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Abstract 

The topic being investigated in the thesis is employee motivation in Scandinavian hospitality 

industry. A gap in the literature, that looks at the topic, supported by empirical studies was 

identified. Thus, a hospitality company in Denmark was chosen as a single case for a closer 

investigation.  

Employee motivation was analysed through Herzberg’s theory of motivation by identifying the main 

motivators and hygiene factors. Furthermore, the aspect of the influence of the culture was found 

to be of a high importance and thus, Hofstede’s cultural dimensions have been used as a framework 

to analyse the influence of the national culture on the employee motivation. 

SKT.PETRI has been used as a case to examine the employee motivation by interviewing 18 Front 

Office employees. It was concluded that the main motivators to work in Scandinavian hospitality 

industry are growth possibilities, recognition and work itself, which is establishing interpersonal 

relations with guests. Likewise, the main hygiene factors identified were working conditions and 

interpersonal relations with peers, subordinates and superiors.  Moreover, salary was deemed as a 

hygiene factor that is met. It was also concluded that national culture has a significant influence on 

the motivation to work. 
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1. Introduction 

Tourism worldwide has experienced substantial growth between 2008 and 2015. The same trend 

can be observed for Denmark between 2008 and 2015 with an exception for 2008, where the 

number of bednights was equal to the number of bednights in 2011 (Visit Denmark, 2016).  

According to World Tourism Organization (2016) Scandinavia is having an increased number of 

inbound tourists for the last few years.  

More specifically, starting from 2011 Denmark has experienced steady growth in inbound tourism. 

In 2014 there have been nearly 2 million more overnight visitors compared to the previous year. 

The trend indicates that more and more tourists are choosing Denmark as their holiday destination. 

When it comes to hotels and similar establishments, there is a clear increase in the number of guests 

in 2014 when compared to 2013, the number of overnight visitors in hotels and similar 

establishments has grown for 58 percentage points, respectively from 1 653 000 to 2 627 000 

guests. 

When looking at the employment statistics within the hotels and similar establishments there has 

been a steady growth in number of employees between 2011 and 2013, as well as the number of 

hotels and similar establishments has reached 529 units, with an increase of 18 units compared to 

the previous two years (World Tourism Organization, 2016). 

The hotel industry is growing by constantly adding more rooms to the market and therefore it is 

predicted that there will be a need for additional workforce (Bharwani & Butt, 2012). It already has 

been challenging to attract and retain well skilled employees in the hotel industry. 

The quality service delivered to the guests by competent employees is becoming more necessary 

than ever, as people are clearly traveling more, and the industry is growing. For example, according 

to a study by Aspect in 2016, in 2015 there were 12 % of the respondents that they are not willing 

to tolerate poor customer service in the travel industry, however, it has grown for 9 percentage 

points in 2016 reaching 21 %, which is considered a large increase (Kressman, 2017).  

Qualified hotel employees that deliver quality services could help hotels to earn competitive 

advantage as hospitality field is an industry that is focused on people, because of the intangible 

nature. Good control over talent management is a crucial strategic factor for company’s success 
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(Bharwani & Butt, 2012). Brien et.al (2017) propose that one of the reasons for the issue of attracting 

and retaining qualified workforce is due to the image of the hotel industry, thus researching whether 

it is because of external or internal image created perceptions. The results are quite fascinating- 

after conducting surveys with 4000 hotel employees about their perspectives of hotel-work, the 

conclusion was that ‘though hotels are not a bad place to work, they are not a good place to work’ 

(Brien et.al, 2017, pp.235). Having this in mind and combining it with the external general 

characteristics for the hotel industry (relatively low remuneration, especially when compared to 

other industries; working hours; high employee turnover; career possibilities etc.), it projects an 

overall image that is more negative than positive. 

Not only qualified, but as well as general manpower shortages within the hospitality industry is one 

of the biggest challenges that the industry is facing (Bharwani & Butt, 2012). On top of the 

manpower shortages, hospitality industry has always the highest employee turnover rates. 

Bharwani & Butt (2012) in their research about the Human Resource challenges within hospitality 

industry have concluded that the most concerning issue is particularly attraction and retention of 

industry professionals. Despite that the conclusion was drawn based on the qualitative research 

among hospitality industry leaders in a limited area, respectively India, the results point out a 

challenge that is of a global scale.  

However, Brien et al. (2017) also point out that that problem of attracting and retaining qualified 

workforce within the hotel industry is a well- known issue among the industry leaders and that there 

has been a passive reaction by them to address and work on the problem in question.  

There clearly is need for more manpower as the industry is growing. However, that is not the only 

challenge the industry is facing. Retaining the current employees appear to be an issue within the 

industry. This has been also a challenge faced by SKT.PETRI, Copenhagen based high-end hotel in 

2016 which had a turnover rate of 64% and in 2017 it was 39%, whereas the average employee 

turnover rate, for example, in the USA is around 28 % (Compensation Force, 2017).  

Motivated employees are more satisfied, committed, productive and adaptable employees (Guest, 

1987). In order to understand what motivates employees in the hospitality industry in Scandinavia, 

17 SKT.PETRI Front Office employees and one manager have been interviewed. When the factors 

for motivation are understood, appropriate managerial practices can be applied.  
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The first part of the thesis is the literature review on Human Resource Management, Talent 

Management, motivation theories, as well as it ends with the literature review on the practices in 

the Nordics and the a review on the national culture and its influence on the business environment. 

The aim of having a thorough literature review is to have a solid theoretical background to the topics 

studied within the thesis. A great deal to the literature review is allocated to the motivation theories. 

The second part of the thesis presents the findings and starts a discussion about the main findings 

that were identified as the most important throughout the research. Herzberg’s theory on 

motivators and hygiene factors is applied within the context of the case.  

2. Problem formulation 

As mentioned in the introduction, there has been a boom in the tourism industry that has created 

a demand for more hotels. Not merely more people are traveling, but people are traveling more, 

thus with increased expectations. The increased expectations by the travellers form a demand for 

more qualified workforce within the hospitality industry. This leads for the necessity to attract and 

retain qualified manpower. Motivated employees will provide guests with a better service and will 

stay at a company. Hence the following research question is proposed: 

How to motivate employees in the Scandinavian hospitality industry? 

3. Methodology 

The choice for methodology in the thesis was made in order to shape a logical exploration of the 

proposed research question. The section has been split into six sub-sections to explain the specific 

choice of the research paradigm, qualitative research approach, design, data collection, the way of 

approaching the literature review and it ends with a discussion of the quality of the research within 

the context of the business environment. 

3.1 Research paradigms 

The knowledge creator is the one, that selects the philosophical notions and assumptions that are 

predetermined in their nature. Knowledge creation of the problem question, how the data is 

collected, theories chosen and their application, way of providing arguments etc. is important to 
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clarify and underline the epistemological perspective, meaning how the reality is perceived and the 

way it is constructed (Bjerke & Arbnor, 2009).  

As of the choice for inductive or deductive approach, the latter one has been chosen for the thesis. 

It was chosen for the thesis as it was found to be more appropriate, because theory and empirical 

research is examined by the relationship of the two (Bryman & Bell, 2015). Following the deduction 

process, the thesis starts with theory that is followed by the conclusions made on observations. 

Bryman & Bell (2015) argue that the most common application of the deductive approach is, when 

the theory is tested in a way of approving or disapproving the hypothesis.  

The aim of the thesis is to apply the theory of motivation to the empirical study, respectively, data 

gathered from the Front Office employees at SKT.PETRI, and see, whether the data collected support 

the theory or has different conclusions. The premise of the methodological perspective has to be 

stressed out, because one right choice for epistemological and ontological approach does not exist 

as every researcher has its own background, personal views towards the world and the knowledge 

creation and thus the choice is influenced by several factors. Ontological and epistemological 

choices for the research are strongly affected by the knowledge creator (Bjerke & Arbnor, 2009). 

Hence, the author of the thesis believes that the reality is made of distinctive systems and that they 

are in their essence all interconnected.  

As the research paradigms have been briefly described, the next sub-chapter is more specific with 

regards to the chosen research approach. 

3.2 Qualitative research approach 

The thesis is based on qualitative research. Yin (2011) describes five features of this type off study. 

The first one is that it is typical to a qualitative research to study ‘the meaning of people’s lives, 

under real-world conditions’ (p. 7). The main topic studied in the thesis is the motivation to work by 

gathering data through semi-structured interviews from the Front Office employees at SKT.PETRI. 

The second feature described by Yin (2011; p.7) is that qualitative research is ‘representing the views 

and perspectives of the people (participants) in a study’. In the thesis, the employees’ views, 

perspectives and feelings are looked at in order to understand the phenomenon (motivation to 

work) that is studied. The next of the features is about ‘covering the contextual conditions [social, 

institutional, environmental] within which people live’ (Yin, 2011, p. 8). A very important aspect to 
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the thesis is the environment for the participants. In this case, it is hospitality industry, a hotel, Front 

Office and when looking at the environment from a broader perspective, it is Scandinavia, more 

specifically, Denmark. The contextual conditions significantly affect the participants everyday lives, 

as well as their perspectives towards the life. The fourth aspect of the qualitative research according 

to Yin (11; p.8) is that it is ‘contributing insights into existing or emerging concepts that may help to 

explain human social behaviour’. As motivation is the main concept in the thesis, the research 

contributes to understanding Front Office employee motivation to work through the existing 

theories. It also deals with the characteristics of the hospitality industry when it comes to employee 

motivation and that are revealed in the study. The last of the factors describe the strive ‘to use 

multiple sources of evidence rather than relying on a single source alone’ (Yin, 2011, p. 8). However, 

this factor is not a characteristic to the thesis as a single case study method was used. It is explained 

more in detail in the following sub-sections.  

Furthermore, Yin (2011) indicates some of the common practices for a qualitative research, that 

have also been used in the thesis. They would be the following: the collection of field based data, 

which in this case is through semi-structured interviews; the analysis of non-numeric data, the 

analysis in this research is of what the employees had answered in the interviews; the importance 

of the interpretation of the findings, which is a focal point in this study as everything is interpreted 

by the author of the thesis that has her own ontological and epistemological views; choosing a 

flexible research design instead of a fixed one, which is described more in detail in the following 

sub-section. 

3.3 Research design 

The purpose of a research design is to give a clear representation for ‘logical set of statements’ (Yin, 

2009, p. 40) and explain the choices for the methods applied to the study. As mentioned earlier, the 

thesis is based on a qualitative research in a form of a case study. Yin (2009) claims that using case 

study as a research method is one of the most challenging endeavours within the social sciences, 

however it appears to be the most commonly used research method of all. It is used to contribute 

to the knowledge of organizational phenomenon, respectively, motivation to work. Cases study is 

defined in its scope, such as working with a contemporary phenomenon in depth in a real-life 

context, when the boundaries between the two elements are not clear. Moreover, it deals with 
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technical elements, such as data collection, analysis strategies etc. and is described as coping with 

many more variables of interest than data points; relying on multiple sources of evidence; as well 

as benefitting from previous theoretical propositions that help to guide data collection and analysis 

(Yin, 2009).  

According to Yin (2009) there are three main conditions for choosing a case study as a method and 

they are the following: form of research question; whether there is a need to control behavioural 

vents and; whether the focus is on a contemporary phenomenon or a historic one. Hence, case study 

as a method was found to be the most appropriate method for this thesis, because of the form of 

the research question (it starts with how); the topic studied is a contemporary one, respectively, it 

is the topic of motivation to work in a company that operates in a competitive and demanding 

business environment; no need to be in control of the behavioural events, but rather observe them. 

Moreover, Bjerke & Arbnor (2009) argue that using case study as a method is the approach that is 

typically applied to a system view that was discussed in the previous sub-section. The real- life 

phenomenon being studied requires in depth investigation, which otherwise is difficult to 

understand, because of the factors within the context (Bjerke & Arbnor, 2009).  

Whenever only one case study is used it has to be kept in mind that it cannot be generalized to a 

population as the goal is the analytical generalization not the statistical one (Yin, 2009). Therefore, 

as only one case has been used for the thesis, the conclusions are not generalizable to populations 

or universes, but rather to the theoretical propositions.  

 

Figure 1: General outlook of the research design for the thesis 
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Yin (2009) distinguishes between holistic and embedded case types that can be used for both, single 

and multiple case designs. However, there is a threat to a holistic design to conduct the study at an 

abstract level, missing clear measures of data (Yin, 2009). The thesis represents a single case of 

holistic design with one unit of analyses as the Front Office employees at a company were used as 

a single unit of analyses. 

Yin (209) also provides five rationales for choosing a single case study. They are the following: critical 

case that is testing a well formulated theory; extreme or unique case; representative or a typical 

case to capture the circumstances and the conditions for an everyday situation; revelatory case that 

investigates a phenomenon that has not been previously accessible to social science inquiry; and 

the last, longitudinal case that focuses on the same case, but over different periods of time. The 

rationale behind the thesis is that the factors that motivate the employees to work are being 

captured and analysed, thus a representative or typical case is found to be the most suited for the 

chosen problem formulation.  

As the research design has now been presented, it is important to look at how secondary data was 

approached. 

3.4 Approach to the literature review 

Yin (2011) argues that the literature review for a qualitative research should be selective rather than 

comprehensive, however it depends on the specific research. The goal of a selective literature 

review is ‘to review and report in greater detail about a specific array of previous studies directly 

related to the likely topic of study’ (Yin, 2011, p. 62). 

A selective literature review of the main concepts was made in order to have some knowledge 

background prior to the data collection. The main concepts examined are the following: motivation 

to work, human resource management and talent management and national culture. The main 

concepts were chosen as the focus on the literature review, because it was found to be important 

for the thesis, for it was meant to deal with two perspectives, meaning, the managerial, where 

human resource management and talent management was supposed to provide background 

knowledge; and the employee perspective, where motivation to work and important research done 

on the topic was reviewed. Moreover, culture is the binding element that influences both the 

managerial and the employee perspectives. 
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Most of the literature reviewed was from 1967-2017. However, there were few sources, that dealt 

with an older material, such as ‘Principles of Scientific Management’ by Frederick Taylor published 

in 1914. It was chosen to look into Taylor’s work, because of its pioneer character and influence on 

the further researches as his work was referred to in several contemporary studies. It also has to be 

mentioned, that Herzberg’s research took place in the 1950’s, however a later edition of the book 

was used for the literature review in order to be up to date with any changes that could have 

occurred. Likewise, an article written by Herzberg years later on the same topic about employee 

motivation at work was included as it was found to be crucial to include the author’s opinion on the 

same topic after being criticized by fellow researchers.  

Most of the literature was found in online databases by typing certain relevant key words or phrases, 

such as ‘motivation to work, ‘hotel employee motivation‘, ‘talent management’, ‘human resource 

management’, ‘best HR practices in hospitality’, ‘organizational culture in Nordics’ etc. Several new 

researches were stumbled upon in different articles and were found to be relevant as the articles 

deal with certain topics. However, because of the vast number of existing researches, the author is 

aware of not being able to look into all the available studies on the topics. 

A specific department at a company has been chosen and the employees have been interviewed. 

The next sub-section is looking into data collection process.  

3.5 Data collection  

Structured interviews have a pre-set list of questions. Moreover, the interviewing process is closely 

monitored by the interviewer in a sense that the researcher tries to formally adopt the role as an 

interviewer, as well as the same and constant behaviour is aimed to be applied to all the interviews 

(Yin, 2011). On the other hand, the relationship between the interviewer and the interviewee is not 

pre-determined, as the researcher only has a mental framework of the questions to be asked rather 

than a clear script. Every participant is perceived as a unique individual with a unique context and a 

setting. The quality of the relationship during the process is individualized and it is more of a 

conversational nature creating two-way interactions, when he participant may contribute by 

proposing questions. Therefore, intense listening by the interviewer is necessary in order to 

understand, what people are saying. Yin (2011) emphasizes, that in qualitative interviews, open-

ended questions are more appropriate than closed-ended questions as the aim of this type of 
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interviews is to get as more information as possible. Thus closed-ended questions lead to very short, 

usually one-word answers and do not help to reach the aim of qualitative interviews.  As the purpose 

of the interviews for the thesis was to get as much information from the participants about their 

motivation to work as possible, the qualitative form of the interviews was chosen, and mostly open-

ended questions were asked.  

Some weaknesses for interviews include poorly formulated questions that create bias; bias created 

by the response; reflexivity, when the interviewee is giving the answer with regards to what the 

research wants (Yin, 2009). By being aware of the interview weaknesses, the researcher for the 

thesis has tried to limit weaknesses to as much as possible. Moreover, as the researcher is involved 

in the company, some manipulation of the events could have appeared due to the access to the 

information about the company and its operations. However, a conscious attempt was made of 

staying neutral and not getting too involved, as well as not leading the interviewee to a specific 

answer. Nevertheless, it has to be mentioned that it appeared challenging several times. 

In order to answer the proposed research question, systematic data collection was made. Data was 

gathered through semi-structured interviews with 17 employees and one manager at a company 

that was used as a case study for the research. SKT.PETRI was chosen as a case for the study, because 

of the access to the employees for the interviews due to the fact, that the researcher has worked 

and is still working at the time of conducting the research at the company for over two years. 

Likewise, the company was found to be suited well as a case for answering the research question as 

it is representing hospitality industry in Scandinavia. 

The interviews took place from July 2017 until December 2017, all in all the primary data was 

gathered throughout 6 months. The length of an interview varied between 20 minutes and 59 

minutes depending on the type of the interviewee. In general, there were 14 current and 4 former 

Front Office employees interviewed. The criteria to interview specific former employees was made 

with regards to the time they left the company, more specifically, it had to be between July 2016 

and July 2017. It is worth mentioning, that some employees that were interviewed first now have 

different positions as they have made an advancement in their carriers.  

As it was decided to provide anonymity to the participants, the interviews have been named 

according to the position one has, respectively, receptionist, former receptionist, supervisor, 
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concierge and bell captain and a number was assigned, where there was more than one participant 

in each category. 

The participants age range is from 21-42. Five males and 13 females have been interviewed. 11 were 

Danes, two were Swedes, one was Dutch, a Philippine, an Icelandic, a Hungarian and an Indonesian. 

As can be seen, majority of the participants were female and of Danish nationality.  

17 out of 18 interviews took place at a neutral and relaxed setting, respectively a coffee shop. It was 

deliberately chosen to take place outside the work environment in order to create a more relaxed 

environment. Only one of the interviews, respectively, the one with the Front Office manager, took 

place at the hotel during the working day because of not being able to find time outside working 

hours.  

All the interviews were recorded with a verbal permission by each participant and later on were 

transcribed (can be found as Appendix 5 in Appendix). 

As the researcher herself is working for the company, there is a certain level of familiarity present 

between the interviewer and the interviewees. It could be seen as an advantage in a sense that the 

interviewees trust the person asking questions and thus feel comfortable discussing different 

matters. However, it could also be seen as a disadvantage, because of the interviewer’s personal 

involvement and thus sometimes being challenging to stay neutral.  

The most important elements of methodology have been described in the previous sub-sections. 

The next sub-section will look into the overall quality of the study. 

3.6 Quality of the research 

To determine the quality of the research a very important criterion is the validity of the study, in 

fact, according to Bryman & Bell (2015), validity is the most important criterion, when it comes to 

evaluating the quality of the research. The authors define it as the integrity of the elements of the 

study, such as arguments and conclusions that are present within a study.  

To determine and control the quality of the research there are four types of tests that can be 

applied, respectively, construct validity, internal validity, external validity and reliability and are 

common to all social science methods (Yin, 2009).  
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Construct validity deals with the concepts in the study and identifying their correct operational 

measures (Yin, 2009). Some tactics that are suggested by Yin (2009) have been used to increase the 

level of the construct validity in the thesis. The following tactics have been used in the process of 

conducting the research: multiple sources of evidence for both, primary and secondary data 

collection were used; outlining the main concepts of the study to give as precise description as 

possible and thus avoiding disruptive perception of the concepts. 

Internal validity is only valid for explanatory and causal studies, because of trying to create a causal 

relationship and thus Is not applicable to descriptive or exploratory researches (Yin, 2009). As the 

thesis is of an exploratory nature, internal validity is not applicable and thus not relevant.  

External validity is concerned with the degree to which the findings can be generalized beyond the 

context of the research (Yin, 2009). As a single case design was chosen for the research, the 

importance of the theory and thus a solid and systematic literature review of the important topics 

concerned with the research is of a crucial importance. The existing knowledge of the topic has been 

looked at and summarized. It is believed to be done, thus the degree of external validity is assumed 

to be increased. However, as mentioned in the section about research design, due to the fact that 

a single study method was chosen, it is not applicable for statistical generalizability. Nevertheless, 

Yin (2009) states that a single case study possesses fairly high analytical generalizability. Another 

concern of external validity for the thesis is that only majority (not all) of the employees in one 

specific department were interviewed, thus not representing the motivation to work for the other 

departments, as the context might appear to be different for distinctive departments (different 

tasks, nature of the work, working conditions etc.). All in all, because of the ability of the systematic 

and thorough literature review to increase the external validity, it is believed that the thesis 

possesses a somewhat moderate level of external validity.  

Reliability deals with the possibility to replicate the study with the same results (Yin, 2009). As the 

research design has been outlined and the methods have been described, as well as a systematic 

literature review has been done, the replication of the results, if the research was repeated should 

be achieved. Even though the interviews were semi-structured and thus create a wider range of 

possible answers, a thorough process of the data collection was followed and thus it is believed that 

the findings would be replicable, if the same case study was conducted once again by a different 

person.   
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4. Limitations 

There have been several limitations faced by the author of the thesis during the process of 

conducting the research. As of literature review, the author is aware that there might be some 

relevant studies that have been overlooked, even though somewhat broad range of literature on 

the main concepts studied was reviewed.  

One of the major limitations for the thesis is the lack of number of the interviews conducted with 

the top managers. Initially it was intended to conduct at least three in-depth interviews to represent 

the managerial perspective in order to look at the employee retention in Scandinavian hospitality 

company.  Only one top manager was interviewed, thus it is not plausible to draw conclusions when 

it comes to HRM and its strategical importance, as well as talent management at SKT.PETRI because 

of insufficient number of interviews with the top management representatives. However, the 

information gained from the interview was still valuable for the analysis and discussion part and was 

used as a source of information to explain some of the strategical decisions that affected the high 

employee turnover in 2016, for example. Nevertheless, there is a potential for a future research, 

when it comes to employee retention in a hospitality company in Scandinavia.  

Likewise, there was only one case used for the research, which indicates that statistical 

generalization cannot be applied. Thus, in order to use statistical generalization, more companies 

could be chosen for multiple case studies to analyse Front Office employee motivation to work. 

Moreover, the research could also be expanded geographically as it is limited in the thesis to one 

location (Copenhagen in Denmark) and thus giving a broader material to analyse the aspect of the 

influence by culture to the studied phenomenon.  

Moreover, there were few questions asked that were later on found irrelevant to the research, but 

could be a potential for a future research. For example, one of the questions was: How important is 

it to you that SKT.PETRI is a part of Nordic Choice Hotels? This could be useful to look at, if the 

research was about employee identification with the organization. However, this topic was not 

included in the thesis. 

Employee turnover was calculated for SKT.PETRI, however employee turnover was only briefly 

touched upon in the thesis. It does have a potential for a future research as the topic could be 

explored more in detail and the causes for the high turnover could be investigated. Moreover, when 
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statistical data for employee turnover was looked for, there were no statistical data found in Europe, 

therefore data about the turnover in the industry was taken from the industry data in the USA. 

There were five findings identified, however, the final finding was not analysed thoroughly, because 

it requires more in-depth research to back up the data with regards to why people in the hospitality 

industry enjoy and value working with people so much. Thus, the finding was removed from the 

discussion part. 

The introduction to the topic, problem formulation, methodological approach and the limitations of 

the thesis have been looked at, thus it continues with the literature review on the concepts studied.  

5. Literature review 

In this section, four main concepts, respectively, human resource management, talent 

management, motivation theories and national culture will be reviewed. As the organization 

consists of the management and the operational level employees, these two perspectives are 

considered. The first part of the literature review is focusing on the two concepts, respectively, 

management approaches towards the employees, thus human resource practices with regards to 

employee motivation and talent management are looked at. The second part of this section is 

looking into the available literature on employee motivation to work, which is the third main 

concept, and finally, national culture and its influence on the business environment is revised. 

5.1 Human resource management 

There have been three different ways of using HRM (Guest, 1987). The first use identified is a very 

simple one, were personnel management is retitled as Human Resource Management and thus, the 

concepts are perceived as equal, but with a different title. The second application of HRM identified 

by Guest (1987) is by using HRM for re-conceptualizing and re-organizing employee roles, as well as 

the description for the personnel departments. It consists of four mayor HRM policies that are 

carried out with the involvement of the general manager. The four policies are the following: 

‘employee influence, human resource flow, reward systems and works systems’ (Guest, 1987, p. 

506). Furthermore, the third approach is the one, where HRM is separated from personnel 

management and is a distinctive managerial approach. It is considered a different approach due to 

its inclusion in the company’s strategic management and the stress on the positive use of the 

resources. According to the author, because of the variable nature of human resources and difficulty 
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to understand, as well as control them from all the management resources, if human resources are 

utilized effectively, it most likely will give the company a competitive advantage. Thus, Guest (1987) 

argues that it is most important to fully integrate it in the strategic planning processes of the 

company. He is an advocate to the idea, that HRM should be a mainstream management activity 

and proposes HRM to be distinguished from personnel management as these concepts often are 

blurred together. Guest (1987; p. 503) provides the following definition of HRM: 

HRM comprises a set of policies designed to maximize organizational integration, employee 

commitment, flexibility and quality of work. Within this model, collective industrial relations have, 

at best, only a minor role 

Storey (1992) likewise mentions that there are three different perspectives, how HRM is perceived. 

The first approach is where prescriptive model is used, which is about instructions on how the model 

is supposed to be applied. The second approach is a descriptive model, which is about the real-life 

developments in the area. And the third model of HRM the author proposes is a conceptual one, 

which does not describe or recommend what should exist. 

Hard and soft approaches of HRM 

Moreover, Human Resource management has generally been divided into two different categories, 

respectively, hard HRM and soft HRM. These two concepts are essential opposites that consist of 

contrasting perspectives of human nature and the managerial control strategies. The hard HRM 

approach is focused on strategic control of human resources at a company, whereas the soft 

approach is focused on the needs, development and commitment of the employees (Truss, et al., 

1997). Storey (1992) describes hard approach as when the emphasis is on the ‘resource’ and is 

utilized in a formal and rational manner. On the other hand, he describes soft approach as when the 

focus is put on the ‘human’ part and thus the human being is the central element. Likewise, Guest 

(1987) also distinguishes between hard and soft HRM versions, where hard version includes 

strategic integration, whereas soft version is about the commitment. Ashton (2017) in her research 

on HRM best practice and its influence on employee satisfaction and job retention in Thai hotel 

industry came to a conclusion that soft HRM approach has the ability to generate employee job 

satisfaction and improve job retention. 
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As Marco-Lajara and Ubeda-Garcia (2013) have concluded in their research on HRM approaches in 

Valencian hotels, most of the hotels in the area apply hard HRM model with the focus on human 

resources as a resource used in a rational way for the good of the business. Interestingly, they also 

concluded that no matter the size of the hotel, majority uses the same universalistic HRM approach. 

Moreover, their most important conclusion is that ‘HRM does not seem to be a competitive strategy 

in the hospitality industry’ (Marco-Lajara & Ubeda-Garcia, 2013, p. 346) and thus, the companies 

are not competitive enough to lure guests to choose their hotels for their destination. According to 

the authors low-cost strategy is not enough, thus the hotels should consider differentiation 

strategies instead. They also recommend that the Spanish hotels should move towards soft HRM 

approach and leave hard HRM behind. Similarly Truss et.al (1997) found from their case studies that 

there is no pure use of one approach, but rather a mix of both. Furthermore, the companies that 

thought themselves applying soft HRM approach, were in reality strategic control was observed and 

thus the approach is closer to hard HRM model.  

However, Truss et.al (1997) state that the theory of soft and hard HRM approaches in real life 

situations does not reveal what is actually happening within the companies.  

Theoretical frameworks of HRM 

Storey (1992) establishes four main components of HRM. The first key element is that the human 

resource basically is the essence that makes the difference within the company and generates its 

success, and thus it should be seen as a valued resource rather than a cost to the company. The 

second mayor component according to Storey (1992) is that because of importance of HRM, it 

deserves a strategic importance and moreover the attention of top management. The third element 

is that not only HRM approach is present within the top management, it also has to be considered 

among the line managers as they are the ones that are the key factors for the implementation of 

the policies that have been made by the top management. Thus, it is crucial that the line managers 

understand the policies and are willing to act accordingly. The last, but not the least of the four 

components of HRM, is the tools that are used to actually implement the policies, such as concise 

objectives or specific performance measurements. Moreover, Storey (1992) emphasizes not only on 

the importance of the employee compliance to these features, but as well the commitment to the 

activities concerning the implementation.  
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Figure 2: Four key features of HRM approach 

On the other hand, Guest (1987) proposes four goals for a successful HRM. The first of the goals is 

the goal of integration that consists of management strategy, meaning, that HRM has t become an 

integral part of overall strategy; coherence with the other areas of the policy and itself; attitudes 

and behaviours of the line managers; involvement of all the employees in the business in a sense 

that the employees believe that what in general is good for the company is also good for them. The 

second goal set by Guest is the goal of commitment, where he emphasizes the importance of 

employee devotion to the company, because ‘committed employees will be more satisfied, more 

productive and more adaptable’ (Guest, 1987, p. 513). The next goal is the goal of 

flexibility/adaptability of the company, meaning that the organizational structures must be open 

and supportive at all levels, when it comes to implementing changes. To achieve this goal willingness 

to participate and high employee commitment to the company and the cause is of a crucial nature.  

The last goal identified by the author for a successful HRM is the goal of quality. In involves quality 

of staff, performance, lower grade employees and finally, the public image of the company. 

Attraction and retention of staff is a part of strategic HRM, respectively it is the process of labour 

management at a company. Kickull (2001, pp.320) states that ‘the ability to attract and retain 
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reliable and competent employees has become a key component in developing an effective and 

sustainable competitive advantage’.  

 

 

Figure 3: Four goals of successful HRM (Adapted from Guest (1987)) 

All in all, HRM as a discipline still seems to be developing as there need to be more real- life evidence 

to link the theories with the practice.  

5.2 Talent Management 

Maintaining a strong and sustained talent pipeline is one of the biggest challenges for the companies 

(Stahl, et al., 2007). There has been an increased interest in talent management in the recent years. 

However, Al Ariss et.al (2014) point out that there is insufficient research done in the academic field 

with regards to the term of ‘talent management’. Moreover, the authors emphasize that there is no 

consistent definition for the term, that leads to different ways of interpreting ‘talent management’ 

as a concept, as well as there is no common aim and scope for the term. Likewise, there is a 

discussion, whether talent management is about the high-potential, high-performing or all 

employees (Al Ariss, et al., 2014).  
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Michaels et al (2001) in their comprehensive research on importance of talent in the company’s 

performance concluded that HR processes are not the ones that distinguish a high-performing from 

average-performing company, but a ‘fundamental belief in the importance of talent’ (Michaels, et 

al., 2001, p. x) , as well as the actions taken for developing a talent pool is what makes the difference. 

The authors also insist that talent management no longer is supposed to be merely a part of HR 

processes, but that the company leaders have to be responsible for the talent management 

processes too. Moreover, they state that it is not enough to provide a decent pay and benefits, but 

the strategy and the company should be shaped in a wat that is appealing to the people of talent. 

Likewise, they emphasize that talent management is about investing in the different performing 

employees according to their performance level. 

Marchington & Wilkinson (2012) have summarized the main reasons for the growing attention 

towards talent management. They are the following: having a competitive advantage, as well as 

future survival; deficiency of talented leaders, especially the ones that have a broader perspective, 

when it comes to willingness to exceed cultural and geographic boundaries; demographic situation, 

more specifically, retiring baby boomers that leads to loss of experience; the change in values and 

attitudes among younger employees; decreased loyalty among younger employees due to 

boundary-less careers. Most of the researchers within the field, such as Sculllion et.al (2010) 

generally argue that the concept of talent management is quite vague as it is often bound with 

international human resource management, however in their opinion it should ‘have merit in being 

studied in its own right’ (Scullion, et al., 2010, p. 105).  

Michaels et al. (2001) also propose employee value proposition (EVP), where the principle has been 

borrowed from the term customer value proposition. To sum up, it is figuring out, why a highly 

talented person would decide to choose to work for a company.  

However, Michaels et al. applies talent management generally for managerial level employees as 

they believe that the talented managers are the ones that can make a difference in the company’s 

performance. Thus, they insist that no money should be saved to hire A performers. They distinguish 

between A players (the best 10-20 %), B players (60-70 %) and C players (the bottom 10-20 %). 

Michaels et.al (2001) insist that there will be substantial results for a company within the first year 

of applying their approach to the talent management.  
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On the other hand, Marchington & Wilkinson (2012, p.201) define talent management as a set of 

activities, such as ‘identification, nurture, progress, reward and retention of key individuals who can 

aid the development of organizational sustainability’. They also distinguish between two general 

definitions of talent management, respectively, inclusive and exclusive view. The exclusive view is 

rooted in work at McKinsey, where the term ‘war for talent’ was created and developed as a 

response to the leadership talent shortages. The idea in the exclusive view is that the few 

employees, who could make a big difference in the company are identified and the resources are 

allocated for their development, though there is a chance that a talent can be overlooked, because 

of incomplete HRM processes. Moreover, it can demotivate the other employees that are not 

included in the process. The other perspective, respectively the inclusive view is aimed for all 

employees to reach their full potential, however this view ignores some main elements of HRM, for 

example employment relations (Marchington & Wilkinson, 2012).  

Furthermore, Collings & Mellahi (2009) have summed up different approaches towards talent 

management, and thus have concluded that within the existing literature there are three main 

streams of the concept. The first one is when talent management is looked at as human resources 

management and thus is limited to HRM practices, such as leadership, development, recruitment 

etc. The second stream focuses on creating talent pools and thus the main attention is drawn 

towards employee progression through positions. The last of the approaches identified by the two 

authors is when the main focus is put on top-performers or ‘A performers’ and the ‘C performers’ 

or bad performers are being eliminated from the company. Moreover, they argue that neither 

focusing on all employees or focusing on top-performers is desirable, because in the former case, 

where all employees are of the same importance, talent management becomes human resource 

management. In the latter case, when the focus is in top-performers, they point out that it is not 

always easy to identify the right employees as top performers, thus mistakes can be made, as well 

as spotting a talent can be missed.  

Therefore Collings & Mellahi (2009) have come up with the fourth stream, respectively, recognizing 

‘A positions’ over ‘A employees’. In this stream, talent management is about identifying strategically 

important positions and filling them with competent employees that could give the company a 

competitive advantage. Thus, they suggest that the starting point for any talent management should 

be the identification of the key strategic positions within the company, where the awareness should 
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also be made towards over-investing in non-strategic positions. The next step according to the 

authors would be the identification of high potential, competent incumbents, meanwhile 

differentiating between strategically important employees and the ones that are not. The final 

aspect is to identify the key employees and apply HRM policies to develop them with regards to the 

strategic position.  

Furthermore, Collings & Mellahi (2009) argue that, when the talent management is applied to all of 

the employees at a company, it becomes challenging to separate talent management from human 

resource management. 

Strategic and global talent management 

The concept of talent management has been paired with words as ‘strategic’ (Collings & Mellahi, 

2009) and ‘global’ (Stahl, et al., 2007), thus adding a different focus to the term in each case.  Stra-

tegic talent management is described as: 

 ‘activities and processes that involve the systematic identification of key positions which differen-

tially contribute to the organisation's sustainable competitive advantage, the development of a tal-

ent pool of high potential and high performing incumbents to fill these roles, and the development 

of a differentiated human resource architecture to facilitate filling these positions with competent 

incumbents and to ensure their continued commitment to the organisation’ (Collings & Mellahi, 

2009, p. 304),  

whereas global talent management is described as 

‘Global talent management includes all organizational activities for the purpose of attracting, se-

lecting, developing, and retaining the best employees in the most strategic roles (those roles neces-

sary to achieve organizational strategic priorities) on a global scale. Global talent management takes 

into account the differences in both organizations’ global strategic priorities as well as the differ-

ences across national contexts for how talent should be managed in the countries where they oper-

ate’ (Scullion, et al., 2010, p. 106). 

Strategic talent management emphasizes on the importance of creating a competitive advantage 

through the talent management, whereas the global talent management includes strategic talent 

management, however on a much bigger scale.  



26 
 

The attention has shifted from local to global talent management as the talent pool has grown due 

to the international aspect, meaning that a wide range of companies nowadays are operating across 

the globe (Scullion, et al., 2010). Furthermore, Lussier & Hendon (2016) suggest that global recruit-

ing is a method that could be applied to win the talent war and thus to find the skilled employees 

that the company needs to survive and strive in the 21st century. Stahl et.al (2007) point out that 

there is a demand-supply gap in the talent management, respectively the demand for talent is stead-

ily rising, whereas the supply is decreasing. The talent challenge consists of rising demand and de-

creasing supply of talent. The rising demand is affected by the growth of business; business trans-

formation; development of new core businesses; globalization; forming new partnerships; necessity 

and pressure to hire new skill for all levels of the company. Whereas the decreasing supply is af-

fected by the change in demographic trends; more demanding workforce; mobility of jobs, for ex-

ample, the ‘boundary-less’ careers (Stahl, et al., 2007). 

Theoretical framework of strategic talent management 

Collings & Mellahi (2009) propose a model of Differentiated Human Resource Architecture, where 

the pivotal positions are the main element and consist of a talent pool that has been created from 

organizational labour market (internal) and external labour market. This approach leads to 

outcomes, such as work motivation, organizational commitment, extra-role behaviour that lead to 

a firm performance.  
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Figure4: Collings, D. & Mellahi, K. (2009) Strategic talent management 

It is about earning a sustainable competitive advantage, however it is not enough to make strategies 

for future positions, as there could be unexpected events, such as financial crisis, taking place. Thus, 

creating a resilient talent management strategy is of a huge importance. The company can have a 

solid talent management strategy, however it does not matter at all, if the global or even local 

circumstances change and thus the whole labour market is turned around and the current strategies 

do not make sense anymore.  

Cross training could be a good idea, as it makes employees more flexible as the strategic positions 

can be redefined due to unexpected events. Thus, the employee could be competent in different 

and ever changing strategic positions.  

5.3 Motivation theories 

There are several different classifications for motivation theories at work, for instance, Katzell & 

Thompson (1990) propose two broad classifications, respectively, being about exogenous causes or 

endogenous processes. Exogenous theories consider external agents that that can change motiva-

tionally relevant independent variables, thus the motivation is influenced externally by policy mak-

ers. On the other hand, endogenous theories discuss process variables ‘that are amenable to modi-

fication only indirectly in response to variation in one or more exogenous variables’ (Katzell & 



28 
 

Thompson, 1990).  Likewise, Bassett-Jones & Lloyd (2005) refer to two main views on human nature 

regarding the research on motivation. 

The first one has its roots in Frederick Taylor’s research about the productivity at work, when the 

motivation comes from external stimulation. Taylor (1914) insists that the true interests of the 

employer and employee are aligned in order to reach maximum prosperity for both and the author 

calls it scientific management. The main principle behind the concept is that maximum prosperity 

can only exist, when maximum productivity is achieved. Taylor also states that every workman 

should be daily taught by its superior and is not to be left on his/her own, thus performing the work 

better and quicker. In his opinion, the close cooperation between the worker and the supervisor is 

of the main essence in the scientific management. Based on his research in a brick factory, Taylor 

(1914) came up with four main scientific management principles, respectively, standardization of 

work itself with rigid rules; thorough selection of the employees that could be trained into most 

productive employees and letting go of the employees that are unable or unwilling to reach the high 

productivity level; employee’s and management work together with a focus on financial bonuses to 

high performers; equal work and responsibilities to the employees and the management . He 

concludes that instead of rule-of-thumb, science should be applied; harmony has a greater value 

than discord; individualism is overshadowed by cooperation; and maximum output should replace 

restricted output.  

The second view that is used as a basis for motivation research has its roots in the research by Elton 

Mayo, where he focuses on the human aspect of industry and where the motivation is stimulated 

internally, and the motivation comes from the idea that some social and monetary benefits will be 

received (Bassett & Lloyd, 2005). A research regarding a working condition, respectively, ‘the effect 

of illumination upon the worker and its work’ (Mayo, 2013, p. 55), conducted at the Western Electric 

Company was the first one that initiated a series of researches. After the initial research, it went on 

with a different focus realizing that there are various factors that affect the change of work. One of 

the observations was that there was a continuous increase in productivity despite the changes made 

in working conditions, as well as obvious positive change in the working attitude of the participants. 

Interestingly, in a follow up similar research it was found out that the researchers were surprised 

about the outcome of increased supervision quality, which was explained to be so due to the 

stimulation in the interest in supervisory method. However, the most fascinating conclusion of the 
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Hawthorne experiment was that the importance of the relationship between the employee and the 

supervisor is greater on output than any kind of a manipulation of the working conditions (Herzberg, 

et al., 1997). The attention from the working conditions changed drastically, respectively, towards 

relationship between human beings at work. 

Mayo (2013) in his book concludes that: 

‘In every department there was a human situation, these situations were never identical – and in 

every different situation the supervisor played a different part’ (Mayo, 2013, p. 98). 

Based on these two views, there are two main directions of motivation theories. The first one is the 

content theory, where the motivation is explained through a complex relationship of internal and 

external factors affecting it, as well as it ‘explores the circumstances in which individuals respond to 

different types of internal and external stimuli’ (Bassett & Lloyd, 2005, p. 930).  

Herzberg et al. (1997) conducted a research on what motivates people at work by using Critical 

Incidents technique, where the employees had to describe an incident when they felt good and one, 

when they felt bad. In the essence, the authors were researching people’s attitudes towards their 

jobs and whether different factors affect job satisfaction and dissatisfaction. The research evolves 

around the ‘sequences of events’ that are used to describe the situations and happenings, though 

originally they were called incidents, but due to their long-lasting nature.  

They classified three main dimensions for sequence of events, they are the following: direction of 

the affect, respectively high or low; duration of the sequence, short or long range; the relationship 

between the range and the duration of the sequence. 

The main question for the researchers was: ‘What do people want from their jobs?’. Moreover, 

Herzberg et al. found out that the factors that make people happy with their jobs are different than 

the ones that make them unhappy. They discovered that there are some factors that influence the 

job attitude only in a positive manner and some that influence the job attitude negatively. 

Interestingly, the factors that contribute to employee happiness, when they are not present do not 

necessarily contribute to employee dissatisfaction.  

The presence of the satisfiers increases the job satisfaction, but the lack of them does not 

necessarily lead to dissatisfaction, but instead to a neutral point (neither satisfaction or 
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dissatisfaction factors of job are present). Likewise, dissatisfiers make an employee unhappy, 

however in a case of satisfying these factors, it would not necessarily make the employee happy. 

Generally, the satisfiers are the factors that are related to the tasks and events that showed the 

employees that they are performing well and that they are moving towards self-actualization and 

self-realization, thus these contributing factors are called motivators. On the other hand, unhappy 

employees pointed out the conditions of work rather than the work itself and thus these elements 

are called hygiene factors, respectively, if the hygiene factors are not fulfilled, the employee will 

become unhappy (Herzberg, et al., 1997). When the hygiene factors are met, it will result in 

prevention of dissatisfaction and prevention of poor job performance, however it will not lead to 

job satisfaction as these factors do not have a potential to do so. Herzerg et al. (1997) insist that 

understanding what people want from their job is crucial, because the right incentive has to be used 

in order to meet the needs of employees. The motivators satisfy the need for creativity, whereas 

hygiene factors are responsible for feeling treated well.  

Herzberg et al. (1997) classify salary as a hygiene factor, because money is not enough as a factor 

to make an employee happy, thus it is not a motivator. However, money could be a sign of a job 

well done that can lead to recognition and achievement, that are motivators and thus lead to job 

satisfaction. It is identified as a hygiene factor due to the finding that money can prevent an 

employee being dissatisfied, but as mentioned before, it does not make an employee happy.  

Likewise, the authors discuss first-level and second-level factors. The first-level factors are described 

as ‘an objective element of the situation in which the respondent finds a source for his good or bad 

feelings about the job’ (Herzberg, et al., 1997, p. 44); and there have been 16 of them identified 

within their research. Similarly, the authors discuss second-level factors that are described as 

feelings of the first-level factors. They also mention that the second-level factors are limited to the 

‘respondents’ capacity for self-insight’ (Herzberg, et al., 1997, p. 49) as every individual has different 

manner of expressing oneself.  

In 1968 Herzberg wrote an article once again about motivation at work. Phenomenally, it has been 

the most reprinted article in the history of Harward Business Review. In the article, Herzberg returns 

to the discussion he started in 1957, when he established two factor motivation theory. Over 10 

years later after the original research was released, the author continues to defend his theory on 

motivation despite all the critics. Herzberg (1987) in his article basically reviews his own research 
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and one more time gives solid arguments for why satisfaction at work is not the opposite of 

dissatisfaction at work. Moreover, the author has come up with a new term, respectively ‘KITA’ that 

is another term for hygiene factors, also called movers. In his opinion movers are very often 

mistaken for motivators and thus motivation at work is being misunderstood and the wrong 

incentives are given to the employees. The results of replicated researches among different level 

employees in different type of professions turn out to be consistent with Herzberg’s original 

research and indicate that motivators are responsible for satisfaction at work and hygiene factors 

or, in other words, KITA are not motivators, but movers instead and thus do not lead to happiness 

at work, but rather merely prevent being unhappy at work (Herzberg, 1987).  

Another concept that Herzberg is scrutinizing, is one of job enrichment. He argues that mostly job 

enlargement has been used, however it is very different from job enrichment. ‘Job enlargement 

makes a job structurally bigger’ (Herzberg, 1987, p. 10), whereas job enrichment is about the 

employee’s psychological growth, thus putting the focus on the employee as a unique individual. He 

also distinguishes between horizontal and vertical loading of a job, where the personal contribution 

is reduced by the management as opposed to vertical loading of a job, when the motivator factors 

are provided instead (Herzberg, 1987).  

One of the main researchers for process motivation theories is Victor H. Vroom (1967), who looks 

at motivation through a different lens, respectively the main principle in his proposal for motivation 

at work is found in hedonistic ideas, where the pleasure is to be attained to avoid pain. He defines 

motivation as ‘the explanation of choices made by organisms among different voluntarily responses’ 

(Vroom, 1967, p. 9). The author also recognizes that a man’s desire to work is not only because of 

the financial gains, but as well the importance of the skills and their use and development, the 

earned respect and acceptance by others, and last but not the least, being able to contribute to the 

society. Likewise, Vroom (1967) insists that every person is a different individual with distinctive 

desires ad aversions. The author proposes a model, with three main components-  valence, 

expectancy and instrumentality. Valence is described as ‘affective orientations toward particular 

outcomes’ (Vroom, 1967, p. 15) and it can be positive, could have a value of 0, as well as it can be 

negative. Whenever a person is working towards something, valence is the anticipated satisfaction 

from an outcome not the actual satisfaction that is provided by it, which is the value of the outcome. 

Whereas expectancy is defined as ‘a momentary belief concerning the likelihood that a particular 



32 
 

act will be followed by a particular outcome’ (Vroom, 1967, p. 17). He also discusses the concept of 

instrumentality that is described as an outcome-outcome association, which means that the first 

outcome is a necessary condition to reach the second outcome.  

To sum up, the expectancy theory is about the different associations that employees make with 

regards to the expected outcomes, as well as about the contribution that the employees feel that 

they can make for the outcomes. The internal factors of a person are the ones that result in different 

behaviours (Bassett & Lloyd, 2005).   

However, Bandura (1977) argues that the behaviour is a result of a combination of internal and 

external factors rather than just internal conditions. Likewise, he states that the needs a person 

have are a part of the one’s personality and that the behaviour is created ‘as a result of the operation 

of cognitive processes in interaction with the environment’ (Bassett & Lloyd, 2005), because the en-

vironment is the factor that creates the external social stimuli for the person to respond. Bandura 

(1977) discusses the process of learning through modelling by stating that most of the human be-

haviour is learned by observing through modelling, respectively, when the others are observed one 

forms an idea of performing new behaviours. This information later on serves as some sort of guide-

lines for action. Through this way of learning by observations, it can prevent making unnecessary 

mistakes. The author claims that the modelled behaviour will be applied to situations, when the 

outcome is of a value rather than when having negative effects, thus it is not all the situations, when 

a person would use what was learned through observations. 

According to Bandura (1977) there are four processes that form observational learning. The first 

element of the framework is the attentional processes, where the importance is in being able to 

perceive the factors of the modelled behaviour accurately. Within this stage it is determined what 

will be selectively observed ad what will be extracted from these kinds of exposures. The amount 

and the types of the observational experiences are regulated by several factors, such as modelling 

stimuli and the characteristics of the observer.  

The next process in observational learning is the retention, where remembering the activities that 

have been modelled earlier are concerned. Without remembering people would not be influenced 

by the observation. In this process a focal point is ‘the advanced capacity for symbolization that 
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enables humans to learn much of their behaviour by observations’ (Bandura, 1977, p. 25). Imaginal 

and verbal representational systems are the two essentials creating observational learning.  

The third part of the modelling is motor reproduction processes, where the symbolic representa-

tions are being converted into appropriate actions. The behaviour is being produced by the spatial 

and temporal organization of responses accordingly with the patterns that have been modelled. 

However, it is not enough to become good at something only by observing, there are other factors 

involved, such as the feedback that is given by others and the physical objects necessary to achieve 

the learning goal.  

Last of the processes involved in the observational learning are of motivational nature, where in a 

case of a positive outcome it is more likely that a modelled behaviour will be adopted. Consequences 

of an observed activity influence the behaviour of an individual.  

Social learning theory indicates that ‘behaviour is learned symbolically through central processing of 

response information before it is performed’ (Bandura, 1977, p. 35) and it is regulated by the conse-

quences. Learning is not achieved solely by observing behaviours, but as well as through complex 

cognitive processes within an individual. It is in human nature to seek for positive reinforcements, 

thus according to the social learning theory, if the organization provides appropriate rewards it will 

result in high motivation (Bassett & Lloyd, 2005).  

 

Figure 5: Component process governing observational learning in the social learning analysis 

(Bandura 1977)  
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5.4 Human resources and its management in the Nordics 

When it comes to human resources in specific area, social, historic, cultural and political aspects of 

the region must be considered. Even more so, when a specific country is scrutinized within the 

context of HRM. Therefore, country specific characteristics are present. The main elements of HRM, 

respectively, recruitment, motivation, retention etc., are present in every area within the business 

context, however, HRM practices in different countries vary due to economic and social change. 

Gooderham & Nordhaug (2010) propose a framework of dual-level HRM, arguing that HRM cannot 

be separated from institutional context. Environmental factors, for example, culture, union 

presence, legislation and the role of the state, must be taken into account. Moreover, there is also 

the context of the company and its business strategy that is ought to be considered likewise. Thus, 

the authors conclude that there is no single HRM approach used within Europe, as there are several 

ones depending on the different cultural, political and economic contexts.  

 

 

Figure 6: A dual level framework of HRM, Gooderham & Nordhaug (2010) 

Nordic countries have the image of having a stable welfare state that is characterized by high social 

security, equality among genders, good wage policies (Vanhala, 1995). Likewise, Lindberg et al. 

(2013) mention that Scandinavian (Sweden, Norway and Denmark) way of practicing HRM is rooted 

in the welfare system. Moreover, the dominating democratic mentality has formed unique sets of 

values that affect the ways of management in the companies.  

Compared to the rest of the Europe ‘Nordic HRM ‘is considered to be more strategic, more 

formalized and more employee- oriented’ (Kazlauskaite, et al., 2013). According to Ignjatovic & 

Svetlik (2003) there are four different clusters in HRM within Europe and Nordic cluster is one of 

them. It is described as having higher employee involvement, as well as training policies and 
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flexibility are more applied than in the other clusters. Responsible HRM programs are more typical 

to Nordic countries than in the other parts of Europe (Kazlauskaite, et al., 2013). The authors (p.55) 

define responsible HRM practices as ‘a set of HRM policies and practices aimed at guaranteeing 

current and potential employee wellbeing, following the principles of equal opportunity, perceived 

fairness and business ethics’. Some of the given examples of responsible HRM practices are 

recruitment of people from ethnic minorities, elderly, women, people in disadvantage and long-

term unemployed people. Having equal opportunities is also an element that is an important factor 

to responsible HRM. Kazlauskaite et al. (2013) refer to responsible HRM as special action programs 

designed for specific social groups. They also found out in their research that Nordic countries have 

less pressure to adopt HRM action programs, because a part of them are already taken care of by 

the state. Respectively, there are legislations for labour relations, social security, gender positioning 

as well as work-life balance present within the Nordics. However, Lindberg et al. (2013) conclude 

that even though there are obvious similarities among all three Scandinavian countries and the HRM 

approaches, the HRM is still country specific and the actual practices differ in each country 

substantially. Especially Denmark that is closer to HRM approaches that are dominating in other 

European countries 

Decentralization of HR is a concept that is characteristic to the Scandinavian countries. Respectively, 

the HR responsibility is allocated to the line managers. It could be explained due to ‘the very 

expensive and demanding workforce in Scandinavia’ (Lindberg, et al., 2013, p. 157). This contributes 

to the vertical integration of the business strategy and thus, a responsible role is given to the line 

managers. The reason behind this is that the line managers are in direct contact with their 

employees and therefore, they have an overview of the employees’ competences, commitment and 

performance and because of the overview, the line managers can work on optimizing their 

employee performance.  

However, Kazlauskaite et.al (2013) look at HRM only from the CSR perspective, thus their research 

is limited to a particular aspect of practicing HRM in the Nordics and does not, for instance, consider 

other real-life HRM practices in the area.   
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5.5 The influence of culture to the business 

As it was mentioned earlier the culture at all levels (country, region, company etc.) is a significant 

aspect to the business environment. Therefore, it has been decided to include a small section about 

the culture and its role in the business environment in the thesis.  

5.6 The role of culture in the business environment 

Hoefstede perceives culture as a collective phenomenon, because of the fact that it is shared with 

people and defines it as ‘the collective programming of the mind which distinguishes the members 

of one group or category of people from another’ (Hofstede, 1991, p. 5). He also states that it is not 

inherited, but learned and is derived from person’s environment around one. Likewise, Hofstede 

(1991) insists that culture has to be distinguished from human nature and an individual personality 

as these two concepts have merits on their own. Human nature is something that is common to all 

the people in the world no matter, where the person is from, whereas culture is specific to a group 

or a category; and personality is something that is very specific to an individual and is both, inherited 

and learned.  

Furthermore, Hofstede (1991) has established ‘the onion diagram’ of different levels for culture 

manifestations. In short, there are four layers of depth identified by the author, where the inner 

layers are more difficult to decipher without looking more into them. The outer layer and the most 

noticeable one is symbols that are characteristic to a specific culture. The second layer is heroes, 

that are persons, whether real or imaginary, and possess highly valued characteristics by a particular 

culture. The next layer is rituals that are socially essential activities carried out by the 

representatives of the culture. The most inner, thus the most complex layer is values, that build up 

the core of the culture. They basically are preferences to one thing over another, where the 

concepts are contrasted to one another (evil-bad, ugly-beautiful etc.). Values consists of norms that 

are the set standards for values.  

Likewise, Hofstede (1991) distinguishes between different layers of the culture, such as national 

level, regional, gender, generation, corporate etc.  
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5.7 Six dimensions of the culture 

In this section a very brief description of the six dimensions will be given to provide a general 

overview of Hofstede’s theory, whereas it will be followed by a concise description of the 

Scandinavian countries within the six dimensions. It has to be mentioned that Hofstede has drawn 

the indexes for the dimensions within the context of a national culture, thus at a country level.  

Power distance 

Power distance is where the less powerful representatives of a culture are expecting and accepting 

an equal distribution of the power. It is about the dependence relationships within a country. 

Hofstede explains this dimension through the perspective of the less powerful members.  

Individualism vs. collectivism 

Individualism depicts, how loose the ties among individuals within societies are, where an individual 

is expected to look after oneself and one’s family. Collectivism, on the other hand is characteristic 

to groups, where people have strong social ties and responsibilities throughout their life. 

Masculinity vs. Femininity 

Masculinity as a dimension can be described as the desirability of a behaviour that is assertive, 

whereas desirability for modest behaviour is characteristic to femininity. This dimension is described 

through the gender biological constraints; however, it is quite general as sometimes characteristics 

to one gender are also true or even more true to the other gender. In masculine societies gender 

roles are quite distinct, whereas in feminine societies the roles of genders are more blurred 

together. 

The avoidance of uncertainty 

The avoidance of uncertainty is about, how the fact that future is unknow is dealt with and how 

threatened the individuals feel if of facing unknown situations. Written and unwritten rules are 

crucial to this dimension as they contribute to the level of the uncertainty avoidance.  

Long term orientation (normative) vs. short term orientation (pragmatic) 

This dimension looks at how the society views the two existential goals, respectively, maintaining 

links with its history while facing the challenges of the present and the future (Hofstede Insights, 
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2017). However, it has to be mentioned that this dimension was added later on and is based on 

another author’s research. 

Indulgence vs. restraint 

Likewise, this dimension was added later on in 2010. Indulgence is characteristic to cultures that are 

open to expressing natural human drives that are related to enjoying life, whereas restraint is 

described with strict social norms that suppress gratification of needs (Hofstede Insights, 2017). 

Literature review on HRM, talent management, motivation theories and culture’s role in the 

business environment has been finished and the next section is the presentation of the chosen 

company for the case study, that will be followed by discussion and the findings. 

6. The case 

SKT.PETRI is a modern city centre laidback luxurious design hotel located in the Latin Quarter of 

Copenhagen. Before year 2000 it used to be a popular department store among the locals. The 

building was taken over by a Scandinavian hotel chain First Hotels and opened SKT.PETRI in 2003. In 

2013 First Hotels sold SKT.PETRI as they were facing some financial challenges. The hotel was sold 

to another Scandinavian chain, respectively Nordic Choice Hotels (Okkel, 2013). Currently there are 

186 hotels that represent Nordic Choice Hotels in six countries. It is divided into 3 different hotel 

chains and 23 independent hotels, respectively, Comfort Hotels, Clarion Hotels, Quality Hotels and 

Nordic Hotels & Resorts. The idea behind four different types of hotels is because of the intention 

to provide diverse options to the guests and thus attract various market segments. The operations 

are based on the principle of Triple Bottom Line, which consists of People, Planet and Profit (Nordic 

Choice Hotels, 2017). The two words that describe Nordic Hotels & Resorts are ‘exceeding 

expectations’. It is aimed to deliver an experience that is not a standard one (Nordic Choice Hotels, 

2017). 

In 2016/2017 massive refurbishment at SKT.PETRI took place, involving renovation of the rooms, 

building 20 new rooms, building a new restaurant and renovating the lobby area. It is the first 

massive renovation after the hotel was opened in 2003. SKT.PETRI was never fully closed during the 

process of refurbishment, because the renovation was done in small bits. Therefore, the hotel 

operations were up and running throughout the renovation process. With its fresh approach to 

classic Modernism with a focus on the local surroundings and Scandinavian design it expresses ‘a 
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timeless sense of laidback luxury’ (SKT.PETRI, 2017). The hotel now offers 288 rooms, new 

restaurant and lobby area to the guests. Currently, there are 35 Front Office employees, where 19 

are full-time (2 bell captains, 2 concierges, 5 Front Office supervisors and 10 receptionists) and 16 

part-time employees (8 bell captains and 8 receptionists)1. As of nationalities, 26 of them are 

Scandinavians (have lived in Scandinavia since birth, respectively 23 Danes and 3 Swedes) and 9 are 

of foreign nationalities.  

As mentioned in the introduction, employee turnover in the hospitality industry is a global 

challenge. Thus, he employee turnover at SKT.PETRI for 2016 and 2017 has been calculated and is 

presented in the next sub-category. 

6.1 Employee turnover at SKT.PETRI 

Employee turnover rate was calculated by dividing employees in Front Office that left in 2016 to the 

average amount of monthly employees within a particular time frame, respectively from 2016-2107 

and from January 2017 up until August 2017. The data was gathered from a platform for scheduling 

the shifts for the Front Office employees. The number for monthly employees was noted down 

according to the number of employees on the first day of the month. The average number of 

employees in a month was chosen in order to get a more precise employee turnover rate.  

The average number of employees in 2016 was 31 and 20 employees had left (both, voluntarily and 

involuntarily). The number of employees each month varied from 24 to 39. Employee turnover rate 

for 2016 at SKT.PETRI was calculated the following way: 

𝐸𝑚𝑝𝑙𝑜𝑦𝑒𝑒 𝑡𝑢𝑟𝑛𝑜𝑣𝑒𝑟 𝑖𝑛 2016=
𝐸𝑚𝑝𝑙𝑜𝑦𝑒𝑒𝑠 𝑡ℎ𝑎𝑡 𝑙𝑒𝑓𝑡 𝑖𝑛 2016

𝐴𝑣𝑒𝑟𝑎𝑔𝑒 𝑛𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑚𝑜𝑛𝑡ℎ𝑙𝑦 𝑒𝑚𝑝𝑙𝑜𝑦𝑒𝑒𝑠 𝑖𝑛 2016
 

ET in 2016= 
20

31
*100=64% 

From 20 employees that left the company in 2017 35% of them were full time employees and 65% 

were part time employees (See the calculations below). 

FT=
7

20
*100=35% 

PT=100%-35%=65% 

                                                           
1 Data extracted 1 August 2017 from internal work schedule platform 



40 
 

In 2017 (up until August) there have been 13 employees leaving the company and the average 

amount of employees in a month is 33. The monthly number of employees varied from 29 to 39. 

𝐸𝑚𝑝𝑙𝑜𝑦𝑒𝑒 𝑡𝑢𝑟𝑛𝑜𝑣𝑒𝑟 𝑖𝑛 2017=
𝐸𝑚𝑝𝑙𝑜𝑦𝑒𝑒𝑠 𝑡ℎ𝑎𝑡 𝑙𝑒𝑓𝑡 𝑖𝑛 2017

𝐴𝑣𝑒𝑟𝑎𝑔𝑒 𝑛𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑚𝑜𝑛𝑡ℎ𝑙𝑦 𝑒𝑚𝑝𝑙𝑜𝑦𝑒𝑒𝑠 𝑖𝑛 2017
 

ET in 2017= 
13

33
*100=39% 

From 13 employees that have left the company in 2017, 62% of them were full time employees and 

38% were part time employees (See the calculations below). 

FT=
8

13
*100=62% 

PT= 100%-62%=38% 

As can be seen in the calculations, the turnover rate is considerably higher in 2016 than in 2017 

(however, only 7 months were used for the calculations as the end of the year was not reached). 

That can be explained with the fact that the image for the hotel was changed after the massive 

renovation that took place in 2016. As the management had planned to bring the hotel up to a 

whole new service level, there was deliberate decision by the top management to go through the 

employee profiles and keep the ones that could keep up with the new standards. One of the hotel 

managers said: ‘there has been change of staff. It has been a little bit of tactics, that we kept the 

ones we knew would keep the level high’ and, that ‘it is not like now were old Petri and now we are 

New Petri. It has been a process’. Some of the staff members have been let go, because of a 

deliberate management decision, which could explain the high turnover rate in 2016. According to 

Compensation Force (2017), the turnover rate for hospitality industry in the USA in 2016 was 28,6 

% in 2016, which is the highest turnover rate among all the industries. It appears to be even higher 

at SKT.PETRI, even in 2017, respectively 39%, when the staff has been completed after the 

renovation and the change of the image.  

Now the case has been presented and the next section is devoted to the findings and begins a 

discussion. 



41 
 

7. Discussion and the findings 

This part begins with a SWOT analysis for the hospitality industry in Denmark and is followed by the 

presentation of the findings. It is concluded with a part on the influence of Hofstede’s cultural 

dimensions on the working environment in Scandinavia, with a focus to Denmark. 

7.1 Danish Hospitality Industry (SWOT) 

In this part of the thesis, SWOT model will be used to illustrate, how the environment of Danish 

hospitality industry is in order to have a general overview of the industry with regards to retaining 

staff in the field. A figure with an overview is presented and later on each element is scrutinized. 

The following question has been proposed for SWOT analysis:  

What are the strengths, weaknesses, opportunities and threats to Danish Hospitality Industry, when 

it comes to retaining staff? 

Strengths Weaknesses 

• Stable welfare system 

• Unemployment benefits 

• Salary levels in Denmark 

• Strong support by workers’ unions 

• Low power distance 

• Flexible working hours 

 

• Low salary levels compared to other 
industries 

• High employee turnover 

• Seasonality 

• Working hours 

 

Opportunities Threats 

• Increased focus on CSR  

• Increasing number of inbound 
tourists 

• One of the happiest people in the 
world 

 

 

• Lack of international hotel chain 
presence 

• Growing wealth disparity 

• Overall negative industry image 

• Rapid growth of technology 

 

 

Figure 7: An overview of SWOT for Danish Hospitality industry in a context of retaining staff 
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Strengths 

Living by the principle that all citizens should have equal rights to the social securities, Denmark has 

established a solid welfare system with strong social guarantees. By paying high taxes, education 

and health is free of charge (Denmark.dk, 2017). This means that, if a person would like to get an 

education within the hospitality field, tuition fees are covered by the government. Similarly, if a 

person requires medical help, most of the medical assistance is for free. Thus, there is a strong safety 

net for people living in Denmark. Likewise, this applies to European Union citizens. 

Furthermore, everyone who is a member of an unemployment insurance fund, is entitled to the 

financial benefits while being out of a job (A-kasser.dk, 2017). This ensures that there is no need to 

worry about personal finances while looking for a job and thus the focus can be put on finding a 

suitable job rather than taking any kind of job because of the financial pressure.  

As of the salary levels, there is no legal minimum wage that is required by the law. Minimum salary 

levels are agreed upon between the trade unions that are representing the employees and the 

employers, and a collective agreement has been created (3f, 2017). Thus, there is a minimum 

amount per hour that must be paid out to the employee within the specific industry. This way the 

employee knows what to expect and has a sense of financial safety net. Likewise, the general salary 

levels in Denmark are quite high compared to other countries. Moreover, there is a steady yearly 

increase in the average salary per month (Trading Economics, 2017).  

As mentioned earlier the trade unions have a strong influence on the employees’ working 

conditions, that are not only limited to the salary levels. Trade unions may step in situations of 

conflict and protect the employees’ rights. This again provides a feeling of having a safety net 

behind. 

Flexible working hours may seem to be more attractive to part time employees, especially when 

having a job on the side of the studies. This appears to be convenient for the part time employees. 

Denmark ranks quite low on power distance and thus high on employee autonomy according to 

Hofstede’s national culture dimensions. This mostly results in a flat organizational hierarchy 

especially when compared to other countries. Thus, it is also more noticeable to the employees who 

come from other European countries. The role of management is perceived as to facilitate and 

empower employees. The atmosphere at the workplaces is informal and respect must be earned by 
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showing the competency in real life situations. Danes believe that everyone should enjoy equal 

rights regardless their position at work, as well as it is important to employees to be consulted 

(Hofstede Insights, 2017). When having such a flat hierarchy, it shapes the culture at work. 

Moreover, the flat hierarchy is expected and, perhaps, in situations when there is a higher level of 

hierarchy, some small conflicts and misunderstandings may occur. Thus, it might be crucial for a 

hospitality business to possess a flat organizational hierarchy to attract qualified employees as it is 

expected.  

Weaknesses 

General salary levels have been described earlier in the section, where the strengths have been 

identified. However, even though there is a controlled minimum wage, the hospitality industry has 

lower average salaries compared to the other industries, which means that they hospitality industry 

might not be as attractive as the other industries when it comes to salary levels (Sturman, 2001). 

Higher salary can meet employees’ expectations and encourage them to perform more efficiently, 

likewise it can attract talent (Yen & Huang, 2012). Getting a relatively lower salary may affect the 

decision of taking a job, as well as whether to stay in the industry at all. 

One of the biggest challenges hospitality industry is facing worldwide is the high employee turnover. 

Bonn & Forbringer (1992) 25 years ago brought up the issues of changing demographics and the fact 

that it would affect hospitality industry in a sense of not having enough workforce to support the 

demand. There is not only a lack of qualified workforce, but they even mention that due to the lack 

of workforce in general, the companies are willing to hire almost anyone, who would be interested 

to fill the positions. This, naturally is leading to a high employee turnover as not everyone is fit to a 

job within the hospitality industry. When it comes to voluntary employee turnover, external 

personal events, both positive and negative, as well as positive external professional events highly 

influence the employee turnover. This indicates that critical life events affect the employee turnover 

(Tews, et al., 2014). High employee turnover in general influences the perception of hospitality 

industry.  

Seasonality is a characteristic of the industry and thus hospitality industry in Denmark has high and 

low peaks throughout the year. The summer season is considered as the high season as the weather 

is more pleasant, whereas the winter time generally brings in fewer tourists. Seasonality affects the 
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staffing decisions, meaning that more staff members are needed for the high season and fewer staff 

members are necessary for the low season. As the summer season is the peak season for tourism, 

more staff members are necessary, which leads to attracting people that are available for a short 

period of time. As students usually have a break from school during the summer time, most of the 

hiring is among the available students, who are looking for some extra income and/or experience 

during their break from the school. In many cases experience is not needed to obtain a job within 

the hospitality industry for a short period of time.  

When it comes to full time employees, the working hours might be seen more as a weakness, mostly 

in the cases for evening and night employees. When having unusual working hours, it limits the 

possibility to spend quality time with the families and friends, as they are working while most of the 

people have time off. Working in hospitality industry usually requires to be flexible in a sense that 

it does not have the regular working hours from Monday-Friday from 9-17. Many of the hospitality 

industry establishments, such as hotels, are open 24 hours a day and seven days a week. Thus, there 

is a need for employees outside the usual working hours, respectively, evenings and nights, as well 

as weekends and holidays. The nature of the working hours might not be attractive to the potential 

employees, especially, if they have families, because of the challenge to find a common time for 

spending some quality time together.  

Opportunities 

There is a general trend in more tourists coming to Denmark by each year. The trend of growth has 

been steady for years (World Tourism Organization, 2016). The fact that the country is attracting 

increased number of tourists every year may indicate that because of the growing demand there is 

a need for more staff to be hired to cater the needs of tourists. However, it could also be tackled 

differently, meaning that the existing operating processes could be optimized with the existing staff 

members. However, it is more likely that there still will be a need for more employees in order to 

provide the guests with positive experiences. Thus, there are enough positions for the industry 

professionals.  

In 2017 Denmark took the 2nd in the World Happiness Report. The past few years it was the happiest 

country in the world, whereas this year Norway surpassed Denmark and took the lead. The level of 

happiness is measured by 6 indicators, respectively, GDP per capita, social support, healthy life 
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expectancy, freedom to make life choices, generosity and perceptions of corruption (The 

Sustainable Solutions Network, 2017). Denmark scores well on all the criteria and thus has been one 

of the leading countries within the four years of the report’s existence. This could positively affect 

the employee retention as the level of happiness in general is high and thus is the quality of life. 

Likewise, the working environment might appear attractive to foreigners that come from countries 

with lower scores for happiness.  

Scandinavian countries are among the leading countries, when it comes to sustainable practices. 

According to Kazlauskaite et al. (2013) Nordic countries are among the top most responsible 

countries in Europe, when it comes to business, including CSR with regards to the employees.  

Furthermore, overall company’s CSR practices have become important to potential and existing 

employees, especially to Generation Y as the people from this generation are very aware of the 

sustainability, want to change the world and work for a responsible company (Ohlrich, 2015). Thus, 

a company that has visible CSR practices with actual positive impact to the society are more 

attractive to the potential employees, especially Generation Y.  

Threats 

Interestingly that even though the wealth disparity in Denmark has significantly increased over the 

last decade (CPH POST ONLINE, 2017), in 2015 Denmark still had the lowest wealth gap among 34 

OECD countries (The Local, 2015). This means that wealth gap in Denmark is low compared to the 

other countries despite the trend of the wealth gap growing. However, the trend is that inequality 

is increasing and thus is affecting different aspects of quality of life. 

Furthermore, hotel industry has an overall more negative than positive industry image, because of 

other more attractive career options, low salary levels compared to other industries, working hours, 

and the high employee turnover (Brien, et al., 2017). The negative image of the industry is a threat, 

because of the possibility to lose potential talents to other, more competitive industries.  

There is no significant big international hotel chain presence in Denmark. The five leading hotel 

chains in Denmark are local Scandinavian ones, respectively, Scandic, Arp-Hansen Hotel Group, 

Cabinn As, Small Danish Hotels and Comwell Hotels (Chains, 2017). It appears that Scandinavian 

chains have a very strong market position in Denmark. However, when it comes to attracting and 

retaining talent, having only local chains does add some career limitations in a sense of lacking 
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international experience and business perspective. International hotel chains do have more 

international experience, as well as recognition.  

Having so many local chains, the competition is high, especially when it comes to attracting and 

retaining talent. The hotel chains in Denmark have strong brands and thus from a perspective of a 

potential employee, there are several hotels to choose from as a workplace.  

Technology for some time has been changing the hotel industry in different aspects to the business. 

In fact, according to a report in 2014 by PWC hospitality industry is among top five industries that 

have been investing in sensors (Carter, 2017). Several hotels are changing the check-in and check-

out routines from being assisted by a person to automated services with the help of online 

technologies, especially the smart phones that has been identified as one of the megatrends in hotel 

industry, when it comes to application of the technology (Mitel Networks Corporation, 2017). It is a 

threat to the employment within the industry, because manpower can be partly substituted with 

the technology for some of the operations. However, about 60 % of the guests still prefer a human 

interface and being in person, while needed assistance (Carter, 2017).  

7.2 The findings 

There have been four main findings identified from the data that was gathered from the interviews. 

In this part of the thesis the findings are presented, and a discussion is started. The findings are 

analysed through Herzberg’s theory of motivation to work, as it has been scrutinized and applied. 

The main motivators and hygiene factors have been identified and discussed as they are the ones 

that form the Front Office employee motivation at the hotel used as a case study. Comparisons to 

Herzberg’s findings are drawn to find out, whether this research supports the findings of the original 

research. Each sub-section starts with an explanation of the factor as in the original research by 

Herzberg and likewise with an explanation of how the factor is looked at within the thesis. 

Motivators are responsible for the satisfaction at work. The factors that are categorized as 

motivators are the ones that create happiness at work. According to Herzberg et al. (1997) the most 

popular factors for creating satisfaction at work are the ones that are related to the work itself, such 

as tasks and the nature of work, being recognized for a successful performance and the possibility 

for growth as a professional in the field. Individual’s natural need for self-actualization or self-

realization are being satisfied by the factors that lead to positive job attitudes. What differs 
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motivators from hygiene factors is that hygiene factors do not have the potential to satisfy the ned 

for self-realization. There is a different behaviour towards motivating qualities, when it comes to 

motivators and hygiene factors. Hygiene factors are characterized with avoiding unpleasant 

situations, whereas motivators are about reaching aspirations. 

7.2.1 Finding 1: Possibilities of growth, recognition and work itself are the main motivators 

The three main motivators among SKT.PETRI Front Office employees have been identified as 

possibilities of growth, recognition and work itself. However, work itself was found to be 

overlapping with anther factor, which is explained more in detail in the following sub-sections.  

Possibilities of growth 

Herzberg et al. (1997; pp.45) considered possibility of growth as a factor, whenever some ‘objective 

evidences’ indicated ‘that the possibilities for his growth were now increased or decreased ‘. In other 

words, if there are signs of future prospects, it becomes a factor of motivation at work. Likewise, 

there is another aspect of this factor, meaning, that it is not just the possibility to get promoted or 

advance within the company, but it also is the personal development, including advancement of 

one’s skills and competences. 

However, in the thesis possibility of growth is identified according to what the employees 

themselves believe them to be. Whenever they mentioned or discussed some kind of personal or 

career development, it was considered as a possibility of growth at the workplace. Moreover, it does 

not necessarily need to be anything specific that indicates the growth possibilities, the employee 

feelings of possibility of growth are considered as well.  

Several of the hotel Front Office employees, when asked about what is important to them, when 

they are looking for a job, mentioned that it is important that they can see their future in it, that 

they can improve their professional competencies and that they can grow. An employee in a position 

as a receptionist (R1)2 mentioned: ‘what is important for me is that there is a challenge, something 

you can work on. [..] Learning from a new situation’. The same employee acknowledged that, 

because the company is a part of a big hotel chain ‘they have this management program. It is really 

good for people that are ambitious and want to go higher up’. This particular receptionist is aware 

                                                           
2 Worth mentioning that since the interview few months ago, the receptionist has been granted extra responsibility of 
being a substitute supervisor. 
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of growth possibilities, if one wanted to grow within the hotel chain. It appears to be important that 

there are some real indicators (the management program) for a possible growth.  

Furthermore, one of the supervisors (S3), mentions that it is important to him to see that there will 

be ‘a possibility to expand [in the job]’. Moreover, one of the night supervisors (S7) mentions, that 

when looking for a job, it is important to her ‘that it [the job] is giving me an opportunity to develop 

myself and also continue with the work that I like to do’. She also mentions that the reason she left 

her previous job and looked for a new one was because she could not see growth in her previous 

position at a restaurant as a restaurant manager.  

Likewise, one of the former receptionists (F4) mentioned that for her it is important that ‘I can 

expand my knowledge. That I can learn and do something in the company. That there is a possibility 

to do that.’ In fact, one of the main reasons, why this employee quit her job at SKT.PETRI, was 

because of lack of possibilities for her to grow:  

At some point I was asking for more, more things that I can do and expand my knowledge. I probably 

asked once a week or twice a week. And then it just got to me, that I am not going to have progress 

here. I was stuck. It was just a job for me. 

There was a lack of possibilities for growth, thus she took a decision to move forward by leaving the 

company and finding another job. Interesting that she states, that ‘It was just a job for me’, 

indicating that a job should be something more, not just carrying out the tasks. 

One of the supervisors (S4) has mentioned that 

in a way I am still happy, because they are giving me more opportunities to grow, more responsibility. 

It makes me feel appreciated. They give me extra tasks. I like to be challenged, it gives me a drive. 

By being provided with opportunities to grow, it creates feelings of happiness and feelings of being 

appreciated, thus a second level factor of recognition is present here. One factor has led to a crea-

tion of another factor, respectively by providing possibilities of growth for an employee, it makes 

her feel appreciated and thus recognized by the management.  

One of the employees (C) from the concierge team explained how he became a concierge: ‘I started 

as a bell captain and then in short time I really wanted to do more’. He felt that he could do more at 

the company and thus inquired about it. When a higher position became available, he applied and 
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was approved for the position by the management. Possibility for growth and the actual growth was 

important for him and thus he describes how he felt about the new job: ‘It felt good. Working my 

way up, one step on the road. From bell captain to concierge. This is how I want to do it’. However, 

this case could also be categorized as an advancement according to Herzberg’s theory of motivation 

to work. There was an actual change of a position and the status. Yet, in this research it has also 

been categorized under the possibility of growth, as it was important for the employee to have it in 

first place, moreover the possibility became a reality later on as advancement in his carrier was 

made.  

Conclusion: Possibilities of growth can be present as a factor for motivation to work in a form of an 

actual advancement within a company or a personal development, such as advancement of one’s 

skills or in an abstract way, meaning in a form of feelings about it. Lack of the factor can lead to 

employees leaving the company. One of the aspects for most of the employees, when they are 

looking for a job, is that the possibility of growth has to be present in order for them to consider the 

job in the first place. 

Recognition 

Herzberg et al. (1997; pp.44) describe the criterion for the factor as ‘some act of recognition to the 

person’. The sources of recognition can be different, such as a person at work or, for example, 

management in general as something impersonal. It can be both, positive and negative recognition, 

thus it is not limited to one direction.  

Both, first level and second level factors of recognition are considered, though second level 

recognition can be called ‘feelings of recognition’ as it results from another first level factor.  

Recognition by guests 

One of the receptionists (R1) mentioned that ‘to get a feedback that you are doing a good job [in-

spires me]. From management and from the guests’. In this statement, the receptionist acknowl-

edges that a feedback from both, the guests and the management, is motivating. Even more, one 

of the supervisors (S5) admits, that ‘every time you hear something nice about yourself from some-

one else, it motivates you to do it again and better’, thus, the act of recognition makes the employee 

to want to perform better. Likewise, another employee in a supervisor’s position stated that  
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what inspires me [to do a good job] is when guests ask me: 'Are you going to be here tomorrow?' 

The fact that you have got so many conversations and relationships with the guests that are at the 

hotel. They trust you so much that they only want to talk to you. 

The employee acknowledges that he is valued and thus being recognized by guests, because of the 

effort he has put into participating in shaping the guests’ travel experiences. Even though the em-

ployee mentions the interpersonal relationships with the guests, it has been categorized under the 

factor ‘recognition‘ as the focus in the quote is not on the relationship itself, but rather on the act 

of recognition in general.  

Recognition by the management 

The latter employee also described a situation, where he was recognized by the management: ‘I 

was ready to go in and ask for [a higher] salary, they weren't ready to give me a bigger salary, but 

they offered me a scholarship in a leader thingy [course]’. In this situation the management rejected 

the employee’s proposal for a higher salary, however instead of merely rejecting it, they provided 

an alternative, respectively offered a leadership course, thus showing the interest in keeping him at 

the company. By offering the course to the employee, the management recognized the employee 

and showed it through an investment in his personal development. 

When it comes to recognition, some employees have admitted that being recognized is always good, 

however it is better, if the recognition comes from someone that is higher up in the organizational 

hierarchy: ‘Mainly it is nice to get appraisal for something, it is nice that someone notices it [that 

you are doing a good job], but you really want someone higher up to notice it’ (F1). 

A supervisor (S5) states, that ‘[..] when Jesper [General Manager] comes to me and says that I have 

done a good job [motivates me a lot]’. It appears that in these cases recognition coming from some-

one in a position of power is valued more than recognition by other stakeholders. One of the bell 

captains (B) brought up his concern about not being recognized in a positive manner often enough, 

it rather happens more in a context of negative recognition. He mentions that ‘when you do a good 

thing, you don’t get ‘’oh, good job’. But when you make a mistake, you will hear why…[..] It happens 

more often that they ask about mistakes’. The same employee likewise mentioned that getting rec-
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ognized by supervisors is not the same as getting recognized by the managers, because the super-

visors ‘are more like my colleagues. I know they are supervisors but… We are just having a good 

time’.  

However, when it comes to a negative recognition, employees have had different ways of dealing 

with it. The latter example of the bell captain feeling that he is not recognized enough shows that it 

makes him consider that he is not being recognized in cases when he is doing a good job. On the 

other hand, one of the receptionists (R2) admitted that ‘I am just going to improve, I know that I am 

making a mistake’, whenever a supervisor points out her mistakes, thus recognizes her in a slightly 

negative way. People are different as individuals and thus reactions to similar situations vary greatly.  

One of the four former employees (F1) that was interviewed, had left the job partly because of not 

feeling appreciated enough, not being recognized. The former receptionist stated: 

I did not feel appreciated. I thought my boss was unprofessional in a sense, when I asked [by sending 

an e-mail] for a salary increase of 6 DKK [per hour] and she never got back to me. That is when I quit. 

It is worth mentioning that the same employee had encountered the lack of recognition by the man-

agement before this particular situation. She mentions that ‘the last summer was horrible. The worst 

work environment I have ever worked at’. Besides the bad working conditions, she points out that 

you just felt that you were set into the fire. And then you start getting annoyed with the manage-

ment, even after the summer the main managers can’t come [to you] and apologize. They knew 

what they were doing, and they didn’t own up to that. [..] I feel like it is the manager’s job to fix it or 

try, to show some appreciation, something. It was never done. 

On top of the rough working conditions in the summer period, there was no appreciation showed 

to the employees, which led her to feeling unhappy at work. Lack of recognition, any kind of ac-

knowledgment for the job she has done made her feel unappreciated and contributed as one of the 

reasons for quitting her job.  

Conclusion: recognition is an important motivator, however, in some cases it appears to have more 

value, when a person higher in the organizational hierarchy recognizes the employee. Negative 

recognition is present as well, however employees interpret it differently. Recognition comes in dif-

ferent forms. It is not just the appraisal by colleagues, guests or the management, but it can also be 
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in a form of educational investment in employee’s future. Lack of recognition might contribute to 

employee turnover. 

Work itself 

Herzberg et al. (1997) in their research found out that work itself is one of the main motivators for 

employees at work. It is ‘the actual ding of the job or the tasks of the job as a source of good or bad 

feelings about it’ (Herzberg, 1987, p. 48). 

In the context of working at a Front Office in a hotel, the work is seen as assisting the hotel guests 

throughout their stay. Moreover, the Front Office manager (M) states, that 

the main responsibility of a Front Office employee at SKT. PETRI is to ensure a warm and homely 

welcome to our guests and a fond farewell. Ensure that each request or inquiry is taken care of in 

the smoothest matter and make sure that each guest feels as they are in focus by always providing 

genuine service in their own personalized way. It is the Front Office employees that are the first 

impression of SKT. PETRI and are the most visualized ambassadors of our brand inside the hotel, thus 

also the heart and representatives of SKT. PETRI's culture as such, and those who can make a 

difference, even turning a negative experience into something positive. 

The Front Office manager does not mention a word ‘relationship’, however from what she describes 

the position to be, it can be concluded that encounters with the guests evolve around creating a 

rapport with a guest, such as ensuring ‘warm and homely welcome and found farewell’, providing 

‘genuine service in their own personalized way’, ‘ensuring that each guest feels as they are in focus’. 

Thus, it is argued in the thesis that the main work task in the Front Office is establishing professional 

relationships with guests.  

This factor was found to be present in all the interviews and was mentioned several times by all the 

employees. One of the supervisors to a question about what inspires her to do a good job replied 

that what inspires her the most are the ‘guests, because you can see if you make someone happy. It 

motivates me a lot’, likewise another employee that used to work in reception replied that she is 

inspired by ‘happy guests’. Work itself as a Front Office employee most importantly is considered to 

be working with the guests and ensuring their good experiences throughout their stay as stated by 

the Front Office manager. Constant interpersonal encounters with different guests appear every 

day and are of crucial importance for the employee happiness at work, thus it has been separated 
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as a unique finding as a motivator rather than a hygiene factor. Work itself is characterized as 

interpersonal relations with guests and will be discussed in the later sub-section. 

Conclusion: Work itself in the Front Office is to establish professional relationship with a guest. 

Therefore, work itself as a factor of motivation overlaps with interpersonal relations, thus it is 

analysed separately as an independent finding as it is very hospitality industry specific.  

7.2.2 Finding 2: Interpersonal relations with guests is a motivator in the hotel industry rather 

than a hygiene factor  

Herzberg et al. (1997; p.46) define interpersonal relations to be present in the stories, where ’some 

actual verbalization about the characteristics of the interaction between the person speaking and 

some other individual’ happened. He distinguishes between three main categories of interpersonal 

relations, respectively, with a superior, with a subordinate and with peers. In his findings 

interpersonal relations with guests as a factor appears more times in low job attitude sequences 

(responsible for dissatisfaction) rather than in high job attitude sequences (responsible for 

satisfaction).  

However, in the case of SKT.PETRI another category is added, meaning interpersonal relations with 

guests as it appeared to happen a lot and to be important for the employees at the Front Office. 

Even though it is a short-term relationship that is established between an employee and a guest, it 

does affect the satisfaction of the employees to work significantly, because when the factor is met 

the employees are happy, for the reason of successfully performing their task. In this case it is not a 

hygiene factor, but rather is categorized as a motivator.  

Interpersonal relations with guests is an important category in this case, because a lot of socializing 

happens with the guests. As to assist a hotel guest and to be social are is one of the main tasks for 

an employee in the Front Office, it is slightly difficult to draw a line between pure social and soci-

otechnical interpersonal relations (arise in the performance of their jobs). The question here is, 

when does communicating with a guest stops at a professional level and becomes personal and 

purely social? Thus, there will not be clear distinction made in this category regarding the type of 

the interaction. 
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When the factor is met, and there is a positive interaction with a guest, the employee has fulfilled 

his main task at work and has created a positive guest experience that can result in a positive feed-

back. Herzberg et al. (1997) write that one of the reasons for being happy at work is that they were 

successful in the professional performance.  

When looking at the category of interpersonal relations with guests, one of the supervisors (S5) 

mentioned a period of time, when she was unhappy, because of being treated badly by guests: ‘Last 

summer was so hard, because when I came home so many days I felt so sad, a lot of guests were not 

treating me well and it took on me personally’. She was negatively affected by the interactions with 

the guests, thus the satisfaction of the factor was not achieved. It probably had even a bigger impact 

on the employee, because of the fact that assisting, communicating with the guests is one of the 

primal tasks for an employee at the Front Office. In this case the employee was not able to carry out 

her main task as proper working conditions were not provided (working conditions are discussed in 

the following sub-section), thus resulting in unsatisfied guests that she had to deal with on regular 

basis for a certain period of time. Furthermore, the same employee states that for her it is important 

‘to have good chemistry with the guests’ in order to have a good day at work.  

One of the supervisors (S1) said that 

it always is a good thing to start the day with a guest from the day before regarding my suggestions 

for yesterday, whether it was restaurants or things to do in Copenhagen. That is a great day to start 

a day. That they are happy already and that is something that comes up. 

The supervisor admits that in the situations, when the guest recognizes him and is grateful for his 

assistance, it is a good day at work, because he has successfully performed one of his tasks, meaning, 

he has made a guest happy through positive communication with the guest. 

The Front Office employees are constantly reminded by the satisfied guests about their successful 

performance of their tasks and it appears to be very important to the employees as it has been 

discussed earlier in the discussion about recognition as a motivator to work.  

Another employee (C) admits that being acknowledged by a guest happens in different ways, for 

example: ‘another thing is that you get acknowledged pretty much for your job, not just by the lead-
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ers, but by the guests sending e-mails afterwards’, which inspires him to do a better job. The inter-

personal relationship with the guest has been valued by the guest and was expressed to the em-

ployee and, thus, once again, the job was successfully performed.  

Furthermore, one of the night supervisors admits, that ‘it can be really bad happenings, like pipes 

braking, whatever happens, but then if you get some good vibes and energy [from the guests], the 

whole thing just gets overwritten’. Interpersonal relationships with the guests contribute to the per-

sonal mood at work and can even change it. That applies both, to a positive and a negative change 

in the mood. However, the moods have a nature of being short time, nevertheless, more positive 

rather than negative interactions with guests contribute to the satisfaction at work as the interview-

ees have mentioned positive encounters with the guests as a reason for their inspiration to do a 

better job, as well as a contributor to a good day at work.  

Another of the employees, a receptionist (R2) mentions, that ‘when people [guests] tell me that they 

have a wonderful holiday that is just nice to hear that I could make their stay better’. In this case, 

she has taken a part in forming the guests travel experience, she has had interpersonal relationship 

with the guests and she admits that it creates positive emotions, she has performed her task suc-

cessfully and it is being recognized by the guest. All the encounters with the guests, especially when 

the guests have praised the employees about doing a good job, contribute to the employee’s satis-

faction at work. Likewise, another receptionist (R4) claims, that a good day at work for her is ‘when 

my shift ends, the guests thank me, or we have a good conversation’. It can be clearly noticed that 

there is an interpersonal relationship between the employee and the guest and that the employee 

values it a lot.  

Interesting, that one of the supervisors (S3) mentions that ‘too many tourists can also be annoying, 

but having only conference guests can be boring. There should be a nice little mix of guests’. This 

statement indicates, that for him it is important, that there are different types of guests and differ-

ent kind of interactions with them, otherwise it is ‘boring’, which could be interpreted that encoun-

ters for purely social purposes for him are an essential part of a good day at work.  

Conclusion: The factor for interpersonal relations with guests is not satisfying a hygiene factor, but 

rather a motivator in the case of Front Office employees at SKT.PETRI. When the factor is met, it 
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does not avoid dissatisfaction, but rather leads to employee satisfaction at work, because of per-

forming successfully at work. In the hotel industry one of the main Front Office employee tasks is to 

interact with the guests in order to provide better travel experiences, thus when the factor is met, 

a successful working performance is achieved. Interacting with guests is something that is very spe-

cific to the hospitality industry and in this case, it is work itself. 

7.2.3 Finding 3: Working conditions and interpersonal relations is the main hygiene factor 

Physical working conditions and interpersonal relations are the main hygiene factors mentioned 

among the respondents. When these factors are not met, dissatisfaction at work is created. When 

these factors are met, there is no dissatisfaction at work, but it does not necessarily mean that 

satisfaction at work is achieved. It merely means that dissatisfaction is prevented and thus is not 

present.  

Previously interpersonal relations with guests have been described and analysed as factor for 

motivation, because it was found to be closely intertwined with work itself. However, interpersonal 

relations with peers and subordinates is categorized as a hygiene factor, because they relationship 

with peers, superiors and subordinates are related to the conditions of performing the job rather 

than the tasks themselves.  

Working conditions 

Herzberg et al. (1997; p.48) describes working conditions as ‘the physical conditions of work, the 

amount of work, the facilities available for doing the work’. 

Everything that is related to physical conditions at work has been considered as a hygiene factor. 

This factor was mentioned several times in cases when the respondents expressed their 

dissatisfaction at work, however, when the hygiene factor is met dissatisfaction is avoided. In this 

section, mostly the hygiene factors that are not met, are discussed. 

Being understaffed 

One of the main working condition that has not been met quite a few times has been, when there 

is too much stress at work caused by insufficient number of employees at work at a particular shift 

and thus putting some extra work load to the employees at work.  

One of the former receptionists (F1) has mentioned that  
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the last summer was horrible. The worst environment I have ever worked at. We were understaffed, 

we were selling a product that you are lying to a guest, that isn't even existent and there were no 

solutions, no standard operations what we should do…. 

One of the reasons for dissatisfaction at work during the specified period of time is being 

understaffed, which means that the same amount of workload has to be done by fewer staff 

members, that lead to overworking and increased levels of stress. It all results in employee 

dissatisfaction. Another employee (S3) claims that a bad day at work is, when the hotel is 

being understaffed and overworked, because you cannot give the service that the management 

expects, but also the service that I expect, not living up to my own standards, that would be a bad 

day. 

When the working condition of having enough employees at work during a shift is not met, it creates 

numerous challenges as can be noticed in the latter quote. Basically, the main tasks cannot be 

performed in accordance to what is required from a Front Office employee, as well as what is 

accepted as a good performance by oneself. Likewise, one of the Front Office supervisors (S5) has 

mentioned that in order to have a good day at work, it is necessary ‘to have enough staff’, she also 

mentions that a bad day is ’when we are having a lack of staff, therefore lack of service’. She 

concludes that: ‘I think number of staff has a lot to say in a good or a bad day’. Moreover, one of 

the receptionists (R3) similarly states, that ‘there are some periods of time, when there is not enough 

staff and you cannot give a full service’. These employees have mentioned that being understaffed 

leads to giving bad service, because providing good service to the guests is the utmost important 

task for a Front Office employee. Likewise, one of the bell captains (B) mentions that it is a challenge, 

when there are not enough people on a shift.  

Challenge of the building 

Another working condition that was mentioned numerous times by the respondents is the challenge 

of the building. However, this condition does not affect the employees directly, but it does affect 

them through the dissatisfaction of the guests. As it has been mentioned several times in the 

interviews, there was a period of time, when the hotel experienced some maintenance challenges, 

such as air conditioning not working in the rooms, problems with the bathrooms in the rooms etc. 

Even though these issues did not affect the employees directly in a sense that their working 
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conditions were faulty, they were affected by the guest complaints due to the problems in the 

building itself.  

One (F2) of the former receptionists remembers that ‘we had a rough summer, when AC was not 

working and all of that. That was a challenge for everyone ‘. Another former employee (F3) even 

stated that ‘besides AC, I was happy’. She also names it as one of the main challenges she faced, 

while working at the hotel: ‘It wasn’t working. It is burned in my memory. It was awful’. Moreover, 

another employee that had left the company stated that the whole situation with the not working 

air conditioning and its consequences was one of the reasons she felt that she needed to quit: 

Especially after the previous summer, when, remember the ACs were horrible and customers were 

yelling at you. I just didn’t want another summer to be like that. After that summer my whole view 

changed. 

Having a lot of guest complaints to deal with on regular basis caused stress for the employees, thus 

creating dissatisfaction at work. The working conditions as a hygiene factor, respectively, providing 

the appropriate and acceptable conditions for the guests to meet their expectations and thus 

avoiding complaints, was not met. It resulted in employee unhappiness at work. Interestingly that 

the employees, who were interviewed during the summer time, when the weather was good, 

mentioned ‘air conditioning not working in the rooms’ as one of the factors that contributed to a 

bad day at work. However, this factor was not mentioned as often in the interviews that were 

conducted after the summer time as it was not a current problem due to the more moderate 

weather conditions. 

Conclusion: One of the working conditions that was not met is being understaffed that affects the 

employees directly as they have to take up more tasks upon themselves. Another condition that 

was not met was the faulty in physical conditions (challenge of the building itself) in the main 

product (a room at a hotel), for example, not working air conditioning, which led to several guest 

complaints that the staff members had to deal with. As it was out of their control to fix the issue 

and due to the numerous guest complaints, it caused a lot of stress among the employees and even 

was one of the reasons for couple of staff members leaving the company. In general, when the 

working conditions are not met, direct or indirect, it causes stress in employees that lead to 

dissatisfaction at work and sometimes even contributes to the employee turnover.  
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Interpersonal relations 

Interpersonal relations as a hygiene factor of motivation to work is considered in the specific cases, 

encounters with people that have been mentioned in the interviews and that have happened or an 

opinion about the feelings of an encounter with peers, subordinates or superiors has been ex-

pressed, and thus affected employees at work. It does not necessarily need to be one particular 

happening, it could also be a sequence of encounters with people that has led to some kind of 

change in the emotional state of an employee.  

Herzberg et al. (1997) also distinguish between purely social and sociotechnical interpersonal rela-

tionships, where the latter kind is work related interactions, whereas the former is social interac-

tions at work during the working hours, but is not work related. Interestingly enough, Herzberg has 

admitted that in his research there were no stories of purely social kind of interpersonal relation-

ships. 

Nevertheless, in the case of SKT.PETRI, it has been reported few times by the interviewees, that the 

colleagues are important for them in order to have a good day and it will be presented in the fol-

lowing sub-section.  

Interpersonal relations with peers and interpersonal relations with subordinates 

The two interpersonal relation categories have been put together in one section as it was noticed 

that many times the supervisors refer to the receptionists as their colleagues rather than 

subordinates, though technically a supervisor is in charge of the receptionists. There is not a big 

difference in a perception of working roles among the operational level employees in Front Office, 

thus these two categories have blurred together in most of the cases and therefore are discussed 

together under one section.  

One of the bell captains (B) mentioned that ‘a good day is when you have time to speak to your 

colleagues’. Moreover, the same employee stated, that ‘it is fun to be at work and working with the 

other guys, concierges’, where both of the statements are more of a pure social nature rather that 

sociotechnical. Likewise, a Front Office supervisor (S4) stated, that ‘a good day for me is when my 

colleagues are having a good time’. Based on these examples, it can be interpreted, that pure social 

interpersonal relations play an important role for the employees at SKT.PETRI to have a good day at 

work and thus prevent dissatisfaction at work. 
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Though, the distinction between pure social and sociotechnical interpersonal relations is not very 

clear, as it cannot be undoubtedly determined, whether, for example, statement ‘a good day is 

when you have time to speak with your colleagues’ is meant as a communication for pure social 

purposes or work-related purposes.  

On the other hand, one of the receptionists (R2) said, that ‘I don’t have to be friends with my col-

leagues as long as we can work together and be professional’ and ‘of course, I want my colleagues 

to be nice, but I think it is more about actually doing the job’. She emphasizes that work itself is more 

important to her as the pure social interpersonal relations, thus she distinguishes her personal life 

from her professional life.  

One of the former employee (F3) mentions that ‘it was a very good working environment, 

colleagues, good management, safe, good cooperation, helping each other out.’ When she was 

asked about, how it was to work at SKT.PETRI, most of her reply was about the people at work, both 

the colleagues and the management. In this case interpersonal relations with peers and 

interpersonal relations with superior as a hygiene factor was met and dissatisfaction at work was 

not present. Interpersonal relations with others were good.  

However, a supervisor (S4) expressed that ‘another thing is that the colleagues can make you 

stressed. Like this one employee, because her personality makes me stressed. It is also with the bell 

captains, they have an attitude…’ 

The supervisor admits that her colleagues and the interaction with them can contribute to her being 

stressed at work, thus the hygiene factor is not satisfied, and she is feeling unhappy at work.  

Moreover, another one of the former employees (F1) said:  

Depending on who my coworkers are, that really matters [whether it is a good or a bad day at work]. 

We used to have a co-worker, if she was working I didn't want to go to work. My happiness has a 

greater value than that one day at work. 

In this specific example, the employee herself is aware of a possibility to be dissatisfied at work, 

because of bad interpersonal relations with a peer, more specifically, a colleague she does not work 

well together. Thus, by not taking the shift at all she is preventing being unhappy at work. Likewise, 

one of the supervisors (S1) mentioned, that ‘there is nothing more demotivating than the time when 
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you have to keep an eye on your colleagues. Because they cannot work on themselves’. In this case 

sociotechnical interpersonal relations with a peer and a subordinate (as he is leading a team of a 

particular group of employees) are not fulfilled and thus is a reason for his frustration. 

Interpersonal relations with superiors 

A question about the importance of the support by the management was asked every person 

interviewed. Everyone admitted that is important to them, for example, one of the supervisors (S3) 

stated, that 

it is very important that they [the management] are supporting us in a way they can do it. I am not 

expecting them to stand out next to us, but at least they are listening to us and they take whatever 

problems or issues we have seriously, whether they can be fixed or not. At least then they are aware 

of the problems, trying to fix it. They always have our back regarding guests, when we have 

challenging guests, it happens. 

A former receptionist said, that the support by the management was 

very important. I did feel it at SKT.PETRI. [My direct manager] was one of the best managers ever. 

She will always come and help you, take over with the guest to get everything back on track. It was 

a very good management. 

It appears that the support by the management contributes positively to the working environment 

and as the factor is met, the dissatisfaction at work is avoided. Most of the employees did feel 

supported by their manager, however there were few, who admitted that they were not satisfied 

with it, such as one of the former receptionists (F1) replied to a question about, whether she felt 

supported by the management: 

No. Not at all. I think it was super tough on everyone. And now after being in Back Office and you 

know who to blame for that summer. Now of course I am over it, but then it was horrible. [..] But if 

you are still putting your employees, people you are supposed to care about and invest in, you are 

still putting them out. I don’t have any respect towards GM and I lost so much respect for the FO 

manager. I used to look up to her so much. 

In this specific situation, there was a period of time, when the employee experienced bad 

interpersonal relations with superiors, thus it resulted in being dissatisfied at work and contributed 
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to her taking a decision to leave the job. The factor of having interpersonal relation with the 

management was not met. 

Another one of the former employees (F2) mentioned that she did not feel the support by the 

management, however it changed, when a new leader was appointed: 

Not in the beginning, I didn’t. But I think, when [the new FO manager] took over, things definitely 

changed. I think that she is a good leader, she is good at supporting people and telling you that you 

are doing a good job, also telling you, when you are not doing a good job, but doing it in a good way. 

You know that you can do it better, but you also feel motivated to do it better. 

As can be concluded from this situation, the feeling of being supported by management depends 

on the person, who has the position. She did not feel the support in the beginning, but after another 

manager was appointed, the employee began to notice the changes and started to feel supported, 

thus the hygiene factor from not being met in the first place was met and thus the dissatisfaction at 

work was prevented.  

Conclusion: Interpersonal relations with peers, subordinates and superiors is an important hygiene 

factor that, when met, can avoid employee dissatisfaction to work. Even though interpersonal 

relations with guests have been identified as a motivator, the remaining categories within 

interpersonal relations are identified as hygiene factors due to them being an important condition 

surrounding doing the job instead of the work related tasks.  

There are two types of interpersonal relations- pure social and sociotechnical. Both types have been 

mentioned within the interviews. However, it is slightly difficult to distinguish between the two 

types as it sometimes is challenging to determine, whether the interaction is because of purely 

social, personal nature or work related.  

Two of the categories within interpersonal relations (peers and subordinates) have blurred together 

as the supervisors mostly perceive their employees as their colleagues, thus peers, instead of 

subordinates. The same has been observed when receptionists refer to their supervisors as it 

appears that they perceive them as equals rather that superiors. Because of this, the category for 

interpersonal relations with superiors was discussed in terms of the employees relationship with 

the management. 
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7.2.4 Finding 4: Financial incentives are not a key factor for motivation at work 

Herzberg et al. (1997) has categorized salary as one of the factors for motivation to work. However, 

it is not just the salary that is considered as this factor, but rather compensation and its role in the 

sequence of the events. Herzberg et al. (1997) came to a conclusion that salary as a factor appears 

in both of the types of events of sequences, respectively high and low (the directions of the events, 

either positive (high) or negative (low)). However, what made salary stand out as a factor is that in 

the cases of high sequences of events, the salary appeared equal times in short and long-range 

events, whereas in low affect sequences of events it appeared several times more in the long-range 

sequences of the events. This led the researchers to a conclusion that salary as a factor of motivation 

more defines job situation and thus has more potential to be a job dissatisfier rather than a satisfier.  

However, in the case of SKT.PETRI, salary was not mentioned as often as it was expected before 

conducting the interviews. As it can be seen in SWOT analysis, the general level of salaries in 

Denmark is relatively high and the levels of wages are somewhat regulated by the workers’ unions. 

Thus, having a job in the Front Office provides the employee with a decent level of salary despite 

the fact, that it is an operational level position. Thus, in general the factor of salary is met, and 

dissatisfaction at work caused by this factor is prevented due to the salary levels being reasonably 

high.  

Nevertheless, some of the employees are part time employees, because of having the job on the 

side of their studies. However, it has to be mentioned that the employees, who are studying do 

receive a certain amount from the government as a financial support for students, thus being a part 

time employee might be enough to financially support themselves, because it is not the only source 

of income. Therefore, in the case of a part time position, the factor of salary is satisfied as well and 

thus dissatisfaction is prevented.  

One of the former employees (F2) stated that ‘you are definitely not [working] at the hotel, at least 

at the front desk to get rich’. She claims that money is not a crucial aspect of being employed in the 

hotel industry. However, there still is an accepted amount, otherwise dissatisfaction at work is pre-

sent, because of not meeting the minimum would appear. Another former receptionist (F4) men-

tions, that 
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the salary [that was offered to me at SKT.PETRI] was actually lower than what I was already having 

[at my current job]. I wrote an e-mail saying: 'Thank you for the interview, but unfortunately it does 

not have my interest anymore'. And they contacted me back saying:' We want you and we can talk 

about the salary. 

In this case the now former employee almost rejected the position at SKT.PETRI, because the salary 

was not as high as at her current job at the time. Interestingly, after the salary was negotiated, she 

accepted the position at SKT.PETRI. Salary does play a role; however, it is not merely the salary itself, 

but as well the fact that the management was willing to offer her higher salary, showing that they 

are determined to have her as an employee. Moreover, another former receptionist stated that ‘it 

is nice getting a raise and it is nice earning from upsell, but for me it is more about recognition for 

doing a good job’. In this case it shows, that salary and other financial benefits can create feelings 

of recognition that appear here as a second-level factor and has a positive effect on the employee. 

Salary and other financial benefits seem to be one of the means for the management to show that 

they appreciate the employee.  

Besides the salary itself, there have been some other financial benefits mentioned throughout the 

interviews, for instance, the upsell program. One of the receptionists (R2) states, that ‘the upgrades 

and the NCC members are a good idea, but I don't think it makes me do a better job, it just makes 

me get benefits’. Likewise, in this case the receptionist herself admits, that it does not make her to 

do a better job, that it does not motivate her to perform better.  

When asked about the importance of the salary, one of the receptionists (R2) mentions, that: ‘Of 

course, I also want a good payment. I guess if it was a work I really liked I would go a bit lower, but 

I wouldn't push myself too had for something that wouldn't be a benefit for me’. Interesting, that 

she is willing to compromise and agree on a smaller salary, if it is a job she really likes, however, the 

employee herself mentions that there is a limit to doing so. It indicates, that unless the salary is not 

under a certain amount, it does not cause dissatisfaction at work, as well as it does not create sat-

isfaction at work, rather just maintain a state, where job dissatisfaction and job satisfaction are not 

present, thus being at a somewhat neutral point.  

Conclusion: Salary and other financial benefits according to the data gathered from the interviews 

do not appear to be a motivator, but rather a hygiene factor. Salary as a factor for motivation does 
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not appear often in the answers of the employees. That could be explained with the generally 

acceptable salary levels in Denmark. However, it seems that it is rather preventing dissatisfaction at 

work than creating satisfaction to work as it does not contribute to the individual’s need for self-

actualization at work.  

It appears that salary might be responsible for generating second-level factors such as recognition 

and thus it is an important factor for the motivation in a sense of creating feelings for being 

appreciated and recognized by the management.  

7.3 The influence of the culture 

The findings of the research have been presented in the previous section. As an important aspect of 

the research is the fact that the case company is located in Scandinavia, more precisely in Denmark, 

the aspect of the national culture and its influence on the business environment are looked at in the 

following section. It starts with a broader look at culture in Scandinavia and is later on narrowed 

down to Denmark.  

7.3.1 Hofstede’s dimensions in Scandinavia 

 

Figure 8: Hofstede’s 6 dimensions in Scandinavia (Hofstede Insights, 2017) 
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As can be seen in the Figure 8, all three countries are relatively similar to one another, when it comes 

to the indexes of different culture dimensions.  

Power distance in all three countries is quite low, however, Denmark appears to possess even lower 

ration than the other to Scandinavian countries that rank equally compared other each other. This 

indicates that in the context of working environment, in Danish companies superiors and 

subordinates perceive each other as existentially equal and, thus changing roles is accepted by the 

employees. Moreover, the subordinates expect to be consulted, whenever a decision that affects 

them is made. Flat hierarchy is also characteristic to low power distance countries. Another 

characteristic to low power distance is a narrow range of salaries (Hofstede, 1991).  

As of individualism in Scandinavian countries, all three of them rank high with only five point 

difference between the lowest (Norway) and the highest (Denmark) score. Denmark appears to 

have the highest ratio for individualism in the society, which means that the interests of individuals 

prevail within the society rather than the interests of the society at large. According to Hofstede 

(1991) the countries low in power distance tend to rank high in individualism, which can be observed 

in the Figure 8 in the case of all three countries in Scandinavia. In a workplace context, it is 

characteristic that the interests of the individual coincide with the interests of the company.  

The dimension of masculinity vs. femininity in Scandinavia scores quite low, especially in Norway 

and Sweden, where the score is below 10 as opposed to Denmark’s 16 points. Scandinavian 

countries are clearly feminine within this dimension. One of the characteristics for femininity at 

workplace is resolving conflicts through compromising and negotiating.  It is also believed that 

feminine cultures have a relative advantage in the service industry due to the characteristics of this 

dimension, such as having good working relationship with superiors, good cooperation with people 

around them, tenderness, concern for quality of life, modesty etc. Likewise, there is a connection 

with the level of power distance. In this case, Scandinavia has low power distance and accordingly 

low level of masculinity. 

Denmark and Sweden score low on uncertainty avoidance, whereas Norway differs with a higher 

score for this dimension, respectively 50 points, which indicates that they do not have a preference 

on this specific dimension. Scoring low on this dimension indicates that there is no need for a lot of 

structure and predictability at work. The idea that plans can suddenly change is accepted. Low 
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uncertainty avoidance and high individualism in Denmark explains the drive for the people to 

innovation and design. One more characteristic to scoring low on this dimension is that, when not 

knowing something at work is fine, because it is always alright to ask for help (Hofstede Insights, 

2017). Likewise, low uncertainty cultures accept changing the rules, if they do not function well.  

Denmark and Norway score considerably low on long term orientation, which means that there is 

more normative approach towards life, traditions are valued and there is a focus on achieving quick 

results. However, Sweden on the other side is more long term oriented than the other two 

Scandinavian countries. Nevertheless, because of the relatively moderate score of 53 points, it is 

described as not having a preference for the short or long-term orientation (Hofstede Insights, 

2017).  

As of the last and the most recently added dimension, Scandinavian countries rank quite high on 

indulgence, meaning that they were raised to express their impulses and desires openly. Another 

characteristic to high indulgence is the optimistic perspective towards life. There is a considerable 

focus on having quality leisure time and thus spending money on it as one desires is acceptable. 

However, Norway ranks an intermediate score in this dimension, thus the preference for indulgence 

or restraint is not determined., whereas Denmark and Sweden score high in this dimension of 

culture. 

To sum up, Scandinavian countries are quite similar considering the six dimensions of culture. 

However, two cultural dimensions in Norway score intermediate, meaning that there is no 

preference for one direction of the dimension over another one. These two dimensions are 

indulgence and uncertainty avoidance. Sweden also scores intermediate in one of the dimensions, 

respectively, long term orientation. Furthermore, Denmark is the only Scandinavian country that 

has clear preferences for the directions of all the cultural dimensions. Other than not having a 

preference for a direction in some cultural dimensions, there are no significant differences in the 

general directions for the dimensions among the Scandinavian countries.  

7.3.2 Hofstede’s dimensions in the context of the case of  SKT.PETRI 

As it has been mentioned earlier, Denmark ranks low on power distance, which generally indicates 

a flat organizational structure and low hierarchy. One of the receptionists (R2) confirms it by stating 
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that ‘I don’t feel like there is any hierarchy’. Moreover, a supervisor (S3), who had previously worked 

in England mentioned that  

in England, there is more hierarchy than here, it is more visible hierarchy. [..] You have a lot more 

hierarchy, you have to be a lot more formal, whereas in Scandinavian countries people are very laid 

back, they can joke a little bit and things like that. 

Having lived abroad, the supervisor had seen, how the organizational structure functions there and 

thus he experienced the difference. However, according to Hofstede Insights (2017) UK still scores 

under 50 points in power distance, meaning that it has a preference for a low power distance. 

Nevertheless, it is higher than in Denmark, respectively, 35 points, whereas Denmark scores 18.  

Interestingly, that one of the former Front Office employees (F1) revealed that she believes the 

hierarchy at SKT.PETRI to be too strong, thus it contributed to their decision to leave the company. 

One of the employees is comparing the organizational hierarchy in her previous work experience in 

Iceland and the one at SKT.PETRI: 

There [in Iceland] is not a big hierarchy. It doesn’t matter, if you are at the lowest level or the highest 

level, you can still walk up and talk at lunch and not be afraid. It is more personal in this sense. I think 

that there are more hierarchical standards in Denmark. I would never just go up to Jesper, I would 

have never gone up to Tom. And you don’t see the cleaning girls talk to the managers unless they 

need something. They would talk to their own manager and they would convey it to someone else, 

if anything. It wasn’t like that in Iceland, I guess that is a little different than in Iceland. Mostly work 

ethics and hierarchy, at least at SKT.PETRI. 

The employee felt that hierarchy at SKT.PETRI is bigger in Denmark than in Iceland. However, 

according to Hofstede Insights (2017) Iceland as a country scores higher on the power distance than 

Denmark, though both are still considered low power distance countries. It can be concluded that 

Hofstede’s dimension scores are general, but not 100 % applicable to every case, especially when 

people express their personal opinion on a matter.  

As of masculinity ratio, Denmark ranks quite low, thus being more people oriented rather than task 

oriented. Another characteristic is of having the work-life balance and equality is highly valued. 

Being a feminine country generally works in favour for the service industry, where the focus is on 

guests and their travel experiences. Most of the interviewees admitted that they enjoy working with 



69 
 

people and that it makes them happy. For example, a receptionist (R2) said that the most 

meaningful about her job is: ‘[..] making people’s holiday good. When people tell me that they have 

a wonderful holiday that is just nice to hear that I could make their stay better’; and a supervisor 

mentioned that ‘it is all about people. It could be the worst day, but if you are working with the right 

people and if you meet nice guests, it can bring it up again’.  

Furthermore, Hofstede is stating that ‘working in order to live’ is characteristic to a feminine society. 

As has been discussed earlier, money is not a motivator and one of the reasons for that is that the 

salary level in Denmark is high enough to avoid employee dissatisfaction, meaning that employees 

do not need to worry about the financial survival throughout a month. Thus, the salary level 

contributes to keeping the work-life balance, that is described as ‘managing external pressure from 

a competitive work environment with leisure and/or family’ as well as ‘managing internal pressure 

from one’s own expectations and setting realistic goals, which do not inflict’ (Khallash & Kruse, 2012, 

p. 682). 

As the score for uncertainty avoidance in Denmark is quite low, it can also be noticed throughout 

the interviews with SKT.PETRI Front Office employees. Hofstede (1991; p.125) describes one of the 

characteristics for a week uncertainty avoidance as ‘motivation by achievement and esteem or 

belongingness’. Possibilities of growth, recognition and work itself was the first finding identified in 

this research. It was found out the employees are motivated, when they are recognized at their 

work by the management, peers and the guests. Recognition in a way creates a sense of 

belongingness by achieving the main goal of the work (creating positive guest travel experiences) 

and moreover being recognized for doing so by the people around.  

According to Hofstede Insights (2017) Denmark scores high on indulgence dimension, which means 

that great deal of importance is put on having fun and enjoying life instead of restricting oneself. 

One of the former receptionists (F4) explains, that  

what I think is that Danish people really like to be social about the work and go out whenever 

together, have a lot of things in common, I think the social perspective is very important for Danish 

people, that you are close to your colleagues. 

As can be noticed here, having fun is not only associated with the spare time, but is also expected 

at work and with the colleagues outside work. Moreover, one of the bell captains (B1) even 
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mentions, that ‘all of us [bell captains] are having a good time down there, it is fun to be at work 

and working with the other guys, concierges. And, actually, most of the receptionists too’. He admits 

that he enjoys being at work together with his colleagues. It appears that indulgence is not only 

present in the free time, but is a part of the working life too.  

Conclusion:  

7.3.3 The proposed framework 

 

Figure 9: A tentative framework of motivation to work in Scandinavian hospitality industry  

By using SKT.PETRI as a case to study employee motivation to work in Scandinavian hospitality 

industry, more precisely, in the Front Office, a general and tentative framework has been developed. 

Scandinavian culture is a very important aspect, when it comes to motivation to work, because the 

culture and different dimension of culture affect every part of a human being’s life, including the 

professional life. Hofstede’s dimensions (power distance, individualism, masculinity, uncertainty 

avoidance, long term orientation and indulgence) are specific to the geographical area, moreover 

they might slightly differ among the Scandinavian countries. However, the influence of the culture 
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to the business environment is undeniable. The main motivators and hygiene factors have been 

identified and they, likewise, are influenced by the national culture. 

8. Conclusion 

8.1 Summary of findings 

There were 18 interviews conducted with 17 Front Office employees and one manager at SKT.PETRI. 

The focus on the interviews was on the employee motivation to work, however the interviews were 

only partly structured, emphasizing the importance of a natural flow of the process. In order to 

analyse the findings, Herzberg’s theory of motivation to work was applied.  

After going through the findings and establishing common themes, four main findings have been 

identified. Two of the findings are focused on the motivators to work, that are responsible for the 

employee satisfaction and the other two are dealing with the hygiene factors that deal with 

employee dissatisfaction. 

It was found out that the main motivators for the Front Office employees are possibilities of growth, 

recognition and work itself are three important factors that motivate employees to work.  

Having possibilities to grow, personally or professionally appeared to be of high importance to the 

employees as several of them stated it throughout the interviews. It was mostly mentioned as an 

important aspect, when they are looking for a job, but was also named later on in the process. 

Likewise, recognition turned out to be present in the answers as a factor for motivation to work.  

However, it was concluded, that the main motivator to work at the Front Office at SKT.PETRI is the 

interpersonal relations with guests that turns out to be work itself. Even though Herzberg does not 

have a category for interpersonal relations with guests or customers, this category was added, 

because the relationship with the guests was mentioned several times along with the relationship 

with peers, subordinates and superiors. It could be explained, that interpersonal relations with 

guests are of high importance due to the nature of the work, meaning that it is about assisting the 

travellers and providing them with good travel experiences. It is very industry specific and, thus the 

focus at work is on the guests. Therefore, the relations with guests appear to be very important as 

they can indicate, whether the employee performance at work has been successfully carried out.  
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The main hygiene factors identified were working conditions and interpersonal relations. Moreover, 

salary as a factor was analysed too as it was not found to be as important as thought before 

conducting the research.  

As of the hygiene factors, one of the factors present among the answers was the working conditions. 

There were two main working conditions affecting employee motivation to work identified The first 

one is being understaffed on a shift, which leads the employees to an increased workload and is 

responsible for them being stressed and overworked. The other working condition that came up 

throughout the interviews was the physical conditions, meaning the challenge of the building. 

However, the latter condition did not affect the employees directly, but through the dissatisfaction 

of the guests. As there were some physical maintenance challenges in the rooms, the guests did not 

get the expected experience, and thus the employees had to deal with unhappy and even angry 

guests for a certain period of time. However, it was out of their control to fix the issues, nonetheless 

it affected their performance at work as the main task (to make sure of positive guest experiences) 

could not be fulfilled.  

The second, and the most mentioned hygiene factor was the interpersonal relations with peers, 

subordinates and superiors. It appeared to be important that the relationships with people at work 

are good in order to avoid dissatisfaction at work. Interestingly, that some employees mentioned 

the importance of the pure social aspect of the relationships with the colleagues. It is crucial to point 

out, that interpersonal relations with guests is a motivator, but interpersonal relations with peers, 

colleagues and superiors are hygiene factors. Based on Herzberg’s theory it could due to the fact 

that the former deals with the work tasks and successful job performance, leading to self-

actualization at work, thus being a motivator. On the other hand, the three latter categories of 

relations are related to the conditions that surround the doing of the job rather than the job itself 

and thus are hygiene factors.  

Salary and financial benefits were not mentioned in the interviews as much as expected, thus it was 

found to be fascinating. Herzberg concluded in his research, that salary is not a motivator, but rather 

a hygiene factor that is responsible for employee dissatisfaction, when not met. It appeared, that 

the factor of salary in the Front Office at SKT.PETRI was met, and thus it did not contribute to the 

employee satisfaction as it was taken care of. It could be explained, because of the general salary 

levels being reasonably high in Denmark.  
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The influence on the culture to the business environment is crucial as it is unique to every single 

unit. Hofstede’s dimensions of culture categorize Denmark as a country, having low power distance, 

possessing feminine characteristics of culture, being very individualistic, having low level of 

uncertainty avoidance, scoring relatively low on the long- term orientation and high on indulgence. 

The data gathered in the interviews mainly supported the levels of the different dimensions. For 

example, Denmark scores high on the dimension of indulgence, and it was noticed in the interviews 

that the social aspect of the job appears to be important to most of the employees. Another very 

clear example is the low power distance, that was noticed among the relationships between the 

employees and the management, as well as superiors.  

To answer the proposed problem question- How to motivate employees to work in Scandinavian 

hospitality industry?- it has to be taken into account, that the employees are mainly motivated by 

the work itself, respectively, interpersonal relations with guests, possibilities of growth, recognition 

by peers, management and guests. However, it also needs to be considered, that the hygiene 

factors, such as working conditions and interpersonal relations with peers, superiors and 

subordinates have to be met in order to avoid employee dissatisfaction at work. Moreover, currently 

salary does not appear to be an issue as the factor is met. All in all, it can be concluded that 

Scandinavian culture has influence on the motivation to work in Scandinavian hospitality industry 

and it also influences the motivators and the hygiene factors. 

8.2 Managerial Implications 

Being aware of what motivates employees to work, can turn out to be beneficial for the 

management of the company. Understanding the factors that are important to employee 

motivation, could help to work on appropriate human resource management and talent 

management practices. This research can help the management of SKT.PETRI to improve their 

current practices by reviewing them and applying the insights gained from the study. For example, 

by having motivated employees, the quality of the service level will increase, and it can also reduce 

employee turnover.  

As Storey (1992) has described soft HRM approach as the one with a focus on HRM through the 

‘human’ part, soft HRM approach could be more appropriate due to the nature of the industry. A 

huge focus on the hospitality industry is on the guests as they are the main focus on the business, 
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and thus it is a lot of emotional effort is put into the relations with the guests by the Front Office 

employees. Guest (1987) states that the focus on soft HRM approach should be on the employee 

commitment. Thus, in this case making employees committed is crucial to a successful HRM. One of 

the ways to increase employee commitment could be to make sure that they feel supported by the 

organization. Allen et al. (2003) in their research on POS (Perceived Organizational Support) 

concluded that the HR practices that are viewed as supportive by the employees of a company 

enhance POS and result in an ‘affective attachment to the organization’ (Allen, et al., 2003, p. 114), 

because the employees feel that they are supported and cared for. They also consider the 

relationship between POS and the employee turnover and concluded that the employees are less 

likely to leave, if they have higher POS.  

Eisenberger et al. (1986) in their research on POS among 350 high school teachers state that the 

employees do form global beliefs about how much the company cares about their well-being and 

how much the company appreciates the employee contributions. This leads to reduced absenteeism 

and has an effect on employee turnover. Likewise, they mention that the employees, who hold 

strong exchange ideology rather than low exchange ideology have a greater POS and thus lower 

absenteeism.  

One of the findings was that salary and financial benefits are not motivators, but rather than a 

hygiene factor, that, in fact, is met in Front Office at SKT.PETRI. The salary levels are high enough to 

avoid dissatisfaction among employees. Some employees mentioned the upsell program at the 

hotel and the bonus they get from doing it. However, as financial benefits are not motivators, one 

of the suggestions would be to shift the focus on the upsell program from getting a personal bonus 

to increasing guest experience by offering possibly more suitable product (a room in a higher 

category with better amenities, bigger in size etc.). Doing so would put the focus on the work itself, 

thus interpersonal relations with the guests, that were identified as a motivator. This way it would 

be beneficial for all the parties involved, respectively, the employee would increase the motivation 

to work, the management would increase the bottom line and the guest would get a better 

experience, because of a better suited product. Thus, the focus on the upsell program would shift 

from the personal bonus gained to being responsible for increasing guest’s experience. 
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8.3 Potential for future research  

After going through all the interviews, there was identified a potential for a future research on the 

importance of people for the Front Office employees, respectively, other employees, management 

and the guests as a personality trait. The word ‘people’ appeared in many answers to different 

questions. It is undeniable, that the work itself at the Front Office within the hotel industry in its 

core is about working with people by assisting the guests and participating in creating memorable 

experiences. Thus accordingly, it does not come as a surprise, how much Front Office employees 

like working with people.  

One of the former receptionists (F3) even mentioned, that ‘colleagues and the management are 

almost more important than the job itself’. Likewise, one of the supervisors (S3) mentioned that he 

generally is interested in the hotel industry, because of people and being in such a direct contact 

with them. Moreover, he emphasizes, that making the guests happy is the most meaningful part 

about his job. Most desirable employee traits in the hospitality industry are ‘working with people, 

excitement and being able to serve’ (Brown, et al., 2015, p. 134), whereas the least desirable traits 

are ‘long hours and working conditions’ (Brown, et al., 2015, p. 134). Moreover, according to 

Ashton’s (2017) research on employee satisfaction and retention in Thai hotel industry, employee 

traits and attitude towards service work are the most important aspects for employee satisfaction 

in Thai hotel industry.  

However, due to time and space limitations this was not discussed in the thesis, but as mentioned 

above has a potential for a future research. 
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9. Appendix 

Appendix 1: Interview questions 

Interviews with the management 

1. What are the biggest challenges SKT.PETRI is facing, when it comes to Human Resources? 

2. How do you approach talent management at the hotel?  

3. How is the current organizational culture at the hotel? How would you describe it? What are 

the values? 

4. How do you see SKT.PETRI in 5years? What is your vision for the company? 

5. What is the role of SKT.PETRI being a part of Nordic Choice Hotels? 

6. How much does Nordic Culture/being a hotel operating in Denmark contribute to the 

business environment? 

7. What are the most important values for you with regards to SKT.PETRI being a successful 

organization? 

8. What do you expect from your employees?  

9. How do you see your role in the organization? 

 

Interviews with the FO employees 

1. What aspects are important to you when you are looking for a job? 

2. Why are you interested in a job in the hotel industry? 

3. How long have you worked for SKT.PETRI and why did you choose to work for the hotel? 

4. How important is it to you that SKT.PETRI is a part of Nordic Choice Hotels? 

5. How were your first days at the hotel during the training and onboarding process? 

6. How would you describe your role at the hotel? 

7. How would you describe the organizational environment at work? 

8. How do you feel at work? Are you happy? 
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9. What are the challenges you face at your work? 

10. What motivates you to keep working at the hotel? 

11. What is a good day for you at work? 

12. What is a bad day for you at work? 

 

Appendix 2: Overview of the interviews 

There are 18 interviews in total, 17 of them with the employees and one with a manager. Five of 

the respondents were males and the rest were females. The age ranged between 21 and 42. 

Interview code Nationality Age Gender 
Management       

M Swede 34 F 

Concierge       

C Dane 24 M 

Supervisor       

S1 Dane 26 M 

S2 Dane 24 F 

S3 Dane 33 M 

S4 Philipino 32 F 

S5 Swede 21 F 

S6 Hungarian 31 F 

S7 Dane 32 F 

Receptionist       

R1 Dutch 28 M 

R2 Dane 22 F 

R3 Dane 21 F 

R4 Indonesian 42 F 

Former receptionist       

F1 Icelandic 24 F 

F2 Dane 32 F 

F3 Dane 25 F 

F4 Dane 26 F 

Bell captain       

B Dane 22 M 
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Appendix 3: Table of the themes 

Finding Nr. Explanation 

1 Possibilities of growth, recognition and work itself are the main motivators 

2 Interpersonal relations with guests is a key motivator 

3 Working conditions and interpersonal relations are the main hygiene factors 

4 Financial incentives are not a key factor for motivation at work 
 

Appendix 4: Process of sorting the quotes according to themes from 1-4 

Most of the quotes have been sorted in themes this way, however there have been some additional 

quotes used from the interviews in the section of The findings. 

Quote for the finding Theme Employee 
Motiator/hygiene 
factor Comments 

Q: Why are you interested in a job in 
the hotel industry? A: Because I like to 

work with people 2 S5     

To feel happy is the most menaingful. I 
feel that we have a good chemistry 
beween us and guests and us and us. 2       

Q: What inspires you to do a good job? 
A: Guests, because you can see if you 
make somone happy. It motivates me 
a lot. Also to get a good feedback form 
the management and the guests. Eve-
rytime you hear something nice about 
yourself from someone else, it moti-
vates you to do it again and better 1 S5 

Work itself, 
recognition   

Last summer was so hard, because 
when I came home so many days I felt 
so sad, a lot of guests were not treat-
ing me well and it took on me person-
ally. 2 and 3 S5 

Interpersonal 
relationships   

Guests...it is very emtionally intensive 2 S5     

All the tough guests, they don't weigh 
more than happy guests. I think it is 
worth it all 2 S5     

It is hard to communicate if you don't 
know them [colleagues] 3 S5 

Interpersonal 
relationships   

Communication is really important 3 S5 
Interpersonal 
relationships   
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I think number of staff has a lot t say i a 
good or a bad day 3 S5 Working conditions   

The most important for me is when I 
can be myself at work   S4     

I want to work at [..] a place, where 
you can decide and be yourself, where 
management has trust in you 1 S4 Responsibiity   

It just doesn't motivate you to do it, if 
there is nothing you get out of it, just 
extra work. You are giving effort, but 
not getting anything back 1 S4 Recognition   

Leaders should not rule, but be there 
for support 3 S4 

Interpersonal 
relationships   

[At SKT.PETRI it is] a bit stressful envi-
ronmnt, the trust is not there. [..] from 
department to department. There is so 
much tension in every department and 
communication is totally wrong 3 S4     

Value of the hotel, they [the manage-
ment] don't really know it. They know 
the image of the hotel, but it is a bit 
scattered   S4     

I am not happy, when I am stressed at 
work. [..] It is the guests because we 
have a lot of demanding guests. Also, 
because there are so many problems 
we are facing at the hotel, they should 
fix more, provide better facilities 3 S4 

Working conditions, 
interpersonal 
relationships   

In a way I am still happy, because they 
are giving me more opportunities to 
grow, more responsibility. It makes me 
feel apprciated. They give me extra 
tasks. I like to be challenged, it gives 
me a drive. 1 S4 

Possibility of 
growth/advancement   

Q: Can you give some examples of 
what makes you stressed? A: Air Con-
ditioning, toilets... [causes for a lot of 
complaints], the colleagues can make 
you stressed. 3 S4 Working conditions   

Q: What is the most meaningful about 
your job? A: To make the guests happy. 
[..] also my colleagues 2 S4     

I am enjoying some competition. Com-
petitivness drives me. I always want to 
prove myself that I can do it, that I can 
beat others. 3 S4 

Interpersonal 
relationships- peers ? 
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A good day for me is, when I have a 
good colleague, when everyone is un-
derstanding and expecting each other, 
when your management supports you 
100 %. Basically, it does not matter 
that much with the guests, a good day 
for me is when my colleagues are hav-
ing a good time 3 S4 

Interpersonal 
relationships   

I want to be a part of a good team. I 
feel like the team means more to me 
than the job does. If I have a good 
team, then I feel comfortable and 
trusted. 3 C     

And then it means that [there is] some-
thing [in the job] that has my motiva-
tion, something I can see myself in. 1 C Possibility of growth   

I am good with people [..] and that is 
why I want to do hotel, also I want to 
do tourism 2 C     

Q: Why are you interested in the in-
dustry? A: I could see me expanding in 
tourism, which I haven't seen any-
where else 1 C Possibility of growth   

I just love hotels and tourism. [..] you 
get to meet so many people you get to 
chat to them 2 C     

Q: You know that we are a part od 
NCH. Does it mean anything to you? A: 
Yes, somehow. I know that there are a 
lot of pportunities for me in the future.  1 C Possibility of growth   

[Being a part of NCH] has a great op-
tion for manager position or supervi-
sor, mowing forward in my carrier 1 C Possibility of growth   

I reeally wanted to do more. [..] I said 
to Patrick [Head of concierges and bell 
captains] that I want to be a concierge. 
[..] I went full time concierge 1 C 

Status, possibility of 
growth, advance-
ment   

It felt good, working my way up, one 
step on the road. From a bell captain 
to a concierge 1 C 

Feelings of 
achievement   

It [working in the industry] is about the 
experience and it is something that 
comes natural to you or it doesn't         

Q: How do you feel at work? A: I love 
making an impact. [..] Tips are a factor, 1 C 

Feelings of 
recognition   
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but when I et a tip I feel like I was ap-
preciated for what I did, because I 
made a difference 

In the beginning it was all about the 
salary. When you get that award, the 
next step is that you want more money 3 S1     

I was ready to go in and ask for [a 
higher] salary, they weren't ready to 
give me a bigger salary, but they of-
fered me a scholarship in a leader 
thingy [course] 1 S1 

Recognition by the 
management   

What inspires me [to do a good job] is 
when guests ask me: 'Are you going to 
be here tomorrow?' The fact that you 
have got so any conversations and re-
lationships with the guests that are at 
the hotel. They trust you so much that 
they only want to talk to you 1 S1 

Recognition by 
guests   

They can pay you so much money as a 
tip when they leave, but the fact that 
they want you all the time is the best 
inspiration you can get 1 S1 Work itself 

Relationships with 
guests are more im-
portant than finan-
cial gains 

Q: Anything else that makes you to do 
a good job? A: When you are working 
with staff that you have connected 
with, when you work with people that 
actually know what is going on 1 and 3 S1 

Interpersonal 
relationships 

Relationships are 
not just a hygiene 
factor, but a moti-
vator too 

There is nothing more demotivating 
than the time, when you have to keep 
an eye on yur colleagues 3 S1 

Interpersonal 
relationships   

We have too many procedures that 
keep beeing sent out in the world and 
comes out in an e-mail 3 S1 

Company policy and 
administration   

I always thought that responsibility at 
night is way too heavy compared to 
the salary you get. And for a difference 
of 200 or 1000 DKK… It is absolutely ri-
diculous. You get a very tiny salary dif-
ference, but then [work wise] it is a 
huge difference 4 S6   

Not worth advanc-
ing in job, if the sal-
ary increase is not 
appropriate 

If I change [my job] eventually it has to 
be with people. I think that is what I 
am good at and that is what I have to 
do 2 S6   

Would only work 
with people 

At the night time we are spoiled with 
the schedule 3 S6 Working conditions   
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I didn't feel pressure about where I am 
working at, until []the hotel became a 
part of] Nordic Choice. Then it was: ' 
We are Scandinavian, we have to 
speak Scandinavian' 3 S6   

NC and the Scandi-
navian identity 

[A good day for me at work is] when I 
get my favourite regulars and my fa-
vourite colleagues. And I get a chance 
to flirt around. It is all about people 2 and 3 S6   PEOPLE 

[A bad day at work is] when I get an-
noying guests with annoying 
clelaagues. When you want to com-
municate something and it is not going 
through. That is super frustrating, 
because it is avoidable 3 S6 

Interpersonal 
relationships   

When I am looking for a job, it is im-
portant to me that it is giving me an 
opportunity to develop myself and also 
continue with the work that I do like 1 S7 Growth possibilities   

What I like in the hotel industry is that 
you have both, the possibility for you 
to do the administrative part and still 
be working with people every day. You 
have the opportunity to make differ-
ence for the people. It is about people 
dealing with people and that is what I 
do like about it 2 S7     

Q: How important it is to you to be a 
part of Nordic Choice? A: I couldn't 
care less [..] The hotel doesn't care, the 
hotel doesn't have policies. There are 
no guidelines. [..] I still think I know 
Starwood better than this. I do [iden-
tify with NC] somehow, but more be-
cause we have an owner that is so spe-
cial in it   S7   

No feeling of repre-
senting NC 

Day team gets som competition [from 
NC] sometimes, but we don't do it, be-
cause we cannot as we don't have 
enough people checking-in at night   S7   

Cannot participate 
in the competion 
created by the 
chain 

We have fun working with each other 
[at night], [..] we compliment each 
other 3 S7     

For me [the most meaningful about my 
job] it is the people I work with 3   

Interpersonal 
relationship 

Or is it a hygiene 
factor? 

It is challenging to live a noral life, 
when working at night 3   Working conditions   
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I like the people I get to work with. I 
like a job, where you work with people 2 and 3     

Is it also a motiva-
tor/hygiene factor? 

One thing I rmember [I thought that] it 
would be good to meet new people, 
especially when people are coming 
from other countries, I love learning 
other cultures, so it was a good oppor-
tunity to meet new people from all 
over the world 2 B Work itself   

It is fun to be at work and working with 
the other guys, concierges 3 B 

Interpersnal 
relationships   

A good day is when you have tme t 
speak to your colleagues 3 B 

Interpersonal 
relationships   

A good day is when everyone is happy 
and all the things are going smooth 3 B 

Interpersonal rela-
tionships and work-
ing conditions   

When you d a good thing, you don't 
get 'oh, good job', but when you make 
a mistake you will hear why. [..] It hap-
pens more ofthen that they [leaders] 
ask about mistakes , why did that hap-
pen… 3 B 

Interpersonal 
relationships   

It is really important that the manage-
ment has some trust in you 3 B 

Interpersonal 
rwlationships   

If I didn't have my job besides school, I 
wouldn't be able to afford my apart-
ment. So it [earning some money] is 
really imprtant 4 B     

[..] then you also get an e-mail from 
Ida that you have done a good job. 
That motivates m a lot. Love to get 
that e-mail from Ida 1 B 

Work itself, 
recognition   

I have nothing to do with NC, only 
when I have to log on to my computer 
and it says 'Choice'   B     

I wanted to try something new and 
SKT.PETRI was interesting, a 5 star ho-
tel, a big hotel in the center of Copen-
hagen   B     

[It is important to me] that I can ex-
pand m knowledge. That I can learn 
and do something for the company 1 F4 Growth possibilities   

[By accepting the job offer] there was a 
good opportunty to learn more and gt 
more responsibility 1 F4 Growth possibilities   
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The salary was a little bit higher [at 
SKT.PETRI], but it helps also 4 F4     

The salary was actually lower than 
what I was already having,. I wrote an 
e-mail saying:'Than you for the iter-
view, but unfortunately it does not 
have my interet anymore'. And they 
contacted me back saying:' We want 
you and we can talk about the salary' 4 F4     

In this business I think it is very im-
portant to have good network, to have 
good reputation in the business. [..] 
you can use people to move on 3 F4 

Interpersonal 
relationships   

When I started [to work at SKT.PETRI] 
we went to mini VK (huge staff party 
for Nordic Choice employees) in 
Malmo. So I had this really good feeling 
gfro the start that we are a part of 
soething bigger.But when I got into it 
[the job at SKT.PETRI], I didn't eel a 
part of a bigger thing. It was ust 
SKT.PETRI and no more    F4     

[NC] only had meaning for the people 
that were selling memberships. For me 
making members feels that I am too 
pushy for the guest, that is how I am   F4     

I like meeting people. I just think that 
people are interesting to me. Also to 
make people happy about your service 
and to be social. I always have liked 
that. 2 F4     

Colleagues and the management are 
almost more important than the job it-
self 3 F3     

I like meeting new people, I like hear-
ing about different cultures, you get to 
meet so many different peple each day 
and get to hear their stories and see 
their angle on things 2 F3     

It [SKT.PETRI being a part of NC] was 
not important when  took the job. [..] it 
wasn't that important to me to be a 
part of something greater. It would 
have been fine if it was just SKT.PETRI   F3     
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In a hotel you have to be very good at 
dealing with people and that cannot be 
taught, [..] how to approach a guest 
and how to give good service is some-
thing in you 2 F3     

[During the first days] I remember the 
feeling that it is a place where I could 
fit in and be happy. I remember that I 
was happy that I took the job. 1 F3 

Possibilities of 
growth, feelings of 
recognition 

Being recognized as 
a talent, because of 
getting hired 

I remember being overwhelmed that it 
was a 5 star hotel. It as very over-
whelming being in such an important 
hotel   F3   

5 star hotel 
experience 

Besides AC, I was happy, it was a very 
good working enironment, colleagues, 
good management, safe, good cooper-
ation, helping each other out 3 F3 Working conditions   

[The most meaningful about the job] in 
some way giving you a feedback about 
what was god. Like I was in the can-
teen one day going for a lunch and one 
of the managers in the restaurant 
came over and said there was a guest 
in the restaurant that praised me 1 F3 Recognition 

In a form of feed-
back 

Happy guests [inspire me t do a good 
job].  2 F3 Work itself   

When people are nice and come over 
with a good attitude, I want to do even 
better. If someone comes yelling at 
me, I will do the bare minimum. If the 
guest walks in with the right attitude, 
happy, I want to do even better, I want 
to do extra. 2 F3   

Beliefs, personal 
phylosophy 

[A bad day for me at work is when 
there are] unhappy guests, when they 
are repeating themselves all over and 
over again.  2 F3 

Interpersonal 
relationsips   

When going to a job interview, the 
things that are most important to me 
are how the management is or at least 
the management closest to me and the 
sense of teamwork I get, how the 
whole work ethics are 3 F2 Working conditions 

The working cndi-
tions are very im-
portant, being 
aware of the the 
working environ-
ment is 

I cannot remember who was at the 
front desk, when I came in, but people 
seemed happy and it felt like there was 
a good vibe between people in there 3 F2 Working conditions   
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In every day sense, I didn't feel that we 
are a part of a chain, but then there 
are certain events or situations, when 
you definitely feel that you are    F2     

Personally, it [being a part of NC] 
doesn't [mean anything to me]. It 
started to mean more to me, when we 
went to mini VK, because we got to see 
a lot of other people. We also got to 
see and hear from the top man him-
self. I think after that I got a better 
sense of what NC is   F2     

[The most meaningful about my job is] 
being in a position, where you are able 
to help people. [..] making sure that 
everyone has a good stay.  2 F2     

You are definitly not [working] at the 
hotel, at least at the front desk to get 
rich 4 F2     

Happy and satisfied guests also co-
workers that are good at giving high-
five, that are good at motivating each 
other, recognizing, when others do a 
good job [inspires me to do a good job] 2 and 3 F2 

Interpersonal 
relationship   

They extended my contract and they 
gave me a raise, because obviously 
they think that I am doing a good job. 
And yes, that is motivating, not be-
cause of the money, but because of 
the pad on th sholder you get 1 and 4 F2 

Increase of salary 
creates feeling of 
recognition   

It is nice getting a raise and it is nice 
earning from upsell, but for me it is 
more about recognition for doing a 
good job 1 and 4 F2 

Increased salary and 
bonuses->Recogni-
tion   

Good environment [is important t me], 
it doesn't matter what position, but if 
the colleagues are not good, it is not 
good 2 R4 Working conditions   

[I am interested in a job in the hotel in-
dustry] because it doesn't feel like 
working   R4 Work itself   

Every day is a different day and I like 
that. Especially when there are some 
competitions. [..] It is not the prize, it is 
the idea. Maybe I am a very copetitive 
person, so I like that   R4   

WHICH FINDING IS 
THIS? 
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It doesn't really [matter that we are a 
part of NCH]. It is just if I know that the 
hotel management is good, it doesn't 
matter how big or small It is being a 
part of a good team that I like 3 R4     

I like it [being at work], especially now, 
when I kow more things, I feel com-
fortable 3 R4 Working conditions   

I am very lucky to get an opportunity 
to work at this hotel, which is a 5 star 
hotel, so I feel lik I am at a better level, 
even though I have worked at a 5 star 
hotel [before], but not in Denmark   R4     

I think my expectation [from my job] is 
to satisfy myself. When I see that I 
have done something good for a guest, 
it satisfies me   R4   Satisfying the ego 

And also the colleagues [are important 
for me to have a good day at work] 3 R4 

Working conditions, 
interpersonal 
relationships   

Of course, I also want a good payment. 
I guess if it was a work I really liked I 
would go a bit lower, but I wouldn't 
push myself too ahrd for something 
that wouldn't be a benefit for me 4 R2     

[When I was looking for a job] what I 
was searching for was this luxury feel-
ing, because I wanted to be at one of 
the best hotels. And I know that 
SKT.PETRI is one of the best hotels, I 
would say in Denmark   R2     

It is just the points the only thing it 
[NC] means to me   R2     

The upgrades annd the NCC members 
are a good idea, but I don't think it 
makes me do a better job, it just makes 
me get benefits 4 R2     

But of course colleagues that can help 
each other are always motivational, I 
think 3 R2   

It is something 
more than just in-
terpersonal rela-
tionships, thus it is 
not a hygiene factor 

I like that there are dfferent people 
everyday [which is one of the reasons, 
why I like to work in the industry] 2 R2     
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[The msot meaningful about my job is] 
making people's holiday good. When 
people tell me they have a wonderful 
holiday that is just nice to hear that I 
could make their stay better 2 R2   

Participating in cre-
ating a good holiday 
experience for the 
guests 

[I feel happy at work] when it is not 
too stressful. [..] Otherwise I like it a 
lot, it is really nice 3 R3 Working conditions   

Communication and the teamworjk 
with the new staff [are challenges at 
work] 3 R3 

Interpersonal 
relations   

To have time to interract with guests is 
important 2 R3     

It is important to me that I can social-
ize at work, that I don't hate them [my 
colleagues] 3 R3     

If I don't do it well, it will hurt my colle-
aagues and the guest, and I like to 
please people, that is what I do. That 
motivates me to do a good job 2 and 3 R3 

Interpersonal 
relationships   

It helps me, if I am mentioned on the 
Loopon by a guest and I can read a 
comment and see what they think 
about me 1 R3 

Recognition by 
guests   

It is a nice thing that you are working in 
a hotel industry to get a discount, [..] 
but it is not like one  of the most im-
portant things 4 R3     

I think what is really nice is that their 
[Nordic Choice] parties, yearly party 
they have one fr management and one 
fr non-management. Last year we went 
to Malmo, it was really nice.  3 R1     

And of course you have the staff bene-
fits, where you can stay at the hotels 
for staff rate, [..] which is nice 4 R1     

I think that they [NC] take quite a good 
care of their staff. And I know that they 
have this management program. It is 
really good for people that are ambi-
tious and want to go higher up 1 R1     

To ensure that the  guests have a good 
experience, that they are happy [is the 
most meaningful about my job] 2 R1     
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To get a feedback that you are doing a 
good job [inspires me]. From manage-
ment and from the guests 1 R1 Recognition   

Mainly what responsibilities are and 
the salary [are important to me when I 
am looking for a job] 4 F1     

The only reason you notice it [that the 
hotel is a part of NC] is because you 
are trying to get members and then 
points 4 F1     

I don't think that the atmosphere, that 
the environment [ at SKT.PETRI] is very 
Nordic Choice [like]. I didn't feel it [be-
ing a part of NC] in fact unti I needed it   F1     

I quite liked it, I liked the people. Eery-
one was friendly and I liked my super-
visors and clleagues 3 F1     

Sometimes I just felt that there were 
so many new people that not everyone 
was trained properly and that becomes 
a lot of stress on you, because they 
cannt do ther job 3 F1 Working conditions   

You try your best, but you cannot [al-
ways] satisfy them, I think it was hard 
when guests were to get upset 2 F1     

The last summer was horrible. The 
worst environment I have ever worked 
at. We were understaffed, we were 
selling a product that you are lying to a 
guest, that isn't ven existent and there 
were n solutions, no standard opera-
tions what we should do 2 and 3 F1 Working conditions   

Mainly it is nice to get appraisal for 
something, it is nice that someone no-
tices it [that you are doing a good job], 
but you really want someone higher up 
to notice it 1 F1 Recognition   

But I definitely cannot do it for th sake 
of the hotel, because they didn't do an-
ything for me         

Depending on who my coworkers are, 
that really matters [wheather it is a 
good or a bad day at work]. We used 
to have a coworker, if she was working 
I didn't want to go to work. My happi-
ness has a greater value than that one 
day at work 3 F1 

Interpersonal 
relationship   
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‘[..] when Jesper [General Manager] 
comes to me and says that I have done 
a good job [motivates me a lot] 1 S5 Recognition   

At some point I was asking for more, 
more things that I can do and expand 
my knowledge. I probably asked once a 
week or twice a week. And then it just 
got to me, that I am not going to have 
progress here. I was stuck. It was just a 
job for me 1 F4 

Lack of possibilities 
of growth Reasons for leaving 

 

Appendix 5: Interview transcripts 

Interview 1 

Interviewee: M 
Position: Front office Manager/Hotel manager 
Age: 34 
Nationality: Swedish 
 
E: Hotel SKT.PETRI just finished the renovation. What has changed? 

M: Well, we have more F&B outlets, we have an additional restaurant. So that means more pressure 

on us to sell more tables, more food. We have to have revenue on that. That also puts more 

expectations on reception and bell captains. We have changed the image, we are trying to change 

the image. We have gone from a Danish sleek, Scandinavian design to more contemporary, but we 

still have this laidback luxury slogan that we are trying to get out there with the guests. We are also 

having more guests with higher expectations, because they are paying more for the rooms, they are 

paying almost 100 DKK higher on average daily rate. That also means that we have higher budget 

on staff, we have more staff on, which is good. But sometimes we have these high expectations 

from guests, we can still feel a little bit like we would need more people on. 

E: But do you think there are higher expectations from the staff too? 

M: Yes. We have gradually tried to place in routines for the staff that has been here to prepare them 

for the opening of SKT>PETRI. Ever since last autumn we have placed in routines, we have tried 

focus points for check ins and improve the service level, so smoothly it would be in place in June. 

So, it is not like now were old Petri and now we are New Petri. It has been a process. 

E: How is it working? Do you think the processes put in place work? 
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M: Yes, I think so. Of course, there has been change of staff. It has been a little bit of tactics, that we 

kept the ones we knew would keep the level high.  

E: What is the purpose of the front office employee? 

M: The main responsibility of a Front Office employee at SKT. PETRI is to ensure a warm and homely 

welcome to our guests and a fond farewell. Ensure that each request or inquiry is taken care of in 

the smoothest matter and make sure that each guest feels as they are in focus by always providing 

genuine service in their own personalized way. It is the Front Office employees that are the first 

impression of SKT. PETRI and are the most visualized ambassadors of our brand inside the hotel, 

thus also the heart and representatives of SKT. PETRI's culture as such, and those who can make a 

difference, even turning a negative experience into something positive. 

E: What would you say are the biggest challenges SKT.PETRI is currently facing? 

M: Currently it is the building itself. There is a couple of things. The building is an old building. We 

still have the maintenance issues with the guests that book a newly re-modelled hotel, but there 

are still issues with the bathrooms that were not re-modelled, toilets that are still not working 

properly. Then AC, so the amenities are not 100% in spot yet. At the same time, we are struggling 

to get up on TripAdvisor, we have removed all reviews from the old Petri, that places us down at 65. 

We need more reviews, more god reviews. I believe we are up on 36 now. We need to be in top 10. 

E: So that is the goal, top 10? 

M: Yes 

E: Do you have a timeframe for that? 

M: Not really, but as soon as possible. We also have a challenge of marketing the F&B outlet. We 

have this new restaurant P Eatery, that we believe would be a grat hit, but it shows that it is more 

difficult to get it out in the market. That is a challenge we have. 

E:  What could be behind it?  

M: We used it as a breakfast area for guests while we were renovating upstairs and with that we 

didn’t want to make the marketing as a high-end restaurant then and there. We wanted to wait and 

didn’t want it to be affiliated with a hotel breakfast buffet. We couldn’t do this whole high before 
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the opening thing that has shown successful for other restaurants. So, it is slowly getting there, but 

we are still struggling. 

E: There are also a lot of new managers 

M: Exactly and that is also a challenge. We need to figure out where are we at, where are we heading 

as a team together and the common goal. Maintaining the identity of the hotel has also been a 

challenge, because we have got a lot of new staff and routines are not in place. No one really knows, 

ok we are laidback luxury, but then what? We are not as in front as we wanted to be. Like we wanted 

HR to be in place in June when we opened, so everything would be there. The HR manager we had 

in mind had other plans, you know she had circumstances and now it will be in place in September, 

October or even November.  

E: As of HR, that is something new, because SKT.PETRI had never had one, right? Why has the 

decision been made to hire one now? 

M: We went from 100 employees to 150, there is a lot more paperwork. Because we have more 

staff, it takes more time from department leaders, who now need to focus more on service. It is a 

good idea to have HR. It takes a lot of time, preparing the contracts, screening, interviews, to find 

new staff.  

E: Do you have any expectations from HR? 

M: I have an expectation that it will take some load of me. As well as I have expectations that I will 

have someone to ask [advice for legal matters]. Now I had to call a lawyer for guidance and I had to 

look it up in a book. Now it is going to be nice to have someone in the house that has the answer to 

the question. Expertise and that she is going to take some workload of from me. It is also going to 

be good for all the staff, because they will have someone, who is not going to be their department 

leader, who cares, if they are having a rough time or something is not fair. She will have time to find 

good employees, she will have time to sit down and do it. I don’t have time to do it properly now. 

We are missing bell captains, for example.  

E: Currently there are only 2 full time bell captains 

M: Both have resigned.  

E: There are 35 Front Office employees and most of them are receptionists. 
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M: A year ago it was the other way around. 

E: Why is it so? 

M: I think is because we have regulations in place, like not having individual perks, it has to be a 

benefit for the whole team. And then in other hotels concierges get commissions, here it is not 

allowed, commissions have to go to the hotel. It doesn’t make the position that attractive 

E: Is it clear in description? 

M: It is in the staff handbook. It is something that we tell in the interviews 

E: What are the reasons behind the policy? 

M: It is a Nordic Choice Hotel policy. It also has to do with not promoting other restaurants than we 

do have in house. It is to make the employee to own the hotel. 

E: What is the role of SKT.PETRI of being a part of NC and how does it affect the hotel/ 

M: It is good for loyalty members, we get a lot of that. Having loyalty club is always good for 

returning guests. It is also that NC has an image of being cool, being a god workplace. In Sweden it 

is one of the best workplaces. I think it is the image, the perception of what NC is that is benefiting 

us when it comes to staff and guests. Then again, we are an independent hotel. There are some 

really cool independent hotels within the chain. It is a high-end hotel group. Where you can be 

individual, we are a strong brand, but we are ourselves. Everyone in that group has to have, for 

example, tactility. When you are a guest, you have to feel the luxury. The bed, the linen, it has to be 

memorable. You have to stand out, have to have that fine touch. We would like to have a guest that 

would rather eat a burger for 300 DKK than would go to McDonald’s. If you wanted to go to 

McDonalds, you would rather stay at Comfort, but here you are prepared to pay for something 

extra, for something you cannot get anywhere else. 

E: It also reflects the service, right? ‘Going the extra mile’? Has it always been like that? 

M: We are putting more focus on it now, because now it is more acceptable to spend more money. 

And the guests would also like to spend more money. Nothing is impossible as long as they pay for 

it. Before it has been a little bit too focused on savings. It is not always good on service, if you want 

to save. It was before NC. I can definitely tell difference for what we do for the guest. We have more 

staff on, we have more time for the guest.  
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E: Is there something specific about Nordic culture within the business here? 

M: What I can tell is that we have Janteloven (the Law of Jante), where everyone is equal. That can 

be both positive and negative from the guest’s point of view. In the staff, we have a flat hierarchy, 

where you can speak to the GM, you don’t have to be scared of him, you can have lunch with him. 

It is more relaxed atmosphere rather than in some countries managers have their own canteen, it 

is very separate, determined who is a manager and who is not. For the guests it might be more 

difficult for them to accept the way we communicate, because we demand that everyone is 

respecting us. Whereas in different countries they have to take it otherwise they will be fired, and 

the guest is always right, but here the guest is not always right.  

E: About your role in the organization. How do you see yourself at SKT.PETRI? 

M: Well, I am in charge of service. I do the whole service part and making sure that the right people 

are at the right spot, keeping them up to date, motivating them, so they still do good service. Plus. 

I am also reporting higher up. I take words from up and then I have to delegate, and it can go from 

down to up too.  

E: How about talent management, is there a possibility for an employee to grow? 

M: Of course, not everyone, but most always want to grow. It is not easy to promote everyone, but 

there is room for it. Especially now, when we have opened so many new hotels in Copenhagen, it 

would be good to be here and could be promoted to other hotels. For example, at one point I had 

four receptionists who wanted to be supervisors. I took someone from outside at the end. It didn’t 

work out, so it was more natural to choose internally. It is always a risk, because you can lose the 

others. The spot is there. If you look at myself, who started as a Night Supervisor and now I am here. 

I became a FO supervisor, then a Night Manager and now I am a FO manager and from 1st August a 

Hotel manager. We have also Line, who has been here for many years and Patrick, who started as a 

par timer, then became a bell captain and then he became the Head of Bell Captains and now he is 

the head of Concierge and Bell Captains. There is room. But sometimes it is good to jump from one 

hotel to another, staying at one hotel it is easy to get stuck in the old culture. You can get new ideas 

from other hotels within the same chain.  

E: How do you see SKT.PETRI in 5 years? What is the vision? 
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M: The vision is top 3 on TripAdvisor, we are the hippest hotel in town, we have those guests that 

want luxury but don’t want to be stiff, they want to come home where they feel home and family, 

they are treated like everyone else, they can dress in jeans and a t shirt. I think it is going to be 

successful, even more successful. We are just starting.  

Interview 2 

Interviewee: C 
Position: Concierge 
Age: 24 
Nationality: Danish 
 

E: What is important to you, when you are looking for a job, in general? 

C: I want to be a part of a good team, first of all. I feel like the team means more to me than the job 

does. If I have a good team, then I feel comfortable and I feel trusted. That is a really important 

factor to me. And then it means something that has my motivation, something I can see myself in. 

E: How do you usually figure out that it is something for you? 

C: I know myself enough to know what I am good at, what I want to do. I am good with people, I am 

good with my service in myself and that is why I want to do hotel, also I want to do tourism. 

E: Why are you interested in the industry? 

C: As well as I could see me expanding in tourism and hotels many years, which I haven’t seen 

anywhere else.  

E: So that is something you would like to do? 

C: Definitely. I just love hotels and tourism. 

E: Why? 

C: Because you get to meet so many people, you get to chat to them. At SKT.PETRI it is not that 

formal. You can speak what you like, where I know that many other places, they are quite limited in 

a way they can talk to with each guest. That is one thing. 

E: How did you get the job at Petri? 
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C: Well, I have been 2 seasons as a ski rep. In first season I met Patrick. Just before I was supposed 

to leave for my second season, he called me and said, if I wanted to come to SKT.PETRI and work as 

a bell captain and at that time it was bad timing, I was leaving in two weeks. When I came back, I 

called him. We kept in touch and have been good friends since then. So, I called him, and said if his 

offer still counts. After some meetings he got me in, so through Patrick, actually. 

E: Do you remember your interview? How was it? 

C: My first interview was with Ida, I was extremely nervous, because I really wanted this. I was in a 

place in my life, where if not this, I didn’t know what to do. So, I was really nervous, because I wanted 

it so bad and I have been calling Patrick several times about what could she possibly ask me, what 

should I prepare for. I went to meeting with Ida and when I left there, I had a really good feeling. I 

could feel like I had to say many good things. Like she asked me what good service for me and I 

replied that it is all about making [them] some small ambassadors, sending guest out in the world, 

that can tell their friends and that tell their friends that SKT.PETRI is the place to go.  

E: So it went quite well? 

C: Yeah, I feel like it went quite well and I called Patrick several times afterwards asking, if she said 

anything. But then I got an e-mail from Ida after one and a half a week. She replied and said that 

she would really like to have another meeting with Louise now. So I came to the meeting, I was just 

as nervous as in the first one. They were the same questions they asked me, Louise just wanted to 

meet me as well. Then I was told by Patrick that Louise said that she only needed five minutes and 

then she was convinced, but the meeting took half an hour. I felt like it went good as well.  

E: Do you remember your first days at the hotel? How was it? 

C: Yes, I felt so awkward.  

E: In what way? 

C: I have never been too good at approaching people in the way we are doing at SKT.PETRI. You 

have to be more direct and host them before they approach you actually. I just felt awkward, I had 

never done it before. It was at that time, when reception and bell captains were down in the same 

area downstairs (during the renovation period). The first couple of days I felt awkward and at the 

same time annoying, because I didn’t know anything. I knew how to park a car and I could deliver 
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luggage to a room and that was it. I didn’t know anything about Copenhagen at all. When I came 

here I told them that I don’t know anything about the map, but I will put in time to get to know it, 

so when the first guest came and asked how to get to Nyhavn, I didn’t know. But then you get the 

same questions over and over again. 

E: Did you have any training? 

C: I had two days in the back office with Sebastiaan, where we went through the system. The thing 

is, I cannot remember anything from that. 

E: How so? 

C: We went through the system and I had never seen anything like it or worked with anything similar 

before and I had no idea how things work there.  

E: It takes time, it really does. 

C: But then after one week, one and a half weeks I started getting my way around it. That is the only 

training I had. Then I went one day with Patrick around the house and so and saw it. It went fine. 

E: You know that we are a part of Nordic Choice Hotels. What does it mean to you? Does it mean 

anything to you? 

C: Yes, somehow. It means that I know that there are a lot of opportunities to me in the future. Has 

a great option for a manager position or supervisor, moving forward in my carrier. But at the same 

time, we are an independent hotel, we don’t identify with any other hotel 

E: Do you see your future, can you imagine your future at Petri or at Nordic Choice? 

C: Not specifically in NC, I don’t think so. I don’t think I want to stay in Scandinavia for my entire 

carrier.  Want to go around Europe and work in different hotels. That is what I am thinking now. I 

might return, I can always come back. 

E: You mentioned that you would like to go somewhere else, why are you interested in that? 

C: I have always been interested in traveling and getting to know another country and their culture. 

That is one thing. I want to try it out, I want to try working in a different country and see how it is 

and see how their culture is, how they are working, how they are doing everything. I want to try 

that.  
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E: Speaking of culture, you have tried working in France, right? 

C: It was at a Danish hotel, with Danish hotel. It was Danish, but in France. 

E: I wanted to ask you about differences in working culture. Probably there are not so many 

C: I can’t just think of some on the top of my head, I don’t know. 

E: That is fair enough. Can you describe Danish working culture? How is it? 

C: Quite strict with 37 working hours. I think Scandinavia is more strict than Southern Europe. I heard 

one saying, that it is one nasty style doing everything strict. That is one thing.  

E: So, basically, quite strict. Is that how you feel? 

C: I don’t feel it, but when you compare to other countries… It is a great system in Denmark. Great 

insurances and everything. 

E: How did it happen that you became a concierge? 

C: I started as a bell captain, and then short time I really wanted to do more, because it is quite 

limited how much you get challenged as a bell captain. It is luggage and room drops, and cars. 

Roughly. I said to Patrick that I want to be a concierge. It didn’t need to happen now, but just so he 

had it in mind. Then Eric got fired. And Eric was a good guy, but his English wasn’t very good. So, I 

said to Patrick that I want to be, if there ever came an opportunity. Then the message came out that 

we have stopped working with Eric and I went directly to Ida and said: ‘If you are looking for a 

concierge, have me in mind’. Then she came one week after and said that she spoke to Louise and 

had decided to give me a chance for concierge. I still worked in the bell captain routine, because 

they needed to find a replacement for me. And then after 2-3 weeks I went full time concierge.  

E: So you kinda earned it yourself. 

C: Yeah, kinda. It felt good. Working my way up, one step on the road. From bell captain to concierge. 

That is how I want to do it. I want to know every part of the hotel, how it works. It was Patrick that 

said I should get as much knowledge as I could about the hotel, but it was my own idea to do the 

night reception and do the reception. And also that I have been explained that I need to work in 

reception, no matter for how long time, but I need to go through the reception, before I can move 
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forward. Because in reception you get such a good idea of how every department works. So that is 

one thing. I just want to make myself as valuable as I can for the hotel. 

E: It is also a good idea to do it in the low season 

C: There is time for it. If I were to be a bell captain or a concierge during the low season, I would be 

pretty much bored. It makes sense for me to cross train in different departments inside the hotel as 

for my resume, so I have reception knowledge, I have night reception knowledge, I have bell captain 

and concierge knowledge.  

E: How about education? Do you think it is important to have relevant education? 

C: In my opinion no, actually. I think if you earn it and you have the drive for it, it is easy to move 

forward. I appreciate Jesper, the hotel director, he is sitting there with no education. He started as 

a bell captain, went through the reception and now he is hotel director. I mean, if you are 

determined, I definitely think 

E: Do you have any relevant education? 

C: I finished my high school, started studying, but dint want to sit on a school bench for three and a 

half years. I dropped out. And I was looking for what I can do for the rest of my life. I have a hard 

time understanding, how long is reception school? 

E: Two and a half years.  

C: It is about experience and it is something that comes natural to you or it doesn’t. 

E: How do you feel at work? 

C: I think it has been a rough summer and it is my first summer. It has been a rough summer, because 

people got fired, people quit. We had to make so many desperate hires for people. If we look at the 

bell captain team I would cut half of them out. I think there is lacking quality big time and I think 

there is so much that could be different. 

E: Why do you think it is so hard to find good people? 

C: I didn’t know what a bell captain was before. I think when you put up a job advertisement for a 

bell captain, you will have no clue what it is. 

E: That is why there are interviews, so the management gets to see the people 
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C: If they don’t even know what it is, so they don’t apply for it, so the wrong people are coming in. 

That is one thing. And another thing is also, that there has been ‘that is how we used to do it’, ‘this 

is how we will try to do it’ and some of it has worked and some of it hasn’t. It has been chaotic, it 

really has been. 

E: So, basically, there is structure that has been missing? 

C: Definitely. A more structured system for us… It is just chaotic. I have been really looking forward 

to the winter, because there is so much Patrick and I can sit down and talk about how we can 

improve. I am really looking forward to season ending completely. Just sit down and change things, 

the process of optimizing everything. 

E: Do you feel that it is just like this for bell captains or other departments too? 

C: It is mostly for bell captains, it is just too chaotic. Bell captains are not required to know about 

restaurants, for example. 

E: How is it for the guests then? 

C: It is not so good. In my opinion, bell captains and concierges should be two different departments, 

standing for themselves. Patrick and I get to do some bell captain staff, so I think at the end it would 

have a better effect. 

E: How about reception? 

C: The thing is with reception that I don’t think that reception knows that a bell captain and a 

concierge are two different things. I mean, the new people coming in, I had a phone call from 

reception two days ago and I asked if she could ask a bell captain to do it and the reply was: ‘isn’t 

that the same?’. I never heard about the concierge before I started at SKT.PETRI. So, if you haven’t 

been in the hotel business before, I can understand why you have no clue about concierge. When 

people get hired over the summer, they don’t get the best training. They are just going to be throw 

out there and ‘lets try and see how it goes and you ask, if there is something’. 

E: How do you feel about reception when they are sometimes taking over concierge duties? 

C: I think it is fine with restaurants, for example. It is a part of concierge, but…If I had to talk with 

each guest, I can do it when I have time. When reception takes something of that, it is very good, 
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otherwise I wouldn’t be doing anything else but talking with guests, which restaurants they should 

go to. So, I think it is perfectly fine 

E: Whenever it comes to other tasks, for example sending packages, that should only be concierge, 

right? 

C: Yes, because when too many people are over the same thing, that is when it starts getting chaotic. 

We have been asked, why don’t we teach bell captains to do things, lost and found. First of all, there 

has not been time to sit down and second of all, before I became concierge, it was me, Frederik, 

other Frederik, Martin Q and Magnus, all of us had e-mail and it was the most chaotic I had ever 

seen. Too many people on. And the over a correspondence with one person, there could be 5 guys 

involved and everyone has their own opinion about how it should be done. Things get confused. 

E: How do you feel at work, you never answered? 

C: I love my job, first of all. I love the concierge part, when I can do it, but I get frustrated whenever 

I have to do bell captain staff. I hope for the next season that it gets better. It is a bit stressful and 

chaotic now. 

E: What inspires you to perform well, to do a good job? 

C:  There are different things. One of them is that I love making an impact. I remember one guy at 

my vacation, when I was 10 years old. He was amazing, and I have just been remembering him for 

the service and the mood and the atmosphere he was providing. I want to be that guy. I want people 

to say: ‘Do you remember the concierge at SKT.PETRI 10 years ago, he was perfect, we want to go 

back to the hotel because of him’, Another thing is that you get acknowledged pretty much for your 

job, not just by the leaders, but by the guests sending e-mails afterwards. Tip is a factor, but when I 

get a tip I feel like I was appreciated for what I did, because I made a difference. 

E: What are the challenges you are facing at work? 

C: As a concierge or personal? 

E: Both 

C: Whenever I get a request for the first time. I need to look it up. But the good thing is that then I 

know it for the next time. That is quite good. 
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E: What other challenges you have at work? 

C: I really want to be much better with my patience. When someone is too slow, I start to become 

passive aggressive. I want it to be better, but it just gets to me.  

E: How about communication between departments? 

C: Yeah, when only one receptionist has a walkie talkie… We have a phone on us too, it would be so 

much easier, if everyone had a phone or a walkie talkie. There are many people who do not reply in 

walkie talkie. In the beginning, I couldn’t listen and talk to a guest at the same time, but now I can 

listen and receive a message. I learned to do it. In the beginning, I couldn’t. It is actually quite 

annoying, when you talk to a guest. Usually I find a place to say it, when it feels natural, when 

someone is finishing a line.  

E: Any other challenges you think you have? Anything at all? 

C: If there is something I don’t know, I find out about it, I ask and learn. Then I know. I hate when I 

don’t know anything.  

E: How about guests? Are they sometimes a challenge? 

C: The Arabs and the Chinese mostly are a challenge. 

E: Anything particular? 

C: Arabs are very demanding, Chines do not understand anything sometimes. But then there are 

Europeans that just know how they want it, it is fin, if they are fair.  

E: Hoe important to you is the support from the management and do you feel supported by the 

management? 

C: Yes, I do. I mean, the only management I use is Ida. There is no one besides Ida I go t, if I have a 

question. I don’t know whom it should be besides Ida, maybe Alexander. I cannot come up with an 

episode when I don’t feel supported. Maybe Ida sometimes has an aggressive way of saying things, 

when something is not done as it is supposed to.  

E: Can you describe a good day for you at work? What would that be? 

C: A day, where I can concentrate on being a concierge, I don’t get interrupted with room drops, 

with luggage that need to be picked up somewhere. Concierge staff, when I am only a concierge.  
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E: Have you ever had a day like that? 

C: A couple. When we have been 4 bell captains in, I could have concentrate. They are quite rare 

days. 

E: Anything else for a good day? 

C: When I am with people that I can trust. People I feel comfortable leaving a task with. That is also 

an important factor? 

E: And then the opposite, when is a bad day for you? 

C: Whenever I do bell captain things. I don’t mind, but then again, it is not what I am supposed to 

do. Because I am doing bell captain stuff, I don’t have time for concierge stuff. Guests are sending 

e-mails, the management is sending e-mails, asking me to reply the guest now, but I just don’t have 

the time for it. They don’t understand that I don’t have the time to do concierge stuff, when I am 

doing bell captain stuff, that annoys me. 

Interview 3 

 Interviewee: S1 
Position: Head of concierge and bell captains, supervisor 
Age: 25 
Nationality: Danish 
 

E: What aspects are important to you, when you are looking for a job? 

S1: I put a lot of pride in whatever I do. The job has to have a certain level. I would never settle with 

an average hotel. It needs to be on a certain level of service in general. Because it wouldn’t matter, 

if I was the only one making the difference at the hotel. I need the whole staff to want to make the 

difference, just as I want to make a difference. 

E: When you are looking for a job, how do you decide that this is a job for you? 

S1: That is a good question, because I think because I started out as a chef, I have chef’s perspective 

and the way they hire people and the way they gave me a try out, so I reckon that I prefer to start 

as a part timer nice and easily and the way I have been hired the last ten years, it has been part time 

and it is another way of a try out. 

E: How did you start at Petri? 
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S1: Part time, then I just got promoted more and more.  

E: When you started, which department was it? 

S1: I was a chef trainee way back, but one year ago in April I started as a part timer in bell captain. 

E: Wasn’t it part time receptionist? 

S1: Ida wanted someone who could do both things [bell captain and reception] and I knew that if I 

make myself more valuable, I wouldn’t be the one taken off when the summer ended, because I 

could do two things. There is a bigger aspect in taking me versus some other bell captains off the 

payroll as I could cover two different departments. That is what I think is important that you make 

yourself valuable. More valuable you are, lesser change that you will be kicked outside.  

E: Do you remember your interview? How was it? 

S1: I knew Ida beforehand, but we had never worked together, but we knew each other. It is always 

difficult with the job interview. Now I have had quite a few with others and you all know that people 

know what to say. I told Ida that could tell her so many things on how good I am, but that she needs 

to see it in real life. I told her: ‘Give me two weeks and you will see, why you need to hire me’. I took 

a lot of part time shifts, so three months later Ida offered me a full-time job as a bell captain.  

E: Why Petri? Why did you choose to work for SKT.PETRI? 

S1: I knew what SKT.PETRI stands for from my previous job there and there is nothing like SKT.PETRI 

in Copenhagen.  

E: D’Angleterre? 

S1: It is very different. The whole culture is so different. I was just speaking with Matthias and he is 

the one who has been in both places and he says there is a big difference. When I was working as a 

16 year old, I saw this guy, who was the main bell captain, I saw him, that is 10 years ago. I told 

myself: ‘I wanna be him at some point’. And here I am. 

E: He must have left an impression on you! 

S1: Apparently. And I spoke to a lot about who he was and how he was working ,and he wasn’t that 

good. I hope I get a better version than him.  

E: Do you remember your first days at Petri? Did you have any training?  
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S1: It was good, actually. I was out with people I started in mid- April, I had a lot of training.  

E: Was it mostly in BO or in FO? 

S1: In FO. I kinda thought myself… Of course, I had Elsa and she is a great partner in crime to 

understand CENIUM. I had worked with Opera before, but I cannot remember anything from it. I 

had one day, where I was in BO by myself. I got a piece of paper and ‘do your homework’ kinda 

thing. I got nothing out of it, besides 8 hours of payment. Then the next day they were expecting 

me to do check ins. I just messed it all up. Some were guaranteed and some were paid. I reckon we 

were just trying out, you get a certain amount of seconds and then all of a sudden, the one teaching 

you just wants to get done with the process, because there is a guest in front of you. So, you need 

to move on. I was with Sophie, which is a great teacher when it comes to checking in and checking 

out, she is great in service in general. I think I got the main things 

E: You said that you started out as a chef and you also have an education for it. Why did you decide 

to change departments? 

S1: That is pretty easy. I thought to myself that I have much more service to offer. And from where 

I come from, my family back home and if you see the kitchen business in general, you get to know 

that this type of people are a lot like: ‘No questions, this is how we do it’. You should have seen 

every time there is a waiter coming in the kitchen just asking for a bit of a cheese, because the guest 

asked for it, they got angry. I wasn’t one of them. I met so many chefs that were just like that, chefs 

screaming, chefs shouting for no reason. I thought to myself that I got more to offer, so I started the 

Service Management one [education]. I did a year of it and I got nothing out of it, so I cancelled that 

and went straight to chef, because I thought I wasn’t ready. Then I went to France and when I came 

back I started to work at SKT.PETRI. 

E: My next question is about education. In your opinion, how important is it to have a relevant 

education in the field?  

S1: I finished elementary school and the chef’s school, which you don’t need to be too smart to 

finish, which means that I don’t care what you have on your resume. I learned that from the chef 

business that it doesn’t matter what is on your resume, I need to see you and that is how I get part 

timers, I want to see how you handle the situations, how you are, how you are dancing around the 

floor.  
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E: So in your opinion it is not crucial to have an education? 

S1: Not at all. It all depends on your personality. It all depends on your values you have been given 

in your childhood. Denmark is not a place where you need these kind of things and all the top ups. 

Especially in the service business. I can see that it looks good on a resume, but that is pretty much 

it, if you ask me. 

E:  About NC. You know that we are a part of NC, what is it to you, does it mean anything? 

S1: Not at all, SKT.PETRI is working by itself. It is self- sufficient. It doesn’t need a brand. I reckon 

that is why we are a resort hotel, because the name is such a big brand that it doesn’t need an extra 

brand. From my perspective it doesn’t mean anything. When you hear SKT.PETRI, the hotel is what 

you think about, even though there is a huge church called Skt.Petri.  

E: but then again, you did get a prize within NC… 

S1: Yes, ‘Raising Star’. It was nice with a pat of the back. But then again it started a lot of thoughts 

in my head that were not healthy. I wanted to be a GRM (guest relations manager), even though I 

was not ready. But thanks to Louise Adolf, which is a great leader. She can talk you out of it without 

saying: ‘you are not, what we want’ instead saying: ‘Do you think you are ready for it? What do you 

think a GRM should do? What do you think are the main jobs for a GRM?’. There is no such a position 

at SKT.PETRI. There used to be, but I agree I was not ready for it. I was ready to go in and ask for 

more salary, they weren’t ready to give me a bigger salary, but they offered me a salary in a leader 

thingy (short education, a course).  

E: Did you take it? 

S1: I am about to. I wasn’t supposed to tell my colleagues about it. Louise and Ida told me that they 

want to do it, because they want to invest in me. It is fine with me. In the beginning it was all about 

the salary. When you get that award, the next step is that you want more money. That is the first 

thing that pops up in your head. Lets face it, we don’t get a lot for extra duties, we do so much extra. 

The tips are a part of the culture in the hotel industry. We charge a lot above for what we have to 

pay.  

E: If there were more benefits for you, would it motivate you more? How does that affect your 

motivation? 
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S1: It wouldn’t. That is a grey zone with the motivation of money. Here I could see the potential 

when it comes to smaller things compared to a guy in a gas station trying to sell a pack of gum. 

Those kind of extra sellings. Take the bikes for instance. Imagine how many bikes we would have 

rented all the time. When the concierge or the bell captains are having conversations with the guests 

downstairs back and forth. It is not about selling private cars for 1200 DKK per hour, but a bike is 

easy to talk about. That wold be in my opinion the same as an upgrade.  

E: What inspires you to do a good job? 

S1: What inspires me is when guests ask me: ’Are you going to be here tomorrow?’ The fact that 

they want you. The fact that, you have got so many conversations and relationships with the guests 

that are at the hotel. And even though you see and recognize them while you are talking to someone 

else and you notice that they will wait, because they want to talk to you. They trust you that much 

that they only want to talk to you. They are willing to wait. I reckon I am not the only one that gets 

motivated by that kind of thing. It sounds so cheesy, but that is the best kind of tip, because they 

can pay you so much money as a tip when they leave, but the fact that they want you all the time is 

the best inspiration you can get. 

E: Anything else that makes you to do a good job? 

S1: Yes, when you are working with staff that you have connected with. When you work with people 

that actually know what is going on. And there is nothing more demotivating than the time when 

you have to keep an eye on your colleagues. Because they cannot work on themselves. I do tend to 

be a guy that wants to be involved in each thing that happens at the hotel at all times. That is the 

worst thing working with, when they don’t get the obvious things, like when they are starting to 

polish the trolleys instead of asking, for example when I am with a guest and there is a guest behind 

waiting and my colleague is few minutes away polishing the freaking trolley. It happens sometimes. 

It is quite annoying. But of course, it happens, and it is not on purpose, but I feel so much pride in 

what I do, so that cannot happen, even though it is human. We are only human. But it can’t happen. 

People won’t get many chances with me. If they don’t get in after few times, I cannot use them, 

they are out. Our culture at the hotel may be developed into a bad habit, of course you can always 

ask your colleagues, but getting a question without checking it yourself is so draining of energy. 

E: How would you describe the working environment at the hotel? 
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S1: It could be better. 

E: In what way? 

S1: I am going to berry my words, thinking about them, before I put them in my mouth. It is more 

so I come out a bit more diplomatic… We have too many procedures that keep being set out in the 

world and it comes out in an e-mail. I understand, when you have to deal with so many colleagues, 

you need to be able to communicate back and forth via e-mail. But the thing that we have started 

changing our way to do it, makes it look that everyone doesn’t really know what is going on. For 

example, with the concierge, we keep getting new information by my nearest leader on how to deal 

with situations, how to note down and keep track of everything. And I reckon you are better at 

explaining the way that we have, there are 20 different documents for an air conditioning issue. We 

have so many different places where we have to note it. Which means, that… I like when things are 

put in boxes, so everyone needs to know what they are doing and where to do it, but don’t overbox 

it. And don’t start changing the labels on the boxes all of a sudden. I am lucky that I am not a part 

of reception during the summer that all of a sudden Liezel made a new document and Ida sent out 

an e-mail saying that this is the new way we are doing it. That leads us back to asking each other all 

the time, because people don’t know what to do. I understand that we cannot have set procedures 

for everything, because we are dealing with people and we are humans. Each situation is different. 

Information does not reach out to people. Otherwise everyone has reached a point where they 

don’t give a beep anymore about it, because I don’t even want to start putting [notes down] I the 

sheet, because in two weeks I am going to put it in another sheet. The management has reached a 

point with their colleagues, where the colleagues do not accept the word of the leaders for the way 

to handle things. There is no one to check up on things. There is no one who will check, if you have 

done it.  

E: You are right, it is because we don’t know, if there will be anyone using the it [the information] 

afterwards. 

S1: That is the good part of me being a part of a smaller department. And that I put a lot of effort. I 

always do that, when I started when as leader first time in the kitchen telling: ‘Why do I cook the 

fish as I do?’. Now telling Martin: ’Why do we put things in the sheet, what effect does it have on 

the accounting department. Why is it that Ida wants it like that?’. But that would be quite difficult 
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for the supervisors and I tend to repeat myself a lot, when it comes to bell captains. I could imagine 

that a reception supervisor would have a huge task in front of them to tell everyone. I understand, 

that we are a huge team, which means that we should put a lot of effort into putting the things 

down exactly how we want during the winter, so it comes out as a natural habit that each of the full 

timers would know how to do it and why and the to school the part timers that are coming for the 

next season. We need to be prepared. So I thought we were for this summer and all of a sudden 

people quit their job, for example or that people mistreated their job and you need to sack in and 

you put yourself in a worst situation. 

E: yea, the bell captain team has changed a lot and you still haven’t formed it, right? 

S1: Now when I came back from vacation, we need to start saving. But it is way too early to do that. 

It is amazing that I guess, of course, Peter Stordalen doesn’t have a better perspective to how to 

manage the things for the hotel in departments. I got worried for my job, when they started putting 

a lot of money in P-Eatery, because I would bet my money on that the business would go to ground, 

because it takes a lot of time. It is a whole other discussion. Unfortunately, it is not going that well. 

But that is a whole other discussion for a restaurant as a secondary unit. The main business we care 

about is selling the rooms. The reception comes out as the most important department alongside 

housekeeping. The next shell would be the bell captains and the next one would be the restaurant, 

the outer shell, if you ask me. You are lucky, if you have a restaurant that goes to 0 every month, 

because it has to be there. It is easy to say, but I would never invest so much money and time in a 

hotel restaurant, even though you are big as a hotel. It works for D’Angleterre, but I would never 

guess how much money it costs them to make a Michelin restaurant. Now it works, but I guess if 

they don’t break even it is a minus, but that is the money you have to eat every month. That level 

of hotel needs to have a restaurant like that. And I understand that a hotel needs to have a 

restaurant like that, but it could have been done a lot smarter. It is a whole other discussion. 

E: And then the communication at work between departments, between different units. Do you 

have an opinion on that? 

S1: I used to work in the kitchen across the lobby [restaurant at SKT.PETRI]. the communication 

could be so much better. I have no idea how, because each day we are working, you don’t have the 

time to chit chat how is it going to be in each department. I have no idea how we can improve, I just 



113 
 

know that we can improve, because I remember, when I was a chef trainee, we were never told 

anything. The only thing we heard from reception was when the reception needed us. I could totally 

understand the kitchen, but the kitchen also needs to understand that they are here for us. I 

understand that not of the waiters or chefs have that vision, they don’t give anything and that comes 

back to why I changed positions. I got more service to offer. Some don’t and it when I could see that 

we didn’t give anything about. It was one minute past ten, even though the kitchen closes at ten, 

the kitchen was closed and that is how it is. And that is so wrong. I could see now, but I couldn’t see 

that when I was working on the other side of the lobby area.  

E: So basically, there is a gap in the service. 

S1: Maybe there is a gap between what kind of service we want to do and what kind of service we 

are doing from the departments, but the kitchen, the waiters comes by itself, they should be service 

minded. But also put yourself in their perspective. Each time they have a request, there is going to 

be an angry chef. You have to pick your battles. The chefs should learn more about why are we here. 

Everyone can say the sentence that the guest pays our salary, but I reckon that a lot of us don’t 

understand that sentence. 

E: What are the challenges you are facing at work? 

S1: Cut downs. It is an old song from the management that we need to be more efficient, but you 

cannot really be more efficient, when you are handling human guests. One person to one person. If 

you think about it, how many rooms we have and how many guests there are inside the hotel, the 

staff on duty, that would be 3 receptionists and 2 bell captains. That would be 5 people to handle 

how many people? If at D’Anglettere they have 50 check ins it is not unusual that they have 6 or 7 

bell captains. Like we do, we take the luggage for each guest, but it is not the fact that we are not 

able to help all the guests with the luggage, it is more the fact that the construction outside hotel 

costs a lot of extra manpower. There are quite a lot of steps from the main entrance to the corner 

of Norregade, where the taxis and cars are parked. In general, where the traffic police walks around 

and puts the fines for parking illegally, we cannot keep a track of it. I am proud and also surprised, 

how we have not been given more fines for parking on Norregade. We can’t see the cars from the 

main entrance. I haven’t seen it for some time. The whole inner city of Copenhagen, we have a lot 
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of construction going on. If you look at picking up a car from Israels Plads, if we wouldn’t break the 

law, it would be half an hour.  

E: Any other challenges you are facing? 

S1: Yes, taxis. It comes back to the parking and the situation in Copenhagen with roadworks. If you 

walk out from Norregade towards the Lakes, you would be amazed how many roadworks there are.  

E: Anything ese besides, taxis, construction and cut downs? 

S1: The hotel’s location. As good as it is as bad it is, unfortunately. When it comes back to cars in 

general, it is problematic. Cars, private transfers, taxis and what’s not. We are difficult to reach, 

inner city. Going back to the taxi issue, it is a big call that each taxi driver has to choose. Is it worth 

to go to SKT.PETRI and still not be 100% sure that you will get a fare or not. Because you can get as 

many taxis as you want, but depending on who gets the fare, where are you at that points. It doesn’t 

matter which direction you come from, there is always a line of cars.  You can never get a taxi within 

seconds and minutes. It all depends on your luck.  

E: How important to you is the support from the management? Is that important to you? 

S1: I feel that I can make decisions, when it comes to guests and difficult situations, lost & found 

and things like that. I can make a decision on side by the second and my nearest leader has the trust 

in me and has the same opinion as I have, which makes it much easier to handle situations. I had a 

guest, who called me, there was a group coming in. We have a policy of [charging] 35 DKK per room 

drop. And this Danish guy called on a behalf of this Japanese group. I told the group leader that we 

have a 35 DKK charge per room drop and then she called her boss and handed it to me, he was 

Danish and he just opened up and let all the frustrate out on me about how I don’t give a damn 

about my job and that this is more than the gifts are worth. Then I called Ida and she said that it is 

the hotel’s policy. I had a second opinion suddenly, whether I had made the right choice and he 

started threatening me that they have a lot of rooms with us and in the future, they will reconsider, 

if it is SKT.PETRI or somewhere else instead. I stood by my opinion. I told him that he can speak to 

my manager, if he wants. It was so satisfying calling him bac and saying that this is our policy and 

whether you like it or not, have a lovely day. It turned out that he didn’t have anything to do with it 

at all. The support is important. I got very frustrated, when he [the guy on the phone] told me that 

I don’t give a damn about my job making money, then it started to come back to me as a person, 
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then I was considering why we need to charge and how much manpower it actually takes off from 

us to be with the guests that are I house at the moment. And it was such a small amount, it was just 

sad, that it divided us, but he was an aggressive person. I never heard from him again. I had a lot of 

advices from both, Louise and Ida, rethink the situation but don’t get yourself fooled when they 

start threatening about TripAdvisor, the same thing from Jesper. Don’t take that threat, don’t make 

that simple thing change your mind. 

E: Is there anything specific that is characteristic to Danish working culture? I know that you have 

worked in France… 

S1: It was among Danes. It is not common that you see par timers that want to work work (work 

hard) all the time. I saw myself as a great part timer, because every time Ida called me, whether to 

change a shift or have that shift, I said yes. Sometimes it interfered with the plans I had on my 

personal side. But I put a lot of pride in my work and sometimes it crossed my private life, I just had 

to adjust it. It ended up like that. It comes back to me being proud of what I do at the place I am at. 

E: So maybe that is something you expect from your employees… 

S1: That is how I am. It is so frustrating. I have a lot of bell captains, but they are all out now and the 

rest will be let go too soon. There are way too many that cannot work in the weekends. They ask for 

o much, but I never really get anything in return. I have a great relationship with Frederik C and 

Martin Q. These two are the best. Frederik C is by far the best of the best. He is getting a bit more 

tired of what he is doing, but he is by far the best I have in changing the shifts. We have a great 

relationship. He takes a bit and I give a bit. At some point I had a problem with accepting people’s 

private life. I wanted them to work 100%. That is why it is a good thing that I was taken off timeplan 

thingy (employee shift schedule), because I was starting to change people’s shifts by couple of hours 

and then forgot calling them about it. Of course, that is not ok. All of a sudden there was a culture 

between bell captains that they had to check the schedule all the time, because I hadn’t talked to 

them. It was bit frustrating, I could understand, and I was sorry about that.  

E: What is a good day for you a work? 

S1: When everything works, when everything goes. It always is a good thing to start the day with a 

guest from the day before regarding my suggestions for yesterday, whether it was restaurants or 

things to do in Copenhagen. That is a great day to start a day. That they are happy already and that 
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is something that comes up. Like yesterday, for example. Going from a quiet Tuesday, Wednesday 

and then Thursday until late noon it just escalated. There were big VIPs coming in and they wanted 

a lot of help from concierge. At the same time three Russians wanted a lot of things. From 0 to 100. 

People have no idea what you are doing, but when you are good under pressure… I had my best 

day, when Justin Bieber was here in Copenhagen. I had never been that stressed in my life, but I had 

my best there. I was constantly under time pressure. It was so funny. It is funny to look back at, I 

wasn’t funny to be in. Having a phone call from his private assistant, that he need an exact map over 

the nearest restaurant from the hotel, driving time, closing times and distance down to the precise 

[location].  

E:  And then the opposite, what is a bad day for you at work? 

S1: Yesterday was kind of a bad day. I started up a lot of things, I have been there for three days, 

but then Martin had to come in and take over the whole thing. I had been into every situation and 

then I had to hand it over to Martin, but each day of the last day of your shifts is a bad day, because 

you have to hand over what you have started and that is awful, because I want to finish it. But then 

you can work each day for the rest of your life. Otherwise working with staff that you cannot work 

with. I have a great relationship with Josephine, for example and you, fanny, because I feel that all 

of us understand the process of checking in from the luggage with us to check in. I have got others 

I am not cooperating that good with. I feel like I have to tell them why I need to do it. I also have to 

keep in mind that you have a lot of guests checking in and that you can forget it. I am always 

surprised that they cannot remember the guests within the last 15 minutes, it reflects that they 

don’t really have a wide overview of what is going on. I can always remember them for the next 15 

minutes. The worst thing is that they forgot to tell which room the guest is in and don’t know their 

name. It is normal, especially when we have a lot of rooms. 

Interview 4 

Interviewee: S2 
Position: Supervisor 
Age: 24 
Nationality: Danish 
 

E: The first question would be, what aspects are important to you when you are looking for a job? 
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S2: It is good working atmosphere, steady company, reliable company, in this case a hotel and happy 

employees. That they have happy employees already and yeah good working atmosphere. 

E: And how can you tell all these factors, if you have not worked there yet? 

S2: I would probably do some research on the place, see if I would know anyone who knew someone 

in the hotel business, you can always find someone who knows someone, so I would just do kind of 

like a background check, I guess 

E: Why are you interested in a job in a hotel industry?  

S2: I like the service part, I like working with people, meeting new people and I like the high pace 

work. There is not one day or one shift that is the same. I think it is exciting. 

E: You do have the education for it, right? 

S2: Yes.  

E: In your opinion, how important it is that you have an education, when you work at a hotel? 

S2: I mean, I think the fact that you have it on the paper is very nice and I think that there are a lot 

of things I learned at school that I could bring to work, but I don’t think that it is the most important 

part, because I think that a lot of the job aspects, you can learn. It is kind of learning by doing in the 

hotel industry and because everything is so different when you work with people, you cannot 

necessarily read it in a book, you need to always see what person you are standing in front of.  

E: Then, you mentioned something before about doing research before getting a job. How important 

for you is the fact that you work for a Nordic Choice hotel? Does it mean anything to you? When 

you saw the offer? 

S2: Back when I started? 

E: Yes 

S2: Well, back when I started I actually got an intern position, because I knew someone who was an 

intern there. I actually didn´t know that it was a Nordic Choice hotel. I didn’t apply to SKT.PETRI 

because of Nordic Choice. But I do think it is important, I do think it know, back then I didn’t know 

that much about the industry. But I can see that know that it is a sustainable chain.  

E: So you got the job, because you knew someone not because there was an opening? 
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S2: There actually was an opening, I just wrote to the person I knew that was working there, she 

was an intern at Petri many years ago, well 3 years ago, and then she talked to Louise Snedker and 

then I got an interview and then I got it.  

E: Do you remember your first days? How was it? Did you have any training, onboarding? 

S2: I was sitting in the back office for the first day or two with someone from booking department 

and she trained me and gave me a general information about the hotel. I got a showing of the hotel, 

on the third day I came out in reception and I had an assigned supervisor who was my training pal. 

E: Would you consider it as a proper training? 

S2: yes. It was many years ago, so I do not remember details. 

E: What has changed? 

S2: It still is there in a way, they want to have a proper training, but the second it gets out in the 

front, it gets a little chaotic. I think. 

E: Why do you think it is like this? Is it because of missing structure? 

S2: We don’t have a structure. I don’t think we have strong enough people.  

E: I think you are right, because people have to be trained how to train 

S2: Exactly. I used to train people, but I am not doing it anymore. I just think that it is important with 

the structure. If the person that is training the trainee is not structured, then it can be confusing. 

When I train people, I never start with showing the system, for example, because that is the most 

complicated when you are new. So I just take it east and start with showing how does the reception 

look like, what do we say to the guests. One step at a time. I always keep in mind what would I want 

to know, if I was new. You cannot take a new person out to the reception and say: ‘Well, this is how 

you check people in’. Ok, well, where is the printer? I always start with the very basics, such as 

showing where the computers are, where everyone stands etc. Starting from basics 

E: We don’t have the first days of training with someone from the booking department anymore. 

S2: No, and I think it only creates worse trained staff. End results are worse. 

E: What do you think is a NCH? What is characteristic to a NCH? 
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S2: I think it serves a lot of different types of guests. NC is very interesting chain, they have budget 

hotels for a lower price that invites guests on a more regular level. Then they also have The Thief, 

SKT.PETRI, At Six, which is the new hotel in Stockholm (All are upper scale hotel, NC independent 

hotels). They are more high end, so they have a more broad span of different hotels and that is , I 

think, business wise genius, because it attracts so many different people, because for example 

Scandic only attract certain type of people, middle income guests and Ritz Carlton attract high end 

guests, whereas NC is something for everyone. I think they are very typical Nordic hotels. Low key, 

but still nice and simple in design, but personal and nice. 

E: Do you think there is a difference between a Nordic Choice hotel and another Scandinavian chain? 

S2: Scandic, First…? 

E: Yes, how do you thin NC stands out? 

S2: To be honest, I do not know that much about the other chains, but I think one thing that stands 

out is that we serve so many different types of guests, also, or loyalty program. Though, the other 

chains have them too, I just don’t know them 

E: What would, in your opinion be the biggest differentiator for a NC hotel compared to a similar 

level hotel abroad? 

S2: Depends on the country. I guess, SKT.PETRI is a 5 star product, it is different in, for example our 

moto ‘laid back luxury’. So I think it is more of a personal experience you get at SKT.PETRI, whereas 

if you go to the States or anywhere else, a 5 star hotel might be more uptight and stiff, whereas 

here it is a beautiful hotel, we have excellent service and excellent product, but it is till laid back. 

And again, we have different customer groups. I feel like SKT.PETRI is more welcoming, it is more 

accessible.  

E: How would you describe your role at the hotel? 

S2: My role as a supervisor is to make sure that everything in the reception goes smooth and that 

all the staff in the reception and all the bell captains are doing what they are supposed to do and 

that I have the bigger overview, that I am delegating work, so that everything gets done. Also, when 

I have my shift, that the staff can come to me and everything is my responsibility to solve the issues, 
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any issues that are within my brackets. Of course, it is something that is bigger than me, it is my 

responsibility to pass it on. But, my moto is not to pass it on, unless it is something big. 

E: Are you happy at work? 

S2: I have my days. I have been there for 3 years now. And it is no secret that I am looking for other 

things. If I was offered another job tomorrow, I would take it. But there are many factors in this. 

SKT.PETRI has changed a lot, I am not very good with change. Also on a personal level. I like to have 

the things the way they are. The new management, there are so many things now… Before it was 

so nice to be able to go to work, we had fun. Now there is so much, so many different tasks… I also 

think that the team we have now is too serious in a way, but then at the same time when we have 

to be serious we are not. My role as a supervisor has got very blurred. Now everyone can be a 

supervisor, it was more clear before. The roles are not clear enough. I am happy there, but the work 

in reception in general is very tedious, you know, the same all the time. On a personal level I am 

ready for something new. 

E: Would that be in a different industry? 

S2: The same industry, just away from FO. BO, events and conferences.  

E: Do you see your future in NC? Do you think you have options within the chain? 

S2: Maybe. I don’t see myself working in Norway or Sweden. In Copenhagen, yes. The biggest one 

you can do is Petri.  I think I can grow within SKT.PETRI, but within the chain I would have to go to 

Norway and Sweden and I don’t want to do that.  

E: You know, in 2020 they are opening a new NC independent hotel. How about that? 

S2: I would be interested in that. 

E: Do you think NC gives you enough opportunities to grow? 

S2: If you seek it, then yes. Because they do have the management training program for 3 months, 

a month in 3 different hotels. They also have some courses, some different ones. If you seek it, there 

is plenty. If you wanted to, you could. 

E: What in your opinion is the most meaningful about your job? 
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S2: To give the guest an experience they would not forget. And make a difference for a guest that 

stays at the hotel.  I also love turning negative situations around. Make something bad into 

something positive. Making a difference. 

E: For you personally, what in spires you to perform well? What are the factors? 

S2: To get noticed, praised, appreciated, recognized. I think that we do a good job with that at Petri 

with the employee of the quarter concept. It is a good way to do it. And of course, the bonus system 

to. 

E: How important are the bonuses to you? 

S2: It is important. I mean, the upsell program is really good. The management can see it as well.  

E: What else motivates you to do a good job? 

S2: That staff let me know that they like working with me. It is nice being appreciated. 

E: What are the challenges you are facing at work? 

S2: Work wise, that would be the condition of the hotel. 

E: That would be…? 

S2: Air Conditioning problems and the toilet problems and the managements missing role in those 

situations. Their missing support and communication to us. 

E: What do you think could be done differently in your opinion? 

S2: I think it would be good if they reached out and gave us information about the situation at the 

hotel instead of pretending these problems do not exist and then getting upset with us. For example, 

now when we are ´reborn´ we still get bad feedback on Loopon and Tripadvisor. The other day I saw 

Ida sitting at her desk and Jesper was approaching and asking her why are we not getting better 

feedback and she asked what can she do, because it is not possible for FO to fix the maintenance 

problems. According to GM, we in FO should be able to make it up for all the problems and to have 

the guests give us a good feedback because of exceptional service. I think it does not work like that. 

We are giving good experiences, but it still does not make up for a running toilet or +40 C in the 

room.  

E: Any other challenges you can think of? 
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S2: Last summer we were understaffed. I don’t think that we have this problem now, but it is more 

the quality of the staff. 

E: In what way do you mean the quality of staff? 

S2: They are new and not everyone is qualified. There are two types of par timers, ones that actually 

want to work in the business and the other ones are there just for the money. If there are too many 

of the latter, the result won’t be good.  At the end of the day, service is something that you have, 

not something that can be taught. Of course, some things can, how to serve coffee for example. I 

can teach someone, but we cannot teach people to like it. So, we have to find people that actually 

like it. It is all about the attitude. Few of the ones we have now, their attitude is very strong.  

E: How confident do you feel in stressful work related situations? 

S2: I have 2 types of stressful situations in my head. First, when we are busy, but everything goes 

fine, everything is under control, nothing goes wrong. I like those, because I feel like we have it 

under control, things are done. The other type is when we are busy, but things keep going wrong. 

That is not so fun. That is when everything starts falling apart. That can be difficult. In stressful 

situations, there are many situations at the same time that have to be fixed. I am not scared of 

telling people anything. Sometimes I have to say: Stop, we need to take one thing at a time. Some 

tasks can be done 5 or 10 minutes later, nothing bad is going to happen.  

E: So, as long as there is structure, it is fine? 

S2: Yes, as long as I have it under control in my head. When I do not have it, when I lose the overview, 

then I get very stressed. 

E: Does that happen a lot? 

S2: A few times. I remember, I was with 2 new employees one day. Because they both were new, 

they did not know anything. So, I had to do a lot on my own. When I have staff with me and I know 

that they can do their things, it is fine, but when they do not know there is an extra pressure on me 

and at the end of the day everything is my responsibility. Because when things go wrong, it is the 

supervisor that has the responsibility. I like that, but I sure want to live up to it. 

E: If you had to name some factors that are holding you back when you need to resolve a situation. 

What would they be? 
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S2: Sometimes I have to say that we cannot fix it. But then again, it is a maintenance problem. Then 

I find a solution by moving the guest to another room. But I am not afraid to admit that not 

everything can be done. I have learned that by doing. I always try to fix the problem somehow, to 

make it less bad.  

E: Do you have empowerment to make difficult decisions? 

S2: Definitely. My guidelines for my job are that I can do whatever I want as long as I can back it 

afterwards. As long as I can explain why I have done it. I always have to think ahead.  

E: How important it is to you the support from the management? 

S2: Yes, I definitely feel that I can go to the middle management, but higher management, I don’t 

go to them. I always feel like, after what happened to Julia, that they are nice, but they see us as 

staff, they can always replace us. If I make a big mistake… They would not have a problem to say 

anything. 

E: Would you like the senior management to act differently or to be different? 

S2: It would be nice, if they were more accessible. I don’t feel that I can go to the General Manager 

with stuff. Of course, you should not go to GM with little things, but I rarely approach him. I have 

very big respect. I appreciate the character, but he just is not accessible.  

E: You have been with Petri for 3 years. What has motivated you to stay there so long? 

S2: It motivated me that I got the supervisor’s position. Also, more responsibility. Right now, I need 

more motivation. And in my position, I have reached a point where I feel like I am not being 

appreciated. I am a senior supervisor now and I feel it somehow should be different, but it is not. I 

feel like there is lack of respect by others. With new people I try to be strict to earn their respect, to 

create it. I don’t want to be rude, but authority has to be created.  

E: Two last questions. Can you describe a good day for you at work? 

S2: A good day is, when you get to work and where the shift that I am taking over, that the colleagues 

in the previous shift have done everything and there is structure. Then I start my shift, I have happy 

team members on, I have people that know what they are doing and then we get happy guests, 

make good results and get positive feedback, not negative. A day where there is positive attitude 

and we get too results and when it is not too stressed.  
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E: What is a bad day for you at work? 

S2: When I get in, the shift before me has not done their things and it is not structured. I come to a 

mess in reception. Where it is just crazy, and things start to go wrong. Within the first 15 min- 30 

min I can tell whether it is going to be a bad or a good shift.  

Interview 5 

Interviewee: S3 
Position: Supervisor 
Age: 33 
Nationality: Danish 
 

E: What is important to you, when you are looking for a job? 

S3: The most important to me, when I am looking at the job is to see, that the role sounds like 

something I would do not just now, but also in the future. Maybe not that role, but at least the 

company, will there be a possibility to expand. But also, how are the people that I work with. 

Because you spent more than half of your life at the job, you need to have good chemistry with the 

people you work with. It doesn’t matter, how interesting the job is, if you are working with *** 

(annoying, not nice people), you are not going to enjoy it. So, the people, the chemistry is the most 

important when it comes to deciding, if I want to take the job or not. 

E: Do you remember the interview? How was it? 

S3: My interview for SKT.PETRI? 

E: Yes, for SKT.PETRI 

S3: I remember most of it, I think. It was very low key. Most of it was chit chat over the table. Not 

formal at all. We had a good chemistry, Ida and I. Most of it was la la la la la.  

E: How long have you worked for Petri? 

S3: Since May 2016.  

E: How did you find a job at Petri? 

S3: It was just the internet. One of those pages…job index or so… I was looking for new challenges. 

I was at my previous job for 4 years and I had excelled as high as I could, so I needed something new. 
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And I didn’t really care where it was, it was more about the job. I didn’t mind moving for a job, if it 

is the right job. I sent an application online and Ida answered. It went very quickly from there. I had 

my interview on Tuesday and Wednesday evening she called me and offered me the job, Friday I 

came over to sign the contract and Saturday I had my first shift. So in five days I went from a job 

interview to my first shift. 

E: That is like a fast track! 

S3: And I was likin in Jutland, so it was back and forth. 

E: Were you travelling all the time? 

S3: Yes 

E: About the job itself, you said that you found it online. How did it appear to you, the position? Was 

it something you were looking for, something you could see your future in, as you said that it is 

important to you? 

S3: Exactly, I could see my future, maybe not at SKT.PETRI, but it is a NC hotel, maybe you can always 

excel at the other hotels within the same chain. I could definitely see some future prospects. 

E: My next question is about NC. How important it is to you that Petri is a part of NC and what does 

it mean to you? 

S3: NC as such does not mean anything. NC is a chain, so there is a lot of future prospects regarding 

hotels and positions other places. Denmark, Sweden, Norway. So just as well be a Scandic, the chain 

as such, doesn’t really have any importance for me as such, it just happened to be the one that was 

hiring. So then again, NC is a bit like a cult. Once you are in, you are in. You get brainwashed. 

E: If you had to describe NC, how would you describe it? 

S3: It is a little bit like a cult with Peter Stordalen as a leader, it is half a religion, where you have a 

lot of engaged people, a lot of drive, energy. It is a good place to be. They try to make it work for all 

the employees and celebrate the diversity.  

E: I was wondering about education, in your opinion how important it is to have relevant education, 

when you work in front office? 
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S3: I would say it very much depends on the person, the mentality of the person in question. I have 

no education, I know Ida has a long education. I think it varies, if you feel you need an education 

then you do. But I just worked all the way up, always. That can get you the same place as with a 

degree. Having a degree does not necessarily make you a better hotel employee in front office than 

one that des not have one. 

E: If you remember the first days at the hotel, was there any training process? 

S3: Not really. I remember the first day, mostly I was sitting in the back office, reading the staff 

manual and then I was just looking a bit at Cenium. I used to work with it 10 years ago, so I could 

remember a little bit. I don’t know how it happened, but suddenly I was standing in the reception 

and checking people in. Nobody was looking at me. So, there wasn’t really that much training. I did 

not follow a supervisor or anything. I had Julia, that was the only one that was on the shift, because 

Sophie and I were working opposite shifts, so I didn’t really have a supervisor training me.  

E: How did you feel about it? 

S3: I was ok, I was just doing the things. The problems that are there are different than I am used 

to, but I was used to chaos and working, just jumping into the deep end. So that part didn’t bother 

me, because I was quite used to it. But you still have to figure it out, how does this work out here, 

because I came from a very small place, where I was both, the housekeeper, the conference, the 

waiter, the chef, the dishwasher, everything, also the maintenance. And then you come here, where 

you have people in all the departments, doing that. That took a bit of getting used to, because in 

the beginning every time someone called about a problem. I just tried to fix it, because that was 

quicker than trying to figure out whom to call and where to go. So, I started out doing a lot of 

unnecessary running by myself. But then it is also a good way to know the house.  

E: So, you did know about NC before, because you had worked for them. 

S3: Yes, I knew what they were all about.  

E: How would you describe your role at the hotel? 

S3: My role at the hotel right now… I don’t know what my role is, I am still a supervisor, I am also a 

freak at soul. So, I am also the humorous one. The one that always makes a joke about everything 

and everyone, 
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E: How do you feel at work? Do you feel happy? 

S3: Yeah. I still like getting up in the morning and going to work. Even when my alarm goes off 5:30 

in the morning. Sometimes, when you know it is good weather and you know that air conditioning 

is not working… ‘I am sick today’ (laughs a lot). But you still go there and you put on your smile and 

you try to make it work the best way you can, even though you know it is going to be bad. It is all 

about keeping the game face.  

E: Do you see yourself working in reception in a year? 

S3: I don’t know, if I will be working in a reception in a year. I might be, but I might be having a 

different role. But you never know. 

E: I mean, you mentioned that it is important to you to do something more. I was just wondering, 

how it is for you know, if there is a space for you to climb here at Petri? 

S3: I don’t think there is right now at the moment. But maybe there will be, because they are 

opening Post (New NC independent hotel that is supposed to be opened in 2020). Then there will 

be positions there. They need to staff the entire hotel from scratch. You also have the Clarion hotel 

I could move to, if I wanted to do that. I think it would be nice to try and help the hotel to get off 

the ground. It is a start from scratch.  

E: Do you think would it be easy for you to get a position there? 

S3: Nobody knows. It depends, who is the manager there and what kind of people they want, 

because they haven’t hired GM yet. It would help that I know NC, the system. I think it definitely 

helps that you have an idea and understanding, what is the meaning behind. 

E: What is the most meaningful for you about the job? 

S3: It would be to help people, who are having their holiday, hard worked holiday, spending their 

hard worked money in Copenhagen. Helping them, to give them an amazing time here. Having them 

come back and saying: ‘’Thank you for your recommendation of whatever, it may be a restaurant, 

it was amazing. We loved going there’’. That makes everything worth it. 

E: And why are you interested in a job in hospitality industry in general? 
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S3: People. I could never see myself sitting in the booking department, where I would just sit, talk 

on the phone and answer e-mails. I would die. I need the people contact. But then again, I don’t see 

myself working as a receptionist in 10 years. So, somewhere in between. 

E: What inspires you to do a good job, to perform well? Is there anything specific that helps you 

doing a better job than you are doing, that keeps you motivated? 

S3: I don’t know, if there is anything specific I would say, but still always get the feedback from the 

guests. It is always a good motivator. That helps you get a good go of a day. That probably is the 

closest I could get to a motivator? 

E: How about benefits? 

S3: We don’t get any. 

E: Upsell? 

S3: True, but it is not a motivator for me. Not in that way. 

E: And how about the support from management? How important it is for you? 

S3: It is very important that they are supporting us in a way they can do it. I am not expecting them 

to stand out next to us, but at least they are listening to us and they take whatever problems or 

issues we have seriously, whether they can be fixed or not. At least then they are aware of the 

problems, trying to fix it. They always have our back regarding guests, when we have challenging 

guests, it happens. 

E: Speaking of challenging guests, have you noticed particular trends for a group of people that come 

from a specific country? Is there anything that comes to your mind away? 

S3: Asians, they want their twin beds and their bathtubs. The Australians are always having a lot of 

luggage, as well as Americans, especially Americans and they cannot lift it themselves, so they 

always want someone else to do it. Then you have the Arabs, who are always very demanding. There 

definitely are some trends from different places that resonate. 

E: Is any of them challenging to you culture wise, when it comes to communication, for example? 
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S3: I don’t feel challenged by any type of a group. You have individuals in all groups that are 

challenging, but you don’t have an entire group that is a challenge. You have always individuals in 

all groups that can be extremely challenging. You find that in all cultures. 

E: Are there any challenges you are facing at work? 

S3: We still have our AC issue, we also have the toilet issues, but otherwise I don’t have any real 

challenges. I have a new challenge to figure out how to do timeplan, because now I am making 

schedule and all the rules too.  

E: Have you ever worked abroad? 

S3: Three years in London at a hotel. 

E: Are there any differences working there and working here? 

S3: In England, there is more hierarchy than here, it is more visible hierarchy. I think that is the 

biggest difference. Whether you are a receptionist one place or another, the job is the same. It is 

just the language you have to it and the routines would change from the hotel to the hotel. You 

have a lot more hierarchy, you have to be a lot more formal, whereas in Scandinavian countries 

people are very laid back, they can joke a little bit and things like that. It is not always that you can 

do that in England. I tried, sometimes you can do that, but sometimes I crashed and burned.  

E: Is there anything else specific within the Scandinavian working culture that is nowhere else, that 

is characteristic here? 

S3: Scandinavians have a high work ethic compared to a lot of other countries. 

E: In what way? 

S3: That we are much more diligent about our work and we take some more pride in what we do, 

at least, if it is a full-time job and t is what you want to do, if it is just a study job, people don’t care, 

but that doesn’t really matter, where you are. There is a lot more commitment, I think. 

E: Can you describe a good day for you at work? 

S3: It wouldn’t really matter with whom I was working with, because most of the people are 

amazing. It is going to busy, I don’t like standing still, so having nothing to do is as bad as being run 

over. So, it should be busy, but not too busy, so that there is something to do all the time, that you 
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don’t stand around gawking, but that you are not running around like headless chicken either, 

because you are always ten steps behind. It needs to be busy, but not too busy. It should be also a 

good mix of both, the tourists, where there are a lot of questions, but also conference guests that 

are in and out. Because too many tourists can also be annoying, but having only conference guests 

can be boring. There should be a nice little mix of guests.  

E: Anything else that contributes to a good day? 

S3: It is always a good day, when it is raining, because I know that I won’t get complaints about AC. 

E: And then the opposite- what would be a bad day for you? 

S3: That would be a roasting Sunday, not working AC and being understaffed and overworked, 

because you cannot give the service that the management expects, but also the service that I expect, 

not living up to my own standards, that would be a bad day. When you leave work and think that it 

was not a good day, that I didn’t live up to my own expectations.  

E: Which of these days you have more? 

S3: [Pause…] I am thinking that there will be more good days, but there have been a lot of bad days. 

AC problem is very seasonal, now it is not so hot anymore… 

Interview 6 

Interviewee: S4 
Position: Receptionist/supervisor 
Age: 32 
Nationality: Philippine 
 

E: How did you find a job at SKT.PETRI? 

S4: Through Louise (Our operations Manager). We had been working for almost 2 years together at 

my previous job. She was my boss. I was working under her. When she stopped there, she promised 

me to take me somewhere, where she is going to work. Of course, I didn’t really know if it was 

something she meant. I knew in my mind that she wants to have me again, but I didn’t really rely on 

the words she said. When I was working there, I actually was working at both hotels at the same 

time in the beginning, because that was the agreement.  

E: were you able to manage both jobs at the same time? 
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S4: It was hard, but I did it. In the beginning at SKT.PETRI I only had 5 hour shifts as my training 

period. 

E: when you are looking for a job, what is important to you? What attracts you in a job? 

S4: I had a very good experience in my previous job, so I was looking for a job that is more down to 

earth, not a high- profile hotel, but I ended up at a high profile hotel (laughs). The most important 

for me is when I can be myself at work. Of course, you have to follow the SOP (standard Operation 

Procedures), but I always want to work in a hotel where you can decide, where you can be yourself. 

That is one of the important things for me. 

E: So, basically for you work and your personal attitudes and meanings have to go together with 

your private life. 

S4: Well, I know how to separate my private life from work, but sometimes I can find myself bubbly 

and I want to be happy and decide myself and not depend on the management. I want to work at 

that kind of place where you can decide and be yourself, where management has trust in you, where 

there is space for employees. That actually is most important for me now. 

E: How many different hotels have you worked at in Copenhagen? 

S4: Three, G-Suites, Crown Plaza and SKT.PETRI. 

E: why are you interested to work in a hotel? 

S4: It was my dream when I was in high school. I think I was 14 or 15 years old. I cannot remember 

how it happened, but it was my dream to be a receptionist when I was in high school. 

E: when it comes to education, do you have one in the hotel industry? 

S4: I studied to be a receptionist for 2 years in Denmark.  

E: in your opinion is it important to have an education and did it help you to find a job? 

S4: well, I think it is important, salary wise, you get a better salary. You have more professional ways 

of handling things as well compared if you don’t go to school. Of course, you can learn a lot of things 

from experience, but there are a lot of things you learn, especially when it comes to law in Denmark, 

you learn as well your rights and how you will handle things under the law. You learn more from 
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practical situations, but when you go to school. When you have education, you have a better 

situation in labour market.  

E: Now you are working for a Nordic choice Hotel. How important it is to you? 

S4: It does matter that we belong to a big chain, because we get better benefits, when it is a big 

chain. One of the things I like about NC is that they are having a lot of exciting things for employees, 

not so many big chains have it. I was actually considering to move to another NCH in Copenhagen, 

because they were hiring. But I only want to work in NC, because I know how good they are 

compared to the other chains I have worked at. It always matters, the chain. If you work at an 

independent hotel, you don’t get too many benefits, in a sense.  

E: What else besides exciting things for employees is there that attract you? 

S4: I can feel that we are a part of NC. They include as in a lot of competitions. They also make these 

exciting parties. I don’t think other hotel chains do that. It shows the appreciation of the employees. 

They are using money to show that you are important to them. I think it is genius. If you talk to other 

employees, they are staying in the chain because of this exciting thing they are doing. There is always 

something to look forward to. And I agree, I would like to move within the chain. Compared to IHG 

where I worked before, they have nothing like at NC. Of course, they have some competitions, but 

it is nothing close to what NC is doing. Like now the trip to Dubai3. For example, at FIRST hotels, if 

you enrol people to the loyalty program, you don’t get anything at all. It just doesn’t motivate you 

to do it, if there is nothing you get out of it. Just extra work. You are giving effort, but not getting 

anything back. In IHG I was one of the best new member enrollers and I got a trophy, but it is not 

worth anything. 

E: How would you describe, what a NCH is? 

S4: It is a Scandinavian brand, they have different hotels, starting from very down to earth up to 

very luxurious hotels. That is how I would describe it. I hope they will go international.  

E: Do you remember when you started, how were your first days during the training and onboarding 

process? 

                                                           
3 Every year in the summer time, NC announces a competition for the employees, where the ones that enrol the most 
members to their loyalty program win a trip somewhere. This year three SKT.PETRI employees were among the 15 
best enrollers and thus won a five day all-inclusive trip to Dubai 
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S4: For me I was happy, because I was excited to move to a new work place. I had the feeling of 

excitement, new environment, new colleagues. It was good, but the training process wasn’t that 

good, because I did not have real training. I was standing with two supervisors, they showed me the 

system and then I started to work. I didn’t have a proper training.  

E: Why do you think there was no proper training procedures in place? 

S4: I think there is a lack of training, because it is peak season now, so there is a lot of pressure. 

E: But when you started, it wasn’t a high season (October 2016). 

S4: It wasn’t a high season, but they had huge expectations from me. Lousie told them that I am a 

quick learner. They showed me the system and then I was checking in people. I know the drill, I just 

needed to learn the system. For me the system was complicated and didn’t make much sense to me 

in the beginning. I was there for two days and then they called me and asked to cover someone as 

there was a sickness. I was shocked, because I had been there only for 2 days.  

E: If you had to evaluate the process, how would you rate it? 

S4: I would say it was a very poor experience. I know that some employees had very long training, 

one had it for a month, she had a proper training. 

E: What makes her case different? 

S4: The rest didn’t get a proper training, she was the only one. I like learning the hard way by doing. 

You remember it and it stack to your brain. When I trained people before I always asked what kind 

of training they want, whether they want me to sit down with them together and show everything 

or learn by doing things. 

E: How would you describe your role at the hotel? 

S4: I don’t have that much of a role. I am very neutral. 

E: You are a receptionist, but sometimes you are a supervisor, so you have to switch the roles. 

S4: Yes, I don’t like to boss people around. Leaders should not rule, but to be there to support. I am 

more of a supporter. If you are a manager you are not there to bust people around, but to support 

them. To trust them to have a good working spirit. I would rather say that I am a supporter, if they 

needed me to take a decision, of course I will take it, but more I would like them to take a decision 
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and then I will support it. If I think that it is wrong., then we can take it afterwards and talk about it. 

I have been bossy previously and I learned that it is not a good way to create a good environment. 

More or less, you are there to support your team. People change, like Louise. She has changed so 

much. It depends on the environment, I think. All of a sudden, with this crazy environment she 

changed so much. I still have a personal relationship with her, even though we don’t talk that much 

at work. When my mom was sick, I texted her not my direct manager and she forwarded the 

information to my manager. It is a stressful environment where we are now and there is different 

speed. I think that is the reason she had to change. She has to go with the flow. She is very good, 

very chameleon.  

E: Speaking of the environment, how would you describe working environment at SKT.PETRI? 

S4: A bit stressful environment, the trust is not there. Value of the hotel, they don’t really know it. 

They know the image of the hotel that it is luxurious, but it is a bit scattered. As an employee, I am 

a bit confused, what kind of the hotel they really want to provide. Luxurious and flexible, but at the 

same time they are also very tight. It is a little bit messy in some way.  

E: You said that trust is not there, you mean that managers don’t trust employees or we don’t trust 

each other? 

S4: Not to each other, but mostly from department to department. There is so much tension in every 

department and communication is totally wrong. Everyone is against everyone.  

E: Why do you think it is like it is? 

S4: We are missing communication and the clear line of job descriptions, who is doing what. 

Everyone is pointing fingers. You call one department, they ask you to call another department and 

they tell you to call back the first department. There is no clear line to tasks. I told my manager 

about this, because managers should make a list of what their departments have to do. At the end 

the reception suffers, because the guests complain to us and blame us for it too.  

E: How do you feel at work? Do you feel happy? 

S4: It swings a lot, depending on with who I work with. I am not happy when I am stressed at work. 

In general, it is 50/50, because I would like to work at a more down-to-earth hotel. It is a bit too 

uptight. I am a bit bubbly, so I need to go out to the guest, use time for the guest. Now I cannot do 
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that, because it is a stressful environment now with just check-I, check-out. I am looking for another 

hotel, where I could be more myself, but it is just so hard to find one. In a way I am still happy, 

because they are giving me more opportunities to grow, more responsibility. It makes me feel 

appreciated. I like to be challenged, it gives me a drive. 

E: what are your opportunities to grow? 

S4: they give me extra tasks, I am not aiming for a high position, but I always want to be challenged. 

That is enough for me. Of course, all the situations with the guests are different, they are not the 

same. Ida (FO manager) knows this, so I think that is why she gives me extra work. 

E: You said that the environment is stressful. Why so? 

S4: It is the guests, because we have a lot of demanding guests. Also, because there are so many 

problems we are facing at this hotel. They should fix more, provide better facilities.  

E: can you give some examples? 

S4: air conditioning, toilets… Another thing is that the colleagues can make you stressed. Like Anne 

Marie, because her personality makes me stressed. It is also with the bell captains, they have an 

attitude… They just don’t know what we are doing in reception. They think that we are lazy. They 

don’t see us moving. I told Ida that I felt that they are ignoring me. I don’t know if they have 

something against me. I don’t know if it is because of my Danish, maybe they don’t understand me. 

They are ignoring me many times and it feels like they just don’t care. Maybe they don’t like to feel 

small, because we are the ones that are asking them to do things, it might be their ego. It is their 

job, but they are still human. Especially, because they are Danish and when I who is a Phillipina asks 

them something…  I have noticed when Chris or Sophie asks them, they do it right away... It is hard 

to find the balance between being nice and strict.  

E: Do you think that you are treated differently because you are not Danish? 

S4: Yes, because we are not speaking their language perfectly. I make a lot of mistakes, I am not 

Danish, but still, I have learned it and I am a foreigner.  

E: what is the most meaningful about your job? 

S4: to make the guests happy. When I can make them satisfied for the whole stay, when I can be 

helpful and also towards my colleagues. When I can make them happy. 
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E: Is there anything that inspires you to perform well?  

S4: I am enjoying some competition. My competitiveness drives me. I always want to prove myself 

that I can do it, that I can beat others. You want to give good service, but you also want to get 

something back. It inspires me to do a better job, when there is a competition going on. 

E: what are the challenges you face at work? 

S4: Discrimination. It has happened to me several times, especially with Alexander. It always hurts 

me as a human being.  For example, when I am called a Chinese and then being told that it is like 

potato or patata (being a Phillipina). It even happens now. Sometimes I have to work with myself 

not to take it too seriously, because it is not respectful. another example was when he told me that 

I married my husband, because he is old and that he must have a lot of money. I don’t want to go 

down to his level 

E: have you thought about telling him to stop? 

S4: Yes, but it would not help, because it is just who he is. If I fought back, it would get worse. It is 

just his perspective to life. I have it experienced a lot of times that he treats me like that just because 

I am Asian. I have to remind myself that I am better and I should not go down to his level, because I 

am a professional and a good hearted person. He doesn’t mean it, but it is not an excuse. 

E: any other challenges? 

S4: Another challenge is that I have to prove myself. That I can be a supervisor, for example. This is 

what I wanted. I told them that I wanted to be a supervisor. I want Sebastiaan to be a supervisor 

first. He wants to be on top. He is my friend. I don’t have a plan like that. I am not in a hurry. It was 

a challenge to me, because I have to show it to them that I am worth it. But then they chose to hire 

someone from outside. Then they regretted it, because It didn’t work out.  

E: how important is the support to you by the management? 

S4: It is very important. The way you take a decision depends on how well your manager supports 

you. I cannot take a decision, when I know that they will turn it around. I have had few incidents 

with Ida, when I took a decision and then she went against it. Now every time I make a decision I 

have a second thought. It is hard to fully trust my decision, when I take the responsibility, the guest 

goes to the manager and they do something else. The I feel like a stupid person in front of the guest. 
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I think they should support us, every decision we make. Even when it is a bad one. I expect more 

from my direct boss. She is too flexible, it doesn’t help when it is hurting others. I like Ida a lot, but 

sometimes she could do things differently. I can understand the GM, because it is always like that 

with the head of the hotel, he has to think about the business part, but when it comes to Ida she 

should protect us from Jesper and from the guests. That is actually her purpose. She should show 

that she is there from us, but I don’t feel it. She is nice and sweet, but sometimes it is not good.  

E: what a good day at work for you is? 

S4: A good day for me is when I have a good colleague, when everyone is understanding and 

respecting each other, when your management supports you 100 % and is there for you, when 

guests are nice, and all the facilities are working well. Basically, it doesn’t matter that much with the 

guests, a good day for me is when my colleagues are having a good time. 

E: What would be a bad day for you? 

S4: When everything is not working, when someone who is working with you us constantly asking 

questions. I want them to take their own decisions, because we are all grown-ups. It is ok to ask 

questions, but not all the time. Whatever decision you make, it is your decision and I will support it. 

I can make a comment afterwards, but it still is your decision.  

Interview 7 

Interviewee: S5 
Position: Receptionist/supervisor 
Age: 21 
Nationality: Swedish 
 

E: what is important to you when you are looking for a job? 

S5: that I have heard about it, when I am there to see, if the atmosphere looks good. When I started 

at SKT.PETRI, I knew the hotel, but I didn’t know anything else about it. It was somewhat familiar, 

because I knew it before. And also, to see a future in it, because I wouldn’t want to go somewhere, 

where I didn’t want to stay too long. To see who is there, to get an impression of the place. 

Atmosphere has something to do with it. When I know what to expect, what the tasks are. 

E: Why are you interested in a job in the hotel industry? 
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S5: Because I like to work with people.  

E: how was your work interview with Ida? How was the feeling about the job? 

S5: It was very friendly, chatting, laughing. Like talking to someone you already know. But still I was 

nervous. It was a good interview, it took very long. One and half hour. I got questions about 

situations what I would do that was unexpected. For example, if a guest complains, what kind of 

compensation I would give that would not cost much for the hotel. And I said that could of course 

apologise for all the inconvenience and would sign them up for Nordic choice club and I would give 

them 20 000 points and say that they could come and spend another night with us. It didn’t cost 

much. 

E: how important it is to have an education, when you work in reception or in hotel industry in 

general? 

S5: Not important. 

E: Do you have an education? 

S5: No, I have a Secondary School education with focus on tourism and hotels. For three years I did 

that and we went out to hotels for 6 weeks every half a year. I don’t feel that it helped me.  

E: How about the management? 

S5: It depends where you come from, but if you come from reception, you can get there just by 

experience, but if you are coming from a bank, I think you need some kind of education to be a GM, 

for example. 

E: So, you think that experience is quite important? 

S5: I think that experience is much more important. You have so many steps that you can climb, 

faster for some people. If you want to take an education, it will help, of course. I think that 

experience rates more. 

E: why do you think is it like this that it is enough to prove yourself and why isn’t education that 

important? 

S5: I think it is about service and service is learning by doing. you make mistakes all the time and 

learning by that. This is education in itself. Because you can look back two years ago and say: ‘ok, I 
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have been in this situation before, what did I do wrong, because that guest did not come back’. And 

if you have one in front of you, then you know that you have done this before, you know how to do 

it, how to talk to his kind of person. You learn different categories of personalities.  You know how 

to handle it., you are confident. 

E: Do you remember your first days at the hotel? Did you get a proper training? 

S5: I did not. I was well taught in the system already. I didn’t get much training. But maybe the 

concierge tasks, but I didn’t get it. I think we are about to get a proper training.  

E: how would you describe your role at the hotel? 

S5: I think I am quite likable in the hotel, I don’t feel that people are afraid to ask me questions. I 

feel that I am very welcoming towards new people, I wanted to at good place at work. I am trying 

my best to do that. But I don’t know really what my role is. 

E: How important to you is Nordic Choice as a chain? 

S5: It means a lot. If I ever felt like moving to another hotel, I wouldn’t do it unless it was a NC hotel. 

Because I think it has a lot of benefits, it is a good chain in general. I have also been working at 

Scandic and I didn’t like them as I do like NC. You have so many different chains in a chain that it is 

good for everyone. Everyone can find a chain to work for or stay, but also because of CENIUM I don’t 

want to work anywhere else, because I think why I can do a good service is because I know he system 

so well. I don’t need to think about what I am doing when I talk to the guest. I studied very hard to 

know the system. It takes a lot of time. I have been working with this system for three years and I 

am still learning new things.  

E: Why do you like NC besides the system and the benefits? Is there anything else? 

S5: I think I like because there is one person in charge and that is a good example to show your best. 

I think gives so much energy on stage to everyone. 

E: what do you think is SKT.PETRI’s role in the chain? How important it is? 

S5: I think that we are one of the better hotels, an independent hotel. It is important, because NC is 

Scandinavia’s biggest hotel chain and it brings a lot of guests to us, especially Scandinavian. But to 

SKT.PETRI, I don’t think that it belongs to NC. For example, Clarion hotels, they have a concept, but 

we don’t have a concept in NC, because we are independent. 
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E: How do you feel at work? Do you feel happy? 

S5: Yes, I really do.  

E: What is the most meaningful about your job? 

S5: I think it is a hard question. I think it is to feel happy, when you come there and when you leave. 

I really do. It is because our colleagues, maybe not the organization. I feel that we have a good 

chemistry between us and guests and us and us. To feel happy when leaving, because it was a good 

day. 

E: What inspires you to do a good job? 

S5: Guests. 

E: In what way? 

S5: Because you can see, if you make someone happy and if you see that they are coming back, and 

they remember you. It motivates me a lot. And also, to get good review, as well as when Jesper 

comes to me and says that I have done a good job. Also from Ida or from colleagues. Anytime you 

hear something nice about yourself from someone else, it motivates you to do it again and better. 

There are no bad days, but there are busy days. 

E: What are the challenges you are facing at work? 

S5: Guests. I think that we have very challenging guests, it is sometimes challenging to check 

someone in and out. I am taking a lot, because I can handle it. Last summer was so hard, because 

when I came home so many days I felt so sad, because a lot of guests were not treating me well and 

it took on me personally, but I don’t take anything personally anymore. That is a good thing, but it 

is a bad thing if I think about the future. Am I going to keep it up for five more years? Hopefully, but 

I don’t know. It is very emotionally intensive. It is not just once in a while that we are experiencing 

this, it is almost every day, when someone is shouting at you, but I think all of us are learning by 

doing. There is a limit to how much you can take. For now, I think I can handle it, I have learned. I 

still think it is worth it. All the tough guests, they don’t weigh more than happy guests. I think it is 

worth it all. 

E: Any other challenges you have at work? 
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S5: Communication in most departments and also colleagues, when you forget to write something 

down… Between departments… We have two new restaurants. We don’t know anyone, and it is 

hard to communicate, if you don’t know them. Sometimes I think that we say unnecessary things to 

each other. When we are stressed, we are not listening to each other. Communication is really 

important. 

E: What do you think should be done better when it comes to communication? 

S5: We should have more staff. More staff would solve so many things. There would be less things 

to discuss, there would be less complaints, if there were always two doormen. Things like that. I 

rather want to have two more every day than being just on the limit. I know it is expensive, but I 

rather have nothing to do, so we can do extra things like clean up or get a cup of coffee for guests.  

E: Do you think we should have an HR management in house? 

S5: I have never worked at a place, where we needed one.  

E: How important to you is the support from the management? 

S5: It depends. Our department, we are relying on ourselves, not that much on the management. I 

think it is because GM is not very involved with all the departments. The structure is different here 

than at my old place. 

E: what is a good day for you at work? 

S5: It is a morning shift. To have enough staff on, to have ok numbers (in and out). It is so hard to 

describe, because I think that all days are good days. To be busy but not too busy. To have good 

chemistry with the guests, good communication with the departments and the colleagues and feel 

like you can give all the service that guests need. Because there are so many times when we cannot 

do that. 

E: What is a bad day for you at work? 

S5: When we are having a lack of staff, therefore lack of service, to not have any AC. But I think 

number of staff has a lot to say in a good or a bad day. It has a lot to say how you will feel when you 

go home.  
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Interview 8 

Interviewee: S6 
Position: Night supervisor 
Age: 32 
Nationality: Romanian/Hungarian 
 

E: When you are looking for a job, what is important to you? 

S6: I think the most important is, probably, if I have already heard about the company to know that 

it is a great place to work. The salary and probably also the title, I guess, to be able to fulfil whatever 

I have to do, because I can only get frustrated, if I have to do something, which I am not able to do. 

So that my skills would meet the expectations. 

E: How long have you worked for SKT.PETRI? 

S6: Way too long, six years. 

E: Do you remember how your interview was? How was it and how did you get the job in the first 

place? 

S6: I have been working in Abu Dhabi and I started applying since three months before coming back. 

Because I went to Abu Dhabi with the idea of getting a job here, because I couldn’t. I have been 

sending my CV all over in Denmark, in Odense, in Copenhagen, everywhere. I either didn’t get an 

answer or either they said no. So, I just decided to go abroad and get some experience, because 

they said: ’You don’t have experience, you don’t speak Danish and so on’ and I was like ok, I am 

going to get experience, I will come back and show you. I am very impulsive, if I get an idea, I would 

do it and then forget about it. That is what happened here. I sent out my CV in Abu Dhabi, because 

I thought it would be so nice if it was an Arab country, I was always interested in Arab culture. It was 

a [position for] Guest Relations Officer position, so I sent out my CV and then I completely forgot 

about it. A month passed by and they called me from this weird number and asked me if I am still 

interested. So I went down there and I signed a contract for two years, but I knew that I will stay 

only one year. That I show it went down. 3 months before coming back I started sending messages 

around in Copenhagen and Denmark. I was getting no all the time or I didn’t get anything and then 

two days before coming back, I get a mail from Ida, saying: ‘If you could come in for an interview it 

would be nice’. I flew home, I got back to Odense, I got one day and then I came to Copenhagen to 
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have a meeting at 8 o’clock in the morning. It was Solveig, she used to be FO manager. It was her 

and Ida and then we had a really good interview and then they asked me, if I have a driving licence. 

I do have a driving licence, but I do not drive. I could see their faces… I said: ‘Whatever it takes, I will 

learn to drive’. That is what I said. Ever since I have been driving. I was willing to do it, if that was 

the only thing. The next day four in the morning I received an e-mail and saw that it was a yes and I 

started jumping. I woke up Viktor, my best friend, I got so excited about this.  

E: Was it a full-time position at night? 

S6: Yes. It took me for years to become a supervisor, because I didn’t want the promotion. I always 

thought that responsibility at night is way too heavy compared to the salary you get. And for a 

difference of 2000 or 1000 DKK… It is absolutely ridiculous. You get a very tiny salary difference, but 

then it is a huge difference. They expect you to take the decisions and throw out people, if it is 

needed. Especially at the night time you have to be very observant of whatever happens. Here in 

petri you have to be a security guard, you have to be a manger, you have to be a housekeeper, you 

have to be everything. People usually imagine night receptionist as someone, who sits and watches 

movies or sleeps during the night, but it is just not like that. 

E: How important it is to have education in this field? 

S6: In reality? I don’t think so. I do believe that you need the skills, because whatever you would do, 

you always need the skills. If you don’t have it in you, an education would never give you what it 

takes, I think. But of course, an education it is very important to base your knowledge, because you 

might have some skills, but that is not always enough. I think to be a receptionist it doesn’t take too 

much, but if you want to grow in the industry, then you have to have an education. 

E: Do you have an education in hospitality? 

S6: No, not in hospitality. I have languages. I did a bachelor in languages.  

E: When you started, did you have any training? If you can still remember… How was it? 

S6: I had my education and training in Abu Dhabi. There are a lot of people and they actually have a 

possibility to train you up. I think it was a good start to be there, because I learned a lot of hospitality 

industry, I learned a lot of IHG, because there were constant trainings. There was a training manager. 

I started in Club Lounge, which is an area that is exclusive for Club Lounge guests like you can buy 
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it, you can buy the access to it or if you buy a certain category of rooms, then you have access. So it 

is way less people and way less happening. You actually have the time to catch up and learn bit by 

bit what it takes and then I went down to the reception, the ground floor. I was in reception for a 

while. And probably they saw that I am a bit more independent and that I catch up fast with the 

information. One of the concierges left, and after half a year I have been there I got promoted as a 

concierge. In Emirates it is way more dynamic, you grow super fast. Especially if they see the 

willingness in you. If you are going after something. You work much longer hours, everything is way 

more intense. Basically, most of my knowledge I got from there. And then it was really good that I 

came over and have been mostly working with Ida. She actually is one of the most competent 

persons, if she has time to explain. She has a really good way to explain thigs. I have been working 

with her. I came to replace someone who resigned. We had one or two weeks together, she was 

also very good, she also explained a lot. I am a person who would observe a lot. Whenever I was 

working with Ida, I would just listen what she would say to the gest, the way she would approach 

people. Some people, actually a lot of people, if we talk on the phone say that they sometimes 

cannot make the difference. I am very much a copy cat. It is not just in the job. If I am with someone, 

who is sad or negative, I will mirror it. That is why it is important to me, the people around me to be 

positive and energetic, because I can go really down.  

E: Did you have any other training? Was there any structure? Or was it just learning by doing? 

S6: Learning b doing. 

E: And did it work well for you, in your opinion? 

S6: Although there is a lot happening at night time, it still is a bit slower than in the day time. 

Happening wise. It was a good base to learn. 

E: Why are you interested at all in hospitality industry? What attracts you? 

S6: I think my skills are good. Even if it wouldn’t be hospitality, if I change eventually it has to be 

with people. I think that is what I am good at and that is what I have to do. I would go crazy if I would 

have to sit in front of computer and not talk to anyone. Just computer. 

E: Do you see your future working in reception? 

S6: No. 
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E: Do you have any ideas what you would like to do? 

S6: It is good and bad, because I go with the flow most of the time. When there is a new opportunity 

I can easily grab it, but in the same time I can get very like: ’Something is happening eventually’. I 

am not going for it that much, so I think I should take it more into my hands. At the moment it is 

very comfortable. At the night time we are very spoiled with the schedule. I will never ever will have 

seven days off. Then again, when I think about how long I have been there… It is not healthy. I have 

never been living so long in the same place. Ok, now I changed [apartment] from Odense to 

Copenhagen, but I have the feeling that I am kind of stuck everywhere, in work, in the place I have 

been living, in the face I am in. It is constant, there is no step ahead. 

E How do you feel at Petri? Are you happy? 

S6: It depends on the day. Sometimes I can get really, really, really frustrated. That also shows, it is 

so obvious. I am not very good in hiding my feelings. I don’t even want to hide my feelings, so if I am 

frustrated or I am upset, people would notice, but the guest would not feel it. Sometimes if it is not 

colleague related, it shouldn’t come out. But I am most of the time alright, fine with where I am at 

the moment. Of course, I do believe that there is a very necessary room for a change. 

E: Is it for you personally or for the hotel? 

S6: For me, because it is not healthy to be in the same position, the same place. It is just not happy. 

You need changes in your life. I need changes in my life.  

E: Do you have any challenges at work? 

S6: There is always something interesting coming up. We all know the challenges of the building. 

And then again there is always here and there appearing a special guest. Challenges can also appear 

in new rules from the management or from the government. Right now we might have to change 

the 7-7 (schedule of seven days working, 7 days free). Not right now, but in the future, it seems like. 

And that is a huge challenge, because that can be a deal breaker.  

E: How about communication at work? 

S6: It is horrible. There is no communication. At a certain level there is. I do believe in the Front 

Office level there is quite ok communication, I think. But with the departments it is really bad.  

E: Any other challenges you can come up with? 
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S6: Not really, I think we are good. Otherwise we are pretty good. 

E: Speaking of SKT.PETRI as a hotel and being a part of NC, does it mean anything to you that it is a 

part of a bigger chain and how important it is to you? 

S6: I felt it in IHG. Definitely. Probably it is also because f the Scandinavian laid back way of 

approaching life, it makes less structured and less visible that we a r a part of something else. You 

can of course feel it, you can feel much more NC than the Fist hotels, because it is Peter Stordalen 

pays much more attention to it. He tries to make events and happenings and social and charity and 

he is paying attention to that side, but you don’t feel that you are, probably because ewe re an 

independent hotel, so it is a bit trickier, because we have our own identity and our own way of 

working. If you would go to Clarion, there is much more structure and the way you do things, what 

you are allowed and not allowed to. Here I think it is a bit more free, but then again it is a bit trickier 

to control. You can feel it in certain level, but you don’t feel that this is how it is because we are NC. 

E: Do you feel that you are representing NC, when working there? 

S6: No. 

E: Talking about the management, do you feel supported by the management and how important 

is the support you? 

S6: Depends on the person. Depends on the manager. I have some people I could come at any time. 

And then there are managers who are… Tom, he is very strong, all respect for him. The way he does 

his things, the way he would listen, the way he would react, he would give time to everything, 

although he is super busy. That is absolutely fabulous. I am not really working directly together with 

the rest of the management. So I don’t necessarily know it, but I would not feel very comfortable 

with approaching people with different problems. There are some people in the management that 

I would trust 100%, but then there are some I don’t know. It is the real deal, when someone does 

not look over you, but gives you a chance and listen. They make you feel appreciated. 

E: You are Hungarian/Romanian, right? Not being a Dane, how is it for you to work in a Danish 

environment? Having Danish colleagues… 

S6: I dint feel pressure related to where I am working at, until NC. Then it was: ‘We are Scandinavian, 

we have to speak Scandinavian’. We were having a supervisor meeting, Ida was talking in English. 



147 
 

Thanks God it was not because of me, but because Maj cannot understand her Swedish. Jesper came 

in and he was like: ‘Why are you speaking in English?’ And then he looked at me. And then Ida said: 

‘It is because Maj doesn’t understand my Swedish’. It would have been really embarrassing [if it was 

because of me] and he even said that we have to keep the culture. To be honest, Danes don’t give 

service, they have no clue of service. I don’t know, why he is pressuring, it is hilarious, it makes no 

sense. Of course, I understand, if a really old Danish couple comes in, they would not feel 

comfortable speaking English, but the rest, definitely not.  

E: Do you feel that there is something very specific to Danish culture at work, the way Danes work 

that maybe is different? As you have international experience… 

S6: I think it is the independency. The free hand, the trust, although that they have a supervisor, a 

manager, you can still decide things and they will back you up and that is very unique to the culture. 

Also, the laid back style. For example, with this haircut (Amy has very short hair, shaved on one 

side), I would not be able to work anywhere in the Emirates. I had a comment on my hair on my 

arms in Abu Dhabi that it is unhygienic. It was a not direct, but the comment came from the 

manager. The duty manager told: ‘By the way…’. It has never happened here. I was actually curious 

the first time I got this haircut, I met Jesper and put him in a situation, where he could say something, 

but he said nothing. In the First hotels people were allowed to show their personality. There were 

no restrictions. It was easier, everything was more relaxing than now. Right now we start to get 

more rules here and there. Before it was not square, but it is getting a bit more. It is hard to accept, 

when you are used t something else.  

E: Speaking of culture, when it comes to the guests, have you noticed any patterns for people, that 

they are behaving differently and that it is challenging? 

S6: We have a huge change when we changed from First to NC, but it is normal. We get way more 

Scandinavians than before. Because of the price range we get way more people with high 

expectations. That in itself is fine, but having an old building as it is, those expectations cannot 

always get matched with reality. Sometimes it is a challenge because of that. There is a big difference 

between the people we used to have, but I cannot put a finger on what is different, it is just different 

type. 

E: I actually have only two questions left. Can you describe me what a good day for you at work is? 
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S6: Personally? When I get my favourite regulars and my favourite colleagues. And I get to a chance 

to flirt around. It is all about people. It could be the worst day, but if you are working with the right 

people and if you meet nice guests, it can bring it up again. It can be really bad happenings, like 

pipes braking, whatever happens, but then if you get some good vibes and energy, the whole thing 

just gets overwritten. 

E: And then the opposite? What would be a bad day for you? 

S6: Annoying guests with annoying colleagues. When you want to communicate something, and it 

is not going through and getting complications out of it with guests and everything. That is super 

frustrating. Because that is avoidable. It is super annoying. I just want to shoot myself.  

E: Why do you think communication is not going through sometimes? 

S6: I don’t know, it could be distractions. It is either distraction from the side, from the person who 

should communicate and would not say it direct and make it around instead of direct, or forget to 

say it, or from the other side not being heard. You hear what you want to hear. Or you don’t even 

hear it. Somehow the channels are getting blocked somewhere. 

Interview 9 

Interviewee: S7 
Position: Night Manager/assistant of FO manager 
Age: 32 
Nationality: Danish 
 

E: What is important to you when you are looking for a job? 

S7: For me, when I am looking for a job it is important for me that it is giving me an opportunity to 

develop myself and also to continue with the work that I do like and also do think what my skills are 

appropriate. There is no meaning looking for a job as a receptionist, I would hate myself. But at the 

same time, if I am looking for a job at certain hotels as an FO manager or Rooms Division Manager I 

would not feel that what I have and what I bring is enough. So that is one thing. Obviously, I have 

travelled the whole world, so it is not a matter of location, though now I should be here, but then 

as well when I am at an interview, then it is for me as well the feeling that this is the place, where I 

would fit. Am I gonna have an interview with a person where I am feeling that this is a mismatch, 
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then I rather just want to leave from there. It has happened to me before that I did not feel it, I 

didn’t see growth in it. 

E: When you had the interview with Ida (Front Office Manager at SKT.PETRI), how was it? 

S7: I had the interview with Ida and with Marius (previous Might Manager). So, I actually applied for 

a Night Supervisor not the Manager position. They called me back and told me, that they can match 

the salary you are getting now, but with your skill set and everything, we think that this is the 

position you should get.  

E: So, they gave you more than you actually asked for! 

S7: Yes, they gave me more than I applied for. 

E: Why are you interested in a job within the hotel industry? 

S7: I am probably the wrong person to ask as I am trying to get out of it. What I like in the hotel 

industry is that you have both, the possibility for you to do the administrative part and still be 

working with people every day. You have the opportunity to make a difference for the people. That 

is why I chose to work in FO rather than certain other department. It is about people dealing with 

people and that is what I do like about it.  

E: You do have an education within the industry, right? How import is it to have an education? 

S7: I think it is worthless.  

E: Why so? 

S7: Because it doesn’t make a difference. Do you know who has a degree in reception? 

E: I think everyone there has some kind of a degree related to the industry.  

S7: I don’t consider receptionist’s education as education. I don’t think it makes a difference. When 

I need to hire someone, I don’t look for their education.  

E: Do you think it is something industry specific? 

S7: Yes, I think it is industry specific, because at the end, does it really matter?  

E: then what is more important than the education? 
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S7: The attitude. If you want to work for Starwood, their hiring policy is to hire for attitude and train 

for skill. If you have the right attitude… Nothing that we do is a rocket science. It is the industry of 

dumb people. You can be taught anything, if you have the right attitude, but if you don’t have the 

right attitude…  

E: How long have you been with SKT.PETRI? 

S7: Since February last year.  

E: Do you remember the first days at the hotel? How was the training process and onboarding? 

S7: When I first started I still had to finish up at my old work. Because we had one week off, I started 

full time, despite I still was somewhere else. So, what happened, is that there was the Cenium 

training (Cenium is the hotel management system used at SKT.PETRI). In the morning I had Cenium 

training and then I was going to my other work afterwards. That happened for five days. To be 

honest, I didn’t understand anything, because Cenium training was for people who already knew 

the system. It was with the entire team, I was lost. After that I was supposed to have a month of 

training. I was given 6 days, don’t ask me why. I had one week of Cenium training and one week of 

actual training. I had to learn a lot of things on my own. When I had my development talk, I asked 

Ida to come in earlier, so I see her and that when I have questions I could ask her. It hasn’t happened 

yet. She told me it will happen, but it hasn’t. I don’t think I got a lot of training. 

E: Were you happy with the training? 

S7: It was nice, but the thing for me is that, I worked together with people who knew the system 

very well. Training doesn’t end with the first weeks. I had people who knew, who were there and 

who supported me.  

E: what about onboarding process? 

S7: I don’t think there was any. I got a contract and a handover and that was it.  

E: How important it is to you to be a part of Nordic Choice Hotels? 

S7: I couldn’t care less. 

E: Why not? 

S7: The hotel doesn’t care. The hotel doesn’t have policies.  
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E: So basically, you don’t feel that you working for Nordic Choice? 

S7: There are no guidelines. I don’t really 100% know NC. I never have been told about the other 

hotels in Copenhagen, I figured it out. There is no bonding between the hotels in Copenhagen. I still 

think I know SPG (Starwood’s program) better than this, because I was brainwashed, I was sat down 

and taught.  

E: So, basically, you don’t identify with NC? 

S7: I do somehow, but more because we have an owner that is so special in it. In that way, I do think 

that there is something. We are an independent hotel, ok there is the loyalty program, but then 

there is the other one and no one really cares about it. Day team gets some competition sometimes, 

but we don’t do it, because we cannot as we don’t have enough people checking in at night. Do I 

really know what it stands for? No. I have been asking for it. I asked Elsa, if we can get a training for 

it. It didn’t happen.  

E: What is the identity of SKT.PETRI? 

S7: SKT.PETRI is SKT.PETRI. It is a brand more than anything else. They did some good branding, 

though I think that perception of the hotel doesn’t live up to what it now. That is both, perception 

of the staff and from the guests. We are trying to be something that we are not.  

E: What are we trying to be? 

S7: We are trying to be this hip hotel, yet not as hip as it could be. We are not allowing for parties, 

we are not allowing more than 2 people in our suites. We are not allowing for a lot of things. But 

still the staff is expected to live up to it all. It used to this hotel with a great bar that we decided to 

stop. it was too loud, but there is an easy fix, putting in proper glass. The guests are paying premium 

prices, but there Is not enough staff.  

E: What do you mean by ‘not enough’? 

S7: There are not enough positions, there is not enough management and we are not trained 

enough. I think for what we want, there should be Guest Relations. We don’t have anyone who 

would try to figure out what the regular guests want. There is no one doing that, no one who cares 

about it enough. 

E: How would you describe your role at the hotel? 
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S7: it depends a lot. I mean, I have a role indicated b my title. That is one way to look at it. If you ask 

Ida, I am her assistant and the one saying what she doesn’t say. But I never see her. Though that is 

what is in my job description. But that is not how I look at it. I see myself more as having an individual 

role. There is the night team and the day team and there is nothing bonding us in any way. We work 

like two separate units. My team is running quite good. We do have some problems, but it is nothing 

that anyone from outside would ever notice. We have fun working with each other. We look at 

things very different, but we get along very well together. We come into agreement together, we 

compliment each other.  

E: Would you like it to be different between night and day teams? You said that they are working as 

two separate units… 

S7: I would like day team to understand what night team is doing more. 

E: How could it be achieved? 

S7: We tried, everyone from a day team had to take a night shift. But then again, it was in a period 

when there was nothing to do. We still have people from the day team that are telling the guests 

that they can check out at 4 o’clock, but the cannot, because here is a ‘night run’4. There are still 

some people that come in at work in the morning and complain about things not being done, but 

then again, we also take over day team, when everything is not always done. Whenever it is busy 

during the day time, they get more people in, but it does not happen at night. We are always two 

of us. I think that it should be a part of the training and that day team should understand that it is 

not like many other hotels, where they sit and play on computers all night long. Of course, there are 

some easier nights.  

E: are you happy at work? 

S7: I mean, not considering the last week and that I am also looking for something else, but that is 

because I have learned what I could and development wise there is nothing further I can learn. If 

they would ask me, if I wanted to be a Front Office manager, I wouldn’t take the position. 

E: Because there is no more development for you or because it is at SKT.PETRI? 

                                                           
4 When the system goes down and prepares for a new day for an hour 
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S7: Because it is at SKT.PETRI. I do think that it is necessary to have one. There are things that have 

not been announced yet. Ida is going to be a Hotel Manager soon and there is no going to be FO 

manager. They have a solution. I do not agree to it, I do not like the way management is working. 

E: Why? Is there anything specific? 

S7: I do not agree with a lot of things that Ida is doing, the way Jesper is thinking, the way Tom is 

thinking. He does not communicate his decisions that affect other departments. There are a lot of 

mistakes, the communication is bad. I sent an important file to Tom, but I didn’t know that he is on 

vacation and that he cannot see it. He is not there as nights, so I don’t see him. How am I supposed 

to know? The e-mail never bounced back. 

E: What in your opinion is the most meaningful about your job? 

S7: For me it is the people I work with 

E: What are the challenges you face at work? 

S7: One thing is communication, it is not there. Between departments, internally in our department 

too. Some things are taken for granted that for us are not. 

E: Do you have any other challenges except communication? 

S7: I think it is more difficult for us not seeing people we are communicating with.  

E: Anything else? 

S7: Yes, it is challenging to live a normal life, when working at a night time.  

E: How important to you is the support from the management? 

S7: It is very important. It comes in many ways.  

E: Do you feel the support from the management? 

S7: Yes and no. Ida is very supportive in a lot of things, but it ends there. When you talk with her, 

everything is beautiful, but it ends there.  

E: What motivates you to keep working at a hotel? 

S7: To be honest, I don’t really know what else I would be doing. I like the people I get to work with. 

I like a job, where you work with people. 
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E: What is a good day at work for you? 

S7: A good day is, when you have a feeling that what you are doing has been good. Where you get 

a good welcome of it. When you are ready for what you have to do. When you get to learn 

something new. It also depends on yourself. I do believe that in this field you can always learn 

something new, if you put your time in it.  

E: What would be a bad day at work for you? 

S7: Not knowing what is happening and a day when you are cleaning up everyone else’s mess.  

Interview 10 

Interviewee: R1 
Position: Receptionist 
Age: 28 
Nationality: Dutch 
 

E: What is important to you whenever you are looking for a job? 

R1: What is important for me is that there is a challenge, something you can work on, not just that 

you are standing or sitting at work, that is pretty brainless like conveyer work, like robots. Our work 

is a lot of interaction with the guests and I think that it is very nice, because it makes the work very 

dynamic and I mean of course you have the better days and the days with bad complaints and it 

also makes it challenging. Learning from a new situation. I think what is important, of course you 

cannot notice from the beginning, that you have a good team dynamic. That you work well in a 

team. 

E: Is there anything that you think could lead you on about it during the interview or before that will 

give you the signs that it will be challenging, meaningful, good team dynamics? 

R1: It is difficult to find out how the team dynamic is, but you can read some corporate information, 

you can gather some information. And what I always do before the job interview is that I look what 

their vision and mission is, does it align with what I want to do and how can I contribute to that. 

Most companies have their vision and mission on their website with goals they want to reach. It Is 

not always easy to find, but it is always something that you can ask the person that you have the 

interview with. maybe also beforehand to prepare, otherwise during the interview. 
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E: Do you remember your interview? How did it go? 

R1: The last one? 

E: Yes 

R1: That was with Ida. It was a little bit special, because I already knew Louise. I was looking for a 

job and Louise contacted me by asking, if I am still looking for a job and I said: ‘Yes, I am’. So she 

gave me Ida’s contact information and I sent her my CV and then we had a Skype interview, basically, 

where we just talked about the hotel, about the job and about me. And in the interview she said 

that she cannot say anything yet, but that I can start looking for tickets, because I was still living in 

Amsterdam.  

E: So it was during the interview, kind of a hint. 

R1: Yes. Two hours later it was like: ‘Congratulations. You are a part of a team’. Few days later I left. 

On Sunday 

E: How long have you been with SKT.PETRI? 

R1: Almost one year 

E: You know that SKT.PETRI is a part of NCH. What does it mean to you? The chain in general 

R1: I think what is really nice is that their parties, yearly party they have one for management and 

one for non-management. Last year we went to Malmo, it was really nice. It was not always very 

easy to follow, because it was all in Norwegian and it is quite difficult to understand, but you know 

you could walk around and look at vendors and try all kinds of drinks and food. There was dancing 

and all kinds of fun, that is very nice. So, I think it is nice that they don’t only do it for management, 

because for management it is also with meetings and stuff, but they also update their non-

management staff and what is going on in the chain. That is really nice. And of course, you have the 

staff benefits where you can stay at the hotels for staff rate, not always easy to book, but still, I have 

done it few times now, which is nice. Hopefully they will expand in Denmark. I think they take quite 

a good care of their staff. And I know that they have this management program. It is really good for 

people that are ambitious and want to go higher up. I have seen people coming from other NCH, so 

it might even also be easy to move from one hotel to another.  
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E: How about your first days at the hotel, do you remember how was the training, was there any 

and was it enough_ 

R1: They were desparate for people. So it was just: ‘Welcome, there you go, check in and check out’ 

E: Already on your first day? 

R1: There was no staff to proper train me. It was a new system for me, but all the basics are the 

same, so it was just the shortcuts. Ida knows it, she apologized for it, but there was no other option 

to do it. But now I am training people.  

E: It worked out pretty well. So basically, training was non-existent, when you started. 

R1: Yes. I was also talking to Ida during my progress interview that we need more training. For 

example, I would like us to have training with Marie, who is the head of NCC, to get more 

information about NCC, also because we have so many new people, it might be nice to have more 

information. And also G & Suites, where I worked before together with Louise, we had this team 

building. I know that they are working on something, but I don’t know what. It is difficult to plan, 

especially at a hotel like this, where we have so many people and we need to find replacements. 

But we did this assignment, where you get some information for setting up a hotel and you need to 

point positions for all the people. So one is a GM, one is Housekeeping Manager and one is 

Marketing Manager. It actually is quite interesting, where you get assignments and the top 

management gives you messages during the day. All of a sudden something happens and then you 

have to deal with it. It is very interesting to see what reactions are. We were four or five people and 

then we had Louise and a training person. They appointed me as a GM of the hotel and then they 

fired me. But I already knew that, because I was a management trainee there in G & Suites, so I 

already knew about the program, that they will do a surprise. Then they fired me to see what would 

happen. I had to sit aside and watch. I think an assignment like this would be very fun to our team. 

It doesn’t need to be the same, but it is more like team building, get to know each other, what are 

your strengths, what are you good at, what can we use you for. And what are your preferences, 

what do you want to work with. we don’t talk about this at work. I think a training like that would 

be nice and something with NCC. 

E: How would you describe your role at the hotel? 
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R1: My official title is Guest Relations Coordinator. I also have some supervisor shifts, but I am not 

going to be a supervisor yet, because I want to finish my Danish classes. Ida offered me to be in a 

running for a supervisor, I said that I would like to be a supervisor and she said that of course she 

would consider me, but that would mean that I would not be able to go to my Danish classes. So, I 

said that I wold like to finish my Danish classes first and there will be another opportunity, for my 

carrier, for me staying in Denmark, I need Danish. I am happy with what is going on right now. I am 

taking supervisor’s shifts because we don’t have one at the moment. We will have to see what 

happens. I have Loopon and Tripadvisor, sometimes it is nice to have back office shifts, where you 

can focus on that. Ida also told me that, if I became a supervisor I would lose that as supervisors 

don’t have time for that. Then we would have to find someone else who would help with the 

reviews. Usually when you say something they do listen to you. 

E: Who are they? 

R1: Ida. If there is something going on and you don’t understand why. Because sometimes the 

communication is not that good. 

E: How important is the support by the management for you? 

R1: I think it is very important, because when you do a compensation of 20%, for example, it is a 

decision, where you take ownership of the situation and, if the management asks why you did it, 

you should’t do that, then you don’t feel like you are good at your job anymore. So far I have 

experienced that, when I make a decision management is behind me. But I know, when someone 

else has made a decision, the management is not always behind it. I haven’t experienced it yet. 

E: How would you describe the environment at work? Are you happy? 

R1: Generally, it is pretty good. I must say that we have had a lot of changes, we have young staff. 

E: Young or new? 

R1: New and young. That makes it a bit challenging, because they don’t take the ownership of 

situations, they don’t know what to do, because they don’t have the experience yet. On a busy day 

that can be a bit difficult and frustrating sometimes. Other days we have a very strong team, and 

everyone knows what to do and it goes smooth. So it depends on with whom you are working with. 

Generally, I think that everything goes well in our reception team. It also depends who is working in 
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other departments. Sometimes in the restaurant it is very difficult, because they are not answering 

the phone, or the bell captains are not answering the phone.  

E: What are the challenges you are facing at work, besides communication? 

R1: Interdepartmental communication. 

E: Any other challenges? 

R1: A working printer (laughs).  

E: Anything else? Anything that makes you frustrated? 

R1: When you ask someone to do something and they don’t do it.  

E: Does it happen often? 

R1: Yes. That is with specific people.  

E: About carrier opportunities, how is it? 

R1: I want to become a supervisor and then a Front Office Manager. I don’t know, if it will ever 

happen at this hotel, I don’t think that Ida will ever leave. 

E: But you know what you want? 

R1: Yes. I think it is nice to have a Monday to Friday job. As a Front Office manager you are off during 

the weekends. But I think that the management at the hotel has so much on their plate now. I think 

it is a beautiful hotel, the days are very dynamic, very different. I am not sure if I would want to stay 

working at a big hotel. G & Suites was a smaller hotel, 80 rooms. Then the team is smaller too and 

you know more people, also from other departments and you know the names. If you have a smaller 

hotel, you have tasks that you don’t have at a big hotel and it makes the work more dynamic. I am 

happy where I am now. 

E: what in your opinion is the most meaningful about your job? 

R1: To ensure that the guests have a good experience, that they are happy. 

E: What inspires you to do well? 

R1: To get a feedback that you are doing a good job. From management and from the guests. 

Whenever there is a name drop.  
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E: Can you describe what a good day for you at work is? 

R1: A good day is when all the rooms are clean in good time, when people have checked out in time, 

people are happy, guests are happy. Operational wise everything goes smoothly, communication 

goes well. It doesn’t necessarily need to be a quiet day, it can be really busy, but just that everything 

runs well, and everything is done as it should be, and everyone knows what to do. 

E: What would a bad day at work look for you? 

R1: When people don’t do their jobs, don’t listen, don’t answer your questions or ignore.  

Interview 11 

Interviewee: R2 
Position: Receptionist 
Age: 21 
Nationality: Danish 
 

E: When you are looking for a job what is important to you? 

R2: I guess, of course the things I have to do at a job. I guess I like service, because I have been a 

waiter before, it is a lot about service. Of course, I want my colleagues to be nice, but I think it is 

more about actually doing the job, because I don’t have to be friends with my colleagues as long as 

we can work together and be professional. Of course, I also want good payment. I guess if it was a 

work I really liked I would go a bit lower, but I wouldn’t push myself too hard for something that 

wouldn’t be a benefit for me. I think it is a hard question, to be honest.  

E: How do you decide that this is a job for you? 

R2: What I was searching for, was this luxury feeling, because I wanted to be at one of the best 

hotels. And I know that SKT.PETRI is one of the best hotels. I would say in Denmark, so I talked to 

Ida and she just explained it to me and I think if you have a good job interview, if you like the one 

you are talking to and hear about the place in a positive way, you like the place you see, then I think 

it is attractive. 

E: Do you remember the interview? How was it? 

R2: I had a week of praktik before coming as an intern. I was more down at the concierge. We only 

talked for five minutes, because I was interviewing for a week only. But then actually she liked me 
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so much during the week and she said that they would have internship in April or May. But didn’t 

finish school until June and she said that it is fine, and they will wait for me. I think either there were 

no applicants, or they were so bad… She liked that I was smiling and wasn’t shy around guests. She 

didn’t interview me for the internship, because she already knew me. 

E: When did you start working at Petri? 

R2: June 19, actually today it is the end of the trial of three months. I have an internship contract, it 

is a contract with school. No one keeps anyone after three months, it is a big loss to them.  

E: Speaking of school, in your opinion, how important it is to have a relevant education to work in 

Front Desk? 

R2: To be honest I don’t think it is important at all. Because I know there are many employees that 

don’t have education, because they have been working longer than me and know the system better 

than me. I think the whole thing with the education that if you can work at it, why do you need to 

go to school, because there is no reason to learn it at school, if I can actually do the job. I did take 

education, because I did want to work at a hotel, but I also wanted an easy education, because I 

don’t like to go to school. I feel like it is a need in Denmark, I feel like it is a stupid need 

E: Do you think it gives you any advantages? 

R2: Bigger pay and if they have applicants who don’t have an education and me, they would 

probably prefer me. But I think the advantages are bigger in other educations than they are in this 

one. There are so many people working with no education in Front Desk. 

E: So it is not that important to you, but you still decided to go for it? 

R2: I just still that the whole system in Denmark is better than in other countries, but you still kinda 

need like a base. I do thing I could have gone without ne, but it is better to have a plan B. Because I 

don’t like school, I just wanted an education to kinda get it over with and then work for the rest of 

my life, but still feel secure, so I don’t have to think about it.  

E: SKT.PETRI is a part of NC. What does it mean to you that it is a part of NC? 

R2: There are the members, so I get points. I think for me personally that is the only thing it means, 

I know it means something to the customers. But it is just the points the only thing it means to me 
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E: How about the future possibilities? Do you see any advantages? 

R2: I think, if I wanted to work for another hotel it wouldn’t be in the North. Because I would go to 

another country. I haven’t thought about that. If I want to go out of Denmark, I don’t want to go to 

Sweden or something, I want to go to a warmer place.  

E: When you started at SKT.PETRI, can you tell me how your first days were? 

R2: They were quite chaotic. Looking back at it, they really didn’t have time to teach me things. Of 

course, they had sometimes, but it is kinda also better to be in it. The whole first month I had a 

migraine headache. I was so stressed, I felt that this is never going to be better. I felt stupid, because 

I couldn’t do anything. Which is a lot better now, when I know the system I can actually help people. 

I feel like my first day I just had to stand behind the desk and if someone asked me anything I was 

like: ’I don’t know’. I didn’t tell them that, but you know I couldn’t do anything. I do think it would 

just help at least 1 or 2 hours before going out in the front, just the basics. Afterwards they had all 

the training on the computer, I felt like the way they do it, should be considered. I had no clue what 

they were doing, it was too fast. I couldn’t remember. 

E: So, how was your training? 

R2: Well, I loved Elsa. She was really good. The others weren’t too good. I know that Sebastiaan was 

over it, and I could feel that he didn’t want to do it. He wasn’t rude or anything. I could just feel it. 

But then Elsa had to go on a vacation and then it stopped the whole thing and the list was never 

completed. Sophie two weeks ago took me and Maria in the back because we had a lot of time and 

we went through the list. It is hard, also because people learn differently. I think, when they are 

showing things, they should be better at giving the keyboard to you, I just didn’t have it in my fingers. 

So, they showed me, but I wanted to do it myself. 

E: How do you feel at work now? 

R2: My mom asked me the other day how do I feel at work. Well sometimes I love it, sometimes it 

is just stressful. She was like: ‘Well, that is a job’. That is true. I do think that sometimes it is a bit too 

stressful. I also don’t like it when nothing is happening. So, I think it is a good combination. I do think 

when I am in education, I would like to try something new, but that is just me, who cannot sit in ne 

place. But I think I will be happy with it for the next two years. 



162 
 

E: What inspires you to do a good job? What makes you to perform better? 

R2: To be honest, if I would get fired, it would look so bad. I wouldn’t be able to get another good 

job. If you want to go higher and be a boss, you have to put in effort to show your colleagues and 

your bosses that you could do something extra, that you can have some responsibility, unless you 

just want to get stuck in the front desk.  

E: What motivates you, what makes you to do a good job, besides the fear of getting fired? Some 

benefits, maybe? 

R2: The upgrades and the NCC members are a good idea, but I don’t think it makes me do a better 

job, it just makes me get benefits. I like to show with whom I work with that I know what I do, I think 

if you like your job that is how I would feel. If I didn’t like it, I wouldn’t care. It is because I want to 

do something with it and I want to work my way up. But of course, colleagues that can help each 

other are always motivational, I think. 

E: Are there any challenges you are facing at work? 

R2: I feel like every day. But that is just how the job is, there is something that I don’t know how to 

do. When I first started I told myself that I cannot have one perfect day, you have to ask something 

every single day. That was kind of a personal challenge. I have challenges every single day, people 

ask me something and I have to figure it out. I don’t know, if there is anything else. 

E: That makes perfect sense. Do you feel supported by the management? And how important the 

management support is to you? 

R2: There was this one time, when Ida took me to side. I like Ida, she is always on our side. But some 

of the supervisors noticed that I forgot to do tokens. There were some problems with the credit card 

payments. And also, apparently there were some American guests and I told them that the room 

was not ready yet. You have to be very, very kind to Americans, because they thought that I was 

kinda rude. Even though I was just telling them. But then Ida came to me and told me. I thought, 

couldn’t the supervisor on duty just poke me and tell me. Why did it have to go one step higher? 

Why couldn’t you just tell me? Of course, they could tell Ida, I was just like, why not to tell me when 

I do it. I am not stealing money or something, I am not gonna get mad r anything, I am just going to 

improve, I know that I am making a mistake.  
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E: I forgot to ask you earlier, but why are you interested in the hospitality industry in general? 

R2: I think I am actually on both sides, because I like that there are different people every day, 

different things you have to deal with. But also, sometimes my temper is kinda short, because I just 

don’t want to talk to anyone, because it is too much. I do think that it is so many different things 

you have to do. But I also think that in the future something in the back office or booking department 

would be more attractive job.  

E: What is the most meaningful for you about your job? 

R2: I think that is making people’s holiday good. When people tell me that they have a wonderful 

holiday that is just nice to hear that I could make their stay better.  

E: Have you ever worked somewhere abroad or just in Denmark? 

R2: Well, my mom’s friends had a café in England. In total I had, I think eight shifts or something. It 

was not a real job, but I was over there I was doing dishes or something.  

E: I wanted to ask you about the working culture in Denmark. Do you think there is something 

specific to a Danish working culture? 

R2: I think it is hard to say, when you haven’t experienced something else. Maybe you would know 

better.  

E: If you had to describe the working culture here. How would you describe it? 

R2: I think we care a lot about the environment. I really think it depends were you work. Some 

people are really hard working, but some are not. I don’t feel like there is any hierarchy. And I also 

feel like, if I am making a mistake, even though it is a big one, it is still going to be ok. We are quite 

friendly in Denmark.  

E: How about the international guests? Have you ever had any problems with people from different 

countries? 

R2: Now I am focused on being even more polite to people that are not from Denmark. We talked 

about the American ones, you just have to be too sweet to them that you are almost like: ‘Ergh, I 

cannot take it’. I know that I had a teacher telling me, where there was a guest, where he wouldn’t 
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talk to a lady, because he just couldn’t. I think that is the only thing were my limit would be. People 

are very different; some people just want to argue about everything. It is just their sad life. 

E: Do you have any tough cases, examples with challenging guests? 

R2: There have been quite a few. I think I am quite good with, even though they yell at me, I am 

polite, and I am quite good with letting it go. There was one time this guy, he just came in yelling, 

he literally kind of screamed in reception: ‘Why is there construction outside?’. I had to calm him 

down and like promise him a room on the top floor facing the courtyard, but I also said: ‘If you want 

to go to another hotel…’. But I feel like sometimes, if there is one problem we cannot solve it, all of 

a sudden there are 5 problems with the same guest. 

E: Can you describe what a good day for you at work is? 

R2: I think when there is not too much to do but I also don’t want to stand and do nothing, that is 

even worse. Of course, you always have your favorite employees. If they are working, it is good. Jut 

in general, if people help each other. Sometimes when you ask your colleague something, they kinda 

like don’t answer and you are with a guest [I feel like:] ‘Can you please help me here?’ 

E: Does it happen a lot? 

R2: Not really, but I think just once in a while, it is because they are focused on something else. If 

there is nothing that I don’t know how to do, it is also a good day, if I feel that I have everything 

under control, if I don’t have to ask too many questions, because that means that I know how to do 

it, not that it is something bad. And also, when the concierge asks me to go down there to get some 

fresh air. I sometimes feel that supervisor is feeling bad about asking me, because they just keep 

sending me down. 

E: And then the opposite, what is a bad day for you at work? 

R2: To be honest, if there is bad food in the canteen. I feel like you really want to eat something 

good to get energy, so if you don’t like the food… Of course, you don’t want to have too many 

complaining guests, it is nice if people come and give you a praise. And also, if I have to ask too many 

questions. It is not that it is going to make my day bad. It is not gonna make my day bad, also I can 

learn from it, but I just feel like sometimes it is annoying for me and the other person. When I just 

don’t know how to do it, not in a bad way. 
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E: Do you ever feel any negative reaction from the others, whenever you ask a question? 

R2: No, no, it is just in your own head, when you are asking something for the fifth time. It is just 

your own head.  

Interview 12 

Interviewee: R3 
Position: Receptionist 
Age: 22 
Nationality: Danish 
 

E: How long have you worked for SKT.PETRI? 

R3: In November it will be 2 years, around 1,5 years now 

E: Do you remember, how your interview was 2 years ago? 

R3: It was nice. It was with Ida. We were in one of the conference rooms, we were talking. She was 

asking me, why I wanted to work at a hotel, what my goal was for this job, what I was doing and 

what my experience was. So, it was nice and calm. Then I got a shift, a trial. 

E: When you are looking for a job, what is important to you? 

R3: That it is something relevant for my future, that it is in the hotel business, because I want to stay 

in the hotel business, so as relevant as possible. And also, the social part, the staff, that you can 

work with everyone and there is a nice tone and that it is a professional place, that it is not for fun.  

E: Could you tell right away that was something for you or did you have any doubts? How did you 

feel? 

R3: I felt it fit me really good, because I like business hotels, I don’t like leisure hotels too much, 

because of too many kids. I didn’t know, what SKT.PETRI was before I applied, I had never heard 

about it. When I came in, it looked fancy and professional, I liked it. I heard that it was a really big 

hotel here in Copenhagen. 

E: Did you do some research before you went to the interview? 
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R3: Yes, a little bit about the restaurants, because we have a concierge in reception, so they said, 

that it would be something relevant for my interview to know about Copenhagen, so I researched a 

little bit about that.  

E: Why are you interested in a job in the hotel industry? Why does it attract you? 

R3: I think iti is because you are meeting new people every day. I like to be social and interact with 

other people and also because I want to live in New York and that is a great industry to work in that 

city. There are a lot of opportunities 

E: How important in your opinion is to have an education, when you work in the hotel industry? 

R3: Not that important. It is only important, when you are looking for a job and applying. But when 

I am working, not at all. I can just start a job and just work. I don’t need an education to know what 

to do. They just have to show me the job and I will do it. So, it is not relevant.  

E: So, you think that a job in reception does not require an education, that it is not necessary to have 

one? 

R3: It depends on what you applied for. If you have to write your experience and not what you are 

doing, because there could be someone applying for a job with the right education, but not that 

much experience and don’t know what to do and the one applying with no education, but has been 

in the working field and be better at the job. It is probably me, I have always been like that.  

E: Do you have an education? 

R3: Highschool, currently studying AP degree in Tourism, hospitality and service management, 

international course. 

E: You also mentioned that you didn’t know what SKT.PETRI was, before you applied. But have you 

ever heard about Nordic Choice? 

R3: No, not at all. I was all new in the industry 

E: Now you have worked there for almost two years. Does it mean anything to you? What is Nordic 

Choice to you? 

R3: I had my internship at Clarion. Maybe in the future, if I cannot go to New York right away, I will 

stay in the Nordic Choice, if I apply for a new job. I like the concept of Nordic Choice and the hotels. 
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E: What do you like about it? 

R3: most of them are business hotels and the quality they have, the vision. A lot of focus on 

environment and sustainable practices. That is what I like about NC, after the research about it. 

E: How is it different from other hotel chains. Is it different at all? 

R3: It is more like each hotel is different. It is not like if you go to one hotel and it is the same like in 

another city.  They are good to think outside the box, especially where I have been. 

E: When you started, do you remember your first days at the hotel? 

R3: Yes, I had Ida with me and there was a girl named Isabella, it was her last day. It was a Friday. I 

got a computer and they were showing me some things on a computer and telling the guests that I 

am new and asking whether it is ok that I check them in. I could check people out on my own the 

next day. My second shift was a night shift with Stephen. I remember that one more than my first 

shift. We had water damage. I learned the system when I was working at night. 

E: What do you think about the training process? Was it enough? 

R3: Training was a little unstructured and somehow I was just thrown into everything. But there was 

always someone behind me, which I liked, because I could ask if I needed any help. At night I learned 

how to work with the system and then how to interact with the guests. In the day it was much more 

unstructured. If I had a question, I just asked, otherwise I did whatever I was doing. 

E: How would you describe your role at the hotel? 

R3: I am the one who is there when they need me. 

E: You are a par timer, right? Or what is the correct word for it in English? 

R3: I would say it is ‘substitute’, like I substitute the ones that cannot be there. They call me and 

then most of the times I am there. I don’t think that I have a specific role, I am a receptionist like 

everyone else is and then we help each other.  

E: How do you feel at work? Do you feel happy? 

R3: Yeah, when it is not too stressful. There are some periods of time, when there is not enough 

staff and you cannot give a full service. There is frustration, no time to communicate with others. 
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The only thing you have time for is to run around and stare at your computer. There is not time to 

take 5 second break. Otherwise I like it a lot, it is really nice. 

E: Does it happen a lot, these hectic shifts? 

R3: During the summer time, of course. Lately due to the renovation and new procedures, and new 

staff members, practicing, it has been very hectic. The flow has not been like we were used to. The 

teamwork is not there.  

E: Speaking of challenges, what are the biggest challenges you are facing at work? 

R3: Communicating and the teamwork with the new staff. The tone as well has changed how we 

speak to each other.  

E: In what way? 

R3: Sometimes when you call people, for example housekeeping, about what the stats for a room is 

and you have the guest in front of you, it is already 3 o’clock and they are saying that they don’t 

know and then I have to get another tone on, because the guest is in front of me and I need to know. 

And then they ask me about something else, when I am busy with a guest. So, the teamwork, to 

please the guest what is our goal in the field, is not there. And that is one of the challenges, because 

I cannot see why people do it like this. 

E: Other challenges? 

R3: Not giving the guests a full service, because there is a limit of time. For example, with the bell 

captains, when there are not enough, and the guests have to wait maybe 15 minutes to get their 

suitcases and then they call down. Then we have to run around to find them like a chicken without 

a head. Being understaffed is a challenge and unstructured too. To have time to interact with guests 

is important. It is also a challenge with substitutes, because it is really hard for me to get someone 

to have my shift. There are not so many substitutes.  

E: In your opinion, have there been drastic changes after the renovation? 

R3: Yes. We got all the staff members. After and during the renovation it has been hectic with the 

flows. Oh, and the AC. It is really bad, it has been a very big problem 

E: What do you think could be done differently to overcome challenges? 
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R3: We are trying staff meeting, but we should have them more. We should be aware of what are 

departments are struggling with. We could figure out things as a team together rather than just give 

the information to the boss. People could say what they want to say.  

E: What in your opinion is the most meaningful about your job? 

R3: It is the first step in my carrier, where I want to go. What I learn there, the experience I gain. 

Then of course the people you meet. It is important to me that I can socialize at work, that I don’t 

hate them. 

E: What inspires you to do a good job, to perform well? 

R3: If I don’t do it well, it will hurt my colleagues and the guest, and I like to please people, that is 

what I do. That motivates me to do a good job. I know, if I do a bad jib, if I skip something, it will hit 

me. That is what I think. 

E: Anything else that makes you do a better job than you already do? 

R3: I don’t think that at SKT.PETRI we focus that much on motivation compared to where I have 

been before. We have the star board, it helps people to motivate them especially in jobs as ours, 

when we get something out of it rather than someone just thanking you, because we get that every 

day from the guests. It helps me, if I am mentioned on Loopon by a guest and I can read a comment 

and see what they think about me. Also, if it is a bad comment, maybe I can do something differently 

the next time. If it is only the bad comments, whenever we receive an e-mail from Ida, it does not 

motivate me, when I only get bad comments from the feedback.  

E: How important are benefits to you? 

R3: When I am traveling, it would be nice. For example, when I was in New York I tried to contact 

them, but they said it has to be 14 days in advance to get the discount, so it is a nice thing that you 

are working in a hotel industry to get a discount, when you are finally off and want to relax, and can 

afford it. Also, when you are a student and don’t have enough money, it is meaningful to you, but it 

is not like one of the most important things, why I work at a hotel. Maybe when I get older, it will 

be more important for me. But right now I don’t think about it that much.  

E: How important is the support to you by the management, that they support your decisions? 
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R3: That is actually really important, especially when you feel insecure about your decision and you 

want another opinion about it and the person can back it up or give another way of doing it. It is 

always good to have another vision to a situation. Maybe I only see one side of the situation.  

E: How about the management in the back office? Do you feel their support in any aspect? 

R3: A little from Ida, of course, when she is there. From Jesper, not really, I don’t even notice him, 

because he sits in his office and has a lot of things to do. And Louise, when Ida is not there, and a 

supervisor is in doubt about what to do, it is nice to have her. Mostly, when Ida is there, she is sitting 

in the back office. I feel that she has so many things to do, so sometimes I don’t want to disturb her 

with my questions. She is there for so many hours. Sometimes she is there, but I don’t know, if I can 

ask her, because she has so much to do, you can see it on her face, so I don’t want to disturb her 

with a simple question. But we can always rely on supervisors. And they know what they are doing, 

they are always there to help us. 

E: What is a good day for you at work? 

R3: It is when it is not too slow and not too busy, when things are working, of course you almost 

never experience that everything is working as it should, but when the flow is good, we take care of 

everything without chaotic situations. We have mad guests, but we know how to control it. That is 

a good day. 

E: And then the opposite, what is a bad day for you at work? 

R3: Too many complaints, negative comments all the time during the day, too stressful, not enough 

time to handle it properly. Then there are these sad guests and we don’t have enough time to help 

them. There are other guests waiting in the line… Like last summer, when we got so many 

complaints about AC, where it didn’t work and there were complaints, complaints and complaints. 

In the end you just get enough of it, no positive comments at all. 

Interview 13 

Interviewee: R4 
Position: Receptionist 
Age: 42 
Nationality: Indonesian 
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E: What is important to you when you are looking for a job? 

R4: Good environment, it doesn’t matter what position, but if the colleagues are not good, it is not 

good. Income is ok, but it is happy environment I like to work in, so I am looking forward to go to 

work, that is first. 

E: How long have you worked for SKT.PETRI? 

R4: 4 months 

E: When you started at SKKT.PETRI, could you feel that this is going to be a place that you like? 

R4: The front office manager, she is very pleasant, she is relaxed, she has authority. She is like a 

friend. I like that. Before, when I worked at First hotel, it was like a family there, I loved it, but the 

next one it is so much control, you are not growing, so much control. But here it is good. I like that 

here. 

E: How was your interview? 

R4: It was two or three times, I cannot remember. There was one time with school people. Two 

persons interviewing me at the same time. 

E: So, you are currently studying? 

R4: Yes, hotel school. It is a receptionist’s education. 

E: How important it is to have an education in the hotel industry? 

R4: It is important, but the thing is that I have my education from Indonesia, but it is not recognized 

here, because the standard there and here is not the same. But the good thing is that instead of 2 

and a half years they gave me 1 year and 11 months, so I got a 7 month discount. 

E: In your opinion, is it important to have an education for this kind of job in reception? 

R4: I think so, because we still need to know the formal things.  

E: Why are you interested in a job in hotel industry at all? 

R4: Because it doesn’t feel like working. Every day is different, and I like that. Especially, when there 

are some competitions. 

E: So, you like competition. Is it something that motivates you? 
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R4: Yes 

E: What kind of competition do you mean? 

R4: Anything, one of them is Dubai trip and there is one going on now. It is not prize, it is the idea. 

Maybe I am a very competitive person, so I like that. 

E: Do you remember your first days at SKT.PETRI? 

R4: Yes, it was depressing. You feel like you don’t know much, you cannot help, you are just standing. 

I don’t like feeling that way. After few days then it feels better. It doesn’t feel good when you don’t 

know what you are doing. 

E: How about training? Did you have training at SKT.PETRI? 

R4: Yes, but during that training too you are in front of the guest and the guest can see that you are 

not ready and I don’t like that. 

E: So you didn’t have any back office training? 

R4: No, I was out in the front right away and doing check in and check out the second day. 

E: Were you happy with the training? Was it enough? 

R4: It was very good. I cannot learn everything on the first day, so I ask so many questions. 

E: You know that SKT.PETRI is a part of NCH. Does it mean anything to you? 

R4: It doesn’t really. It is just if I know that the hotel management is good, it doesn’t matter how big 

or small. It is being a part of a good team that I like. 

E: Do you know anything about NC? 

R4: A little bit, I didn’t read that much.  

E: Do you feel that you are working for SKT.PETRI or SKT.PETRI as a Nordic Choice Hotel? 

R4: I don’t think that way. I just work at SKT.PETRI. 

E: How would you describe your role at a hotel? 
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R4: To serve the guest. It doesn’t matter how difficult the guest, but more difficult the guest is, I like 

that, because it gives you challenge. You know, when the guest is bitter, I like to turn that around, I 

like to make them feel different.  

E: Have you had any difficult guests recently? 

R4: Yes, at the end, when they checked out, they were ok. 

E: Can you describe what happened? 

R4:  They were not happy about anything at the hotel. We moved them 4 times. It was a Russian 

family. At the end they said that it is not the standard they want, but that it is something we cannot 

change. They said that they were happy with the service, that it is just the hotel itself they didn’t 

like. They think it needs improvements.  

E: Did something specific happen? 

R4: In the beginning they were not letting you talk, especially the mother and the daughter. I think 

at the end they were embarrassed, because we tried to make them comfortable, so they were very 

sweet. At the end the husband said thank you. At the end they didn’t ask for compensation, I think 

it is just their own standard. I think that it is very demanding culture. I have experienced so much 

from that culture, it is difficult. It happened in the first month with Russian guests too. But at the 

end when you please them, at the end they explain. And I got that. 

E: Do you have any other examples regarding different cultures, when you can clearly see that they 

have different expectations? 

R4: Yes, Asians. They expect a lot of service, that bell captains are free, because in their countries it 

is cheap and there is a lot of service. But in Denmark it is so much different.  

E: You have also worked at a hotel in Indonesia? Was it different? 

R4: Yes. You always had t please the guest no matter what and smiling. But here we also smile, but 

we can also say no, but there you cannot, because it is different culture. 

E: How about being at work, do you feel happy? 

R4: Yes, I like it, especially now, when I know more things, I feel comfortable.  

E: What challenges you have at work? 



174 
 

R4: To turn around guests experience. That is a challenge.  

E: Any other challenges? 

R4: I think that the relationship with housekeeping is a challenge for me. Because I know they work 

hard. For example, if we move the guest. We are not easily moving them, but if there is nothing we 

can do, at the end the guest is paying our salaries, so we have to. Sometimes when we have too 

many room moves, housekeeping can get a bit frustrated.  

E: What in your opinion is the most meaningful about your job? 

R4: Now that I am working and in school, I am very lucky to get an opportunity to work at this hotel, 

which is a five-star hotel, so I feel like I am at a better level, even though I have worked at a five star 

hotel, but not in Denmark.  

E: Do you see your future at SKT.PETRI. 

R4:  I don’t know, because the standing position is hard for me. You know, maybe now I am still ok, 

but when I am growing old, it is difficult to stand all the time, maybe in the back office. But I enjoy 

working in the front. That is the problem. 

E: How do you fell about having possibilities at SKT.PETRI for your future? 

R4: If there is an offer, I would like to be trained in the back office, because I like SKT.PETRI. I am 

torn between the front and the back. But I have to think about my health. 

E: What inspires you to do a good job? 

R4: I think my expectation is to satisfy myself. When I see that I have done something good for a 

guest, it satisfies me. When they are happy, I like that. They don’t have to mention my name, but 

just to turn around their experience and just them thanking me.  

E: How important is the support to you from the management? 

R4: It is very important. Ida is very supportive and the supervisors also and all the colleagues are 

very helpful. 

E: What a good day for you at work is? 

R4: Not so many complaints, the weather is good, so the guests can enjoy. When my shift ends, the 

guests thank me, or we have a good conversation. And also, the colleagues. 



175 
 

E: What a bad day for you at work would be? 

R4: A lot of complaints and getting along with the colleagues.  

E: Have you ever had a conflict with a colleague? 

R4: Yes, not in the front office, but housekeeping. It is ok now, it just takes time to get better. Each 

hotel is different. Apparently, there were so many things I was doing wrong that I took from my 

previous work. They told Ida and she told me, I prefer if they tell me directly. I could feel on the 

phone that there was a tension.  

Interview 14 

Interviewee: F1 
Position: Former receptionist 
Age: 24 
Nationality: Icelandic 
 

E: When you are looking for a job, what aspects are important to you? 

F1: Salary, tasks and responsibility. As well the environment, if I like the people or not, if it is a small 

team, small team. Besides this, mainly what the responsibilities are and the salary.  

E: How do you determine that it is going to be the place for you? Do you have any clues? 

F1: When I go for an interview, you can kind of tell, like, for instance, at SKT.PETRI, the interviewer, 

the boss is super nice, very happy in general. Even going up to reception and asking, everyone is 

super nice and friendly in that way, but I don’t think that you can tell 100 % until you start working. 

I mean, everyone is going to be super nice, especially the interviewer, if they want to. When you 

start working, you can really find that there are some like online articles, where you can see 

companies and past employees rated, mainly in US and big companies. 

E: Did you research SKT.PETRI before? 

F1: Not at all.  

E: How did you find out about the position there? 

F1: I just applied randomly. 

E: Unsolicited application it is, right? 



176 
 

F1: Completely. I just sent to a bunch of hotels and got call backs only once. 

E: Do you remember the interview? How was it? With Ida, probably? 

F1: Yes, with Ida. We had coffee in the restaurant and it was very informal. She did not have a list of 

questions to talk about. When I was going into interview for Expedia, for instance, they have lists 

and they check mark, it is very formal to the tea. With Ida it was more an informal conversation with 

a person, it is quite nice, I think. You don’t get as stressed out. It went very well. 

E: Which position did you apply for? 

F1: It was an internship with the prospects of getting a part time job afterwards. So, I went to two 

different interviews for internship, to two different companies, but only one, only SKT.PETRI could 

promise me a job afterwards, if it went well.  

E: Was that important to you? 

F1: Yeah, because I wanted to change par time jobs to something more high class.  

E: Where were you working before? 

F1: At a hostel, a receptionist at a hostel.  

E: How long did you work for SKT.PETRI? 

F1: It was two years, maybe. Started in reception, the internship. Two days in each department and 

then only this summer in May I went over to Reservations.  

E: Why did you change the departments? 

F1: I changed the departments just to try something different, I knew how to do almost everything 

in reception, so it was nice to try Reservations, which was a lot more relaxed. Especially after the 

previous summer, when, remember the ACs were horrible and customers were yelling at you. I just 

didn’t want another summer to be like that. After that summer my whole view changed. So, I 

thought it would be good to try something, were I have more control. When a guest calls, I am the 

person that decides what price to give. You have more power, guests are nicer, because they want 

the special rate. You have time to answer e-mails and there is not as much pressure.  

E: Was there anything else that made you leave reception? 



177 
 

F1: Only to switch departments, because in the beginning I did not want to work there this summer, 

because there was no appreciation and then I quit reception a couple months into reservations. I 

did not feel appreciated in the sense. I thought my boss was unprofessional in a sense, when I asked 

for a salary increase of 6 DKK and she never got back to me. I think it was kind f unprofessional. That 

is when I quit. 

E: But you still decided to stay in the same company? 

F1: I don’t hold anything against SKT.PETRI. I quite like reservations and then again it is a different 

boss, completely. Even though I was a little bit annoyed with Ida, especially in the beginning. I didn’t 

have much contact anyways. It is different boss, different environment, it is still separate.  

E: Speaking of education, in your opinion, how important is it to have a relevant education, when 

you are working in the Front Desk? 

F1: I honestly don’t think you need an education to work in reception or sometimes even in 

reservations. In reception I think you can train almost anyone, because the mainly thing is to be 

friendly and the system part is just learned. Your education is not going to teach you how to work 

with the reservations system. An education might give you an idea about how invoicing works, but 

not to a large degree. I think you can easily just be trained for everything.  

E: Do you have a relevant education yourself? 

F1: Yes, AP degree I service management.  

E: Do you think it helped you in any way in your job? 

F1: Not for me, but only because I worked the previous four years in hotels. When I started in hotels, 

I was 20, then I didn’t have any education.  

E: And then you did decide to go for it after all? 

F1: Yeah, afterwards just to get a degree. It is easier later on, even though you don’t want to work 

necessarily in hospitality. People respect a degree. It is easier to debt. Even though it might not be 

relevant.  

E: Why do you think it is like this in hospitality industry that it is not as important to have relevant 

education as it is to get the experience? 
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F1: Not that it is an easy job or anything, but like for instance, if you are at lower levels it is very 

different than being in higher levels. If you want to be a manager, you might get there faster with a 

degree. You can apply maybe directly as a supervisor instead of starting off as receptionist. In the 

end, in general, service has always been since back in the days, it has always been just experience 

wise. People start as bell boys and then 40 years later they are a hotel manager somewhere. So, 

nowadays you can get to that level faster with a degree. For instance, if you know more about 

revenue management, I think it would get you there faster than working 10 years as receptionist to 

become a supervisor. But then again, there is a high turnover, so it doesn’t take too long. Not 

necessarily you need to have a degree, but you would get there faster. If you are a revenue manager 

I do believe that you need a degree in finance or something, but as in Front Office, it can be learned.  

If you I would get a degree, if I wanted to become a manager faster, but I don’t want to wait for 4 

years if I could get there in half of that time. 

E: Do you see your future in the hospitality industry? 

F1: I don’t know. I like the travel industry hotel are. In hospitality industry I think it is quite 

interesting, but then in the same time it can be a very harsh environment, like a lot of turnover, high 

stress, long hours, so depending on what type. Maybe not in Front Office, but being Reservations 

Manager, Revenue Manager sounds ok, because it is from 9-17 and you are not in constant contact, 

the sales manager the same. But in the lower levels I wouldn’t want to do forever.  

E: You know that SKT.PETRI is a part of NCH, did it mean anything to you? Did you feel it and how 

important it was to you? 

F1: The only part that is important, the only reason you notice it is because you are trying to get 

members and then points. In first couple of months I didn’t even try to get members ever, because 

I didn’t think it would be any use to me. It was maybe until a year in, when I was going to Sweden 

in two months and then I was starting to get points, so I could pay for it in points. Maybe because I 

am not very Scandic I didn’t see that it was that much worth it, because you couldn’t use it without 

being in Scandinavia. You couldn’t use it in the Choice hotels in America or Europe, but you definitely 

feel the clientele coming in, they are NCC members, they are gold members and platinum members, 

but I don’t think that the atmosphere, that the environment is super NC. We have a lot of 

internationals, we are independent, we are more one of these independent luxury types. If you go 
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to a Comfort hotel or Clarion t is a lot different, the act, there is not as many standard things you 

have to do. 

E: So basically, you didn’t feel like a part of NC, when you worked there? Only when it came to 

members? 

F1: I didn’t feel it in fact until I needed it.  

E: Do yu remember, how did you feel at work, when you were working in reception? 

F1: I quite liked it, I liked the people. Everyone was very friendly, and I liked my supervisors and 

colleagues. Especially in the beginning and then once I started not going as much, then there were 

so many new people that you don’t feel it as much, but still everyone is super polite. Sometimes I 

just felt that there were so many new people that not everyone was trained properly and that 

becomes a lot of stress on you, because they cannot do their job. I think that is a very big no no. 

E: You just mentioned training, did you have a proper training when you started? 

F1: I had one night shift where I got to check one person in. But I wouldn’t say it was a proper 

training. I know they do it a little better now, where they take the person to the back office and go 

through the system. Mine was on spot- this is how you check someone in and then you know how 

to be nice to the customers. You know where the elevators are, you know times for the breakfast. 

So, I just kinda studied up on the hotel myself and the times and to help people to go where they 

want, that I did on my own. It just came slowly, watching other people and then having someone 

watch me do it.  

E: How did you feel about it?  

F1: I thought it was weird. I think it would have been better for them as a hotel, if they had trained 

me properly. It would have just taken me a lot less time to get into it. I was quite fast as I had worked 

with the system similar before, but still completely different in a sense. The keyboards, the actions 

are completely different. And also, their procedures are so different. I think it would have benefited 

the hotel to just train me properly and then maybe, you have I think, especially, because I was an 

intern, it is not like they are paying me to be there. It would have been nice, if maybe I would have 

gotten grades if someone was just with me for a day or shadowing. I thought it was quite strange. 

It is not that I did not feel welcome, but I could see later on after working, other trainees came in, I 



180 
 

felt after knowing our supervisors and everything, I could see how they did not welcome new 

people, it was just a hassle to train someone, because they know that they are going to do it wrong, 

but I never felt that myself. But it would have helped to have one person to show around and to do 

everything with.  

E: Do you remember, did you have any challenges while working at SKT.PETRI? 

F1: I thought it was hard when guests were to get upset, for instance. You try your best, but you 

cannot satisfy them, so then they get more upset, of course. And some I feel like, ok this is kinda 

above my paygrade, a supervisor should take over and sometimes when I asked, if they would get 

over to help, it just wouldn’t be done. They would just tell me what to say and I would have to go 

back to that guest and say it. And the guest then would of course see my face again. I feel like if you 

are a manager or something, I fell that sometimes it could take that stress and deal with it, since 

you are a supervisor. I wasn’t prepared for that, because we were actually never trained how to 

communicate, what we should do, what can we offer. I didn’t like that, but I think that was really 

the only. 

E: How about the last summer? Because you mentioned that it was quite tough… 

F1: The last summer was horrible. The worst work environment I have ever worked at. We were 

understaffed, we were selling a product that you are lying to a guest, you are selling a product that 

isn’t even existent and there were no solutions, no standard operating what we should do. There 

were so, so many things, where you just dint want to come, you were nervous about going into work 

and your boss knew this as well, nothing was ever changed, nothing was ever done. They didn’t sell 

less rooms, they didn’t appreciate the fact that you were there all the summer and getting yelled at 

for eight hours straight. There wasn’t any reward system or any changes. You just felt like you were 

sent into the fire. And then you start getting annoyed with the management, even after the summer 

the main managers can’t come and apologize. They never did it and I think it is just so 

unprofessional. Because they knew what they were doing, and they didn’t own up to that. I think 

that is why a lot of people quit. We were worn out. How many people have been crying home 

basically, that Is not ok, it is not an environment you should be in. I feel like it is the manager’s job 

to fix it or try, or show some appreciation, something. It was never done. 

E: Speaking of the management, how important is it to you to have the support by the management? 
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F1: Very important. Most colleagues, especially those who have always been supportive each other, 

helping, but when it is out of their hands, I feel that it is very important for the manager to step up. 

Sometimes when we get very overwhelmed, they would be able to stop and say that this is their 

fault and own up to. 

E: Did you feel supported by management? 

F1: No. Not at all. I think it was super tough on everyone. And now after being in Back Office and 

you know who to blame for that summer. Now of course I am over it, but then it was horrible. At 

one point I can understand it, for instance the revenue side, it is money in and we are renovating 

and that all those reviews are going to be gone next year (after renovation it will start from 0). But 

if you are still putting your employees, people you are supposed to care about and invest in, you are 

still putting them out. I don’t have any respect towards Jesper and I lost so much respect for Ida. I 

used to look up to her so much.  

E: What motivated you to do good job, to perform better? 

F1: For me I quite like doing a good job myself. If a guest says something nice… I usually would be 

quite happy with my own performance, but mainly it is nice to get appraisal for something. If I had 

been working there for a year and no one would have said anything, I would have been upset. If 

people don’t show recognition it would become very demotivating very quickly. For instance, Sophie 

she always says: ‘Such a good job today’, but at the same time she doesn’t really control anything. 

It is nice to get appraisal, it is nice that someone notices it, but you really want someone higher up 

to notice it. But, of course they don’t, because they are not near you at any given time. The only 

time they can see it, is during upsell. Because that is what we are, we are numbers. It is true. It is a 

very sad truth.  

E: Anything else that motivates you to do a better job? How about physical benefits, such as upsell? 

F1: It didn’t as much at first, but once we got 10%, I started trying more. As an intern you don’t get 

it, but I think that all interns should get that as they are not getting paid. As an intern I didn’t even 

try. If I did upsell, I would just give it to someone. The same with making the members. I wasn’t 

really selling, because a lot of times I didn’t think it was worth it, but I definitely cannot do it for the 

sake of the hotel, because they didn’t do anything for me.  
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E: You are from Iceland, right? How was the Danish working environment for you? Was it very 

different? 

F1: It is not very different, but there are certain factors that are different, for example, the work 

ethics. They are worse in Denmark than they are in Iceland. In Iceland you are always there earlier 

before you get to work, be ready on time and you stay until you are done with your work. You don’t 

just stop talking to a guest, if you need to leave. There are not as much sick calls as there are here 

in Denmark. I think that was quite a lot. Even in Reservations, Danish people close their phones 

early, so they wouldn’t get a call two minutes over [the working time]. They start turning off their 

computers before work day is actually over. So everything is finished, you are ready to walk out the 

door at four. I think that is very strange. I don’t think it is as well personal at least from the previous 

hotels that I worked at in Iceland, even at Hilton I feel it is more personal with the management 

team and stuff like that. I think in Iceland it is more personal. You know more about your boss, you 

connect to the general manager at the hotel and the other managers. There is not a big hierarchy. 

It doesn’t matter, if you are at the lowest level or the highest level, you can still walk up and talk at 

lunch and not be afraid. It is more personal in this sense. I think that there are more hierarchical 

standards in Denmark. I would never just go up to Jesper, I would have never gone up to Tom. And 

you don’t see the cleaning girls talk to the managers unless they need something. They would talk 

to their own manager and they would convey it to someone else, if anything. It wasn’t like that in 

Iceland, I guess that is a little different than in Iceland. Mostly work ethics and hierarchy, at least at 

SKT.PETRI. For instance, you could be friends with your boss, that is fine, you can joke, say 

unprofessional things like in a joking sense and it is fine. It is not corporate, you are never afraid of 

your boss. You can tell them, if they are being obnoxious or being unprofessional. It is not taken as 

a bad thing. It Is not held against you. You are never afraid of your boss. Here you are a little bit, 

here you are as well not afraid of your boss, but you feel that the managers do look down a little bit 

more at the lower level. I think in SKT.PETRI and even at my husband’s work it is a little bit more, 

when people look down a little bit more. If you are the manager, you are the manager compared to 

Iceland, where it doesn’t matter as much. You are never afraid of your own boss in Iceland. Here it 

is a little bit more, but not a lot compared to the States or for instance in Lithuania as well people 

are very afraid of their bosses.  

E: How about guests? Did you ever feel any cultural barriers? 
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F1: It depends. If you are talking to a Russian person, for instance, the cultural difference is very big. 

They are what we would interpret very rude. They walk away from you, you are checking them in 

and they answer their phone. The same like as well as you have people from Asia or India, they 

would rather talk to a man, if it is an authority thing. I definitely have noticed that Americans are 

more needy, but it is more like how I notice other cultures, Scandinavians I feel are more direct, but 

they are not necessarily better. I would definitely say that there is a difference between business 

guest and leisure guests.  

E: What do you think is the biggest difference between business and leisure guests? 

F1: Business? They don’t want to hear you, they just want to get their key and leave, basically. They 

are very easy to check in. They have everything ready, they have been to hotels before, it is very up 

front, very quick. You can even check them in under a minute. With leisure, they are a lot more 

needy. They are staying here for pleasure, everything takes a lot longer, basically, they want more 

interaction, thy want this human contact. They want to feel more welcome and they want an 

experience. The business guests, they don’t care. They just want to go to their room. I think that we 

are kinda a corporate hotel, I don’t think that you make a lot of personal connections with your 

guests compared to a smaller hotel. When you are at a 40 room hotel, then you are super close with 

your guests, it is a lot more personal, you know a lot more. You get more of this experience, you can 

walk them to their room, they can walk up to you. It is normal, but here we are so many 

receptionists, so many guests. You don’t necessarily remember the guests, they might not 

remember you. We kinda look the same. Everyone is tall, brown- blondish. You know, it is kinda like 

they group us into one in this big hotel. And I don’t blame them, because I can barely remember the 

guests, because I check in maybe 100 guests every day and then someone comes up and says: ’of 

you checked me in earlier’. I just assumed that I di, but it could have been you that checked them 

in. They don’t need us to be people and that is fine.  

E: Can you describe a good day for you at work? 

F1: A good day as a receptionist. Coming into work, coffee and a piece of bread, when you come in 

15 minutes early. You get an actual handover, you are told what you need to know by supervisor, 

you know what is going on before you go out. You go out and it is quiet, half an hour of quietness. 

Where you can just get into everything and then I want rush hour, where people are just checking 
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out for goof two hours and then lunch. Friendly check ins, easy check ins, when we don’t have a line. 

We are constantly checking people in and where you can still get to talk to them, tell them what is 

up and you don’t feel rushed. As soon as you feel rushed, they feel it and you skip so many things 

and when you cannot give them a happy, a good welcome. There is not much else, I guess that is it 

really. Of course, depending who my coworkers are, that really matters. We used to have a 

coworker, if she was working. I didn’t want to go to work. She never worked, so that I would take 

over so much that I would check the schedule, always. I like to work with people that are not always 

hiding in the bac office. My happiness is greater value than that one day at work.  

E: And how would be a bad day at work for you? 

F1: Sommer of 2016. I think a bad day is, when there is constant stress. When you cannot finish the 

thing you start. You come in and there is no oversight of what you do, especially when you have the 

evening shifts, and everyone is rushing home and you cannot know what you are going into. I feel 

like we need to know what is going on at the hotel. And if you don’t get that then you are pushed 

out and it is automatically a bad start. I think when there is constant stress, when you don’t have 

time to breath. It happens a lot, especially at check in time, when you just need a second to finish 

the billing. I think that is when a lot of mistakes are made. Because we don’t have a system, we just 

have to drop everything down for the next guest. I feel like you just need five seconds to finish and 

then help the next. It adds up to a bad day, especially when people are hiding and not coming out 

in this sense, ignoring guests, hiding behind the computer. Disorganization and stress. That is why I 

love the morning shifts, because they are calmer. We have this organization, usually, of course there 

are these days…. You have time for the details.  

Interview 15 

Interviewee: F2 
Position: Former receptionist 
Age: 32 
Nationality: Danish 
 

E: What aspects are important to you when you are looking for a job? 

F2: I think before going to a job interview, it is more like superficial things, like location, how many 

hours I can get and stuff like that, you know, the job description. When going to a job interview, the 
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things are most important to me are, how the management is or at least the management closest 

to me and the sense of teamwork I get, how the whole work ethics is at the workplace. 

E: And how do you get this feeling about it? Is it something you read before or…? 

F2: Usually, when you walk into the reception and you have to ask for the person you are meeting 

for the job interview, you I could very much notice how people are in reception and what kind of 

vibe I get. Do people look happy? Are they friendly? Do they seem that they actually like being at 

work together, you know, what is the whole vibe you get about the place. 

E: Do you remember your interview at SKT.PETRI? How was it? 

F2: I do. It was with Louse S and with Sara. Sara seemed a lot more open and friendly than Louise 

did, but still both of them seemed nice. I cannot remember, who was at the front desk, when I came 

in, but people seemed happy and it felt like there was a good vibe between people in there.  

E: How long did you work for Petri? 

F2: 2 years. 

E: Why did you stop working there? 

F2: I stopped, because I was there as a part of my school process, I was an intern there. So, I finished 

my education and then I went to the States for 3 months and then I just found a job elsewhere, 

when I got back. So, it is kind of like a natural process.  

E: I have a question about education. In your opinion it is to have an education in reception/front 

desk? 

F2: I don’t think it is that important. There are things that you learn at school that you don’t learn 

at the front desk unless you want to, unless you seek it out yourself. Stuff like laws and regulations. 

Those things are definitely good to learn at school. But the rest I learned at school, more or less 

anyone can learn just from working at a front desk. You don’t have to go to school to learn those 

things.  

E: But then again, you do have an education, right? 

F2: I do. When I decided to start the education, I had no knowledge of the whole hospitality world, 

the environment, I didn’t know. Once I did start figuring out, the school part is not that important. 
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At least not when it comes to learning stuff, but when it comes to getting a job after, it is, because 

that title, the thing that you actually have an education, you will get preferred over people that 

don’t have education.  

E: Have you felt it? Have you personally have had a situation when it has worked to your advantage? 

F2: I have been told in the job interviews that they prefer people, who actually have an education. 

And also, when you look at the job adds, more or less all of them say that they want someone, who 

has the education.  

E: The next question I have is about Nordic Choice. You know that SKT.PETRI is a part of NC. If you 

still remember, how important it was to you to be a part of a chain? 

F2: In every day sense, at least I didn’t feel that we are a part of a chain, but then there are certain 

events or situations, when you definitely feel that you are, you know inside competitions or when 

we went to VK, where everyone is there. And also, in school I had a couple of classmates that were 

interns for other NC hotels. In that sense. Also signing up [guests] for membership, the competition 

and the fact you can follow the people that are competing in other hotels.  

E: Personally, to you, does NC mean something to you, Nordic Choice as a chain? 

F2: No, not personally, it doesn’t. I think it started to mean more to me, when we went to the mini 

VK, because we got to see a lot of other people. We also got to see and hear from the top man 

himself. He is a very, very enthusiastic [person], at least for me he is a motivator. I think after that I 

got a better sense of what NC is and why it is and what is his vision with it. I understood it a little bit 

better and it became more personal. 

E: So, basically it is the social aspect for you. 

F2: Yes 

E: If we are going back to the first days at Petri, do you remember how they were? 

F2: I think I have only good things to say about my first days there.  

E: Was there any training? 

F2: Training was good. I was trained by Sophie, so as you know, she is very methodical and 

systematic. She had put together a training program. So, the training was definitely a positive thing 
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for me, nothing negative to say about that. Sophie did it as her final project for school. It was about 

training at front desk, managing training. She did the program and it is there. I was lucky, I started 

in March, it wasn’t the high season, we weren’t busy, we had time.  

E: How did you feel at work at SKT.PETRI? 

F2: Well, for me it was that I was there for 2 years and they were 2 very different years for personal 

and not personal reasons. The first year for me wasn’t very good. I had a lot of personal issues and 

they were not understood by the management at the time, so I had to deal with whatever I had in 

my personal life and ten I had to deal with the stress of it not being met at work. So, the first year 

was hard for me. The second year was so much better. I enjoyed being at Petri the second year. First 

of all, Louise (former FO manager) wasn’t there and I just don’t think that we clicked. You cannot 

click with everyone, that is just how it is. At that time she stepped into a management role and it 

was much better, at least for me and plus the fact that my personal life got better, that was the first 

year and the second year was very good, I enjoyed it.  

E: What in your opinion is the most meaningful about your job? 

F2: I think, being in a position, where you are able to help people. Not to help them in their personal 

life, you know, but you are in a position, where you have authority and power to help solve 

problems, conflicts and issues there might be regarding the stay at the hotel. I kinda like that, I like 

being in a position to be able to help out. For me that is the most important. Of course, making sure 

that everyone has a good stay. 

E: What inspires you to perform well? What makes you to do a good job? 

F2: Happy and satisfied guests, also co-workers that are good at giving high five, that are good at 

motivating each other, recognizing, when others do a god job. That is motivating to me. You are 

definitely not at the hotel, at least at the front desk, to get rich.  

E: How about financial benefits? Do they motivate you? 

F2: They can, but not as much. I think, where I am at now, they extended my contract and they gave 

me a raise, because obviously they think that I am doing a good job. And yes, that is motivator, not 

because of the money, but because of the pad on the shoulder you get. I have earned it. In that way 
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financial is a yes and a no. It is nice getting a raise and it is nice earning from upsell, but for me it is 

more about recognition for doing a good job.  

E: Do you remember, whether there were any challenges you were facing at Petri? Any kind of 

challenges? 

F2: We have already talked about the first year, but besides that not really. There was a period of 

time, when there was a co-worker there that I really didn’t get along with. And that kinda 

snowballed into a thing. But apart from that, not really. Every day there was something. We had a 

rough summer, when AC was not working and all of that. That was a challenge for everyone. A 

general challenge you meet at the hotel. Of course the challenges that were there throughout the 

renovation, like the noise, water not working, stuff like that. 

E: How about guests? Did they every challenge you? 

F2: Yeah, I mean there are sometimes where you have to be extra, extra, extra patient. And, of 

course it never is a pleasant experience, when someone is shouting at you and talking down to you. 

I am pretty good at letting things like that go and move on. I don’t get upset to the point that it 

affects my day and I go home and I am upset about it. I have always been very good to just in one 

ear then out of the other. Solved this, then there is the next guest. 

E:  When talking about difficult guests, have you noticed any patterns regarding different cultures? 

F2: Yes. Basically, all the ‘I’ countries, Italy, Ireland, Iran, Israel, India. People from those countries 

tend to be very demanding, rude, not very well behaved.  It is a pattern there.  

E: What do you think about Danish working culture? How would you describe it? 

F2: I think most people, at least people I know, they put a great honour into doing a great job. But 

that said, Danes in general compared to a lot of other countries, we don’t work a lot, we have a 

tendency to still complain about how much we are working. There is a slight tendency of a little bit 

of laziness there. But I think that is more in regards to how many hours we are working, because I 

think when people are at work they do their best. There is a very big focus in working and having a 

job. We have a welfare system where it is doable to not work and still live. We also have a culture, 

where you do work, you do contribute to society.  
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E: I forgot to ask you before about the support from the management. How important is it to you 

that you are supported by the management? 

F2: It is very important, because at the end of the day, one thing is the colleagues at the front desk 

and their acknowledgement. But the end of the day, the management is management for a reason. 

Their skills, ability to see good works and good skills in other people, that is why they are there, so 

at the end of the day they are also the ones you are going to, when there are issues at work, difficulty 

with a guest. I think that good management is where it all starts. I think that if the management is 

bad, then it will spread throughout. 

E: Did you feel supported by the management, when you were at Petri? 

F2: Not in the beginning, I didn’t. But I think, when Ida took over, things definitely changed. I think 

that she is a good leader, she is good at supporting people and telling you that you are doing a good 

job, also telling you, when you are not doing a good job, but doing it in a good way. You know that 

you can do it better, but you also feel motivated to do it better. 

E: Can you describe a good at work for you, how would it be? 

F2: A good day at work? A good day starts with me and my mood. If I have a crappy day, you cannot 

show it, it is hard to come to work with the same energy as you would have on a good day. For me 

a good day starts with my mood. After that a good day is a day when you meet in, when your co-

workers are in good spirit as well and you are working with a team where things just flow. You know 

that communication is good, you don’t have to constantly check upon each other’s work. Things 

don’t break down to stop. If things flow well behind the desk, a lot of other things can be chaotic, 

but you can deal with it as well.  

E: And then the opposite, how is a bad day for you at work? 

F2: That would be the exact opposite. Me, waking up with a bad mood, just getting a bad start of 

the day, other people are in a bad mood. No one has the overview. Everything is chaos. If it is on 

top of that a busy day, you don’t really get the time to get everything collected, you don’t get to say: 

‘Stop, we need to go back and focus’, you know, delegate tasks and get things running again. You 

just have to kinda try to keep up with the chaos, because you don’t have time. That is a bad day. 



190 
 

And on top of that if you have guests that are cranky… Which will often happen, because if 

everything is chaos, it will affect the job you do. It is a vicious cycle.  

E: I think that is it. Thank you! 

Interview 16 

Interviewee: F3 
Position: Former receptionist 
Age: 25 
Nationality: Danish 
 

E: When you are looking for a job what is important to you? 

F3: Good management, that there is a boss, who participates, not just delegates. Good working 

conditions, safe environment. Good colleagues, that it is a product I can vouch for and that there is 

an atmosphere, where I feel comfortable in and I can say, if I have something to say, where I am 

listened to. 

E: Is it something you are looking for before getting a job, I mean do you look for hints that indicate 

this? 

F3: Sometimes it can be seen in the job posting and sometimes in the interview itself I can see with 

the manager, the place, how everything is set up, how they form the questions, what values they 

are looking for. Then I am asking about the working hours and the salary as well, I hate asking about 

it, but I always do. Colleagues and the management are almost more important than the job itself, 

because you are working so close together and helping each other that is so important. 

E: Why are you interested in a job in the hotel industry? 

F3: I like meeting new people, I like hearing about different cultures, you get to meet so many 

different people each day and get to hear their stories and see their angle on things, hear about 

where they are coming from, what they like about Copenhagen, being able to provide a good 

service. As long as they are sweet, I like them. 

E: When were you working at SKT.PETRI and for how long? 

F3: I started in April 2016 until August. It wasn’t long actually, only 3 months. 

E: Why did you leave? 
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F3: Because I was offered another job. I was not looking for one, but my friend was the Front Office 

manager at that hotel. I said that I have a job and I am not looking for one, but she asked me to 

come and see the place and that we would get to open the hotel together. That we would be a part 

of a new hotel, greeting the new guests. It wasn’t the hotel itself, but the idea of trying to start up 

a hotel regardless what kind of hotel it was. Just being in the start-up phase was the intriguing part.  

E: Do you remember your interview for receptionist’s position at SKT.PETRI? 

F3: It was fun. I remember walking into the lobby and thinking: ‘How am I going to get a job her?!? 

How am I going to fit in here?’ I actually had an offer from The Square. The next day Ida wrote to 

me and invited me to tan interview. I was about to say no, but my friend said that I should not turn 

down SKT.PETRI. I had no previous hotel experience at all, I thought it was a long shot, but I already 

got a job at The Square, so it was fine. At the end Ida said that I am hired. So, I told The Square that 

I had to decline, because I wanted Petri more than Square. I hadn’t signed the contract yet. So, I got 

a job at SKT.PETRI, I was very surprised that I got hired right away. 

E: You know that Petri is a part of NC. How important was it for you that it was a part of a chain? 

F3: It wasn’t important when I took the job. It was nice being in a job that has a large support system 

and for guests to have different options within the chain, but it wasn’t that important to me to be a 

part of something greater. It would have been fine, if it was just SKT.PETRI, but of course it was fun 

to be a part of something greater.  

E: How important is relevant industry education in your opinion? 

F3: For me it is important, in a case if anything happens, I want something to fall back to. Like Service, 

hospitality and tourism opens up for other things than just hotels. For me it doesn’t matter, if you 

have an education. You just work your way up. If I quit the hotel industry, I still have an education 

in service. Other options. I do think if you know the right people, that means everything. And the 

right attitude, but you cannot someone teach the right attitude.  

E: Why do you think it is like this in the hotel industry, that the education is not crucial? For example, 

for accountants it is very important, why not in this case? 

F3: Because of dealing with people in different ways. If you are an accountant, you need to know 

how the numbers work, it is very technical. In a hotel you have to be very good at dealing with 
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people and that cannot be thought. Of course, it can be thought how the hotel system works and 

what the rules are, but how to approach a guest and how to give a good service is something in you. 

I think that is why. It is different interaction with people. 

E: What are you doing currently? 

F3: I am studying and working on the side. 

E: Do you remember your first days at Petri? How was it? Did you have any training? 

F3: I cannot remember them specifically. But, yes, I had training with Ida, I believe. I remember the 

feeling that it is a place where I could fit in and be happy. But I don’t remember any specific details. 

But I remember that I was happy that I took the job. I remember being overwhelmed that it was a 

5 star hotel. It was very overwhelming being in such an important hotel. But it was fun being grown 

there. 

E: Was there any structured training? Or the process itself? Do you remember anything about it? 

F3: It probably was, but I cannot remember anything about it. There was a check list, I believe. Some 

kind of. So many things have happened since. 

E: How did you feel at working in Petri? 

F3: Besides AC, I was happy, it was a very good working environment, colleagues, good 

management, safe, good cooperation, helping each other out. 

E: What in your opinion is the most meaningful about your job? 

F3: To be able to provide a good service, when the guests walks out with a smile. In some way giving 

you a feedback about what was good. Like I was in the canteen one day going for a lunch and one 

of the managers in the restaurant came over and said there was a guest in the restaurant that 

praised me. I guess I had just checked her in and she talked about me in the restaurant. That made 

my day. She gave my name to them and talked about me, when she was eating. To be able to get 

that feedback from a guest and to know that I am actually doing a good job.  

E: What inspires you to do a good job? 

F3: Happy guests. I don’t want to do anything for disrespectful guests. When people are nice and 

come over with a good attitude, I want to do even better. If someone comes yelling at me I will do 
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the bare minimum. If the guest walks in with the right attitude, happy, I want to do even better, I 

want to do extra.  

E: Lets go back to Petri. Do you remember the challenges you had? 

F3: AC. It wasn’t working. It is burned in my memory. It was awful. And also, general complaints, 

how to solve them. Guests don’t understand what you can offer them, so it can actually be quite a 

big deal from the hotel side, but for them it is nothing, because they expect this, but sometimes it 

is not possible from the hotel side and you cannot do it for them. 

E: How important to you is the support from the management? 

F3: Very important. I did feel it at SKT.PETRI. Ida was one of the best managers ever. She will always 

come and help you, take over with the guest to get everything back on track. It was a very good 

management.  

E: Was there anything that could have changed your mind about leaving SKT.PETRI? 

F3: No, because it wasn’t the hotel itself. I was just offered something different, something new. 

E: What is a good day for you at work? 

F3: Happy guests. All the colleagues are in the same positive mood and only happy guests. It is ok to 

have complaints as long as they are respectful. If we understand each other and we fix the problem 

E: And what is a bad day for you at work? 

F3: Unhappy guests, when they are repeating themselves all over and over again. 

Interview 17 

Interviewee: F4 
Position: Former receptionist 
Age: 21 
Nationality: Danish 
 

E: When you are looking for a job, what is important to you, which aspects of a job? 

F4: That I can go from one point to another, that I can expand my knowledge. Getting more 

knowledge out of it, so it is not just a stand by position that you are in. That I can learn and do 

something in the company. That there is a possibility to do that. 
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E: How long did you work for SKT.PETRI? 

F4: For around 7-8 months, I started in November 2016. 

E: Can you tell me more about how did you get the job? 

F4: Well, the management contacted me on LinkedIn to ask for a job interview. I had nothing to lose 

really, so I went to the interview and from there I got the job.  

E: But you already had another job, didn’t you? 

F4: I already had another job, full time. 

E: What made you to make this decision that you want to quit your current job and go and work for 

Petri? 

F4: Well basically, there was a good opportunity to learn more and get more responsibility and also 

the salary was a little bit higher, but it helps, also. I was feeling stuck where I was at The Square. 

E: Did you have an interview?  

F4: I had the first one and the salary was actually lower than what I was already having. I wrote an 

e-mail saying: ‘Thank you very much for the interview, but unfortunately it doesn’t have my interest 

anymore.’ And then they contacted me back saying that ‘we want you and we can talk about the 

salary, how we should proceed with that.’ It was also very hard for me to leave Arp-Hansen, because 

it was a big chain and I had very good network and I knew a lot of people. In this business I think it 

is very important to have a good network, to have a good reputation in the business. 

E: In what way do you think it is important to have a good network? 

F4: People get to know you, you can always rely on people and maybe get a new job quite easy. You 

can educate yourself in the network and use people to move on. And that is why I think it is 

important to have a good network.  

E: And then you know that SKT.PETRI is a part of NC. Did you ever feel like you are a part of a bigger 

chain? 

F4: Well at one point. When I started we went to mini VK (an event for full time NC employees) in 

Malmo. So, I had this really good feeling from the start that we are a part of something bigger Petter 



195 
 

Stordalen, he is crazy. It was a good start to have that. But when I got into it, I didn’t feel a part of a 

bigger thing. It was just SKT.PETRI and no more. 

E: So, you never felt that you are a part of NC? Did it actually mean anything to you? 

F4: Not exactly. It only had meaning for the people that were selling memberships. If you are very 

good at that, then you can go to VK. For me making members feels that I am too pushy for the guest, 

that is how I am. I am not very good at selling that. I know that.  

E: When you started, do you remember the first days at Petri? How was it? 

F4: Well, I remember it very well. It was a colleague called Fanny. I was following her the first two 

weeks, the first week I had the morning shifts and the next week I had evening shifts. Then I followed 

her, or she was following me and teaching me how to be and do in the system and how SKT.PETRI 

was and where we could eat lunch. That was a very good start, because then I was not left on my 

own. But actually, there were three shifts, where I was put in without any training. Ida said: ‘You 

can just look around and see how it works’, but then I got right in front of the guest. I knew what I 

should do, but I didn’t know anything about the hotel. The three first days were actually pretty hard, 

there was no system, everyone was just running around, like Chris, for example ad I didn’t have the 

feeling that I was welcome. But it helped a lot that I followed ne [employee] and she followed me. 

When I was out there it was a mess, I tried to reach someone to get to help me with checking 

someone in. I knew that I should be checking one in. I knew what the procedure was, but I didn’t 

know, how to do it, so I was just stuck. That was not nice, but then it turned out to be ok.  

E: So, you had mixed feelings? 

F4: Yes, mixed feelings. The start was bad and the next two weeks were good. 

E: Why are you interested in hospitality industry in general? What attracts you? 

F4: I like meeting people. I have been working in hospitality forever, since I started working, when I 

was 13. I just think that people are interesting to me. When you are working in hospitality, you meet 

a lot of weird and good, and general, people. Also, to make people happy about your service and to 

be social. I always have liked that. That is probably why I am into the business, still.  

E: Do you think it is relevant to have an education in this field? 
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F4: Well I went through the receptionist’s education. In the start I would think that this is the best 

way to get into the business. Probably it was as well, it got me into the business, but I don’t think 

you really need that education, because it is very basic. You can just walk into from the street, if you 

have an idea of service and hospitality, then you are pretty much good to go into the Front Desk. I 

think, if you want to do more in the business, then you have to work up, work hard, expand your 

network. Everyone is working their way up in this business. 

E: How about the hierarchy at SKT.PETRI? 

F4: At SKT.PETRI it is more that you have to look up to the management. I couldn’t do that. It was 

too much. I think they see it as respect, because of the position, but I just see it as non -respect for 

me, because then you are not at the same level and you are more than me. I really like it have this 

chit-chat and get to the point that I know what is going on. I think it is very Swedish. In Denmark, 

usually it is very flat. 

E: Speaking of culture, do you think that there is something specific to Danish working culture? Like 

flat hierarchy, for example. 

F4: What I think is that Danish people really like to be social about the work and go out whenever 

together, have a lot of things in common, I think the social perspective is very important for Danish 

people, that you are close to your colleagues. I think in many countries, you go to work, you have 

this thing you have to do and then you go home. You don’t talk about your family or boyfriend or 

whatever, what you are going to eat for dinner or whatever. So that, I think, is very common for 

Danish people that they really want to be social. 

E: When it comes to communication with the guests, with the international guests, have you noticed 

something culture wise that stands out? 

F4: I think Danes re very open minded, mostly they are. But still we are not very humble. Danish 

people do whatever they want. No one can tell them what to do and so. Very independent. 

E: Have you ever experienced any culture clashes? 

F4: We don’t like being looked down at. If someone talks to us like we are a zero in reception, maybe 

we just misunderstand what they say. Janteloven in Danish, you are as good as everyone else. 

Someone also has to take the leadership, but thy can do it with the employees. It is more about 
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asking for help from employees, it is not directive. I don’t like to be told what to do. It doesn’t work 

on me. I think Danish people have big egos, very big. When you are complimenting Danish people, 

then they are like: ‘mm, I like to hear that’. 

E: How did you feel at Petri when you worked there? Were you happy? 

F4: Yes, I was happy. I love working and I also liked to be around people there. But at some point, I 

was asking for more, more things that I can do and expand my knowledge. I probably asked once a 

week or twice a week. And then it just got to me that I am not going to have progress here, that I 

am just going to have a stand by position again. I was stuck, it was just a job for me. I woke up, went 

to job and went home. 

E: Is that the reason why you left? 

F4: No, there are many reasons, it is not just that. I liked to be around people at Petri, but I didn’t 

like the management as you heard earlier. Not the people, but it how it was working. There re many 

reasons why I left. I was asking my foreign work place, at Phoenix, and they told me that this new 

thing will open in the summer. I was very into it. I told everyone that I am interested in Steel House 

and can I go, are there any opportunities. And then when they were looking for people, then the 

management was calling me. It had my interest from the very beginning. The network at Arp-Hansen 

is one very big family, it feels like. Everyone says it. And the salary is higher. And I was also a bit tired 

to have the five star thing going on. 

E: You mean, you felt tired because of how you had to behave at a five star hotel? 

F4: Everyday these 15 points you have t get through with the guest and everything is possible. Of 

course, everything is possible, but I was just tired of being a part of a puzzle and I didn’t want to be 

that part anymore. 

E: What in your opinion is the most meaningful about your job? 

F4: Taking cases seriously, but still have an aspect of humour around it, so it is going to be a bit more 

loose, so you don’t lose your mind. And also taking care of other employees or helping. Show the 

management that I can actually do this and get more responsibility, because I am taking it seriously. 

E: What inspires you to do a good job? What helps you to perform better? 
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F4: If I am trusted, if I get to show what I can do. It is important that I have the space to do it, that I 

can actually do this. 

E: Do you remember challenges at SKT.PETRI? Can you name some? 

F4: It was a brand new system for me. That was a big challenge. Also to get to know the house, how 

it works, also the big renovation that was on. How to behave around it and be optimistic, that was 

very challenging. You were standing at concrete and no one cared about you.  

E: Any other challenges you remember? 

F4: To learn that everything was possible. To have a five star service level. That was also challenging. 

Sometimes when you were having a bad day to be 100 % into it, still.  

E: How important was it to you to be supported by the management? And did you feel supported? 

F4: Well, my closest manager, yes. She was very good at being there for you in all cases. I don’t think 

she had the tools to let the employee work with themselves or education.  Don’t think she had the 

tools, so it always stopped there, but she was really trying hard and always smile on her face. She 

was a very good example to us, very good at what she does. But I don’t think she has the tools from 

the above to make the employees stay longer.  

E: What is a good day for you at work? 

F4: When I come in and the working people before me, my colleagues have had a good day. They 

have organized the day, they have done what they should do, and they give a good handover, so I 

can do my job, when we meet. I think it is the most important that they are ready for a new team 

to move on with the shift. And also, to have a good day would be working with good colleagues and 

be optimistic and everything good comes out of it, your mindset is important as well. And if someone 

is having a bad day, then you take over and you will be an example, a good one. Supporting 

colleagues. 

E: And the opposite, what would be a bad day for you? 

F4: If nothing is ready and everything is a mess, when you meet, and people are leaving. If someone 

is angry and has a bad attitude. It is important to be honest and give a good handover.  
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Interview 18 

Interviewee: B 
Position: Bell captain 
Age: 22 
Nationality: Danish 
 

E: What is important to you when you are looking for a job? 

B: Of course, what do you have to do in the job, what are your tasks. You don’t want a job, where 

you get bad tasks to do. It is important that it is something you want to do. Of course, when you are 

looking for a part time job, when you are studying, it is more like to fit in your school [schedule], like 

you do it after school, in the weekends; what is the salary, that way.  

E: Now you have a part time job, is it important for you that it is in the [same] industry that you are 

studying, or could it be any kind of job? 

B: It is good to have a part time job, which you can use for your school education, but still in the 

start of, when I started last year I didn’t look for a job that had something to do with my school.  

E: So, it could basically be any kind of job. 

B: I had SKT.PETRI before I started in school, so it was just lucky. Of course, what is the job about, 

what you have to do, does it fit in your school. When I finished high school, I was looking for a job 

and then it was the salary, because it was just [about] earning as much money as possible. So, at 

that time it was just money. But still, you don’t want to do a bad job, you want to do a good job. 

E: How about SKT.PETRI, what attracted you, why did you choose to work for SKT.PETRI? 

B: At that time I wanted to try something new, I was working at a kinder garden. I didn’t want to go 

new ways. I knew Martin Q and he was saying like: ‘Oh, they are missing someone in their cafe’, 

which was Brol and I was like: ’Ok, I will give it a chance’. Then I started there and worked for a half 

a year and then I started as a bell captain. I wanted to try something new and SKT.PETRI was 

interesting, a five-star hotel, a big hotel in the center of Copenhagen. There are probably a lot of fun 

things to do. One thing I remember [I thought that] it would be good to meet new people, especially 

when people are coming from other countries, I love learning other cultures, so it was a good 

opportunity to meet new people from all over the world.  
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E: You are currently studying, aren’t you? What is the education? 

B: It is Hospitality Management. I didn’t plan to: ’Oh, let me get a job at SKT.PETRI, because I know 

I have to study Hospitality Management’. I started my education in February 16. Maybe it has 

something to do with SKT.PETRI, because I had worked there for half a year and then I started at 

CPH Business, so maybe I got some clues about what I want to do, I don’t know, maybe. I chose it 

for some reason. When I started the school, I knew a lot of the things from the hotel, even though I 

only worked as a bell captain at that time for half a year, I think. We talked about lot of the things 

and I could compare to. We had a lot of service management and that kind. I knew a lot of things 

from the meetings we had and that kind. That was fun. I can definitely use it in my school and the 

other way. Some of the things I learn at school, I could use at the hotel.  

E: In your opinion, is it important to have relevant education, if you want to work in hospitality 

industry? 

B: It is a god thing, but I don’t think it is necessary. Depends on what you want to do, but you can 

be good in reception, even though you haven’t studied. I am pretty sure we have some, which don’t 

have an education in hospitality. You don’t need to, but of course it is a really good thing. 

E: What do you think is the most important aspect t be good at your job? 

B: You need to be good with people, good at communication. You need to be udadvent (outgoing), 

you have to have a smile on your face, you need to like to talk to people, don’t be shy, that is really 

important. You can come a long way by being positive and open minded and you don’t need an 

education for that. You don’t learn anything about it… Some people are grumpy, some are just 

positive, I think it depends on how you are as a person. In my opinion most of the people that work, 

for instance in our hotel SKT.PETRI are really open minded, really positive people, always have a 

smile on the face. That is just how it is. You don’t hire an old mad man. That is really important.  

E: Do you see your future in working at a hotel? 

B: No, I don’t. It is just a study job for me. Afterwards I will do some more marketing. My future is 

not in a hotel. Maybe, at some time… Because I am going to do some Marketing, I am going to have 

International Business and Marketing (education), so you never know, if you maybe are going to sit 

in the back office and do some marketing things. You never know, but I don’t have that feeling that 
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I see myself in 10 years working ta this hotel or another hotel. I am glad for my job, but it is nothing 

I want to do in 10 years.  

E: How long have you been with SKT.PETRI? 

B: 1 year and 8 months. 

E: You know that SKT.PETRI is a part of NC. Does it mean anything to you and do you feel it at all? 

B: Not really. The only thing is, when Ida or other supervisors are talking about it. They want to be 

independent in one way. I have nothing to do with NC, only when I have to log on to my computer 

and it says Choice, that is the only thing. 

E: Do you remember, when you started as a BC, did you have any training and how was it? 

B: I knew the hotel, because I was in Brol, of course I needed to learn how the system works, but I 

didn’t get like 2 or 3 days, where I was learning. It was like: ‘You have to do this and this and then 

just go and grab some suitcases.’ I already knew Patrick and I knew the other guys. I just had to ask, 

if I had any questions. That was the way I started as a bell captain.  

E: Basically, learning by doing. 

B: Exactly. 

E: And was that ok with you? 

B: I knew the hotel, I knew all the people, so I didn’t feel embarrassed to ask, if there was something. 

You can be nervous about asking people, but I knew all the bel captains and people in reception 

desk, so it was more like I just ask, if there was anything. For me it was a good way, but I could feel 

one month later on that everybody was thinking: ‘You have been here for such long time and you 

know all the things, but you I didn’t know the computer system’. It could have been maybe a good 

idea, where I had two days to learn things, but still it was ok for me. Learning by doing is sometimes 

a good way to learn things, because you learn from your mistakes. Of course, in the start I made 

mistakes, but I learned. 

E: How about the environment at work, how would you describe it? 

B: It is good with my colleagues. With you guys [in reception], some of the supervisors… But all in all 

it is good. There are always some people you don’t cling with. But for example, bell captains, all of 



202 
 

us are having a good time down there, it is fun to be at work and working with the other guys, 

concierges. And actually, most of the receptionists too. It is more some people in the management. 

E: Are there any problems with the management? 

B: It is nothing personal, it is more how they sometimes treat us. That could be Patrick, that could 

be Ida. Sometimes the way they tell us things can be… Strange 

E: Can you elaborate? 

B: For example, I have few colleagues that have been fired, some bel captains in a way it shouldn’t 

be. They went on a vacation and then they were removed from timeplan. They called and asked 

about what is going on and were told that they are fired. In that way. It didn’t happen once or twice… 

It doesn’t have anything to do with me, but still… What is going on? Is it me the next time when I 

am going on a vacation in two weeks? Do I get removed from timeplan and just get fired? It brings 

in some, you get a bit scared: ‘Is it me next time?’ and that is not good for the environment for us 

down there. But like I said overall it is good, I like to be at work, nice people. But that is only at the 

management, supervisor level. That is not good for the environment. Overall, I am happy, I love to 

be at work and always with some good people, reception and bell captains. Of course, sometimes it 

can be hard to get up at 5 o’clock in the weekends, but still I am looking forward to meet people, 

guests, work with my colleagues. I am here at least 16 hours per week. It would be long 16 hours, if 

I don’t like the people or they don’t like me. It is still important, even though it is a part time job. 

And also, you can even get some friends in the job, some of the bell captains down there, we see 

each other when we are not at work. So definitely that is a good thing. 

E: The speaking of culture, is there anything specific to Danish working culture, in your opinion? 

B: That is a good question. It probably is easier for you, because you are not from Denmark, but for 

me it is that I am used to it, it just is like that. Hmm, but what could it be? 

E: If you had to describe Danish working culture how would you describe it? 

B: That is a really good question, let me think. It is difficult. We are just used to it. I have never 

worked outside Denmark, so I don’t have anything to compare it with. I will let you know if 

something will come up. 

E: It is fair enough. Do you have any challenges at work? 
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B: In the start, of course, your English. I went to school, I graduated, I had almost 3 years, where I 

almost didn’t speak English. So, when I came back I had to put my brain up for English. Still it was 

new, I was a bit nervous when I had to talk to English speaking guests but in two or three weeks you 

are back at it again. I can still sometimes, if I have a guest coming down and asking for something 

that I haven’t heard in four years… That is how it is. It will always be like that if it is not your first 

language.  But otherwise… When you are at work, hotel or kinder garden, you have to understand 

your colleagues, you have to learn to know your colleagues. Some people you can talk to in one way, 

with some people you can talk to in another way. So, you have to find how you behave, how to 

approach people. Maybe I can talk to you in one way, but then I have to talk in another one in other 

way. Yu have to understand people. The challenge is when we have new people coming in, for 

example this year we had many new people, you have to start to know them, how they are. So of 

course, that is a little challenge.  

E: Anything else? For example, the communication between department? 

B: Sometimes. Again, most of the time there is good communication, in my opinion. Sometimes 

there can be a message from reception, that doesn’t go well. I think between reception and bell 

captains [there is] good communication, especially after we got walkie talkies.  It has been easier to 

communicate. Sometimes there can be some mistakes, but overall it is good communication.  

E: When you think about SKT.PETRI specifically, any challenges that come to your mind? 

B: Of course, in the summer time, when we have a luggage handling and we are two people down 

there just standing and looking at 50 suitcases… Still we have to pick up the cars and still have to 

bring the luggage down. I have six things to do. That is a challenge when we are understaffed, not 

enough people. And then some das it can be rally quiet and we are five people. That is for sure a 

challenge. In our department the challenge is that we have so many things to do. That can be difficult 

sometimes to do all the things, because they want us to clean the street, to bring the luggage, pic 

up cars, fix the toilet. Everything. But it is better now, because we have five technician guys, we can 

just call them. It was more before when we had to do all the side tasks. It was a mess. In the spring 

this year, were also concierges. So we were bell captains, concierges, maintenance. We were all 

around. It has been better the last months.  

E: How about guests? Have you ever had challenging guests? 
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B: Oh yeah. 99 % of the guests are sweet and want to talk and tell about their vacation. But there 

are also guests, who… We all have had some guests getting angry. I had drunk guests coming in, 

been rude. There will always be challenging guests.  

E: You mentioned earlier that one of the reasons you like this job is because you like to communicate 

with people. Have you noticed any particular characteristics to specific culture? Can you name 

some? 

B: Of course, we have people coming in from North America, they really want to talk, they want to 

talk about the cruise they just came from. For me it is perfect, to ear things from other people, how 

their vacation was, which countries have they been to. I love that. If you take a look at Asians, they 

are not that good in English, so most of the time they don’t want to talk, because they can’t. Most 

of the time it is the same with South American people. Most of the time they are not that good in 

English, so it is really difficult to communicate with them. So, my experience is that people, who are 

good in English and open minded, they want to talk about everything, also Canadians and English 

people as well. Asian people that are not good in English don’t want to talk. I try sometimes google 

translate. Once there was someone speaking only Spanish. He spoke Spanish to me. One of the 

things I can say in Spanish is that O don’t speak Spanish- No hablo Espanol. And we had to do it on 

google translate and we managed to, it was something with his suitcase. And that is one of the funny 

thing to work at a hotel, you are going to meet people who don’t speak English, but you can still 

communicate with them and figure out what they want. I culd never go to another country and start 

speaking Danish, I know it is not a famous language, but still… I don’t speak Spanish or Chinese. It is 

like they expect us to [speak their language]. 

E: I actually have two last questions for you. What is a good day for you at work? 

B: A god day is like today. I went in, there is not too busy. It is ok to be busy, but not like the days in 

summer, when you don’t have the time to speak to your colleagues. A good day is, when you have 

time to speak to your colleagues, but still there is something to do. And of course, a day where you 

meet a lot of sweet and nice guests. If you had a guest who has been rude, it is not that I am going 

to go home and think about it, but still it is annoying. A good day is when everyone is happy, and all 

the things are going smooth. And you have happy guests. That is a good day at SKT.PETRI. 

E: And the opposite, what would be a bad day for you? 
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B: That is when you have a lot of not satisfied guests and when you have a supervisor that is like: 

‘Come on, come mon, why did you do it like that’. When you do a good thing, you don’t get ‘oh, 

good job’. But when you make a mistake, you will hear why… 

E: Does it happen a lot? Because I know that Sophie says good things.  

B: I am not talking about Sophie or Chris. It is more like Patrick and Ida. Sophie and Chris are more 

like my colleagues. I know they are supervisors, but… We are just having a good time. When I am 

talking about supervisors, thy are more Patrick and Ida, because they are my leaders. It happens 

more often that they ask about mistakes, why did that happen. The worst thing is that when you 

come in at t 9 o’clock, and they are like: ‘Ok, we have to talk.’ And then you just start your shift 

about complaining about a thing you did. I can give you an example. Maybe two months ago, I came 

in and there has been a guest complaining about her car. I parked the car and the day after one of 

the bell captains brought it back to her. And she sent an e-mail to the hotel, that when she got back 

the car, there was too loud music in there, the channel was switched, there was something on the 

wheels and it was dirty inside. So, I came in and Ida was showing me this e-mail. I started to read it. 

And she said: ‘I can see you parked it’. I parked it. The music and so on should be the guy who 

brought it back. And about the dirt inside, I don’t know, I walk from the hotel to the car. There was 

also something with the wheel. So, it is just not a good way to start the day. And she said that she 

already talked to the other guy and he denied it all. SO just assuming it is me... What do you want 

me to say… And then I was going down and felt like I don’t want to be here. 

E: Do you think it could have been handled differently? 

B: Yes, maybe when you come in, start your day and the [being told] ‘hey, I have a little thing we 

need to talk about, when you have time.’ And Ida she told me, that I am one of her favorites and 

that she doesn’t understand… You just woke up and got to work and have the manager doing this. 

It is not the right way to do it. That could be a really bad start of a day, you get so annoyed. Then 

you walk don and ergh… Actually, that day Ida came down ten minutes after and we had a guest 

with luggage and I asked him, if he needs some help with the luggage and he said no, not at all. And 

then Ida came down the elevator and saw that he was carrying his luggage, but I had just asked him, 

if he wanted help and he didn’t want any. So, she almost run out, pushed the door and apologized 

that he was not offered help and the guest was like: ’no, no, I have it’. The she looked at me like: 
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‘Why didn’t you help him?’ That was hell of a start, I was so pissed that day. I had to explain Ida, 

that I asked him and he didn’t want any help and that I have worked here for one and a half year 

and that I know how to do it. Of course, I would have never just stand there and look while he is 

carrying his bags. Maybe it would have been better, if she didn’t ask him, but had expected that I 

had asked and asked me afterwards about it. And if I had said no, she could be mad at me. Things 

like that are a bad way to start a day, but most of the days you are coming in and people are just 

happy. You know how it is, if other people are happy then you are happy. If other people are 

grumpy… 

E: I forgot to ask you two small questions. How important to you is the support by the management? 

B: It means a lot. It is really important, that the management has some trust in you. Like if a suitcase 

o a bag disappears… It is really important that they trust you, that they trust that I do my best. I 

want to do the things in the right way and that wen I am at work I do 100%. If they start not trusting 

you, it is not going to be fun to work.  

E: That brings us to the next question, what makes you to do a better job? What motivates you? Is 

it financial benefits or…? 

B: If I dint have my job besides school, I wouldn’t be able to afford my apartment. So, it is really 

important. But still it is also, if you take the name drop board. It is not that big of a thing, but then 

you also get an e-mail from Ida that you have done a good job. That motivates me a lot. That is one 

of the things.  Love to get that e-mail from Ida. That is one of the good things, especially Ida, when 

you get a name drop, not before. It is funny, it has to be online or on a paper, before you get ‘good 

job’. Sometimes when you work hard, would be nice to get appreciated. Sometimes it could be 

difficult to be a manager, because then you have to say all the time ‘good job’. I think it is good with 

the name drops.  
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