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Summary
In most countries of Europe, but in terms of the research tar-
get area, – Austria – it can definitely be stated that the lack of 
skilled labor is a current and not negligible problem. Based on 
the experience of the past years, it is increasingly difficult to 
find a reliable, loyal employee who performs his profession at 
an appropriate level. In the case of foreign workers, inadequate 
knowledge of the German language causes additional difficul-
ties for both employees and employers. My goal is to define a 
performance measurement system for manual workers, dur-
ing which manual workers will be able to give the best of their 
knowledge, exceed expectations, and also become interested 
in the implementation of the employer’s vision and business 
plans, so that their personal development is also ensured. This 
results in a cooperation during which the organization will be 
able to achieve the greatest possible efficiency with the existing 
number of employees. This alleviates the ever-increasing short-
age of skilled labor.
Keywords: performance, efficiency, catering industry, con-
trolling
Jel-code: M20

Introduction
As a result of economic and social changes at the global lev-
el, the management of human resources plays an increasingly 
important role. The intellectual capital of employees is one of 
the key determinants of competitiveness. In light of this, the 
measurement and controlling of human resources has become 
essential in the 21st century.
  Based on the measurable results, we can evaluate the per-
formance of the employees and optimize the work processes. 
What cannot be measured cannot or is difficult to manage. 
Quantifying human resources is a difficult and complex task. 
According to evaluation approaches based on various finan-
cial and non-financial indicators, the current state of human 
resources determines the company’s future performance, and 
its state contributes to the development of the company’s val-
ues. A well-functioning HR controlling system supports corpo-
rate decision-making. In relation to the topic, one of the most 
relevant approaches (Kökényesi – Andriska, 2002) is that it 
considers the degree of achievement of goals as effectiveness. 
(Erdei, 1976), on the other hand, uses it as a collective term in 
which it compresses 3 indicators: productivity, efficiency, prof-
itability. Productivity is output per unit of applied input (Dancs 
– Molnár, 1997).
  During the 1990s, the determination of efficiency became 
a corporate priority in the EU countries, but also worldwide. 
According to generally accepted definitions, organizations can 
increase their efficiency either by increasing their output with 
constant input, or by keeping the level of output unchanged with 

decreasing input. During efficiency analyses, the efficiency rate 
is determined by taking into account an input factor. This indi-
cator determines how efficiently the organization or company 
uses a certain production factor (input) to achieve a result (out-
put) that is valuable for the company or organization. Accord-
ing to (Kaplan – Atkinson, 2003), one of the biggest problems 
with result-based efficiency indicators is that the majority of peo-
ple do not think about the organization based on profits. It is 
much more natural and simple to characterize their activities 
with physical units (such as the number of products completed 
during one shift). But there are other efficiency indicators that 
do not include a financial element. For example, quality yield is 
the number of defective products divided by the total number 
of products. However, many efficiency measures contain finan-
cial data either in their numerator or in their denominator and 
thus become a financial performance measure.
  Kaplan recommends the following efficiency indicator to 
measure labor efficiency: Labor efficiency = Cost of labor budg-
eted for products issued / Actual labor cost
  (Bódi et.al.1985) mention the labor productivity indicator. 
However, this indicator only expresses the degree of human 
efficiency, so in its more general, broader use, it is rather cate-
gorized as economic efficiency.
  Overall, it can be concluded that most authors interpret effi-
ciency as a ratio of results and expenditures. To define profit-
ability as an indicator, we must first define what we consider 
income. Individual authors also interpret these concepts quite 
differently.
  According to (Széles, 1990): „Income is a collective term for 
economic results expressed in money, which appear as the dif-
ference between the production value or sales revenue and 
the production cost – not specifically defined.” (Tóth, 1996) 
interprets the concept of profit similarly to Széles. According 
to its definition, „a company’s profit is the difference between 
the sales revenue of its sold products and the costs charged to 
it; examined per product, it is the profit per product”. In the 
words of (Hajdúné and Lakner, 1999): „Profitability depends 
on how sales revenue and costs relate to each other.” The activ-
ity is therefore profitable if a profit is generated during produc-
tion. (Porter, 1990) puts it this way: „a company is profitable if 
the price of its products exceeds the costs of production”.
  Individual businesses cannot be compared with each other 
based on their income alone, some kind of profitability indica-
tor is definitely needed. When studying the literature, it can be 
established that profitability indicators give the clearest picture 
of the company, since income is the result of many decisions. 
According to (Borbély, 1990), profitability ratios express the 
profit-generating ability of individual companies. „The profita-
bility indicators used for its analysis help in assessing how effec-
tively the company operates.”
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  (Borbély, 1990) lists the following as the most common indi-
cators:
1.	ROE (Return on Equities) – Proportional return on equity = 

Income / Equity
2.	ROA (Return on Assets) – Profit on assets = Income / Asset 

value
3.	Profit margin (Profit margin) = Income after tax / Net sales
  A KPI (Key Performance Indicator) is an indicator or perfor-
mance number used by companies, organizations and individ-
uals to evaluate their performance and monitor the achieve-
ment of goals. KPIs help us measure whether we have achieved 
some goal or result, and depending on this, allow us to opti-
mize performance and track progress.
  In addition, performance measurement is necessary so that 
companies can continuously learn from their mistakes or good 
practices, quickly, efficiently and easily prepare reports using 
the available data, and based on them, they can supervise and 
control employees in order to improve performance. Accounta-
bility starts with clearly defined performance goals.
  When examining the human factor of performance, it 
is not enough to focus only on what needs to be done. It is 
important to know „how”, „why” and „how well or how often”. 
Performance measures must be concretely defined, which 
must exist before the work is properly performed. These 
standards should be based on results and not on activity. 
The employee can define his own standards, but of course he 
must discuss this with his superior until they reach a common 
agreement. It is important that employees also understand 
and accept these indicators and see the connection between 
their work and company goals. You must be able to translate 
business objectives into daily activities that produce measur-
able results. Without clearly defined performance goals, we 
cannot determine what kind of process transformation is 
needed.

Method
During our research, we collected qualitative data and con-
ducted interviews in order to obtain the necessary amount of 
information to identify the problems. The interviews consisted 
of formal interviews, which means that although the process is 
flexible and adaptive, it is also pre-planned. It is not suitable 
for collecting objective numerical data, but it is perfect for han-
dling complex questions. In the initial phases of our empiri-
cal research, we used a report as a research method to identify 
the problems and to check the reliability of the results in the 
final part.
  Part of the recorded text can be converted into quantita-
tive data, but quantitative conclusions can be drawn from the 
non-quantifiable parts through content analysis. In addition to 
the content analysis, it is also worth examining the reasons for 
the similarities and differences.
  Purpose: to collect the right amount and quality of infor-
mation on measuring the HR performance of catering enter-
prises. Our interviews helped us identify problems and formu-
late our hypotheses. This is not suitable for collecting objective 
data, but it is suitable for analyzing complex issues. The inter-
views were informal conversations (advantages: spontaneity, 
flexibility). The duration of the interviews was 60 minutes. The 
activities of the interviewees (4 people) are related to the inves-
tigated processes.

  The target area of the research covers Austria. According 
to the latest census data, which means July 1, 2023, there are 
9,129,652 people living in Austria. The average age of the pop-
ulation was 43.2 years. The population living in Austria but 
with a non-Austrian place of birth accounts for 20.4% of the 
total population. If I examine the population between 15 and 
64 years of age, then this represents 24.8%. So almost every 
fourth person is of foreign origin based on the 2021 data. This 
was 14.4% in 2001 and 18.6% in 2011.
  According to the 2023 second quarter report of the Austrian 
Statistical Office, there are 4,705,600 persons of working age in 
Austria, of which only 224,700 persons are unemployed.
  According to the Austrian Statistical Office, the 30-54 age 
group reached 3.15 million in 2016, but since then this group 
has been shrinking. Based on the forecast, this number will 
decrease to 3.08 million by 2030. As a result of this trend, it 
will become necessary to rethink the training system and inno-
vation processes will be necessary on the part of companies. 
In the course of the investigation, we will map out what per-
formance indicator system is used in the investigated areas in 
the case of the subjects participating in the research and inter-
viewed.

Results
Based on the experience of the interview, when examining the 
internal environment of the workplace, it can be mentioned 
that saving and economy is a generally accepted aspect that is 
kept in mind in most places.
  There are places where they hire skilled workers and pay 
attention to the employees’ knowledge of foreign languages, 
but unfortunately they only provide the number of employees 
that is absolutely necessary for the operation. It is interesting to 
mention that in the workplace where labor savings are made, 
savings are not the main consideration in other areas. This is 
somewhat contradictory and in many cases causes tension with-
in the staff as well. Regarding the internal environment, it is 
generally accepted that there are areas in the hospitality indus-
try that have priority over other areas.
  According to the interviewees, it is not enough to develop the 
IT system at just one point. The entire operation must be con-
sidered as a whole system, which has several areas and subsys-
tems. Which can cover the internal and external environment 
at the same time. A thorough investigation must be carried out 
to see where a technological or information flow development 
is needed, or where the conditions have already been created, 
so that it can be integrated into a system. Development and 
digitization must be examined in all areas, if necessary, and 
integrated into a complete system, otherwise there is still a lot 
of room for error, workflows are not simplified, and ultimate-
ly the yield of development is low. Material management as an 
additional internal environment of the workplace, it can be 
stated that a well-functioning system is installed everywhere. 
According to the experience of the interview, a lot of emphasis 
is placed on this everywhere. In each case, a specialist procures 
the raw materials. For the storage of raw materials, a serious 
storage system is established everywhere, thanks to which the 
„first in first out” storage principle appears everywhere.
  Communication between employees is well resolved every-
where. This often takes the form of a common messaging plat-
form, where employees can share information with each other, 
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and management can also catch up with everyone at the same 
time. In some places, it appears that employees are provided 
with a „company” phone, promoting a better flow of informa-
tion.
  During the research investigation, it can be established that 
there are several areas where opportunities and threats appear 
at the same time in terms of the workplace environment. We 
saw many examples of this, but in addition to mentioning the 
potential dangers mentioned above, the interviewees men-
tioned something else as the most dangerous aspect. This is 
actually the appearance of employees’ attitudes towards work. 
There are many applicants and employees in this field who do 
not take the task to be performed as their own. Most of the 
time, the reason for this is that someone does not like what they 
do, so they cannot identify with the values that come with the 
positions in the hospitality industry. In this case, the employee 
cannot place himself in the system generated by the employ-
er. It is in vain that all information is available to the employee 
in order for him to be able to perform his work and tasks. On 
the other hand, the employee who combines his professional 
knowledge with his motivation will be able to get the most out 
of the system. Unfortunately, the characteristic is that the sys-
tem itself is not perfect, so the employee who has the right atti-
tude will only be able to apply his skills and abilities to a limited 
extent during his work.
  According to the interviewees, one of the reasons for the dif-
ferences is social and cultural orientation. In practice, this is 
manifested in the way that, due to cultural differences, employ-
ees approach work, tasks and problems differently. No signifi-
cant difference in performance can be noticed between work-
ers from foreign nations. How they perform depends a lot on 
their language skills, experience and attitude to work. Upon 
hearing the standard of performance, the interviewees unan-
imously mentioned tipping. This is the standard that repre-
sents performance and satisfaction with it. Two types are dis-
tinguished, one is the personally given tip, which is for the 
given person and his performance, and there are departments 
where tip boxes are placed. Then, on the other hand, the per-
formance of a given department can be inferred proportional-
ly to the amount of the tip.
  In general, management does not consider performance 
measurement to be one of its primary tasks. There are attempts 
to measure the performance of maids, such as setting norms. 
How many rooms must be cleaned in a given time, but a check-
list of the tasks to be performed is also displayed. Hotels use 
an additional criterion for guest satisfaction, which is also 
based on subjectivity and is not an indicator of direct perfor-
mance and cannot be linked to a person. This is presented in 
the form of a questionnaire upon departure, where the guests 
have the opportunity to share their opinion and can also name 
a specific person with whom they were satisfied. Where there 
is no paper-based questionnaire upon departure, the manage-
ment usually interviews the guests verbally about satisfaction. 
The degree of employee satisfaction and its appearance at the 
operational and strategic level: Most hotels in Austria provide 
accommodation and three meals a day to employees. Another 
tool that can be used to increase satisfaction in this segment is 
if the employees get more vacations and rest time, and last but 
not least, the level of pay is what the interviewees highlighted. 
At the operational level, it is mentioned that satisfaction can 

appear in several forms. An employee who is satisfied with his 
work and its environment is calmer, more balanced and col-
lected. This affects your daily performance and the quality of 
your work.
  Of course, you can draw a parallel between the level of turno-
ver and satisfaction, but according to the attitude of most com-
pany managers, there will always be enough labor on the mar-
ket. The emphasis is on sufficiency and does not examine its 
quality. The interviewees mention that since the appearance 
of the COVID-19, there has been some change in attitudes 
towards employees. The interviewees gave several suggestions 
for how performance could be made measurable. First of all, 
everyone recommended the hiring and employment of a pro-
fessionally prepared and competent HR staff. This department 
does not appear in most hotels, or is taken over by the hotel 
manager himself. The HR department could already set up a 
selection criterion within the framework of recruitment and 
the hiring of new employees, during which an input criterion 
could be set up immediately. Language knowledge, its level, 
professional competences, references. A  better selection will 
simplify, speed up and thus make the training processes more 
cost-effective. The lack of an HR department unfortunately 
results in the hiring of many employees who are not suitable 
for hospitality. He does not consider this area his own, but only 
wants to make money. With such employees, only the neces-
sary number of employees can be reached without any particu-
lar increase in performance or added value. According to the 
respondents, without setting goals, it is not possible to set any 
performance standards. Unfortunately, many hotels only think 
about the short term or, in exceptional cases, the medium term. 
Without an appropriate IT system, performance measurement 
poses even more difficult challenges to hotel management.
  Other suggestions include applying the checklist used by the 
cleaning staff in other areas. This excludes the possibility of 
subjectivity. Increasing the efficiency of the weekly meetings 
and giving feedback to the employees, following up and shar-
ing the discussed points with the employees. It is important to 
maintain a spirit of competition among colleagues in individ-
ual departments. A healthy competition leads to extra perfor-
mance, especially if it is rewarded.
  Within hospitality industry companies, it is necessary to strive 
to ensure that individual goals are in line with corporate goals. 
Human satisfaction must be monitored and monitored contin-
uously, e.g. by filling out questionnaires. The results must be 
compared with the figures of the base period and where there 
is a decrease, the management must improve the established 
processes in order to retain the workforce. When defining the 
achievements, it is important that the employee can articulate 
what the function or purpose of the job is. You must be able to 
articulate what you are committed to in your work and why. It 
is necessary to know which are the areas in which we have to 
show specific results.
  If I implement these together, the employee fulfills his work-
place role. Goals must be formulated in which the goal of the 
position is in line with the vision and mission of the company. 
The employee must know when his task in the given key area 
can be considered completed. In order to do this, performance 
standards must be specific, measurable, achievable, result-ori-
ented and fixed in time. What are the activities that I need to 
achieve the results of the key areas. And last but not least, it 
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is necessary to define what kind of theoretical knowledge and 
practical skills are needed to realize the results of the key areas.
  In today’s age, companies compete with each other in an 
increasingly complex and complex environment, which makes 
future-oriented thinking necessary for them. It has become 
important to set strategic goals, define the vision of the future, 
and develop a system of tools related to them. The Balanced 
Scorecard relationship system is built on mission and strate-
gy. The model includes a balanced system of indicators, the 
focus of which is still the achievement of financial goals, but 
also includes the factors necessary for achievement.

Conclusions
In our view, Austrian catering is an area based on old values, 
reflecting conservative views. Where it is very difficult to carry 
out necessary and at the same time logical innovations. Thanks 
to major economic events, whether negative or positive, a for-
ward-looking attitude can be noticed. This is the employee-cen-
tered approach. Listening and considering opinions. Just as a 
satisfied skilled workforce is the cornerstone of a well-function-
ing system. We also experience development potential during 
the examination of this. Adequate emphasis must be placed on 
taking these aspects into account and efforts must be made to 
maintain them at the appropriate level. Of course, this entails 
a great risk, which is why we recommend an appropriate com-
position of employees from experienced and less experienced 
workforce. In addition, we see an opportunity for development 
in the modernization of the external environment and con-
ditions. Innovating the IT system as part of a whole system, 
the processes could be automated, thereby saving manpower. 
Employee satisfaction would increase and thus indirectly the 
performance and, last but not least, the standard of the hotel. 

The tasks must be condensed into a well-organized system, 
then it is easier for all employees, and of course employers have 
the opportunity to follow up, thereby creating the conditions 
for making performance measurable. Appropriate assignment 
of tasks, comparison of powers to positions, simplified and at 
the same time clear information paths result in everyone being 
aware of their powers, duties and boundaries. The emphasis 
placed on activities and departments should not be excessively 
focused on one direction or area. In most cases, the develop-
ment of the workplace environment affects both the external 
and internal environment.
  Furthermore, I consider it important that the employer can 
define his goals. The system cannot be created without prede-
fined goals, because we do not know what we want to achieve 
with it. A strategic level objective is essential for defining goals. 
It is necessary to examine the effect of individual factors on the 
operation at the strategic level. A competent HR employee who 
can approach problems with a professional eye is an essential 
condition for this.
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