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The dynamic development of the hospitality industry, as well as an 

increasing of the level of consumer requirements for the quality of 

services nowadays is characterized by intensified competition among 

hotel, restaurant and other enterprises. To attract tourists and to gain 

competitive advantages, there arises a question concerning the 

improvement of the quality of provided services through the formation 

and development of the competitive personnel, which is designed to 

provide the necessary level of service taking into account international 

standards to meet the needs of tourists. 

Competitiveness and successful development of enterprises of the 

hospitality industry depends not only on the quality of staffing, but also 

on the ability to realize the potential (knowledge and skills) of each 

employee to achieve the strategic goals of the enterprise. Therefore the 

enterprises of the hospitality industry must constantly search for 

effective ways to form and develop its personnel potential for the long-

term period. 

The unresolved nature of many problems related to the formation 

and development of personnel potential, the lack of a unified personnel 

policy at the enterprises are becoming the main obstacles to the 

sustainable functioning of the hospitality industry during the period of a 

constant increase in the number of visitors. 

The term “potential” means someone’s or something’s ability to 

develop, achieve or succeed. In general, it refers to the “hidden 

opportunities, power and strength”. The essence of the concept of 

“potential” (of employee, group or team) is considered to be as a source 

of opportunities that can be used under the most favorable 

organizational and technical circumstances for solving problems or 



135 

 

achieving the goals of an enterprise. Thus, these are the capabilities of 

an individual, labor team and society in a certain sphere that have not 

yet manifested themselves in their relevant areas of life [1]. 

The issues of personnel potential are rather thoroughly studied in 

economic science. It uses also such terminology as: employment 

potential, human resources potential, labor potential and motivational 

potential of human resources. Over the past 40 years, scientists have 

been exploring the personnel potential of individual employees and 

work groups at enterprises, and in recent years the issues of labor 

potential are studied in the framework of personnel management. 

Various aspects of labor potential were studied by: M. Armstrong, A. 

Baron, G. Hamel, D. Joy-Matthews and others [2]. 

Thus, the concept of “personnel potential of an enterprise” is a 

generalizing characteristic of the aggregate abilities and capabilities of 

permanent employees of an enterprise who: have certain qualifications; 

possess special knowledge; have undergone preliminary professional 

training; have an experience in a certain sphere of activity; apply their 

knowledge, skills and abilities to effectively perform their functional 

duties in accordance with the objectives of the enterprise. 

The personnel potential of the hospitality industry enterprise should 

be considered as a general level of personnel support for the existence 

and development of that enterprise. It includes different individual 

components: the potentials of key specialists, managers, groups and the 

communicative potential related to the intergroup interaction. The lack 

of a level of significant for the hospitality industry enterprise qualities of 

the staff at least in the one component will reduce the competitiveness 

and efficiency of that enterprise. 

The personnel potential is a cumulative characteristic of various 

qualities of an enterprise’s staff, which include knowledge of the 

principles of the functioning of the hospitality industry, professional 

skills, special attitude to work, physical and psychological abilities 

necessary to achieve the goals of the enterprise.  

The peculiarity and uniqueness of human resources in the hospitality 

business lies in the fact that the personnel is directly in contact with the 

consumer and is considered as an integral part of the product (goods, 

services), since it ensures its functional quality. Consumers’ opinion 

about the level of service and the enterprise as a whole depends on the 

level of qualification, practical training and personal qualities of the 

staff. Therefore there are some rules that must be followed for good and 

competitive service: staff motivation for precise definition and 
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satisfaction of clients’ needs and requirements; each employee must be 

customer-oriented; polite behavior is encouraged; “disposition” to the 

client. But at the same time, not only consumers’ needs and interests 

must be taken into account, but also employees’ ones. Thus, when using 

the knowledge and skills of the company’s employees, it is necessary to 

satisfy their needs, to form effectively the partnerships between 

employees and the organization and to recognize the mutual value [3]. 

The factors of external and internal environment have a significant 

impact on the formation and development of personnel potential, which 

must be taken into account. They will allow: to evaluate the parameters 

of the qualitative and quantitative characteristics of the labor capacity in 

the labor market as a potential source of personnel formation; to analyze 

the consequences (positive or negative) of the influence of these factors 

on the parameters of the labor potential; to form personnel policy that 

use the positive aspects of this influence and neutralize the negative 

ones [4]. 

Thus, the quality of services provided by enterprises of the 

hospitality industry depends on the level of professional training and 

practical experience of the staff that are in a close contact with 

consumers in the process of production and consumption of services. 

Therefore ensuring the competitiveness and efficiency of the hospitality 

industry enterprise is associated with the formation and development of 

personnel potential of employees. 
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