respondents viewed menu costing and 

cost control as very important (presumably the Food and Beverage Managers). 20% 

considered it to be important, while 37% found it less important. 17% were not sure. 

 

Question 14:  

The importance of break-even analysis 

 

 

Figure 4.22 Break-even analysis 

 

Figure 4.23 shows that 26% of the respondents viewed break-even analysis as very 

important, 31% deemed it important, 29% less important, while14% were not sure. 

 

4.2.5 Section E - Skills not mentioned in the questionnaire 

 
When respondents were asked “Are there any other skills not mentioned in the 

questionnaire which you consider to be important as a department manager?”, the 

following responses were recorded. 

 

A summary of the responses to this question are given below: 

 

 Training skills 

 Troubleshooting and problem solving skills, to think quickly on your feet in the 

event of an emergency 

 People management skills 

 Understanding revenue 
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4.3 Summary  
 
Chapter four has focused on the completed questionnaires and the responses of the 

35 participants. The purpose was to gather information from their answers to the 

various qualitative and quantitative questions. The quantitative data are graphically 

presented in the form of graphs and tables. The qualitative findings are described 

and presented in pie charts. 

Chapter Five will analyse the findings reported in this chapter and make 

recommendations according to these findings. 
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CHAPTER 5 
 
FINDINGS AND RECOMMENDATIONS  
 
5.1 Introduction 
 
In Chapter Four the data from the questionnaires completed by the sample 

population was presented.  

In this chapter, I will analyse and discuss the findings and offer some 

recommendations. In total, 35 questionnaires were completed by department 

managers from a selected sample of 45 managers working at three- and five-star 

hotels. A summary and discussion will be provided to link the key focus areas of 

financial management knowledge and accounting skills with the effective 

management of hotel departments. This will address the research questions and sub-

questions. 

5.2 Findings and discussion 
 
Problem Statement 
 
Financial management knowledge and accounting skills in the hotel industry among 

department managers within the Cape Town metropolis are inadequate. 

 

5.2.1  Sub Problem 1:  

The lack of financial management knowledge and accounting skills has an 

impact on the efficient management of the hotel. 

 

The participants had various views on whether a lack of financial management 

knowledge and accounting skills affected the management of their department. 

 

Table 4.3 indicates that 54% of the respondents had completed a National Diploma, 

but in Table 4.7 only 32% of the respondents indicated that their financial 

management knowledge and accounting skills were adequate to manage their 

departments effectively.  

 

As many as 37% of the respondents selected “yes and no” in response to the 

question asking whether they had sufficient financial management knowledge and 

accounting knowledge to manage their departments effectively. In addition to the 

equal distribution of “yes” answers and “no” answers, there is thus a large (37%) 
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cohort of managers who are uncertain of their financial competence, or regard it as 

inconsistent. If a climate of uncertainty prevails amongst the department managers, 

then it is questionable whether they have sufficient confidence to manage the 

financial information in their specific department. This evidence is substantiated by 

the areas of concern highlighted in Table 4.9. The respondents made reference to 

limited knowledge of viewing and interpreting financials, budgeting, access to 

financial information and control over revenue and expenses. These areas are 

important components in the management of a department, and any deficiency in 

their execution will have an impact on the department manager’s effectiveness. 

 

The low percentage of managers who felt confident that they had sufficient financial 

management knowledge and accounting skills suggests that the answer to the 

question – Is the apparent shortage of financial management knowledge and 

accounting skills impacting the effective management of the hotel? – must be “yes”.  

The evidence pertinent to the sub-problem shows that the lack of financial knowledge 

and accounting skills does impact the efficient management of the hotel. 

 

5.2.2 Sub Problem 2:  
 

The department manager of the hotel is ineffective as the hospitality industry 

does not consider financial management knowledge and accounting skills 

important. 

Internal and external training are generally embarked upon by department managers 

and all employees of the hotel. Table 4.6 indicated that 74% of the respondents 

attended internal training courses provided by the hotel, while 48% attended external 

training courses presented by outsourced training providers. Table 4.7 shows a 

summary of the course categories emphasised by the department managers, which 

indicates minimal exposure to financial management knowledge and accounting 

skills. Only one of the respondents indicated that a bookkeeping course was 

undertaken, but no other finance-related courses were identified.  

 

Table 4.8 specified the areas of concern among the department managers, and 

featuring strongly here were the limited financial information provided to them, and 

their lack of knowledge of analysing and interpreting financial reports and financial 

statements. Table 4.4 indicated that 43% had less than two years’ experience in their 

current position and 32% between two and five years’ experience at that level of 
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service to the industry. Table 4.12a indicated that 3% of the respondents answered 

no that they do not need financial knowledge or accounting skills to maximise profits 

and 80% did not attempt to answer the question. Whereas in Table 4.12b 14% 

answered ‘yes’ when the question was posed whether financial management 

knowledge and accounting skills were a requirement for promotion purposes. 

 

Financial management competencies do not form part of the internal or external 

courses provided, and this was highlighted by department managers. Table 4.7 

indicates that in the courses offered scant emphasis was placed on financial 

management knowledge and accounting skills. The evidence submitted to the sub- 

problem confirms that the limited financial management training provided to 

department managers affects the efficient management of their departments. 

 
5.2.3 Sub Problem 3:  

Department Managers are unable to optimise profitability, as their financial 
management knowledge and accounting skills are inadequate. 
 

According to Burgess (2007:188), financial controllers are of the opinion that 

department managers do not have adequate business and financial skills to minimise 

costs and optimise revenues in order to maintain and maximise profits. Table 4.12a 

specifies that 83% of the respondents had no access to financial information or 

financial reports, compared to 17% who did.  

 

Figure 4.12 displays the value gained by the 17% who have access to financial 

reports, in terms of control over income and expenses, assisting with the budgeting 

process and identifying problem areas. Figure 4.18 indicates that 40% of the 

respondents were of the opinion that interpretation of the Income Statement was very 

important and 37% claimed it was important; but Table 4.12a reveals that 83% of the 

respondents had no access to financial information or financial reports. This limited 

access to financial information does not create an environment of empowerment and 

knowledge-sharing to improve the financial competence of department managers. 

 

The evidence submitted to the sub-problem indicates that the limited financial 

management knowledge and accounting skills held by department managers 

influences the profit optimisation within their departments and henceforth the overall 

profitability of the hotel.  
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5.2.4 Sub Problem 4:  

The current internal and external training provided by hotels is insufficient to 

provide the financial management knowledge and accounting skills required 

by department managers. 

 

The findings indicated that 54% of the department managers held a National 

Diploma, 18% a matric qualification, 13% no formal qualification, 10% a certificate, 

10% a degree and only 3% a post graduate degree. A comparison of Hospitality 

Management curriculums offered by three major hotel schools within South Africa 

showed that Hospitality Financial Management was not offered to all students 

enrolling for a Hospitality Management Diploma.  

 

Initially financial management was only offered to the students enrolled for a 

Hospitality (Hotel) Management Diploma and not to students enrolled for the Food 

and Beverage Management Diploma (previously known as Food Service 

Management).This was amended in 2004, when the curriculum of all three streams 

of study, Accommodation Services, Food and Beverage Management and 

Professional Cookery introduced by the Department of Higher Education included 

Hospitality Financial Management as a major subject, carried through all three years 

of study.  

 

Financial Management was initially included in the Hotel Management curriculum, 

and only in the year 2004 was it incorporated in the curriculum of all three streams, 

Accommodation Management, Food and Beverage Management and Professional 

Cookery, offered by all three schools. The management of the hotel Industry has 

recognised the importance of Accounting and Finance within the current 

qualifications offered to hotel school graduates. Financial Accounting is offered as a 

major subject from the first year of study up to and including the third year.  

 
The evidence submitted to the sub-problem indicates that the financial management 

and accounting skills curriculum offered  to hospitality students’ should cover all the 

streams offered by the educational institutions. The content should be accessible to 

Rooms Division, Food and Beverage and Professional Cookery curricula. 

 
5.3 Recommendations 
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This research study was based on the theory that adequate financial management 

knowledge and accounting skills amongst department managers of three- to five-star 

hotels would assist department managers with the effective management of their 

respective units or areas. 

 
The sample who participated in the research included department managers who 

were alumni of The Cape Town Hotel School, Hotel Management National Diploma 

graduates, and Block Release programme graduates from the Cape Town Hotel 

School, which comprises a six-week certificate programme. The balance of the 

respondents had no relationship with the Cape Town Hotel School. 

 

The research shows that there is limited involvement on the part of top management 

mentoring, when it comes to department managers training. There appears to be 

limited knowledge sharing and skills transfer. The importance of financial 

management knowledge and the interpretation of financial information should be 

emphasised. This situation can be remedied with training and mentorship. A change 

of emphasis to analytical and application skills recruitment which will assist in the 

acquisition and retention of department managers skills. 

 

5.3.1 Sub objective 1:  

Determine and present the financial management knowledge and accounting 

skills required of department managers for the efficient management of their 

department. 

 
A basic understanding and advanced knowledge of financial management and 

accounting skills is required by all department managers within a hospitality 

environment. All the respondents indicated that they had some form of academic 

qualification, and 54% of them indicated that they had a National Diploma in 

Hospitality Management.  

 

It was established, however, that irrespective of their formal qualification, the 

participants evinced a lack of financial management knowledge and accounting skills. 

If financial management and accounting were not included in their qualification 

curriculum, then all department managers should be given the opportunity to 

complete an internal or external training course in basic financial management or 

finance for non-financial managers to up-skill them to competent levels.  
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It is recommended that all National Diplomas for hospitality management should 

include a module covering financial management, basic, intermediate and advanced. 

Limited accounting knowledge impacts the effective management of departments 

and the hotel as a whole. A mentor should be a compulsory component in the 

handover to or training of a new department manager, with their financial 

competencies being verified by the incumbent employer.  

 

5.3.2 Sub-objective 2: 

Determine and present the reasons for the hospitality industry’s lack of 

emphasis on the importance of financial management knowledge and 

accounting skills  

 
Historically the emphasis within the hospitality industry has rested upon operational 

requirements. Top management have emphasised the right attitude and passion for 

the industry as the most important requirements for department managers. They are 

of the opinion that at least some of what is needed can be learnt on the job or 

through experience. 

 
A paradigm shift within top management is essential to bring about recognition of the 

importance of financial management and accounting skills amongst hotel department 

managers. A recommendation is that the emphasis not be limited to department 

functional areas, but to a broader strategic framework, within the hotel.  

 

The following financial management knowledge and accounting competencies were 

highlighted by the respondents in Chapter 4, Section B, Question 2: financial 

management knowledge to interpret and analyse financial statements, understanding 

of budget forecasting, variances and financial reporting. These highlighted areas 

have an impact on the effective management of their department and the overall 

management of the hotel. Limited financial and accounting knowledge affects cost 

control, revenue targets and the bottom line. 

 

5.3.3 Sub-objective 3:  

Determine and present the financial management knowledge and accounting 

competencies required by the department manager to optimise profitability. 
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Few of the training courses provided internally and externally concern financial 

management knowledge or accounting skills. Anecdotal evidence from management 

within the South African hospitality industry has indicated that there is an increasing 

number of higher level management positions within the hospitality industry that are 

currently occupied by degreed professionals. These degreed professionals come 

from other academic disciplines, a phenomenon that has been on-going over the last 

ten years. This evidence seems to support the opinion that the South African 

hospitality sector is unable to sustain itself in terms of the current hotel management 

qualifications offered.  

 

This suggests a need to review internal and external training provided within hotels, 

as well as the hospitality educational qualifications offered within South Africa. 

The lack of financial competencies and application techniques required for the 

analysis and interpretation of financial statements and budgeting impedes the 

effectiveness of department managers. Department managers are not equipped to 

use effectively the management reports and financial statements provided as a 

management tool for decision making and planning.  

 

The Cape Town Hotel School management advisory board, which includes various 

top-level managers of hotels, should build partnerships and links to share knowledge 

on new trends and developments within the industry and hotel schools. This 

relationship can be reciprocated, as the academic institutions can provide short 

training courses geared to specific department managers. This knowledge can also 

be included and applied in the curriculum provided to new hotel students. The 

financial controllers can take a more dynamic role in improving financial and 

accounting competencies, developing managers and assisting department managers 

to analyse financial information. 

 

5.3.4 Sub-objective 4:  

Determine and present a comprehensive financial management competency  

training strategy for department managers 

 

The evidence indicated that the internal and external training provided to department 

managers lacked focus on the area of finance. This can be resolved if access to 

short learning programmes in Finance for Non-Financial Managers and Revenue 
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Management are made available.  The lack of access to financial information is 

perceived as an obstacle to developing the full potential of department managers. 

This is due to the finance department functions being centralised in hotel chains, 

where the group prepares the accounts for all hotels within the chain, or even 

outsources all financial functions.  

 

This can be remedied with consultation with and the training of all stakeholders 

involved, in order to build capacity. If financial management or accounting were not 

included in their qualification, then all department managers should be given the 

opportunity to complete an internal or external training course in basic financial 

management to up-skill them to competent levels. Mentorship within the hotel should 

be provided, and the financial controller may be required to play a bigger role in 

implementing skills relating to financial management and accounting skills.  

 

5.4 Summary 
 

All the department managers in the sample population were of the opinion that 

financial management knowledge and accounting skills are essential for all 

department managers to manage their departments effectively. The responses 

indicated that only 32% of the managers were of the opinion that they had adequate 

financial management knowledge and accounting skills to manage their departments 

effectively.  

 

The respondents pointed out that financial competence and accounting skills 

together comprise a key management tool for decision-making. Some department 

managers are more involved than others in the areas of accounting, budgeting, 

revenue forecasting and a range of other financial processes. Other areas of concern 

that surfaced were the internal and external training courses provided by the hotel 

and external training providers, and the expectations of the General Manager and 

Head office. The emphasis was mainly on people management, human resources 

and property management systems. Finance and accounting skills courses were not 

evident in their training options.  
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CHAPTER 6 

CONCLUSION 
 
6.1 Introduction 
 
In Chapter Five the researcher presented and discussed the findings to the research 

questions and provided recommendations to address the sub-objectives of the study. 

 

Chapter Six presents a summary of the research findings, suggests possibilities for 

further research, and offers a conclusion. 

 

6.2 Importance of the research findings 
 

This study has demonstrated that the existing financial management knowledge and 

accounting skills of department managers in the hotel industry within the Cape Town 

metropolis are inadequate. Due to the rapid development of accounting systems there is an 

over reliance on systems to control costs. This influences the accounting skills of department 

managers, which are insufficient to manage their departments effectively. The relevance 

and the role of accounting in department management is an essential component. 

 

Therefore the research is centred on the deduction that the improvement of financial 

management knowledge and accounting skills will enhance the performance of 

department managers. The demands and pressures to control costs, optimise 

profitability and show a return on investment are challenging to any business 

environment, but especially so if certain competencies are lacking within middle-level 

management. The understanding of financial management and accounting and the 

interpretation of financial information plays a major role in the success and 

sustainability of the hotel establishment. Another factor is that a large proportion of 

the major hotel chains have an automated and centralized accounting system, which 

means that responsibility in the accounting area has shifted more to department 

management level. 

 

6.3 Further research opportunities 
 
In view of the study undertaken and the data collected from the respondents, the 

researcher was able to make two recommendations for further research.  
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A detailed needs analysis has to be piloted on the specific training required by 

department managers before they occupy the position. The current internal and 

external training provided covers all levels of operations excluding a specific focus on 

financial and accounting skills. The specific competencies required of middle or 

department managers has to be addressed, as the centralizing of accounting 

functions has led to a gap in the transferring of skills. There is a gap between the 

expectation and reality concerning the financial management knowledge and 

accounting skills of a department manager. Department managers are now playing a 

role previously played by financial controllers. Department managers feed the 

information through to head office, where reports are compiled and generated. The 

commitment of top management to this process will add value to business and the 

contribution made by department managers.  

 

Further research may be undertaken using the variable of gender, as the majority of 

the respondents who held the positions of department manager were male. Research  

might investigate the reasons for this, and look at issues of representivity and parity 

amongst the genders. A fairly large percentage of the male respondents were  

confident that they had adequate financial management knowledge and accounting 

skills to manage their departments effectively, but there was minimal evidence to 

support this. The female respondents were of the opinion that they needed training, 

since they felt they had insufficient finance and accounting knowledge. This disparity 

may hold some interesting implications.  

6.4 Summary of the research 
 
6.4.1 Problem of the research 
 
The study highlighted that there are gaps in the financial management knowledge 

and accounting skills of department managers. The expectation of the hotel was not 

the reality on the ground. The main problem was that department managers were by-

and-large unable to interpret, analyse and apply the information provided to them. 

These financial reports were delivered from the financial controller or the head office 

centralized accounting section. Department managers had inadequate financial 

management knowledge and accounting skills to improve profitability, but they met 

the minimum targets set. If they had sufficient financial knowledge they would be able 

to identify areas where improvements might be made to add more to the bottom line. 

Financial management knowledge and accounting skills will add value to the 
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business in the form of decision-making and planning. The current hospitality 

curriculum should be revised in line with the information provided by the respondents 

in the area of financial management knowledge and accounting skills required by 

department managers. 

6.4.2 Objective of the research 
 
The main purpose of this study was to investigate the current financial management 

knowledge and accounting skills of department managers within three- to five-star 

hotels. This information will be of value to hotel schools, to enable them to gear their 

curricula to better serve the needs of the hospitality industry. Top management would 

be able to identity financial management knowledge and accounting skills training 

opportunities specifically for their department managers. 

 
The following sub-objectives were highlighted: 
 

 To focus on training and mentoring in the interpretation of financial statements 

and accounting skills knowledge for department managers, which will enhance 

the efficient management of departments within the hotel 

 To emphasise the importance of financial management knowledge and 

accounting skills amongst department  management, to ease the difficulties 

experienced by department managers in controlling costs 

 To provide solutions to the inadequate financial management knowledge and 

accounting skills of department managers, so as to optimise profitability and 

maximise investment returns 

 To focus on specific financial management training for department managers, 

to be included in the hotel school’s curricula offering hospitality qualifications 

and the National Diploma in Hospitality Management. 

 

6.4.3 Recommendations of the research 
 
These recommendations are drawn from the responses of the participants in this 

study in conjunction with the literature reviewed. The following are the skills and 

competencies required of an effective department manager, with specific reference to 

financial management and accounting skills:  
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 A thorough understanding and advanced knowledge of financial management 

and accounting skills is required by all department managers, within a 

hospitality environment 

 

 A paradigm shift within top management is essential to highlight and ascertain 

the importance of financial management and accounting skills amongst 

department management within the hotel. The emphasis should not be limited 

to functional areas, but to a broader framework within the hotel  

 

 There is a need to review internal and external training provided within hotels, 

as well as the hotel schools qualifications offered within South Africa 

 

 The lack of financial competencies and accounting techniques required for the 

interpretation and analysis of financial statements and budgeting impedes the 

effectiveness of department managers. Department managers are not 

equipped effectively to use the management reports and financial statements 

provided, as a management tool for decision making.  

 
6.5 Findings of research 
 
Many of the respondents agreed that they had acquired certain skills through on the 

job training and attending workshops, but a formal training programme has to be 

followed by middle management, due to the demands of their position. Department 

managers were of the opinion that years of service and experience on their own do 

not prepare them to manage their departments effectively. Respondents were all of 

the opinion that financial management knowledge and accounting skills are 

imperative competencies required for them manage their departments effectively. 

 

They confirmed that there was no clear training strategy for middle management to 

progress from operational to middle management level. The internal and external 

training provided were not specifically geared to the financial and accounting training 

needs of middle management. Accounting and financial courses were not a key 

competence for promotion to department manager. Much of the training provided 

was for operational requirements. 
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The findings of the research showed the following: 

 

 Financial management knowledge and accounting skills are in short supply 

owing to less than 50% of the respondents answering “yes” when asked 

whether they possessed sufficient financial management and accounting 

skills. The responses showed uncertainty amongst the participants, but they 

were of the opinion that finance and accounting comprise an important 

competency for all department managers. 

 

 Current top-level management does not deem financial management 

knowledge and accounting skills an important competency for department 

managers. A change in perception is very important due to the notion that 

Accounting forms part of corporate governance, and as a result is constantly 

under scrutiny for compliance. 

 

 Key evidence shows that department managers are unable to interpret 

financial information provided by the different units. The inability to interpret 

financial statements, budgeting and forecasting becomes an obstacle in the 

way of optimizing profitability, controlling cost and improving investment 

returns. 

 

 The evidence indicates that the internal and external training provided to 

department managers lacked focus on the area of finance. This can be 

resolved if access to short learning programmes in Finance for Non-Financial 

Managers and Revenue Management is made available. The lack of access to 

financial information is perceived to be an obstacle to developing the full 

potential of department managers. 

 
 
The literature review revealed that department managers within the hotel industry 

need to show competence in financial management knowledge and accounting skills, 

to effectively manage their respective units. This can be attributed to the changes 

affecting the hotel industry, originating from developments in technology and 

pressure from shareholders to maximise investment returns.  
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6.6 Conclusion 
 
The study has emphasized that financial management knowledge and accounting 

skills should be a mandatory for all department managers. Financial skills such as 

costing, budgeting, financial statement analysis and risk assessment have become 

an increasingly important competency requirement amongst department managers. 

Competence in financial management knowledge and accounting skills among 

department managers enhances the effectiveness of management as a whole.  

 

The study found that financial management knowledge and accounting skills among 

departmental managers in the hotel industry within the Cape Town metropolis are 

inadequate. According to the responses to the structured questionnaires completed 

by the participants, this problem is acknowledged by department managers as well 

as senior management.  
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APPENDICES 

APPENDIX A:  

 

Interview Participation 

 
Dear Participant 

I am a master’s student currently registered in the M.Tech Business Administration 

programme at the Cape Peninsula University of Technology. I am in the process of 

writing my dissertation and am collecting data for that purpose. 

Research Topic 

An investigation into the financial management knowledge accounting skills and 

amongst department managers in the hotel industry, within the Cape Town 

metropolis 

The purpose of the research study is to gain insight concerning the Financial 

management knowledge and accounting skills and amongst department managers in 

the hotel industry. This will aid with the hotel school curriculum and the training of 

hotel school graduates. 

 

Permission has been granted by your general manager for you to participate in this 

research. Your participation in this research is voluntary and you may withdraw from 

completing the questionnaire at any time.  Should you complete this questionnaire, 

strict confidentiality will be maintained at all times and no material that you provide 

will identify you.  

 

This study adheres to the Guidelines of the ethical review process of Cape Peninsula 

University of Technology.   

 

Yours sincerely 

 

Nadia Davids.      Eric Collier 

Researcher     Research Supervisor 

 



85 
 

 
 
APPENDIX B:  
Section A 
Demographical information 
Please tick √ the appropriate answer 

1. Gender 

Male 1 

Female 2 

 
2. Age 

Younger than 25 1 

25 to under 35 2 

35 to under 45 3 

45 to under 55 4 

55 + 5 

 
3. What is your current position within the hotel? (eg.F&B manager, Rooms division 

manager etc.) 

 

 

 
4. Years of service in your current position 

Less than 2 years 1 

2 years under 5 years 2 

5 years , under 10 years 3 

10 + 4 

 
5. Highest level of education completed, you may tick(√)more than one. 

No formal qualification 1 

Matric completed 3 

Formal qualification - post matric 
completed 

4 

Certificate 5 

Diploma 6 

Degree 7 

Post graduate degree 8 

 
5.1 In-house courses attended? If “yes” what was attended. 

Yes 1 

No 2 

 

 
 5.2 External courses attended? If “yes” what was attended. 

Yes 1 

No 2 

 



86 
 

 

 
 

Section B 
Financial Management knowledge and Accounting skills 

6. In your opinion do you think that department managers have adequate financial 

management knowledge and accounting skills? 

Yes 1 

No 2 

Yes and No 3 

 
6.1 If you answered "No" in Question 6, which area lacks financial competence? 

 

 

 
6.2 If you answered "Yes and No" in Question 6, where are the areas of concern and 

which do they do well? 

 

 

 

 
7. Does your hotel make use of a property management system and state which one. 

Yes 1 

No 2 

  

 
7.1 Is your property management system interfaced with an accounting package? 

Yes 1 

No 2 

 
7.2 Which accounting packages are you familiar with? 

 

 

 

 
8. Do you have access to the hotel's financial statements and financial reports? 

Yes 1 

No 2 

 
8.1 If you answered "No" in Question 8, indicate which financial information do you 
have access to?  

 

 

 
8.2 If you answered "Yes" in Question 8, list a few points, as to how the financial 
information adds value to your department and the hotel? 
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8.3 Do you need to interpret the financial reports generated by the property 
management system for your specific department? 

Yes 1 

No 2 

 
8.4 If you answered "No" in question 8.3, indicate who is responsible? 
eg. Financial Controller, General Manager 

 

 

 
9. In your opinion do department managers need financial management knowledge 
and accounting skills to maximise profits and add wealth for their specific department 
and the hotel? 

Yes 1 

No 2 

 
10. Is financial management knowledge and accounting skills a requirement for 
promotion purposes? 

Yes 1 

No 2 

 
10.1 If you answered "No" in Question 10, do you think it will add value to managing 
your department? Give a reason for your answer. 

 

 

 
 11. Are your financial functions of the hotel outsourced or done at head office? 

 

 

 
Section C 
Financial knowledge and competence 
In this context, competence will be defined as the knowledge, skills for acceptable job 
performance. 
12. Which cost cutting measures have you been responsible for implementing? 

 

  

 

 

 
13. Have you saved any money for the hotel, Yes or No, and how did you do this? 

 

  

 

 
14. Give an example of any internal control procedure that you have developed and  

maintained? 
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15. Which financial forecasting method, process functions are you responsible for? 

 

  

 

 
16. Which management reports do you access? 
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Section D 
Financial Management knowledge and Accounting skills 
CIRCLE THE NUMBER NEXT TO EACH SKILL TO INDICATE THE LEVEL OF 
IMPORTANCE FOR YOUR CURRENT MANAGEMENT POSITION. 
LEVELS OF IMPORTANCE 
1. Less Important 2. Important 3.Very Important 4. Not sure 

  
 
SENIOR 0R MIDDLE MANAGERS 
(DEPARTMENT ,HOD) 

L
e

s
s

  

Im
p

o
rt

a
n

t 

Im
p

o
rt

a
n

t 

V
e

ry
 

Im
p

o
rt

a
n

t 

N
o

t 
s

u
re

 

1.1 Preparation of the Budget  1 2 3 4 

1.2 Budgetary control-  Control expenditure 1 2 3 4 

1.3 Forecasting Revenue/Sales 1 2 3 4 

1.4 Capital Budgeting 1 2 3 4 

1.5 Cash and Operational budgeting 1 2 3 4 

1.6 Internal Control procedures 1 2 3 4 

1.7 Accounts receivables ( credit and collection) 1 2 3 4 

1.8 Preparation of Departmental Income Statement 1 2 3 4 

1.9 Management of Departmental Income & Expenses 1 2 3 4 

1.1

0 

Preparation of Income Statement 1 2 3 4 

1.1

1 

 Interpretation of Income Statement 1 2 3 4 

1.1

2 

Preparation of Balance sheet 1 2 3 4 

1.1

3 

Interpretation of Ratio’s related to the Balance Sheet 1 2 3 4 

1.1

4 

Cash Flow Statement 1 2 3 4 

1.1

5 

Working capital management(Cash, Inventory & 

Debtors) 

1 2 3 4 

1.1

6 

 Audit procedures 1 2 3 4 

1.1

7 

 Break even analysis (CVP)  1 2 3 4 

1.1

8 

 Menu Costing and Cost Control 1 2 3 4 

1.1

9 

 VAT (Collections and Payments) 1 2 3 4 

1.2

0 

 Payroll – (Budget for your department) 1 2 3 4 

1.2

1 

Skills development levies 1 2 3 4 
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Section E 
Are there any other skills not mentioned above that you believe are important for a 
Department Manager? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

 

 

 

 

 

 

 

 

 


