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Abstract: This study investigated the drivers of job satisfaction in the Alpine tourism industry.
Intention to work in the profession in the future and training satisfaction were also examined.
A total of 316 employees in two Alpine tourism regions were interviewed by means of a questionnaire
and asked about the factors influencing their job satisfaction, their intention to remain in the sector,
and their satisfaction with training. The results reveal significant differences between the two
regions in the dimensions of appreciation, international job opportunities, compatibility of family
life and career, workplace climate, working hours, and remuneration. The findings also highlight
differences in training satisfaction and intention to remain in the job. These regional differences
provide important insights into job satisfaction and the influences upon it, from which various
approaches to pursuing sustainable development potential can be derived, including personnel
management, reduction of employee turnover, and appreciative corporate culture towards guests
and employees as well as image cultivation among the general public.

Keywords: job satisfaction; hospitality industry; sustainable work development; appreciation;
cultural dimensions; corporate culture; image

1. Introduction

During the 2019/20 winter season, the lack of skilled personnel in Alpine tourism, especially in
the catering and hotel industry, was evident. In a survey conducted by the Austrian Federal Economic
Chamber, more than 80% of the companies surveyed (N = 200) saw the availability and qualifications
of employees as competitive factors in Austrian tourism, and approximately 60% described these
as a challenge for recruitment [1]. Furthermore, 85% said that the need for qualified specialists will
become an important issue in the coming years [1] though very few (2%) said they placed a strategic
development focus on this [1].

A study by the Munich University of Applied Sciences and the personnel service provider GVO
addressed the difficult situation in the job market for gastronomy professionals. The results indicate
that vacancies are more difficult to fill than they were only a few years ago. The possible reasons cited
were demographic developments and the modern employee’s expectations of the workplace, including
a demand for one’s personal development and a good work–life balance [2].

Since the start of the COVID-19 pandemic, the future of Alpine tourism has been uncertain.
Alpine tourism depends on mainly European travelers as well as the willingness to travel
and the economic potential of guests in important countries of origin (e.g., Germany, the Netherlands,
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and the United Kingdom). A sharp decline in Alpine tourism is expected in the short to medium
term. If a quantitative decline in overnight stays is assumed, there is likely to be a strategic shift in
the industry towards higher quality or increased added value. As a result, the question of how to
attract and retain well-trained, local, skilled personnel will become yet more important. The present
study reveals that job satisfaction is one critical factor in this respect.

Compared with other sectors, the hospitality industry tends to experience very high levels of
fluctuation [3], creating additional costs of millions of euros each year [4]. Companies in the hospitality
industry deal with this issue on a daily basis [3]. Stress, overwork, and interpersonal tensions in
the workplace are all associated with lower job satisfaction and higher turnover [5]. Furthermore,
other factors, such as the rapid growth of the tourism industry and the high expectations of young
workers, are also partly responsible for lower job satisfaction and high turnover in the tourism sector.
Higher turnover is expected among employees who are more specialized or more difficult to find
and who require special training [3]. Avoiding high staff turnover is particularly important in regions
characterized by an aging population, as it is particularly difficult to find replacements [6].

Since job satisfaction fosters a sustainable workplace, it is an important part of a long-term
sustainable organization [7,8]. Among other things, job satisfaction has the potential to reduce high
staff turnover and promote loyalty, thereby having a positive impact on sustainable development at
the company level [9]. When turnover is reduced, companies experience improvements in customer
service quality and business performance [10]. The positive influence of job satisfaction on product
and service quality, customer satisfaction, and customer relations [10,11] has the potential to promote
sustainable development beyond the company level on the regional and destination level, as value
creation and a source of economic prosperity for the local population can be ensured. Analysis of
the factors that influence job satisfaction aims not only to reduce employee turnover but also to secure
young talent for careers in the tourism sector. Alpine regions have been experiencing a growing
shortage of skilled tourism-sector workers for many years. Three factors are at work here: (1) increased
employment in the tourism industry (e.g., because of growth especially in Alpine tourism), (2) reduced
numbers of trainees (e.g., because of demographic effects and critical public opinion), and (3) decreased
willingness on the part of graduates to work in tourism professions (e.g., because of more attractive job
alternatives in other professions or industries).

1.1. Background

For this study, graduates and/or professionals in the hospitality industry in South Tyrol and North
Tyrol were interviewed in 2018 and 2019. These two regions account for a total of 83 million overnight
stays. Thus, it is obvious that, despite low growth rates, the tourism sector is of real economic
importance for both South Tyrol and North Tyrol. The regions are similar: both are characterized by
the dominance of small and medium-sized family businesses, low academicization, and a trend towards
greater comfort (hotel categories) [12]. Furthermore, the two regions are equally tourism-intensive
(measured by overnight stays per inhabitant) but differ in their overall seasonality (Table 1).

Table 1. Structural tourism data for North Tyrol and South Tyrol (Source: Land Tirol [13], ASTAT [14]).

Tourism Year 2017/18 North Tyrol South Tyrol

Arrivals 12,273,321 7,501,076
Overnight stays 49,379,498 33,236,947

Tourism intensity 65.43 62.57
Seasonality (summer/winter) 44%/56% 62%/38%

Moreover, significant differences exist in terms of the variance in tourism intensity, as measured
by the 50 most tourism-intensive municipalities in North Tyrol and South Tyrol (Table 2).
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Table 2. Variances in tourism intensity in South Tyrol and North Tyrol (Source: Land Tirol [13], ASTAT [14]).

N Min Max Average Value Variance

South Tyrol 50 72 742 176.56 17,749

North Tyrol 50 13 1079 261.08 68,182

1.2. Research Objective

In the literature, job satisfaction is shown to be an essential personnel policy prerequisite for
a sustainable quality and success strategy. Previous research has focused on the importance of
appreciation and professional image for job satisfaction in the industry (e.g., [15]). Heimerl et al. [15]
show that there are significant differences between the two regions studied in terms of perceived
appreciation by supervisors (∆ = 54.8%) and guests (∆ = 41.3%) and also in the image of residents
(∆ = 44.5%). This leads to the assumption that there are significant differences in perception between
the two regions in relation to other factors. The present study expands on this insight and investigates
further influencing factors, with intention to work in the tourism profession and satisfaction with
the associated training investigated as reflective of job satisfaction. These results are then discussed in
relation to sustainable development issues. Thus, four questions arise:

• What are the advantages and disadvantages of working in the hospitality industry?
• Do the respondents intend to work or continue working in the hospitality profession in the future?
• How satisfied are the study participants with their choice of apprenticeship?
• To what extent can job satisfaction promote sustainable development issues in the hospitality industry?

This study contributes to the literature on job satisfaction in the hospitality industry and offers new
insights into the impact of various influencing factors. Furthermore, the study includes the intention
to continue working in the tourism profession and satisfaction with one’s apprenticeship as essential
outcomes of job satisfaction. The study also broadens the perspective in terms of job satisfaction
and sustainable development issues.

2. Literature Review

Job satisfaction is an attitude toward work [16]. It is a relatively stable value system of operational
conditions that lasts for a long period [17]. It is an attitude that influences one’s emotional reaction to
work, opinions about work, and willingness to behave in a certain in regard to work [18]. Job satisfaction
is not a simple response to the objective work situation of the employee, but rather it reflects a subjective
perception of one’s job [19]. Locke [20] describes job satisfaction as a pleasant emotional state, reflecting
the assessment of how the employee’s work role supports their values. Satisfied employees record
fewer absences, less fluctuation, and lower sickness rates. Kong et al. [21] cite factors at the individual,
organizational, social, and psychological levels as key influencers of job satisfaction in the hospitality
industry. According to Kong et al. [21], the key results of job satisfaction are a strong organizational
attachment and intention to stay.

Job satisfaction is seen as particularly important for the sustainable development of workplaces
and entire organizations [7–9,11,22]. Several approaches to promoting organizational sustainability
are discussed at the strategic level [7]. A particularly common approach is “sustainable leadership”,
which aims to balance people, profits, and the environment to foster corporate longevity through
the application of appropriate management practices, taking a holistic approach to organizational
sustainability [7,22,23]. The concept of “sustainable leadership” thus includes the triple-bottom-line
approach [7,22–24] and therefore has a multifaceted effect on sustainable development, not only in
terms of job satisfaction but also, for example, in terms of sociocultural and environmental concerns.
Especially in rural regions with great natural and environmental value, all dimensions of sustainability
are important concerns, as tourism poses great challenges in terms of ecological and sociocultural
aspects [25].
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As issues of sustainability become more and more important, the strategic integration of objectives
of all three sustainability dimensions in organizations increases [9,11]. Integration difficulties exist in
particular in the measurability of sustainable development through the adoption of an appropriate
set of key performance indicators (KPIs) [11]. Various studies have dealt with sustainability KPIs
and their usefulness [11,26]. Job satisfaction is regarded as a KPI for sustainable enterprises [22] and for
implementing sustainable strategies [11]. According to Azapagic [27] and Hristov and Chirico [11],
job satisfaction belongs to the social sustainable strategic goals, and the employee satisfaction rate
serves as a KPI, which is determined using questionnaires. Gabcanova [28] considers, among others,
employee turnover and training hours per employee as KPIs on a human resource level.

It remains open to debate which factors really are drivers of job satisfaction in the hospitality
industry and to what extent. In line with the “sustainable leadership” approach [22,23], enterprises
that actively care for the well-being of their employees and offer the opportunities for independent
and meaningful decisions tend to see higher levels of job satisfaction [10], while an employee who
is not satisfied with their work is more likely to quit [29]. McPhail et al. [10] conducted a factor
analysis of 9000 employees in the global hospitality industry and identified three groups of factors
related to job satisfaction. The first of these was career development, with employees found to value
training and development for their professional advancement. The second was control and diversity,
including the opportunity to use one’s initiative, variation in tasks, contribution, and independence;
the third was social relationships (teamwork, friendship, mutual respect, and appreciation from others).
These three dimensions were all found to have positive and significant effects on overall job satisfaction,
with employees needing to feel that their workplace offers a wide scope of work, provides opportunities
for self-development, and constitutes a friendly environment [10].

Hotel companies that actively care for the well-being of their employees tend to generate higher
levels of job satisfaction [10,29]. Likewise, the corporate culture of such companies has a significant
and positive influence [30]. Similar to the current study, Heimerl et al. [15] compared the two Alpine
regions of North Tyrol and South Tyrol to explore job satisfaction in the tourism industry. The results
indicate that South Tyrolean employees were more satisfied with most aspects of their work than
North Tyroleans were. There were particularly large differences in respect of the appreciation of guests
(a difference of 41.3 percentage points) and employers (54.8%) and in the profession’s reputation among
the general public (44.5%). The studies cited show that job satisfaction in the hospitality sector is
primarily determined by nonmaterial, sociocultural factors, which can be summarized as follows:

• The work environment: colleagues, teamwork, and a thoughtful and appreciative approach by
the business.

• Job content: variety, scope for initiative, and participation in decision-making.
• Personal development: further training and career opportunities.

The following hypotheses can be derived from this:

• Material factors, such as remuneration, stress, and work hours, can have an influence on job
satisfaction, but the drivers for increased job satisfaction are sociocultural factors.

Although the regions are very similar in terms of tourism structures and material factors,
their sociocultural factors may vary.

3. Material and Methods

The present investigation employed a questionnaire survey method. In 2018 and 2019,
225 specialists (graduates) were surveyed in South Tyrol along with 91 pupils (apprentices) in North
Tyrol who were in their final classes in the Tyrolean Vocational School for Tourism and Commerce,
Landeck. In the present study, the differences between the two regions, North Tyrol and South Tyrol,
will be compared. Study participants were recruited not on the basis of inclusion and exclusion
criteria but rather with the aim of accessing a cross-section of the cohort that was as broad as possible.
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The key aim was to represent the whole of the cohort, which comprises 93 pupils in North Tyrol
and 451 graduates in South Tyrol. In North Tyrol, 91 pupil interviews were conducted since the survey
was undertaken during school hours. In South Tyrol, 44.3% of graduates were interviewed because
contact details for the cohort were five years old and over half were out of date. Only a small percentage
(4.5%) of those contacted refused to take part in the survey. In the questionnaire, the participants
were asked to name aspects of the hospitality industry that they considered particularly positive or
negative. The participants were presented with four-point Likert scales and asked to indicate the extent
to which their choice of training had been driven by a desire to work in the hotel and restaurant
industry as well as how satisfied they felt with their training. Decision questions (yes/no) were
presented to determine whether the participants would, given their time again, make the same
decision to train in the hospitality industry and whether they intended to continue working in
the sector. The characteristics of the collected data were then subjected to Chi-square testing to identify
the significant, influential factors.

4. Results

4.1. Perceived Advantages and Disadvantages of Working in the Hospitality Industry

Contact with the general public was emphasized as a particular advantage of working in
the hospitality industry. Furthermore, international job opportunities (especially in North Tyrol)
and the content and type of work (especially in South Tyrol) were highly appreciated.
Income and opportunities for personal development were also identified as advantageous. Appreciation
by one’s employer and the image of the tourism professions among the general public were not widely
cited as advantages. (see Table 3)

Table 3. “Which aspects of working in the hospitality industry are the greatest benefits for you
personally?” Percentage of respondents.

Categories North Tyrol South Tyrol

Contact with people 38.5 43.9

International job opportunities 35.2 20.1

Content and nature of the activity 25.3 35.4

Personal continuing education 24.2 25.4

Income 24.2 25.9

Job security 22.0 15.3

Opportunities for advancement 17.6 11.1

Working hours 9.9 7.4

Appreciation by the guest 1.1 7.4

Geographical location of the place of work 1.1 2.1

International job opportunities were cited as significantly more advantageous in North Tyrol
(Table 4). Few North Tyrol respondents named appreciation from guests as an advantage of
the profession, though significantly more South Tyrol respondents did so (Table 4).

All respondents perceived their working hours to be the greatest disadvantage of their job.
Approximately a third of the South Tyrol graduates mentioned the incompatibility of their family
and professional lives as the second most substantial disadvantage. For the North Tyroleans,
the second-largest disadvantage was the negative perceptions of their employer. Stress was cited
as equally disadvantageous in both regions. The North Tyroleans ranked income as the third most
substantial drawback. (see Table 5)
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Table 4. Chi-squared test: advantages in the hospitality industry—comparison of South Tyrol
and North Tyrol.

ID Value Degrees of Freedom Significance

Contact with people 0.064 1 0.800

International job opportunities 7.552 1 0.006 *

Content and nature of the activity 1.575 1 0.210

Personal continuing education 0.083 1 0.773

Income 0.014 1 0.907

Job security 2.481 1 0.115

Opportunities for advancement 3.244 1 0.072

Working hours 0.959 1 0.327

Appreciation by guests 5.028 1 0.025 *

Geographical location of the place of work 0.439 1 0.508

* Significant difference (significance level of 5%).

Table 5. “Which aspects of working in the hospitality industry do you personally find to be the most
disadvantageous?” Percentage of respondents.

Categories North Tyrol South Tyrol

Working hours 92.3 78.3

Appreciation by the employer 23.1 6.9

Income 18.7 6.9

Compatibility of family and career 15.4 31.2

Stress/strain 14.3 15.9

Appreciation by guests 12.1 7.9

Workplace climate 8.8 0.0

Image/reputation among the public 3.3 1.1

Place of work 1.1 1.1

Content and nature of the activity 1.1 0.0

In comparison, the South Tyrolean interviewees saw the incompatibility of family and professional
life as significantly more disadvantageous. This may be because the South Tyrolean graduates had
already been in work for five years and had therefore reached a different life stage. In North Tyrol,
on the other hand, working hours were perceived as significantly more disadvantageous than in South
Tyrol. Moreover, North Tyroleans were significantly more critical of the (lack of) appreciation they
received from their employers as well as their income and workplace climate. (see Table 6)

There were mixed views of income. While approximately 25% of the respondents cited income as
an advantage of the job, a small number of South Tyroleans (7%) and a larger number of North Tyroleans
(19%) said it was disadvantageous. This difference is assumed to be the result of differences between
the survey cohorts, specifically, the fact that one group was made up of employees and the other of
apprentices (see Section 3).
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Table 6. Chi-squared test: disadvantages in the hospitality industry—comparison of South Tyrol
and North Tyrol.

ID Value Degrees of Freedom Significance

Working hours 14.468 1 0.000 *

Appreciation by the employer 15.423 1 0.000 *

Income 9.275 1 0.002 *

Compatibility of family and career 5.944 1 0.015 *

Stress/strain 0.000 1 0.988

Appreciation by the guest 2.054 1 0.152

Workplace climate 17.700 1 0.000 *

Image/reputation among the public 2.412 1 0.120

Place of work 0.030 1 0.862

Content and nature of the activity 2.480 1 0.115

* Significant difference (significance level of 5%).

The perceived advantages of working in the hospitality sector confirm the positive influence on
job satisfaction of the sociocultural factors referred to in paragraph 2 (see research question 1): contact
with other people is seen as a particular advantage. Job content and development opportunities are also
seen as positive elements. The two regions studied have clear differences with regard to the perception
of international job opportunities and job content as advantages. In each region, around one-quarter
of respondents also cited earnings as an advantage, showing that remuneration is considered to be
fair in many places. Work hours are perceived as the predominant disadvantage in both regions.
The structure of working hours results from the nature of the hospitality industry, which sees major
fluctuations in capacity on a daily, weekly, and seasonal basis. However, these can be mitigated by
management decisions (see Section 5).

4.2. Intention to Work in the Hospitality Industry

The factors of respect, relationships, and a friendly environment were found to have a significant
impact on overall job satisfaction [10]. Employee expectations of the company and the job in relation to
working conditions, pay, safety, leadership of employees, and so on are described by Kong et al. [21] as
organizational influencing factors and key drivers of job satisfaction. Of the South Tyrolean graduates
surveyed in the present study, 73.5% continued to work in the hospitality industry five years after
graduation. Of the cooks, 85.4% were still working in the restaurant industry and, for the restaurant
specialists, the figure was 91.7% [31]. The reasons given for this were the working conditions, a desire
for training, other job opportunities, and personal factors. In contrast, just 48.3% of the prospective
graduates of the Landeck regional vocational school said they intended to continue working in the hotel
and restaurant industry after completing their apprenticeship, compared with 58.8% of the skilled
workers and 40.4% of the hotel assistants. These figures are in line with the assessments of entrepreneurs
of apprentices in the hotel and catering sector, with an average of 45% of entrepreneurs rating the skills
and performance of apprentices as “poor” [1]. This clearly reveals a “relationship problem” between
entrepreneurs and apprentices.

Thus, whereas, in South Tyrol, three-quarters were still in the career they trained for after
5 years, in North Tyrol, only half of the graduates wanted to enter the career they had trained for
(see research question 2). North Tyrol has two vocational-technical schools with a total of 152 graduates.
Each year, therefore, only around 75 trained individuals want to enter the career they have trained for.
This exacerbates the medium-term decline in graduates from 240 (2010) to 152 (2018). At the same
time, employment in tourism services in North Tyrol rose between 2010 and 2017 by around 22.7% [32].
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This illustrates the striking shortage of skilled workers and the great practical importance of attractive
careers being on offer in the sector.

4.3. Satisfaction with Choice of Training

The third research question concerned the respondents’ satisfaction with their choice of training.
A desire to work in the hospitality industry was generally a more important driver for graduates in
South Tyrol: more than 85% of South Tyroleans stated that working in the hotel and restaurant industry
was a decisive influence on their choice of training, while just 64.0% of North Tyrolean apprentices
shared this view (Figure 1).
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Figure 1. “When choosing your training, how important was a desire to work in the hospitality
industry?”.

Nearly 60% of South Tyroleans who had completed an apprenticeship said they would make
the same choice again, whereas less than half of the North Tyrol apprentices (47.2%) said this (Figure 2).
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Figure 2. “If you could choose again, would you still choose to train in the hospitality industry?”.

A similar picture emerges in satisfaction with training. In North Tyrol, just over 70% of
the graduates said they were satisfied with their training, while, in South Tyrol, the figure was almost
90% (Figure 3).

There were also significant differences in terms of satisfaction with training. For the South Tyrolean
apprentices, career choice was more influential in their training decisions. The respondents were more
likely to say that they would opt for this training again, and they were much more satisfied with
the training than their North Tyrolean colleagues.
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Figure 3. “How satisfied are you overall with your training?”.

Although graduates were largely happy with their training (see research question 3), only around
half of them would choose vocational training again. This shows that trainees begin their training with
expectations that the careers in question do not fulfill. Their initially high level of motivation to work
in the tourism sector declines significantly during or after training.

5. Discussion

This paper has identified various influences on the three outcome measures of job satisfaction,
intention to work in the sector, and satisfaction with training. Further, the study sheds light on
the relationship and interaction between job satisfaction and sustainable development issues.

Overall, this paper showed that job satisfaction and satisfaction with tourism-sector training
are significantly higher in South Tyrol than in North Tyrol despite the similarities in the two regions’
tourism structures. However, there is significantly greater variation in the intensity of tourism in
North Tyrol.

In terms of job satisfaction, social sustainability can be measured by, among other things, the KPI
employee turnover rate [28] or the KPI satisfaction rate [11]. While the former is potentially easier to
measure and observe, the latter indicates potential problems earlier, even before employee turnover
occurs. The KPI job satisfaction ratio can be measured by a questionnaire [11]. For the questionnaire,
it is important to determine important and relevant items for job satisfaction. This study gives a
valuable insight in this respect (see Tables 3 and 5). The implementation of KPIs and the regular
measurement would make the enterprises in North Tyrol aware of existing problems at an early stage,
especially with regard to the appreciation issue (Table 6). This can then be addressed, measures can be
taken, and sustainable development promoted. Thus, the increasing unwillingness to continue working
in the tourism sector in North Tyrol could be reduced at an early stage. Training hours per employee
also serve as a KPI [28]. However, the present study shows that there is another important factor in
this respect, namely, satisfaction with training. Hence, another possible KPI would be the training
satisfaction rate. This would be particularly advantageous because, firstly, it would allow intervention
at a very early stage of the career and, secondly, the measurement could be carried out simply by means
of questionnaires or staff interviews. A focus on training satisfaction would not only have the potential
to reduce the employee turnover rate but also to keep young talents in the tourism sector long term.

The concept of “sustainable leadership” and its holistic approach to organizational sustainability [7,22,23]
focuses on the needs of the employees and could solve the problems revealed in the results, especially the socially
related issues such as workplace climate or the appreciation by guests and the employer. Since “sustainable
leadership” aims to balance the needs of employees, economic growth, and the environment [7,22,23],
it has the potential to influence sustainability in a variety of ways. The results show that in North Tyrol,
a large part of the population does not want to work in the tourism sector in the long term. This can be
avoided through “sustainable leadership” by increasing job satisfaction, leading to a more sustainable labor
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market. The results also show that the respondents in North Tyrol were more dissatisfied with the training.
Even at this very early stage, “sustainable leadership” can lead to higher (training and job) satisfaction, more
sustainable training, and long-term careers for young talents in the tourism sector. “Sustainable leadership” also
includes environmental sustainability issues. Environmentally conscious management might subsequently be
transferred to employees due to spillover effects, as lived values and actions could be adopted by employees
and integrated into their own lives, attitudes, and actions. This would be of particular importance in
nature-based regions [25].

Thus, job satisfaction has the potential to influence a variety of sustainable development issues in
the areas of sociocultural and economic as well as environmental sustainability.

The social contact associated with the tourism professions, the content of the work,
and the opportunities for further development (e.g., international perspectives and further training)
were all identified as positive factors for job satisfaction. These factors are motivators [33], and any
associated costs are purely indirect. An emphasis on developing these areas could, therefore, increase
the intention to pursue the profession and reduce employee turnover.

The disadvantages described above present a picture of North Tyrolean apprentices as suffering a
lack of recognition for their work [15]. As the second most frequently cited disadvantage (after working
hours), a lack of appreciation by one’s employer was perceived by almost a quarter of respondents to
be a problem. In addition, the skilled workers named work-related stress and the incompatibility of
their family and professional lives as key inhibiting factors. These findings provide a starting point
for increasing job satisfaction in the hospitality industry, and they are dealt with in more detail in
the following sections.

5.1. Working Hours and Stress

By a substantial margin, the South Tyrolean (78%) and North Tyrolean (92%) respondents cited
working hours as the greatest disadvantage of working in the catering professions. It is imperative that
working hours are adapted to the needs of young people. Flexible working time models and regulated
working hours that guarantee planning security and support greater compatibility between family
and career are essential. Trainees in the hospitality industry must have weekends away from work
or at least be guaranteed a maximum five-day working week. Family-unfriendly working hours
and work-related stress are inevitable in this sector due to fluctuating seasonal and intraday workloads;
thus, to compensate, sociocultural stressors must be taken into account. This includes leadership at all
hierarchical levels, appreciation by the employer, the working atmosphere, and so on. This highlights
once again the importance of the dimensions of esteem, as noted earlier. Significant differences
between the two regions were observed in the dimension of appreciation [15], and there is great
potential for improvement here, especially in North Tyrol. Large differences are also evident in terms
of training satisfaction and intention to remain in the profession. There is, therefore, a need to improve
in the following areas below, particularly in North Tyrol.

5.2. Personnel Management

In terms of appreciation, the above-mentioned results align with those of a 2019 survey of
96 hoteliers in North Tyrol [34]. Of the respondents in that study, only 60% saw leadership as very
important or important. This indicates that conscious and possibly appreciative personnel management
is considered only partially important or completely unimportant by 40% of entrepreneurs. Simply put,
a responsible and appreciative management attitude is either handed down by the corporate culture,
or it is not. From this follows the question of one’s socialization as a manager in the hospitality
industry. The East Alpine tourism structure is characterized by family businesses, with essential
cultural characteristics of being “hands-on” and “closed shops” [35]. An evidence-based culture does
not prevail in Alpine tourism. In many cases, entrepreneurial socialization happens from childhood
onwards and is often not supplemented, reflected, or enriched by experiences of different corporate
cultures or university education. Today, this traditional management culture is confronted by the values
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of Generations Y and Z, who demand autonomy, appreciation, a work–life balance, and development
potential [36]. If an industry cannot meet these demands, other sectors become more attractive.
These hypotheses should be examined in future research in connection with leadership awareness
and principles, with management and employee surveys used to gather data.

5.3. Appreciative Corporate Culture Towards Guests and Employees

An appreciative corporate culture is regarded as a bond between employees and guests: satisfied
employees make satisfied guests, regular staff makes regular guests, and an appreciative corporate
culture is reciprocated by the guest in an appreciative manner. Apprentices naturally begin their careers
at the lower hierarchical levels of a company. Those who are met there with esteem become confident
that they will consistently be treated well. With approximately half of the North Tyrolean final-year
students (compared to 26% in South Tyrol) saying that they did not intend to work in the profession in
the future, it is clear that formative negative experiences during the apprenticeship period have an
impact. These suppositions should be pursued through qualitative research.

5.4. The Image among the General Public

The image of the profession among the public, especially the relatives and peers of the young
people, was important for both groups in the study. It would be valuable to investigate whether
the profession’s public image reflects the sector’s problems with its management and corporate culture,
or whether a general attitude towards tourism influences its professional image. Connections between
the intensity of tourism and its public image should also be examined. Despite the two study regions’
very similar overall tourism intensities (see Table 1), there were marked differences in their respective
professional images. However, an examination of the variances in tourism intensity in the 50 most
tourism-intensive municipalities reveals significant differences between various parts of the country.
This supports the hypothesis that public attitudes to tourism suffer in destinations of both particularly
low and particularly high tourism intensity. In contrast, a medium and homogeneous intensity tends
to be conducive to positive attitudes to tourism. This correlation can be explained by the following
hypotheses. A large proportion of the population in areas with very low levels of tourism perceives
tourism as being of little or no relevance. The sector is therefore not considered important and is
held in low esteem. This is different in areas with high levels of tourism. Here, tourism is dominant,
and residents feel their interests are neglected in favor of guests’ interests and that their quality of life
is adversely affected. This results in resentment and disrespect. This inverse U-shaped relationship
between tourism intensity and public image would provide a further starting point for valuable future
research (see Table 2).

The results and the discussion have some practical implications that support the two aims referred
to at the start (reducing fluctuations and securing new talent for skilled jobs):

• The lever for increased job satisfaction is clearly sociocultural factors, such as work environment,
social contact, job content, and opportunities for personal development. The main focus of
responsibility for these factors lies with businesses and management.

• Remuneration is perceived differently in the two regions studied but is viewed as an advantage in
many places. Material factors need to be guaranteed but are not what motivates people.

• Work hours are perceived as by far the biggest disadvantage. These are fundamental to the sector
and can at best be moderated: larger businesses can introduce shift work and seasonal fluctuations
can be reduced at the destination level to provide greater continuity.

• Sociocultural factors have particularly clear implications for apprentices: although they are mostly
satisfied with their training, only half (in North Tyrol) want to pursue the career for which they
have trained. The shortfall is not due to the content or quality of training but manifestly to
the quality of the relationships between apprentice masters and apprentices.



Sustainability 2020, 12, 6754 12 of 14

• (Sustainable) management in the sense of balancing the needs of employees, economic performance,
and the environment can not only lead to greater job satisfaction through the positive impact on
sociocultural factors but can also promote further sustainable developments.

• The implementation of KPIs is particularly important for measuring and strategically embedding
social sustainability objectives, such as job satisfaction.

Career expectations clearly do not match the experience of the career or of practical occupational
training. This suggests that improved career guidance and opportunities for practical experience are
needed before career choices are made.

6. Limitations and Areas of Future Research

The differences in individual satisfaction factors may be explained by the differences between
the two groups of respondents in this study (five-year graduates and final-year students). Having left
school some years before, the graduates inevitably ranked the compatibility of their family
and professional lives more highly than those in their final school year did. It is also notable
that the North Tyrol N of 91 was significantly lower than that of South Tyrol (225).

This research has revealed topics in need of further investigation. First, it would be particularly
interesting to examine the prevalence, effectiveness, and type of use of KPIs in the tourism sector.
Second, future research projects should deal with the relationship between sustainable leadership
and job satisfaction and their impact on the behavior and attitudes of employees. In this context,
attention should be paid to the adoption of sustainable values and actions by employees. Third,
an in-depth study of the factors and events responsible for unwillingness to work or the intention to
quit in the tourism sector would be interesting.

The data used here were gathered prior to the COVID-19 crisis. The short- to medium-term research
on job satisfaction in hospitality will, of course, focus on strategies for coping with this crisis. Owing to
the shift from mass to quality tourism mentioned in the introduction to this paper, job satisfaction is of
increasing importance. In a quality strategy, dissatisfaction with material factors (e.g., income, working
hours, and place of work) is harmful, while satisfaction with nonmaterial factors (e.g., personnel
management, appreciation, and professional image) is ultimately decisive. This finding should be
investigated in future studies.
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