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Keeping your hospitality staff hospitable 
Why your customers won’t be 
happy if your staff aren’t

In the service industry, more than in most others, 
the wellbeing of your staff has very tangible,  
financial effects on your business.

Your customers’ opinions of your services are 
heavily influenced by their experiences with your 
staff. And if the people who work for you aren’t 
happy, they won’t interact positively with the 
people who keep your business alive.

Our survey provides a comprehensive 
understanding of hospitality professionals  
and what they want from their careers.  

This equips you to create a better 
working environment for your 
staff, positive atmosphere within 
your business and rewarding 
experience for your customers.



Profile – age, gender and location 
“Most of us are male and middle-aged” 

The single largest group of respondents 
fall into the 45-59+ age bracket.
As the graphs show, the spread of catering staff across 
the country is fairly even but there is a clear majority 
when it comes to the sexes. Men (68.1%) outnumber 
women (31.9%) significantly.
This statistic doesn’t necessarily reflect the state of the 
industry as a whole, but it’s an interesting trend to have 
emerged from the survey. 
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Education and job search 
“Pretty much all of us are formally educated, 
with many holding a professional qualification”

All our respondents had some level of education – 
with an even distribution among people whose highest 
qualifications are A-levels, BTECs or NVQs. 
Of all the groups, the single largest one covers those who 
hold a professional certificate in hospitality and catering, or 
related subject (34.4%). Although the hospitality industry 
may tend to favour experience over qualifications, it seems 
many working in it consider professional training valuable.  
 

Regarding job searches, most seem to use a combination 
of methods – job boards and recruitment agencies being 
the most recurring answers (75% and 50.5% respectively). 

JOB SEARCH
While job boards may have lots of CVs in their databases, 
the value we provide as an agency lies in the quality of 
candidates. We have a detailed screening and selection 
process that automated job boards just can’t provide. 
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Current jobs 
“There are many of us at managerial level, 
and the fewest at directorial and CEO level”

More than half of our survey participants work in  
some kind of managerial role – management (38.7%), 
supervisor (16.1%) and team leader (11.3%). 
Entry level (7.7%), executive (8.3%), junior (9.5%) 
and apprenticeship (6%) staff make up a small but 
significant minority.

The results of this survey should be viewed in light of 
this fact, as it gives you a clearer idea of who the majority 
of people providing these answers are. It also illustrates 
the range of levels at which we recruit catering staff.
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How long have you been in your current position?

What do you need in order to progress your career?

If Blue Arrow were to offer training courses in hospitality, would you be interested?

WHAT DO YOU NEED TO PROGRESS YOUR CAREER?
The real insight here is that 19.9% of people think 
they can’t progress. 
This means there is a significant minority that feels 
hindered career-wise, even though people in this 
group would like to progress. 

Most of our participants think they need either on the 
job experience (33.1%), qualifications (19.3%) or training 
(18.1%). So, we asked whether they’d be interested in a 
training programme if Blue Arrow were to provide one. 
It was encouraging to see that most people said they would 
be – especially in light of the 19.9% who feel marginalised – 
and we’re exploring options for providing one.



Training courses 
“The internet is the place to look for training courses 
and many of us want certificates on completion”

Among our respondents, internet searches represent the 
most popular method of finding a training course (79.3%).
This might be related to the fact that many (38.5%) 
said cost would be a big factor in choosing a training 
programme. However, the single most commonly cited 

reason for choosing one programme over another is the 
provision of a certificate upon completion (47.6%).
If you’re considering providing training, as we are, now 
you know what professionals in the industry want and 
how to reach them.
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Social network 
“Most of us use Facebook but our opinions 
on advertising jobs there are divided”

According to our survey, the most popular social media 
website is Facebook (60.6%), while the least popular is 
Bebo (1.2%).
Many respondents use multiple social media platforms, 
mostly for playing games, entering competitions and 
meeting new people.

DO YOU THINK FACEBOOK 
ADS ARE USEFUL?
Interestingly, 49.7% said they don’t find Facebook 
ads useful while 50.3% said they do. 
In a way, this is unsurprising, considering that finding a 
job doesn’t feature as one of the top three things our 
respondents use social media for. However, there are 
still enough people who find Facebook adverts useful 
(just over half ) to justify recruitment efforts there.
Through years of testing and refining our methods, 
we have become good at finding high quality candidates 
for our clients, through social media. We can confirm 
that, done properly, it does work.
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Lifestyle 
“We read mostly hospitality and catering news,  
and tend to go to hotel and catering shows”

There was some overlap between opinions here but, 
in terms of which publications they read, our respondents 
chose hospitality and catering news (56.8%), local 
newspapers (50.7%) and national newspapers (43.8%) 
as the most popular.  

Among those who said they attend industry events, hotel 
and catering shows (48.3%) and local food festivals (37.2%) 
were the most popular options. 
If you want to engage staff in the industry, these are 
probably the kinds of places and publications you want 
to explore options in.
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Hobbies and music 

Unsurprisingly, the most popularly stated hobby is cooking 
(67.6%) but a high number of respondents also chose 
sports as a favourite pastime (47.9%). 

Our “Chef of the Year” competition debuted in 2013 to 
much fanfare, and the results of this survey reinforce why 
it was so successful, in a business sense – and fun, in a 
professional one. This represents just one way we’ve used 
our knowledge of our candidates’ hobbies to engage the 
best of them.
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What is your favourite type of music?

Hobbies and music 
Unsurprisingly, the most popularly stated hobby is cooking 
(67.6%) but a high number of respondents also chose 
sports as a favourite pastime (47.9%). 

Our “Chef of the Year” competition debuted in 2013 to 
much fanfare, and the results of this survey reinforce why 
it was so successful, in a business sense – and fun, in a 
professional one. This represents just one way we’ve used 
our knowledge of our candidates’ hobbies to engage the 
best of them.



Do you want to find out 
more about Blue Arrow?

CONTACT US
Get in touch with us  
to	discuss	your	
recruitment	needs.

 Phone:  0800 0855 777 

Fax: 01582 698 621 

	Email:	 sales@bluearrow.co.uk 

Visit:	 www.bluearrow.co.uk
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This survey will have given you a more well-rounded 
understanding of employees in the hospitality sector.

We’ve revealed where staff are looking for jobs, training 
courses and industry news – insight which can improve 
your engagement with potential employees.

We’ve also seen that progression, and particularly training, 
are big concerns – and we’ll be looking to address those 
concerns in the near future with the possible introduction 
of training programmes.

Get	in	touch	if	you’d	like	to	know	how	we	can 
help	you	use	this	information	to	get	good	people.
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