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The thesis topic was chosen based on current global issues, such as fast-changing business 
environment, increasing utilization of artificial intelligence and significant generational dif-
ferences in the work life.  
 
The paper has been prepared for the benefit of a unit of a globally recognised chain in order 
to develop the future recruitment process for the forthcoming era, when computerisation 
may threat with large scale job loss worldwide. The beneficiary company didn’t grant the 
right to publish its name in connection with the chosen topic by the reason of the protected 
Learning Technology Policy. During the development, the main focus was on the circumspect 
study of scenario-based planning and the impact of technological development on the needs 
and attitude of the future human capital. Qualitative research design supported the process, 
which included the discussion about the situation of hospitality related education in Finland 
and the viewpoint of managerial level practitioners. The results of the qualitative research 
method are two visions of future circumstances that describe realistic business environment 
in Helsinki, Finland, in 2030. The analysis of the interviews strengthens the general issue of 
growing gap between the relevance of available study materials and the real professional re-
quirements. Two job advertisements have been built according to the two extreme future 
scenarios. The first reflects on the case, which is a projection of the current, uncertain situa-
tion for the next decade. The second introduces an exaggerated environment, when the 
evolving professions become priority over the fundamentals of hospitality. 
 
The final product is the recommendation for the favour of the case company. The recruit-
ment of Company X in 2030 is suggested to utilize the technology to exploit the opportunities 
and to help the human capital and the future workforce to focus on the main tasks, which 
maintains resilience, sustainable growth and balance between human and technology.  
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1 Introduction 

The aim of this paper is to identify future skills and traits required in hospitality in Helsinki 

area of Finland, by 2030. This thesis tends carry out two future job advertisements and one 

updated recruiting method through the findings in connection with the professional and per-

sonal requirements of the forthcoming years. In order to reach the desired outcome, the pro-

cess has been completed based on the current hiring practices of Company X, the available 

forthcoming trends, interviews with experts, and the author’ s relevant professional experi-

ence. The updated recruiting method aims to provide ground for further development within 

the organisation. The aforementioned future job advertisements are introduced in alignment 

with two realistic future scenarios in order to describe the needed competences of future 

workforce. The visions have been produced based on research in connection with scenario-

based planning, approaching trends and future skills. The field and its chosen timeframe is 

set from the present to 2030. It was defined based on the opinion of several influencers. As 

Burton (2017) introduces, Ray Kurzweil’s, Google’s Director of Engineering, estimation is that 

by the year 2029 robots will have the competences to outsmart their makers. He suggests that 

humans will be able to connect the cloud directly via their neo-cortex, and exploit the tech-

nology to become smarter by the year 2030. Ray Kurzweil claims an eighty-six percent of his 

147 predictions were correct according to Galeon and Reedy (2017). In the online source that 

was published by Singularity University Summits (2017) John Hagel, management consultant 

and author, stated that one hundred percent of the existing work types are vulnerable to au-

tomation. He defines work as a model of scalable efficiency, in which the way to achieve ef-

ficiency, firstly, is to specify tasks in advance. The tasks need to be done on the same, highly 

standardized way. The tasks are tightly integrated and free of inefficient factors when look-

ing at the whole process. According to John Hagel’ s definition of work, all the previously 

mentioned processes can be automated. In connection with Hagel’s views on automation, 

Lasse Rouhiainen’s (2018) point of view on the impact of technological development is firmly 

taken into account. The aforementioned writers’ approach in alignment with this study based 

on professional experiences underline the importance to prepare for the upcoming changes 

from personal and professional perspectives. The discussed changes are mainly driven by 

technological improvement, specifically due to the increasing application of Artificial Intelli-

gence (later AI) on nearly every field of our lives. Rouhianinen (2018) explains that AI has a 

great potential to help humans do things and complete tasks easier, faster, cheaper or more 

efficiently. He also reflects on the misconception that only large companies have opportunity 

to exploit the benefits of AI. According to Rouhianinen’s opinion the job market is subject of 

change by reason of the expending usage of AI. From this angle the most significant concern 

regarding the technological development is the probable job loss on certain levels. Based on 

Hagel’s and Rouhiainen’s studies and expertise this study finds Company X an appropriate 

case, since the majority of the available positions are highly vulnerable to automation. As 
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Rouhiainen urges the responsible sectors, including professionals, to provide more insights on 

the topic, this thesis initiates the advancement in question within the operations of Company 

X. This development paper tends to screen the age groups which are affected by the prior 

views and relevant to the initially defined timeframe of the thesis process. For this reason, 

three generation groups are viewed based on Laudon and Traver’s (2017) findings, the Gener-

ation X, the Millennials and the Generation Z. The Generation X consists the part of the popu-

lation who were born approximately between 1965 and 1980. In general, this group has lived 

when declining economical standards were the norm. The Millennials were born approximate-

ly between the year 1981 and 2000, followed by the Generation Z after them. “Millennials are 

digital natives: they are the first generations to be born into the digital revolution of the 20th 

century. They grew up with the commercial Internet” (Laudon & Traver 2017, p 654). This 

information leads to the fact that the Millennials are consuming content on different way 

compared to the generation before them. The age groups are necessary to be screened when 

developing hiring practices for future purposes in the time period of the following twelve 

years, by 2030. Reflecting on the Finnish society from the perspective of the chosen time di-

vision, the Finland in Figures (2017) report of Statistics Finland shows that by 31 December 

2016 the number of Generation Xers and Millennials are just slightly different. 

 

Figure 1. Age structure of the population in Finland. 

Despite the differences in content consumption or consumer behaviour between the genera-

tions, with the current conditions of retirement in Finland the majority of Generation Xers 

are expected to be present on the labour market in 2030 simultaneously with the Millennials 

and Generation Z. The expected retirement age in Finland is introduced in Figure 2. To ex-

ploit the benefits and practice the most efficient hiring methods in connection with both 

groups the differences need to be understood. The recognition of the key change drivers is 

suggested by Rouhiainen (2018) as well as this thesis. 
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Figure 2. Expected retirement age chart, Finland. 

Furthermore, the relevance of author and motivational speaker Simon Sinek’s theory of The 

Golden Circle has been examined during the thesis process. The aforementioned concept em-

phasises the importance of knowing why something has been done by someone, instead of 

focusing on what has been done. Simon Sinek (2011) explains how the same theory works from 

the view of an organisation and the perspective of a consumer. The three parts of The Golden 

Circle is the what, how and why. Philosophically, the majority of the companies are operating 

and communicating according to the previously mentioned order of The Golden Circle fea-

tures. Simon Sinek suggests that using the same features on the opposite way, called inside 

out, will enable the companies to challenge the status quo and lead their markets in the fu-

ture. This study aims to link the theory to the development of Company X’s hiring method as 

a possible impact on the characteristics of future workforce, and therefore the way to ap-

proach candidates in the recruiting operations. The characteristics are related to the descrip-

tion of the possibly required future skills and personal traits within the future job advertise-

ments. The approach refers to the updated recruiting method as one of the outcomes of the 

thesis work. 

 

Figure 3. Principles of the Golden Circle. Simon Sinek. 

Two other sources were found inspiring and relevant to this thesis. These are scenario stud-

ies, conducted by global companies. The main attribute of the future studies from the per-

spective of this thesis, which empowers them to be applicable in the process is the examined 

time period. Both companies, Shell and Deutsche Post DHL Group, target to set possible fu-

ture scenarios on their fields by the year 2050. Besides that, there are other common areas 
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introduced as well, such as technological development, transformation in society, environ-

ment related changes and demand for energy. The studies have been tied to the thesis on 

several ways. Firstly, the way that the previously mentioned companies approached the cur-

rent issues was taken into account. These companies aimed to describe the unknown future 

events and offer realistic solutions accordingly. Furthermore, this paper tends to apply two of 

the aforementioned common areas of the future studies in the development method for the 

case company. These are the technological development and the changes in society ranges. 

The third facet to use in the thesis is the detailed study of scenario-based planning, as a 

method in order to produce realistic versions of future circumstances. The scenarios are 

briefly introduced in the literature review. The desired outcome, two future job advertise-

ments and the updated recruiting method, is presented in the Conclusion. The first an-

nouncement has been produced according to the scenario, which describes a future, where 

humans are still needed in the majority of operational activities of Company X. In this part 

this study answers the research question (later RQ): what is the future looks like for hospitali-

ty in 2030 if education doesn’t adjust the study programs today? The second advertisement 

relates to the scenario, which moves along with the trends in digitalization and automation. 

This option suggests realistic solution by answering the following research question, which is 

what knowledge the uneducated hospitality workers need to acquire in order to maintain 

their competitiveness in the fully automated hospitality industry in Finland, in 2030. The the-

sis presents an updated recruiting method based on the required professional skills and per-

sonal traits presented in the aforementioned scenarios, while emphasising the personality 

aspect of the future of hospitality work in Finland. The research question which applies in this 

section is what personal and professional competences a waiter or waitress candidate need to 

have in order to fulfil a position at Company X in 2030. 

2 Literature 

This section aims to introduce the theoretical background. The goal of the whole process is to 

carry out two future job advertisements and one updated recruiting method applied in Hel-

sinki area of Finland, by 2030. Therefore, the literature review has been planned respective-

ly. Firstly, two scenario studies are introduced. The second section of the theory background 

is the presentation of the scenario-based planning. Professor James Allen Dator’s and the fu-

turist Peter Schwartz’s essays (Delivering Tomorrow, 2012) are reviewed to gain knowledge in 

order to be able to produce the two future job advertisements and present them after the 

scenario building. The video Windows on the future: modelling scenarios helps as well to un-

derstand the purpose of scenario planning. Dr Cho Khong, Chief Political Analyst, and Martin 

Haigh who is a Senior Energy Adviser of Shell share their knowledge in the topic. Furthermore, 

the meaning of human resource according to Bratton and Gold (2017), and its functions re-

ported by Bolman and Deal (2017) are explained in general. In order to support the desired 

outcome of the thesis process, the study looks into one specific function, the recruiting, in 
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details. In addition, changes in organizational structure on global scale are discussed, while 

paying special attention to the transformation of hierarchic system, network of people in line 

with Deloitte’s Global Human Capital Trends (2017) and the difference between manager and 

leader as Sinek (2011) explains. The presentation of Kaplan’s & Norton’s Balanced Scorecard 

(1993) is suggested to include in the literature review based on its attribute, which is to link 

measurement to strategy within an organization. To produce an update of an existing hiring 

method, possible required future skills need to be examined. The forthcoming trends are de-

scribed based on Rouhiainen’s (2018) expertise, specifically studying the hospitality industry. 

All the aforementioned stages in the literature review are intended to advocate the develop-

ment process by helping to understand recruiting as an important function within an organiza-

tion and looking into future trends, simultaneously. 

2.1 The World in 2050 visualized by global companies 

Deutsche Post DHL submitted its vision in Delivering Tomorrow (2012) about the possible fu-

ture circumstances in the year 2050. In case of Deutsche Post DHL, the main influencing is-

sues during the scenario building process were trade and consumption patterns, technological 

development, climate stress and the impact of all the aforementioned ones on consumer be-

haviours. The scenario study was created by internal logistics experts and external experts 

from different fields. Companies such as Volvo Technology Corporation, International Energy 

Agency, Rocky Mountain Institute, World Business Council for Sustainable Development, 

Greenpeace International and Fraunhofer-Institute for Material Flow and Logistics helped the 

progress with their expertise. The first scenario is called Untamed Economy. It describes the 

consequences of unsustainable consumer behaviour, which leads to irreversible events in case 

of climate change or available natural resources. The second scenario demonstrates mega-

efficiency, driven by green growth and sustainable power plants. In this scene renting and 

sharing services is the norm, that drives the population towards dematerialization. The logis-

tics industry is reliable and supports the run of a shared economy. The third scenario priori-

tizes a customized lifestyle, in which 3D printing is one of the most important tools. An inno-

vation as such would dramatically decrease the need for long-term transportation of finished 

or half-finished goods. Therefore, the logistics industry would expand its operation to provide 

data streams or design blueprints. The title of the fourth scenario is Paralyzing Protectionism. 

In this schema borders are re-established due to economic challenges, mutual mistrust and 

extreme nationalism. International exchange decreased critically as the trade has become 

limited to regional blocs. The fifth scenario presents the possibilities to serve the foreseen 

high-level consumption and unexpected events by “shifting away from efficiency maximiza-

tion to vulnerability mitigation and resilience” (Delivering tomorrow 2012, p 16). 

According to the Shell Energy Scenarios to 2050 (2009) the total population will exceed the 

nine billion on the planet Earth, by the year 2050. The energy use is expected to double by 

that time, therefore Shell carried out two alternatives in connection with the possible future 
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landscapes of the global energy system. The scenario building process was driven by three key 

facts. Firstly, there has been a significant growth in energy use globally, due to heavy indus-

trialization, and building infrastructure. Therefore, as the second issue, supply has been un-

der pressure to keep up with the demand, and the increasing use of biofuel hasn’t provided 

complete solution. The third driver issue arose from the previously mentioned two matters. 

Even the dramatically decreased use of fossil fuel and efficient CO2 management aren’t 

straight solution for the future to avoid threatening the human well-being. Taking the key 

drivers into account, Shell Scenarios team submitted two possible future views of global ener-

gy system. The possible worlds are named as Scramble and Blueprint. The first demonstrates 

what happens when events outpace actions. It means that fear of losing economic ground 

shapes decision-making, which leads to tight energy availability and severe climate conditions 

in short-term. In the Scramble world, in general, people who are responsible for giving direc-

tions, and setting policies don’t pay attention for responsible and sustainable energy use. On 

the opposite side, in the Blueprint world actions outpace events. The Blueprint world isn’t an 

ideal world either. It explains the way how the population can benefit of the alliance of in-

terests, and support of local initiatives. In this world lifestyle, economic prospects and long-

term benefits are the priority. 

Both of the previously named companies emphasise the importance of readiness for future 

challenges and aim to envisage the unknown future. The consideration of changes in lives of 

individuals and impact of technological development that lead to tremendous increase in de-

mand for non-renewable natural resources is a common aspect. Shell and DHL similarly pre-

sent extreme circumstances, therefore, the produced scenarios cover a wide spectrum of pos-

sibilities. In their future studies the fundamental tool that has been applied is the scenario-

based planning, which allows to plan ahead rationally and gain competitiveness. The opera-

tions of Company X, likewise Shell and DHL, are affected by numerous external factors. More 

specifically, upturn in technology in general, its impact on lives of individuals and situation of 

other industries influence the performance of the case company. Based on the aforemen-

tioned facts and principles this study suggests the review of scenario-based planning in order 

to be able to produce the future job advertisements as desired products. It means that the 

completion of research on scenario planning and the production of two announcements for 

open positon according to the RQs may potentially support the competitiveness of Company X 

by preparing for minimum two different scenarios. 

2.2 Scenario-based planning 

In order to provide appropriate understanding in connection with scenario planning, the thesis 

describes it compared to strategic planning. Figure 4, presented by John Canfield who is a 

Management Consultant with international clientele, supports the relevance of having to use 

scenario planning in the thesis process in favour of the goal, which is to produce two future 

job advertisements and one updated recruiting method. 
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Figure 4. Types of planning. John Canfield. 

According to Canfield (2009) strategic planning is usually examines the upcoming one to three 

years period in the operations of businesses. Strategic planning, in general, can be processed 

by the analysis of ten categories. Most of the categories collectively reflect on quality of in-

ternal actions, such as strategies, action plan, plan implementation and plan monitoring. The 

mission, vision, values and business environment are taken into account as well in a standard 

procedure. This method is applied as a top-down approach and according to the hierarchy of 

intent the most potential idea is defined based on the most important one of the aforemen-

tioned categories. Figure 4 indicates that the strategic planning is applicable in case of im-

provement in connection with business operations. In contrast, the production of future sce-

narios or future job advertisements is an innovation, as the produced scenarios are prepared 

without the review of past events. Scenario-based planning is projected by the understanding 

of future trends and realistic vision. According to Professor Dator’s essay that has been pub-

lished in Delivering Tomorrow (2012) the aforementioned method is largely qualitative, be-

cause it requires correct interpretation of theories about the future and accurate analysis of 

data collection. This fact also supports the thesis to prioritize qualitative interview as data 

collection method. The details of the interviews are introduced in section three. Dator states 

that the future is no longer accurately predictable, due to the rapidly changing business envi-

ronment, even there is a significant increase in demand for future studies. This fact also leads 

to the implementation of scenario planning by the reason of its attributes, such as wide range 

of alternative options, envisioning of possibilities, systematic planning and complex under-

standing. As Dator, Peter Schwartz also refers to an acceleration of changes in his essay that 

has been published in Delivering Tomorrow (2012). The increasing scale of interrelationships, 

the complex web of Internet, the shift in handling financial transactions and the basic condi-

tions to operate business are appropriate precedents to illustrate the aforementioned state-

ment. In order to successfully overcome the changes resulted by these precedents, Schwartz 

underlines the capacity of scenario planning and suggests organizations to apply this method. 

The futurist explains that the fundamental element of this type of planning is perception, 

therefore, decisions are not made based on the real or current situation. Perception, which is 

a belief or opinion that may be shaped by experiences and knowledge level, is supposed to 

drive the procedure of scenario planning instead of the reality. Imagination is another crucial 

component of the progress as well as precise analysis of future trends. These are the princi-
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ples that differentiate a scenario from a prediction, therefore, they provide a solid ground for 

building relevant and specific strategies to each vision separately. 

2.3 Recruitment 

This study drives the literature review form the theory of scenario-based planning to one spe-

cific activity of human resource management (HRM), the recruiting. This following step sup-

ports the production of the updated recruiting method through studying HRM in general and 

takes the development further by narrowing it down to the hiring practice. The content of 

the term of human resource (HR) is arguable, as it is not an impersonal physical product 

which is appropriate to be combined with the word human. According to this approach HR as 

a function may be seen as one that dehumanizes employees. The aforementioned activity in-

dicates the process of hiring, managing and improving the employee in order to serve the re-

quirements of an organization. The hiring procedure is generally conducted based on needed 

specific abilities that the responsible department of the organization defines in advance. The 

actions of the employee are managed based on the regulations by the empowered organiza-

tional member, the manager. The organization maintains the improvement by creating learn-

ing opportunities and developing the particular set of basic abilities. The combination of this 

generally described arrangements within the operations of an organization leads to the appli-

cation of the term human capital. Human capital includes the entire set of personal traits and 

professional skills that all the employees collectively contribute to the workplace. HRM in-

volves all the decisions that affect the quality of the relationship between the organization 

and the human capital (Bratton & Gold, 2017). Haluska and Perry (2016), similar to Hagel 

(2017), point out the shift in connection with the increase of application of software-driven 

products and work environment. It results the current trend, in which the employee may be 

differentiated during the recruiting process as someone who gives more value. The value may 

be added not only by professional background but attitude and constant learning. According 

to Bolman and Deal (2017) the first step of a basic HR strategy is the implementation of the 

philosophy. This particular philosophy may potentially provide competitive advantage by giv-

ing a clear understanding of the core values of an organization and their interpretation to 

practices in order to manage employees efficiently. The practices support the execution of 

ideas while taking the core values into account and managing the workers respectively. The 

following step is the hiring of those employees whose abilities and attitude fits well the de-

fined philosophy. “Recruitment is the process of finding people to work for a company or be-

come a new member of an organization” (Cambridge Dictionary, Recruitment). It includes the 

analysis of requirements, the marketing of the open position, the analysis of applicants and 

the integration of new workers. This particular activity is suggested to be completed on a 

time and cost-effective way (Business Dictionary). By that reason the periodical revision of 

the actual method is highly recommended for organizations. The concentration on the need 

for advanced personal traits during the selection of future workers, the focus may remain on 
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the customer and the high-quality service in a highly automated work environment as well as 

in case of moderate automation. Haluska’s and Perry’s (2016, p 16) viewpoint supports the 

approach of the thesis when says: “Being a company structured in such a way that allows the 

individual to succeed, as part of a team of top performers, is the key to attracting people.” 

According to the recent global trends and the information that has been introduced in this 

section, during the recruitment the requirements from the organization side are not the only 

ones that need to be taken into account. The needs of an employee practice developing con-

trol in the hiring process. By that reason this thesis describes the current new trends in net-

work of employees and compare that with the actual conditions that Company X is currently 

able to provide in section 3.1. 

2.4 New trends in teamwork 

In this section the most recent and forthcoming trends in connection with modern organisa-

tional structure are introduced in general. According to The Organization of the Future: Arriv-

ing now (2017) article the most prosperous companies of the future may be the ones that 

adapt new trends faster, learn more rapidly and are able to respond to the dynamic demand 

for career opportunities. This statement has been supported with the research that was con-

ducted by Deloitte’s Human Capital professionals. Globally, eighty-eight percent of the survey 

respondents categorised that the necessity of framing the organization of the future is im-

portant or very important. Beside the significant need for shift in organisational structure, 

relatively low, eleven percent of the respondents acknowledged their capability to conduct 

the change. The result of the digitalization, rapidly changing, unpredictable and disruptive 

operating environment stresses the need for flexibility and adaptability in modern organiza-

tions. The traditional industrial-age models that prioritise efficiency, effectiveness and sup-

port hierarchical systems do not seem to be appropriate to fulfil the requirements of the ap-

proaching trends. Instead, the network of teams is seen as powerful solution in order to over-

come problems and maintain further development in the future. It is important to underline 

that fourteen percent of the survey respondents consider the hierarchical system as a need to 

be successful in their organisations. Figure 5 introduces the difference visually between the 

traditional and the modern network of teams. 
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Figure 5. The organization of the future, 2017. 

The increasing need for transparency, equality and rapid information progress is becoming a 

basic condition from the candidates’ side. The millennials are highly involved in the afore-

mentioned change. This thesis identifies the attributes of the modern organisational struc-

ture, presented by Deloitte, more important in case of lower level of automation in the fu-

ture hospitality industry. The fact that humans remain to be expected to program the ma-

chines that would do the work in the future leads to the assumption that high level automa-

tion may associate with the reset of hierarchical structure. 

2.5 The Balanced Scorecard and its application 

The Balanced Scorecard was introduced in 1992 by Robert S. Kaplan, and David P. Norton. It is 

a tool for development within an organisation that links measurement to a company’s strate-

gy. The method suggests planning the development from the management down in the organi-

sation, therefore it is defined as a top-down method. The effective use of the balance score-

card allows to define the development plan by four perspectives, and to be broken down by 

individual. The perspectives are financial, customer, internal business, innovation and learn-

ing. It also provides a comprehensive understanding of a company’s operations by showing the 

past financial performance and characterizes factors affecting future performance through 

internal business and learning perspectives. The main goals of the tool are to clarify strategy, 

create consensus between the plan and the execution and communicate it to the stakehold-

ers. To align the strategy effectively with the goals of the organizational units and its individ-

uals the periodic review of the strategy is necessary. That is supported by the feedback on 

the innovation and learning perspective through the measurement of flexibility and ability to 

improve from the company’s side. An increasing need of the aforementioned approach in hos-

pitality has been experienced. The demand for feedback, individual achievements and per-

sonally tailored job opportunities has been noticed to be growing. This shift is partially relat-

ed to the differences between the currently active generations on the labour market. By re-

ferring to Figure 1, in Finland the Millennials have been, and expected to be present on the 

labour market in the biggest amount within the timeframe covered by the thesis topic. Look-
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ing at this from the work-life perspective, their changing data consumption habits need to be 

understood. Millennials are called digital natives, which indicates their increasing demand for 

information in digital form, including reading, learning, social media, movies or gaming (Lau-

don & Traver, 2017). Their desired future work style is expected to be affected by the digital-

ization and changed accordingly. This growing need and the currently offered opportunities in 

hospitality industry, in general, may result lack of interest in the future based on the physical 

requirement and the usually standardized work environment. 

 

Figure 6. Balanced Scorecard. Linking measurement to strategy. 

2.6 Artificial Intelligence and future skills 

In order to proceed towards the goal of the thesis work, this study aims to complete the liter-

ature review by searching the possibly required future skills, after the presentation of the 

inspiration, scenario-based planning, network of employees and Balanced Scorecard. Accord-

ing to the shift in procedures and circumstances that has been discussed in the previous sec-

tions the hospitality industry is facing a certain level of change that may affect business op-

erations or part of the operations, such as recruitment. The constantly varying conditions in-

volve adjustment in the selection of the workers who complete the tasks in the organizations. 

The conditions above include the distinction between the data consumption habits of differ-

ent generations, the increasing need for fast information flow, the growing demand for mean-

ingful jobs and the possible pitfalls and benefits of enlargement of AI. AI, in general, is the 

application of computer and software to complete a task that normally would require human 

intelligence. It may include visual and speech recognition, decision making or translation of 

different languages. From the perspective of this thesis AI is important to study in order to 

seek for information in connection with its possibilities, potential area of utilization and its 

overall impact on the workforce in hospitality. The better understanding of that area supports 

the production of the desired final product of the thesis by helping to vision realistic versions 

of the future. According to Rouhiainen’s list of activities that machines learned to do in 2016 

some is related to hospitality. The process of preparation of a coffee speciality, cooking, 

serving fast food and beverages are possible to fully execute by machines on a certain level. 
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The main attribute that links this topic to this thesis is the ability of AI to make machines 

learn new activities without the need of specific programming done by humans. Therefore, 

regardless the level of the operations of a particular organization, the required qualification 

of the human capital is expected to change. There are numerous theories about the possible 

upcoming changes introduced by Rouhiainen (2018). Some says that forty-seven percent of 

the U.S. workforce will lose their jobs in the upcoming twenty years. Another theory sets the 

estimation to 2055 when half of all the existing work will be performed by robots. 2030 may 

be a year as well when 800 million workers less will perform any jobs compared to the pre-

sent situation. On the opposite, there are theories which underline the possibility of AI to 

create new forms of work. It may potentially support efficiency by helping the employee to 

focus on the task which is the most beneficial. Through a large-scale utilization of AI new 

types of work may evolve by a strengthening demand for educated workforce. This thesis em-

phasises and takes into account the following theories for further development based on the 

topic, the case company and the given timeframe. AI may cause loss of jobs which require 

less than five seconds of human thinking, being repetitive or routine on a certain level. On 

the other hand, its extending application may dramatically improve the quality and environ-

ment of work and create new jobs. This study concludes that the majority of the twenty-four 

required future skills set by Rouhiainen (2018) is collectively linked to human interaction, 

which is challenged by the technological development. Emotional and social intelligence, self-

awareness and cultural flexibility are appropriate examples. Creativity is currently becoming 

a focus point, since it has been seen as a key differentiator when human and AI abilities are 

discussed. From the perspective of this thesis problem solving skill is firmly taken into ac-

count based on the possibility that the future workforce needs to solve different problems 

within the same industry, by the reason of the increased utilization of AI. Besides the threat 

of significant job loss in hospitality, this study points out one of the AI-related jobs that may 

evolve, AI Business Strategy Consultant. This position is suggested by Rouhiainen and consid-

ered based on the nature of the operations of Company X. An AI Business Strategy Consultant 

is expected to analyse an organization and recommend appropriate AI services of products 

that supports efficiency. The potential benefits of the implementation of the previously men-

tioned work position is discussed in the following section. 

3 Method 

This section aims to introduce the qualitative research design, including the research method 

and data collection method, which has been applied in the thesis. The research method is 

defined as a case study in which present and historical information about Company X is exam-

ined. It includes reliable data which is combined with the knowledge gained from the litera-

ture review and its application. Qualitative interviews were conducted with professional prac-

titioners, as data collection method, in order to get better understanding in connection with 

the changes in hospitality related education and the impact of technological development on 
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the hospitality industry. In both of the aforementioned cases the interview questions reflect-

ed on the situation specifically in Finland. The reason to select the qualitative interview as 

data collection method was the nature of the thesis topic. The area of work covers human 

resources in a specific industry. In addition, this study precisely zooms to one of its activities, 

the recruiting. The strength of the qualitative interview is the possibility to record explicitly 

the viewpoint of a high-level practitioner. Furthermore, the creation of realistic future sce-

narios in a given industry may require more the hearing of professionals’ personal aspects ver-

sus great volume of general answers. The weakness of the qualitative interview is the fact 

that the amount of opinions that may be recorded are less than in case of the quantitative 

method. On these terms this thesis prioritises the quality against the quantity. Firstly, the 

educational factors are reviewed. The goal is to define the volume of changes in the hospital-

ity related education in Finland, based on popularity, practicability and applicability. By pop-

ularity the interview aims to find out the demand for the hospitality studies in higher educa-

tion. Practicability is the attribute, which shows the time spent with gaining practical profes-

sional skills against the theory while completing the study program. Applicability explains the 

relationship between the accessible knowledge on the study path and the real work require-

ments. There are three key indicators: the actual changes that happened until present, the 

current situation, and the realistic future trends. In order to characterize the transitions have 

already happened in the training progress, three active experts of higher educational insti-

tutes were interviewed. The interview partners individually could support the process with 

their thoughts and expertise by covering minimum the past ten years. Therefore, the 

timeframe to research the adjustments in hospitality related education in Finland was de-

fined in ten years. Table 1 shows the frame of the interview related to the educational ad-

justment. 

 Popularity Practicability Applicability 

2008 - 2018    

Present    

2018 - 2030     

Table 1. Interview form. Situation of education. 

In Technological development section this study aims to define the level how technological 

development that affected the hospitality industry in Finland. More specifically it targets to 

conclude that what kind of impact the improved technological solutions made on require-

ments to fulfil an open position. Personality, professionalism and future plan are the key in-

vestigated factors. Research on personality related requirements become necessary based on 

Hagel’s (2017) standpoint, as one hundred percent of the existing jobs are vulnerable to au-

tomation. If this is true, this thesis intends to find out how much the companies will possibly 

emphasise the necessity of strong personal qualities in the future. The gathered data on the 

professionalism factor covers required previous relevant studies and professional experiences 

of a candidate, expressed in years. The aforementioned factor was targeted to explore 
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whether the combination of professions, more specifically acquired skills on different area of 

expertise will become a basic need in the future. The future plans factor reports the finding 

on the shift how much time the candidates planned to spend in the industry in the beginning 

of their career path and how it may change in the future. The hospitality industry provides 

relatively low pay and skill level, and lacks in opportunities to develop professionally, in gen-

eral. The alignment of the previously mentioned fact and the Millennials’ increasing need for 

fast information flow and project-based work style (Hagel, 2017), the gap between the ex-

pectation of the candidates and the current opportunities that the industry may be able to 

provide is realistically expected to grow. The impact of improved technological solutions, 

similarly to the search of educational changes, were examined between the year 2008 and 

2030. The study aims to align the findings in connection with the changes in education in the 

past ten years with the conclusion of the research about the impact of digitalization in Finn-

ish hospitality. The comparison of the previously mentioned factors is expected to provide a 

partial result that may have an impact on the characteristics of future workforce. The out-

come is expected to give better understanding whether the level of higher education suffi-

ciently provides the appropriate quality and amount of knowledge that is required in the real 

work environment. Table 2 indicates the interview structure to study the impact of technolo-

gy on hospitality in Finland. 

 Personality Professionalism Future plans 

2008 - 2018    

Present    

2018 - 2030     

Table 2. Interview form. Impact of technological development. 

The qualitative research design has been set to identify the required skills and traits in hospi-

tality in 2030 based on the literature and the views of professional practitioners. It serves the 

aim of this paper by facilitating the visioning of two realistic forms of the future. Therefore, 

it builds the ground for development of the desired final product. 

3.1 Case study 

Company X is operating in the center of Helsinki, in Finland, as a franchise unit of a globally 

recognized hospitality chain. The first unit in the chain was founded nearly fifty years ago. 

During a half of a century various shifts have been managed in the operations due to changes 

of circumstances. One of the most significant shifts was the initiative to trade franchise units 

abroad. The brand has been present in Nordic countries since the middle of 1980’s and has 

four locations out of more than two hundred around the world. One is in Norway, two is lo-

cated in Sweden and one unit is operating in Finland. The fact that the brand has always been 

committed to deliver the same quality to its customers in different countries with different 

cultural background, led this study to the necessity of reassessment of the hiring method in 

order to maintain the competitiveness. The author’s current job title is Operations Manager. 
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Company X has implemented the review of certain factors, such as mission, vision or value, in 

the design of business strategy. The focus, in alignment with the values and the mission, is on 

the customer. In order to serve the customers, the appropriate amount of worker is needed. 

In case the appropriate number of workers is not available the quality of the service may be 

lower than the customer expectations. On the other hand, the nature of the operations of the 

case company drives increasing attention to cost efficiency in strategic planning, since the 

most challenging area on the Finnish market is the labour cost within the operations. This 

case points towards uncertainty, as the main focus may be shifted from the most important 

factor, the customer, to a second one, which is the cost efficiency. This shift might be the 

one that damages the basic concept, which is to fulfil the customer expectations. Further-

more, this change has been under pressure by the reason of technological development and 

increasing use of AI that might potentially reduce costs, as Rouhianinen explains (2018). 

Therefore, this paper initiates the implementation of scenario planning in order to define dif-

ferent versions of future circumstances. This type of planning may support Company X to raise 

awareness of the forthcoming changes and help to prepare for them. The thesis, in alignment 

with the methodology used in the production of Delivering Tomorrow (2012), defines initial 

influencing factors in order to outset the scenario planning in the thesis work. These are dis-

tilled based on personal experiences, therefore, at the end of that process the key factors are 

specified. The initial influencing factors: according to Ray Kurzweil humans will be able to 

connect the cloud via their neo-cortex and exploit the benefits of technology (Burton, 2017); 

decreasing popularity of hospitality related education in Finland (Interview results); the grow-

ing gap between the content consumption habits of generation X and Millennials (Laudon & 

Traver, 2017); expected retirement age in Finland (Statistics Finland, 2017); the expanding 

need to understand the meaning of work (Sinek, 2011); tremendous demand for fast infor-

mation flow (Interview results); potential of AI to decrease labour cost while boost the speed 

of service (Rouhiainen, 2018) and the vulnerability to automation (Hagel, 2017). Out of the all 

aforementioned initial influencers according to the author’s personal and professional back-

ground the key influencers have been defined. Firstly, the decreasing popularity of hospitality 

related education in Finland is taken into account, as it may cause discrepancy in the industry 

by not having enough educated candidates. Secondly, the meaning of work gets more atten-

tion recently and employers are suggested to invest time to create outstanding job adver-

tisements accordingly. This involves the need to develop organizational structure and work 

environment as well. The potential in AI for businesses to become more efficient is also a key 

driver, as it may support the employment of less workers. Correspondingly, the vulnerability 

to automation within hospitality belongs to the list of main influencers. The chosen method-

ology to produce the future job advertisements of Company X also matches the process of 

Delivering Tomorrow on the level of projection of the previously defined key influencing fac-

tors. Those has been discussed through qualitative interviews with experts and additional re-

search has been made. 
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The fact that Company X has no separate HRM department also supports this thesis to initiate 

the completion of an updated hiring method. In alignment with the key influencing factors of 

scenario planning, the defined timeframe of the topic and the desired result of the thesis 

process, this study finds essential to look into the recruiting activity of HRM. The case compa-

ny did not grant the right to fully present the current technique, which is designed to select 

employees. This paper concludes the set of questions and states that the actual method prior-

itizes the professional skills over the personal traits. It means that the number of questions 

related to the personal qualities are less than the ones are related to the professional back-

ground. The potential candidate needs to meet three different managers of the case company 

in person and prove the ability to work in a highly standardized environment where the work-

ers are not expected to develop new versions of the existing products. Furthermore, the can-

didates are expected to adapt the conditions relatively fast and complete the training period 

in maximum two weeks. The aforementioned condition has been subject of change recently 

and suggested to be shorter as referring to the shift in focus from customer to cost-efficiency. 

This is the reason behind the need for advanced professional background over the personal 

traits. However, the decrease in popularity of hospitality related studies (Interview result), 

the increasing demand for meaningful work and supporting workplace (Sinek, 2011), the vul-

nerability to automation (Hagel, 2017) and the benefits of AI (Rouhiainen, 2018) may support 

the emphasis of personal qualities in the future. In order to carry out the most accurate fu-

ture hiring method and two future job advertisements in the development process of Compa-

ny X, its current organisational structure need to be understood. In the unit which has been 

currently located in Helsinki the highest filled position is named General Manager (GM). The 

GM is responsible for the operations as a whole, including the activities of all the depart-

ments, and need to be involved in every decision made by Operations Managers (OPS). GM 

reports to the business shareholders. OPSs are reporting to the GM in connection with the dai-

ly operations. It covers the compliance with best practices to fulfil the required standards, 

cost control and solution of unexpected issues. OPSs act as shift managers, while making sure 

that all the lower level employees are completing their duties according to their job descrip-

tions. According to the definition of hierarchy, it is “a system in which members of an organi-

sation or society are ranked according to relative status or authority” (Oxford Living Diction-

aries). The review of the actual format of the case company and the aforementioned defini-

tion led this study to state that Company X has had a hierarchical organisational structure. As 

an example, on the lower employee level, the nature of the waiter position may be taken 

into account. It requires physical presence, real-time interaction with the customers and fol-

low-up on the company standards. In the aforementioned position the employee is not enti-

tled to make decision, only the supervisor can act when it is needed. These factors create the 

hierarchical structure. Beyond the given circumstances, from the recruiting perspective of 

Company X, the emphasis on the attributes of modern organisational structure may be a dif-

ferentiator on the market. This study analyses the application of the basic principles of the 
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Balanced Scorecard in practice within the operations of Company X. The idea behind that was 

to improve efficiency and increase sales, while the workers could shape their selling skills 

through more advanced product knowledge and the customer may have experienced a signifi-

cantly higher level of service while spent more money than planned. The previously men-

tioned key drivers were proposed according to the financial, customer, internal business and 

learning principle. From the financial perspective the success factor was defined by the sales 

of the individual on the ninth week of 2018 compared to the same week in 2017. The partici-

pants could decide which product category they would like to emphasize and upsell based on 

their skills and knowledge. The opportunities covered additional side dishes, appetizers and 

desserts. The management left the decision to be made by the individuals in order to support 

their attitude. The critical measurement was set by the total sales and the cost of sales by 

individual on the given week. 

By the policy of the case company the customer couldn’t have been approached directly to 

encourage to spend more money. The communication had to be planned carefully and the 

individuals were asked to drive sales by suggesting the certain dishes based on their charac-

teristics, such as taste, speed of service, nutritional attributes or great combination with oth-

er dishes. The critical success factor was the overall satisfaction and feedback from the cus-

tomers. The available tool to give feedback was optional for the guests, therefore the meas-

urement was challenging. 

Internally, the management was looking for impact on motivation of the workers and in-

creased interest in cost control and positive feedback from the customer, simultaneously. The 

goal was to make them realize by themselves that the product knowledge is essential in sales 

and encourage them to search for information before the customer would have actually 

asked. The other goal was to drive the attention to the importance of sharing knowledge, in-

stead of keeping it for themselves. 

Innovation and learning process was linked to the previously mentioned goals. Product 

knowledge may have been gained by forcing the learning progress or providing opportunity to 

learn by doing. The success factor was defined by the amount of ideas that the individuals 

shared to project better sales and to get positive recognition. 

Company X has not granted the right to announce the results in detail and with exact num-

bers. The outcome in connection with the use of the Balanced Scorecard was found positive 

and productive in all aspects. Conclusion can only be presented in regards of the customer 

satisfaction. The seven servers who participated generated sixteen percent more official 

guest feedback in total on the given week compared to the same period of the previous year. 

The positive reaction to the adoption of the Balanced Scorecard in the operations of Company 

X leads this study to emphasise its importance from recruiting perspective in the future. 

Based on the generally increasing demand for feedback, the shift in organizational structures 

and the trends in digitalization and automation support the application of a system that links 

measurement to execution in order to engage qualified and highly educated workers in the 
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forthcoming years. Referring to the interview results in regards of the educational changes, as 

the popularity of the hospitality related studies is decreasing, the competition for the right 

candidates may strengthen in the future. Therefore, from recruiting perspective the Balanced 

Scorecard may support the operations regardless the level of automation in the hospitality 

industry in Finland. The aforementioned development system has been seen as a potential 

differentiator between the employers based on its attributes, such as transparency and strong 

emphasis on learning. The success factors of the Balanced Scorecard from recruiting perspec-

tive are low employee turnover, constantly improving customer experience and cost-

efficiency by habit instead of giving pressure on employees. One compensation system that 

has been built according to the attributes of the Balanced Scorecard may help to engage 

trained and educated candidates, differentiate the employer, fulfil the success factors by 

measuring social intelligence, willingness to help and scalable learning. 

Based on the principles, the results of the previously described progress within the operations 

of Company X and the planned outcome of thesis work, this paper aims to focus on the cus-

tomer perspective of the Balanced Scorecard in order to complete the updated recruiting 

method. This decision has been also supported by the fact that customers will need certain 

level of service in 2030 despite the level of automation. The customer is the touchpoint 

where the demand meets the supply through the service personnel of Company X and bene-

fits, such as customer experience or profit, might be possibly gained for each participant. 

Company X has not revised the currently used recruiting method in the past five years, alt-

hough the previously mentioned circumstances have significantly changed in this period. In 

this study one specific position is reviewed. This position is the waiter and waitress which as-

sociates with this study in multiple aspects. Based on its foreseen benefits, AI may cause a 

shift within the operations of Company X, specifically on the level of the workforce where 

multiple tasks have been performed, which require less than five seconds of human thinking. 

Greeting the customer, typing the food order on the computer, serving dishes or taking pay-

ment are appropriate examples. Therefore, these possibly can be automated in the future 

and the workers who have been responsible to complete the activities might face the loss of 

their jobs. On the other hand, it may increase efficiency by helping the workers to perform 

fewer less important tasks and practice the more valued activities in order to master custom-

er service. In that case the focus may be shifted to the future skills emphasised by Rouhiainen 

(2018), such as social and emotional intelligence, creativity and storytelling. In the current 

recruiting method of Company X there is no specific question which tends to explore any of 

the aforementioned skills of the candidate. It supports this thesis to apply the knowledge, 

which has been gained in literature review, with the combination of the case study and the 

future scenarios in order to produce the desired final product and maintain the development 

of the case company. This study aims to develop specifically the selection of the candidates 

out of all the stages of recruitment by the updated method, which is suggested to apply by 

Company X. 
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3.2 Changes in education 

Firstly, a meeting was organized with the current Restaurant Manager of Laurea University of 

Applied Sciences (later Teacher 1). His participation in the thesis process has been remarka-

bly important as he was able to introduce his experiences from different perspectives. Teach-

er 1 started his studies in 2012, therefore, the viewpoint of a student on the study materials 

could be discussed based on his recent memories. He could present the current situation in 

teaching hospitality related knowledge in Finland, while reflecting on the requirements of 

real work environment. In connection with characteristics of future workforce and education 

in hospitality industry he was able to add value based on his further studies, that has been 

completed as Vocational Teacher in Haaga-Helia University of Applied Sciences. According to 

Teacher 1 the average number of students in the past ten years in Leppävaara Campus of Lau-

rea University of Applied Sciences was one hundred per year. In the previous two years there 

has been a significant decrease in the number of applicants who were interested in the same 

study program. He explained the possibility of an increase in the popularity in the next few 

years with the fast-paced development within the industry. The growing population and the 

resulting growing demand will motivate students to choose hospitality as a field of expertise. 

Schools may support this decision by marketing the personal aspects of the profession, the 

opportunities to exploit international relationships and the possibility to gain flexibility and 

foreign language knowledge in real work environment. As Teacher 1 said the improvement of 

the learning material in the schools is crucial. Since it hasn’t developed as rapidly as the in-

dustry, it resulted a widening gap between the accessible knowledge on the study path and 

the real work requirements. In the present, the available sources through smart phone pro-

vide the latest knowledge instantly, which might differ significantly from the study material 

of the school. Teacher 1 suggests extending the involvement of the industry in order to keep 

the learning material up to date. When the applicability was discussed during the interview 

he stated that the process is moving from a certificate centric term towards a knowledge-

based future. The certificate itself won’t be the priority, the importance of practical 

knowledge will increase. It will result a change in the role of the teacher in the forthcoming 

years. The relationship between a student and a teacher is expected to shift from the tradi-

tionally understood communication to mentorship. It means that the study path is openly set 

by the student according to the major interest, and the mentor is only practicing its role 

when needed in case of uncertainty. 

The second interview was organized with a lecturer, who has worked in Haaga-Helia Universi-

ty of Applied Sciences since 2009 (later Teacher 2). His main specialties are food and bever-

age management, business skills and entrepreneurship competences. He is a Certified Hospi-

tality Educator and currently teaching students in Finnish and English language. Before start-

ed teaching in Haaga-Helia University of Applied Sciences, Teacher 2 has been strongly 

involved in commercial training, conducted sales, customer service and supervisor training for 

restaurant and tourism companies. After the presentation of the concept the same questions 
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were put in connection with hospitality related education in Finland as from the previous 

interview partner. There were similarities in the views and some differences were observed 

as well. According to Teacher 2 the number of students shows a decreasing trend when 

screening the past ten years. The reason behind that is mainly the impact of the numerous 

newborn professions with less physical requirements and stress, such as Social Media 

Influencer or Digital Marketer. The result of the decline in the previous ten years until now is 

approximately twenty percent less hospitality students in Haaga-Helia University of Applied 

Sciences. The aforementioned challenges in regards of the number of candidates associated 

with an additional issue. It is the decrease in the quality of the applicants, in general. 

Therefore, the role of the teacher has changed. While in the past the responsibility to 

complete the studies was on the student, recently the teacher needs to be excessively 

supportive in order to motivate the student to graduate. The interview partner expects 

further downturn in the next five years. He introduced a realistic and possible solution in 

order to attract more students in the future. With the strong emphasis on the different 

opportunities within the hospitality industry the number of candidates may be increased 

again. The aforementioned possibilities could provide competitive knowledge in real estate 

management, information technology related studies, or digital marketing. The level of 

practicability has shifted from theory centric approach to project based developing. The 

students learnt less practical insights in the past compared to what the actual way of 

education has provided. The advantage of gaining project based practical knowledge is the 

higher confident level of a student, in general. Accordingly, the current combination of 

theory and practical knowledge volume is recommended to maintain in the future. Referring 

to the shift in practicability of hospitality related education the applicability has been 

defined correspondingly. The theory centric period provided less practical knowledge to the 

students and it had a negative impact on applicability. The completion of projects and the 

remaining combination of theory and practical knowledge volume may help to develop more 

applicable competences in the future. 

The third interview partner who helped the thesis work with her expertise has been the Di-

rector in Perho Culinary, Tourism and Business College (later Teacher 3). The school provides 

a great variety of study programs on vocational level, yet the hotel and restaurant related 

studies meant the reason to conduct the interview. This thesis intends to examine the views 

that representative of a vocational institution may have on the thesis interview questions, in 

comparison with the thoughts of University of Applied Sciences level educators. The compari-

son is important, since the changes within the same industry have been investigated on dif-

ferent levels. Although the corresponding levels have been different the outcome showed 

similarities. In popularity of hospitality related programs there has been a notable decrease in 

the past five years, which is currently settling and based on the trends most probably turning 

to an increase. According to Teacher 3, the positive change may be driven by the fact that 

students seem to be more interested in sustainability recently than in previous years. Perho is 
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operating the Green City Farm, which helps to engage potential students. They can learn fea-

sible ways to supply the restaurant industry, from the farm through the kitchen to the cus-

tomer’s plate. The goal of Green City Farm is to create a community and gastronomic net-

work where all the stakeholders contribute to the development of healthy, nutritious and 

tasty food culture in Finland. The practicability of the studies was discussed as well. It pre-

sents the shift from the theory-driven approach in the past towards the increased importance 

of practical knowledge in the present and in the future. The school is operating a restaurant 

which is open for the public, where the students can apply the knowledge gained in the class-

room. Applicability has been developed accordingly. Currently, approximately 70 students 

complete an internship abroad in every year. This fact supports the growing applicability of 

the studies, especially when it is combined the latest knowledge through technology. In order 

to maintain the growth of applicability in the future, Teacher 3 emphasizes the gain of self-

confidence for the students. Another suggestion to guide students in the future is to highlight 

common goal that can be achieved with efficient teamwork. 

3.3 Technological development in hospitality 

An interview was completed with the Country Manager (later Practitioner 1) of a global com-

pany, which provides the guests an option to find restaurants at a place and reserve table in 

the chosen one. The interview partner started working as a waitress in Finland in 2005 and 

has continued performing in hospitality until present. The cooperation with the current em-

ployer in Finland started in June 2017. The company has been operating in twelve countries 

around the world. In Finland more than two hundred restaurants have used their services.  

Therefore, it is targeting the guests to use its services through mobile application, website or 

directly through the webpage of the chosen restaurant. Furthermore, it is targeting restau-

rants to be visible through the marketing activities of the brand, and utilise the premium 

product, the booking management platform. The interview is relevant to the thesis process 

through the attribute that has been offered to restaurants, since the application and the un-

derstanding of technological background of the given service may open additional require-

ments during the recruiting process in the future. The existing functions and further devel-

opment of the aforementioned system may also open the discussion about the possibility to 

reduce the number of personnel in a restaurant in the future by referring to Hagel’s (2017) 

definition of work. The examined factors during the interview were the past, present and fu-

ture requirements in connection with personality, professionalism and future plans, while tak-

ing the increasing use of artificial intelligence and vulnerability to automation within hospi-

tality into account. Firstly, when the personality related questions were discussed, Practi-

tioner 1 expressed the opinion about the importance to separate personality and customer 

service skills. The reason behind that was the fact that a person is able to hide the real feel-

ings or mood by practicing advanced customer service skills. Therefore, the real personality 

may remain hidden, while the work has been completed according to the standards of the 
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workplace. This opinion drove the conversation further and aimed to reflect on the future, 

when the repeatable professional moves may will be replaced by technology. According to her 

experience, in general, the majority of people start applying new technology with uncertain-

ty, even the familiarization process usually gets faster once the new way was tested. The end 

result on personality related requirements showed a possible increasing need for emphasising 

the personality of a candidate in the future. The interview partner supported the aforemen-

tioned statement with an example. In the example the customer was welcomed and seated by 

a human worker. The guest’s order was taken via a tablet and the payment was arranged on 

the same way, through an application that was running on the same tablet. Meanwhile, the 

only human interaction was practiced when the food was served by a human worker to the 

table. The example aims to describe the fact that even the professional moves are removed 

from the service process human interaction may be required at some point. Since the oppor-

tunity for human interaction may decrease, in order to provide the possible best experience, 

the emphasis on appropriate personality may shift to a higher level in future hiring schemes. 

In the question of professionalism related requirements, the main influencer fact was the im-

provement of the average quality of hospitality in Finland in the past ten years, especially in 

Helsinki area. Referring to the previously mentioned opinion, in the past the professional ex-

perience meant a higher advantage to find a workplace compared to the present and ex-

pected to be in the forthcoming years. Based on the shift in quality and the available 

knowledge for the customers through technology may demand a higher level of knowledge 

from the professional practitioners’ side in order to provide the most competitive experience. 

The combination of professions will possibly support the candidates to fulfil the desired posi-

tion, although based on the current circumstances it won’t be a requirement before the year 

2030. This study aims to conclude the views of the candidates in regards of the timeframe 

that they were planning to spend in hospitality in the beginning of their career path, how it 

has changed during the years and how it may affect the future selection process. To answer 

the previous questions, the interviewee referred to the opinion in connection with the profes-

sionalism point. It shows a similar increasing trend, as it did on the required educational 

background, moving from the past towards the future. In general, in the past years the hospi-

tality workers intended to spend a relatively short period of time on the field. Based on the 

increased qualities of the industry and the related upturn in demand for higher educational 

level of the candidates, the interview partner stated that the timeframe people will possibly 

plan to contribute to hospitality will strongly depend on their level of studies. 

The second interview was conducted with an HR Consultant (later Practitioner 2) who gradu-

ated as a psychologist and currently performs tasks at one of the Finnish recruiting compa-

nies. The company was founded thirteen years ago, and it is one unit of an international 

group of agencies. The holding established offices across Europe and Asia in the past thirty 

years. Therefore, the interview partner’s opinion has been taken into account based on the 

international background. The interview partner stated clearly that technology drives accel-
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erated changes in HRM. Looking at the past ten years, the increased use of Internet and the 

amount of accessible information have made an impact on the overall behaviour of candi-

dates and existing employees. Workers have generally become less patient to get feedback on 

their performance or to receive promotion. Similar situation may be observed in loyalty to-

wards the employer. The so-called Generation Z, which collects the youngest participants of 

the job market, commonly prioritizes the meaning of work instead of the time spent with the 

workplace. This characteristic is the opposite of the attitude that Generation X, which col-

lects the oldest participants of workforce, practiced. The Generation Xers have generally 

planned for long-term with the same employer and prioritizes safety instead of self-

actualization. From the perspective of this thesis the aforementioned comparison is consider-

able as both of the generations are currently active members of the available human capital, 

however, the technological development affects their lives differently. The newcomer digital 

solutions have transformed the requirements in connection with the level of minimum 

knowledge to remain competitive within the workforce. The interview partner supported this 

statement with examples from different areas. In the restaurant industry the server position 

includes activities which haven’t been present yet before the year 2010, such as handling a 

digital booking system that records customer behaviour and suggest dishes based on previous 

interest. Sales specialists are required to use more advanced computer programs and to pre-

pare more insightful presentations than in the past. Marketing specialists are heading the era 

when the ability to create automated workflows by code become a minimum requirement. 

The interview partner sympathises with the technological development by the reason of im-

provement of average knowledge of employees. On the other hand, the candidates and em-

ployees are stressed to continuously seek new information and educate themselves on multi-

ple different fields. This shift may decrease the possibility in long-term to become an expert 

of one profession, as the attention need to be spread between different fields. In alignment 

with the attitudinal transition the time period that is planned ahead to spend with the same 

employer has changed. According to the interviewee’s experiences the youngest segment of 

the available human capital commonly thinks forward shorter than one year. It challenges 

HRM systems to keep the costs and employee turnover low under the given circumstances. In 

general recruiters are required to serve needs for faster interaction than ever before and im-

prove efficiency according to the short-term plans of the future workforce. 

The third interview partner has been General Manager (later Practitioner 3) of two restau-

rants in the past ten years, operating in Poland and in Finland. Beforehand, the interviewee 

worked in the cruise industry as Restaurant Manager. This thesis counts with the opinion of 

Practitioner 3 based on significant international experiences and the recognition of the need 

for constant learning. Both of the aforementioned environments required exceptional profes-

sional skills, such as food and beverage knowledge and management, and advanced personal 

traits, such as attentiveness and reliability, simultaneously. The specification of the cruise 

industry was that the skills and traits were needed equally, none of those were prioritized. 
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The interview partner explained the shift in competitive professional skills in hospitality 

through examples. Within the examined past time period restaurant personnel hasn’t worked 

with the amount of digital solutions as today. The activities which are performed digitally 

nowadays affect the way of thinking or approaching an issue. The food order may be taken 

from the customer through a digital device, which technically might be able to track consum-

er behaviour. This significantly differs from the era when waiters mainly used paper and pen 

to record orders. The increasing use of bank cards are changing the circumstances of taking a 

payment. In the present the waiters have to handle approximately twenty-five percent of the 

transactions in cash. Regardless its convenience, this shift changes the ability to count with-

out calculator. Referring to the platform, introduced by Practitioner 1, the ability to pay at-

tention to details are also affected. Since the online platform tracks the customer behaviour, 

the restaurant personnel aren’t forced to remember special customer requests. These types 

of transformation lead to the change of fundamentals in hospitality. According to Practitioner 

3, multiple impacts are observable in connection with new solutions. One group of workers 

enjoy the benefit of disruptive technology and use it as standard procedure at work. In gen-

eral, this group includes the youngest participants of the labour market. The other noticeable 

reaction is further interest in combination of fields. The group, which takes extra effort to 

exploit the opportunities of disruptive technology consist those employees who started their 

careers before the technology has made an impact on the circumstances, but not yet belong 

to Generation X. Even there are exceptions in both categories, the interviewee agreed the 

attitudinal contrast between the digital natives and the older employees. Hospitality is chal-

lenged to provide the opportunities, which are in demand from the upcoming generation and 

compete with the evolving professions, which allow the individuals to work in less standard-

ized environment. Therefore, candidates in the present plan to spend less time in hospitality 

than ten years ago. The interview partner underlined the issue resulted by the combination of 

the education, accelerating changes and diversity in attitude. Specifically, it will be even 

more challenging to find the appropriate future talents who will be capable to serve different 

needs of certain generations in hospitality industry, which is not able to adjust as fast as the 

business environment is stressed. According to Practitioner 3, despite the level of automation 

in hospitality the advanced personal traits will support competitiveness in the future. Howev-

er, the understanding of new technologies is becoming a minimum requirement. 

4 Results 

This section includes the outcome of the interviews and one specific search in connection 

with automation and two scenarios. The scenarios are the results of the projection method, in 

which past, current and future trends are visualized and described. Projection 1 indicates the 

planning process according to strategic planning. It means that short term assumptions have 

been illustrated based on the current situation and past events. Its title is Humans are still 

needed. Projection 2 is the presentation of the future by the principles of scenario planning, 
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such as complex understanding, envisioning possibilities and realistic interpretation of trends 

based on perception. This scenario is named as Hospitality is hundred percent vulnerable to 

automation. Figure 7 shows the design of the projection method. The conclusion is introduced 

in the form of raw scenarios. The desired final products, the job advertisements, are imag-

ined and written in line with the circumstances of each visions. 

 

Figure 7. Projection method. Production of future scenarios. 

4.1 The hospitality related education in Finland 

This study follows a qualitative research design. Therefore, the focus has been on the content 

provided by the interviewees. Three teachers were asked about the past, current and future 

aspects of hospitality related education in Finland. In order to build realistic future scenarios, 

which support the creation of the final product of this thesis, the actual situation of the fu-

ture workforce has been analysed. This study tends to utilize the outcome of the interviews 

as the starting point of the visioning process by learning the trends in education and interest 

in the industry from the students’ perspective. The timeframe of the research was set from 

2008 to 2030. This approach enables this study to gain information about the education in the 

past ten years and reflect it to the forthcoming tendencies based on the trends. The populari-

ty, practicability and applicability of the hospitality education were reviewed. In the popular-

ity a straight decrease has been identified. The reason is mainly the technological develop-

ment and the evolution of work. The increasing use of AI, computerisation and digitalization 

create new types of jobs and work environment. As new positions evolve, the work style 

changes, too. The traditional, standardized hospitality work, which requires physical presence 

and have to be performed in a pre-defined time period, recently lost from its reputation 

against the new professions. The developing technologies allow the employees to perform 

their duties in a flexible schedule, even from outside the physical workplace. The interview 

partners share the same idea in order to motivate the students and increase their number in 

hospitality learning programs. The common viewpoint is the combination of professions, spe-

cifically the merge of hospitality studies with new, evolving work opportunities. The ability of 

education to adapt fast enough has been underlined as a potential issue. The practicability of 

the knowledge gained in school shows a forward-looking trend by shifting from a theory-
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centred era to the emphasis of practical knowledge. The demand for increasing level of prac-

tical skills has been aligned with the technological development as well. The need for fast 

information flow and the opportunity to have it through the mobile devices and growing 

availability of Internet put pressure on the industry as a whole. Hospitality is expected to 

provide new and unique experiences continuously, which is challenging to maintain. There-

fore, the theory itself is not sufficient, it needs to be practiced. The project-based learning, 

generally applied in Finland, supports the improvement of practical skills. The collected in-

formation is usually expected to be presented through a case or case company. The students 

may benefit of the setup of an individual study path in the future as well as the project-based 

study units. The theory-centred period involved a certificate-centred work culture in the 

past. The fact that, previously, the level of education was the main influencer on the labour 

market has changed. The study-paths include work placement courses, which may be chosen 

by the student and completed abroad. It helps the future workforce to develop an open mind-

set in the present and put skills into practice, which have been gained in a real workplace 

according to educational criteria. The current situation of the future workforce was found 

challenging and partially inconvenient in hospitality related education in terms of the differ-

ences between the opportunities, requirements and trends. In general, the gap between the 

available study material of the schools and the duties expected to be performed in reality is 

growing. In order to avoid the potential job loss resulted by the reason of increasing utiliza-

tion of computerisation and to maintain the competitiveness of the future workforce educa-

tion is suggested to provide more information about the evolving jobs and possible combina-

tions of professions. 

 Popularity Practicability Applicability 

2008 - 2018 Decreased Theory-centred  Certificate-centred 

Present Computer related 

studies become more 

popular 

Practical aspect is becom-

ing more important 

Internships completed 

abroad support higher 

level applicability. 

2018 - 2030 May increase, if 

combined with other 

profession 

Individual study path, 

change of teacher’s role 

support practical 

knowledge 

Positive impact: pro-

ject-based learning 

Table 3. Interview results. Situation of education. 

4.2 The impact of technological development in hospitality 

This section introduces the result of the research in connection with the changes, which are 

mainly driven by the developing computerised solutions, the increasing use of Internet and 

the evolving professions. The qualitative interviews cover areas of expertise, which are rele-

vant to this thesis. Practitioners have been asked on the restaurant field, in HRM and in a de-

veloping area about professional experiences and possible future events in hospitality. The 
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Practitioners have been chosen based on their competences and common issues to solve such 

as adjusting to fast changing business environment, generational diversity at the workplaces 

and serving the more educated customers’ needs. In general, the growing personal and pro-

fessional utilization of Internet definitely changes the characteristics of the workforce. Online 

platforms have been built to rate hospitality units, employers and eventually customers. This 

type of public data supports every participant of the hospitality business shaping the way of 

thinking and to be able to compare level of service or condition of work environment instant-

ly. In alignment with the development of this transition the attitude of the human capital has 

changed as well. The interviewed Practitioners share the opinion that technological develop-

ment is responsible for accelerating changes in the lives of individuals as well as in business 

operations. Therefore, in the past decade hospitality workers usually practiced loyalty and 

patience to build their careers on a higher level. The number of educated candidates who 

applied for a waiter or bartender position was higher and the competition was set between 

the applicants. At the present the trends show a shift to employee branding and the competi-

tion is set between the companies to win the appropriate future employees. The widening 

opportunities to build online profiles based on different perspectives and gain new skills fast 

through online courses will possibly practice more pressure on the companies in the future to 

provide the conditions which are demanded from the candidates. The upcoming digital tools 

put a certain segment of the workforce as well under stress. The elderly employees may face 

challenges when need to learn new skills, such as programming or other Information Technol-

ogy related knowledge. Despite the potential job loss that computerisation threating with or 

the challenges of existing workers to acquire fresh skills, the average minimum knowledge 

consists the understanding of different fields. When this specific group of workers started on 

their career path, generally, expertise was suggested to be gained in one profession. The fu-

ture plans were set accordingly, and the employees were prepared to spend longer period in 

hospitality than the present situation. This comparison introduces the conflict between de-

mand and supply of the human capital within hospitality. The interviewees agree that the 

developing technology drives a change, which will challenge the companies to engage the 

candidates and keep the employees longer than one year. 

 Personality Professionalism Future plans 

2008 - 2018 Employees were 

more loyal and pa-

tient 

Expertise on one field 

were sufficient 

Workers planned 

longer with hospitali-

ty than today 

Present The meaning of work 

becomes the priority 

Customers became more 

educated. Quality of Finn-

ish hospitality improved 

The educated em-

ployees are more 

committed 

2018 - 2030 Employer branding 

turns to employee 

branding 

Will need a combination of 

different skills in hospitali-

ty than in the past 

It will depend on the 

employer – additional 

knowledge provided 
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Table 4. Interview results. Impact of technological development. 

4.3 Will robots take my job? 

Online application has been built based on the report written by Carl Benedict Frey and Mi-

chael A. Osborne. The report is titled as The Future of Employment: How susceptible are jobs 

to computerisation. It specifically examines the labour market of United States of America in 

connection with the impact of automation. According to the estimation forty-seven percent 

of the available jobs are vulnerable to automation in the U.S.A., which means 702 occupa-

tions. The specification of the market may be a solid ground for global interpretation of the 

impact of computerisation. In alignment, Rouhiainen (2018) introduces sixty-four positions, 

which may disappear solely because of the development of self-driving cars. Therefore, this 

study conducts a brief search through the website (willrobotstakemyjob.com) suggested by 

Rouhiainen (2018) in order to learn about the chance of automation in the position of waiter. 

The website operates as a tool to extract the theoretical background of the report written by 

Frey and Osborne. The search has been conducted by the word waiter and specified as dining 

room and cafeteria attendants and bartender helpers. This subcategory was given by the ap-

plication and found the most appropriate from the perspective of this thesis. The description 

of the subcategory includes activities in line with the ones that need to be performed within 

the operations of Company X. The risk level showed ninety-one percent probability of auto-

mation with six percent projected growth by 2024. It includes 423080 employees in the U.S.A. 

The significant percentage supports the production of Projection 2 and the description of the 

future, in which hospitality is one hundred percent vulnerable to automation. 

4.4 Humans are still needed 

It’s 2030. The hospitality industry has changed a lot in Finland. The general safety and the 

incredibly fast global transportation network have increased the inbound tourism. Finland is 

more international than ever before, and hospitality is challenged to serve the endless list of 

needs of the global visitors. People use more electronic devices in their everyday lives and 

will to arrange as many tasks, activities and work as possible through them. In general, cus-

tomers continuously expect fast and personalized services. There is a mixed interest for tech-

nology and human contact in customer service, not everybody enjoys the new options. By this 

reason and the arguable benefits of AI solutions the majority of the catering units haven’t 

invested in computerisation. Nonetheless, the new way of communication unquestionably re-

duced the human interaction, which is fundamental on the hotel and restaurant field. Even 

the implementation of automation hasn’t become a key driver in hospitality the forthcoming 

technological development and evolving AI jobs had an impact on education and the future 

workforce. This occurrence could have been seen already back in 2018 when the popularity of 

the hospitality related studies decreased against the ones, which provide knowledge to un-
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derstand the approaching trends. The globally recognised Finnish education system hasn’t 

emphasised the redesign of the hotel and restaurant programs, therefore, it continuously had 

been losing from the quality and commitment of the candidates. Most of the students choose 

Information Technology, Experience Designer or similar new wave study programs and moved 

along with the future trends. This type of work seemed to be more attractive and allowed the 

individuals to build their future career around their hobbies and personality through technol-

ogy and creativity. Today, in 2030, the average number of applicants dropped dramatically, 

and hospitality is struggling to find the right employees. Employee branding is driving the re-

cruiting industry and the companies are competing for the appropriate candidates. However, 

hospitality follows the traditional way of employer branding and expect the top candidates to 

walk in based on attractive job advertisements. The fixed working schedule and the highly 

standardized environment is inconvenient for today’s workforce. The education is not able to 

prepare the students for the real work life. This is why expectations and the reality are con-

stantly getting further and creating stressful workplaces. The cooperation with the available 

professionals point towards further uncertainty, as the students don’t gain the knowledge 

that would allow them to satisfy the well-informed and critical customers. The skills and 

traits, which were advantageous in the past, shifted to a basic requirement. The issues in 

hospitality related education, the accelerating customer expectation and the low-scale ad-

justment in hospitality might risk the volume of future tourism by the average quality of the 

available service. However, humans are still needed. 

4.5 Hospitality is 100% vulnerable to automation 

It’s 2030. The hospitality industry has changed a lot in Finland. The general safety and the 

incredibly fast global transportation network have increased the inbound tourism. As a result 

of the astonishing technological achievements, besides the traditionally understood tourism, 

virtual tourism evolved and became a popular way to reduce stress and relax. The virtual 

tourists have the opportunity to jump to different countries and visit around with internet 

connection through their smart glasses even during their lunch breaks. The tour may be com-

pleted with a human guide or a virtual attendant, in real time. The software, which is utilized 

to travel online, includes personalized digital marketing tools and records customer behaviour 

in order to sell the physical travelling to the customers. This system is able to replace humans 

as it analyses the data and build the sales strategies accordingly. It also challenges the labour 

market and threat with potential job loss on lower employment level as AI is capable to teach 

machines nowadays. This is how far Augmented Reality has come. It’s now a significant part 

of the hospitality concept, available for hotels, restaurants and all kind of catering units. This 

transformation has been driven by educational initiatives. The improvement of hospitality 

related studies, indicated approximately from 2018, opened doors for new ideas. The study 

programs shifted the focus to the practical knowledge in general and provided the students 

with the opportunity to combine their hospitality studies with newcomer AI study units. The 
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point has become clear: schools need to teach the future workforce creating products and 

services for humans through technology and inspire them to master skills to serve the funda-

mentals of hospitality in an ever-changing business environment. This smart movement back 

in time supported the development of the whole industry. The hospitality graduates today are 

one of the most valuable future talents regardless the high level of cheaper and more effi-

cient automation. Students have gained the sufficient Information Technology skills to be de-

sired on other fields and strong personal traits to serve customers in person or through a digi-

tal solution. The downside of this process is that the aforementioned segment became a niche 

product and the masses are not able to exploit the benefit of education because of its com-

plexity. By the reason of the decreasing level of human interaction, social and emotional in-

telligence has become basic requirements when applying for a job. Despite the different 

forms and styles of communication, the hospitality workers have to be able to represent their 

brand successfully. In the past decade numerous invention showed the potential to perform 

on a more efficient way than humans. With the help of a chatbot customers’ orders may be 

arranged online. The utilization of robots allows to replace human workers in restaurants. 

Smart glasses need to be worn in order to help employees to distinguish between real and 

virtual customers in the hotels and restaurants. Apart from the benefits of AI solutions and 

the sympathy of the demand or the supply, hospitality is one hundred percent vulnerable to 

automation. 

5 Conclusion 

This paper aims to carry out two job advertisements in alignment with the specifically set 

future scenarios and one recommended recruiting method for the favour of Company X in or-

der to maintain its competitiveness under the future market settings through the appropriate 

employees. This process has been inspired by global issues, significant influences on business 

environment and uncertainty regarding the increasing utilization of computerised systems, 

which are able to perform tasks that normally require human intelligence. Circumspect re-

search has been completed about the unique attributes of approaching trends in network of 

teams, the method to link measurement to performance, the principles of human resource 

management and realistically needed future skills. Qualitative data collection method has 

been chosen to support the knowledge gained from the literature review. The review of the 

hospitality related education in Finland has been discussed separately from the common 

views of practitioners in order to define the relevance of the available study material from 

the perspective of the real requirements of the industry. Description has been prepared to 

introduce the conditions that Company X, one unit of a globally recognised restaurant chain, 

is capable to provide compared to the fast-changing expectations of the available workforce. 

The application of strategic planning and scenario-based planning led this thesis to produce 

two different and realistic visions of future circumstances in the year 2030. The forward-

looking versions of hospitality are the bases of the desired outcome of this paper. Job adver-
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tisements have been built accordingly, which serve as strategy to select the most valuable 

candidates of the total human capital. The final recommendation lists the future skills and 

personal traits that Company X is suggested to consider during the recruitment process in 

2030 in alignment with the increasing implementation of artificial intelligence. 

5.1 Job Advertisement 1 

Job Advertisement 1 has been created according to Projection 1. It aims to reflect on the 

confusion that might realistically happen in case the hospitality related education will keep 

the same standards and the hospitality industry will prioritize employer branding, while the 

needs of the future workforce and the developing technologies undeniably create demand for 

shift in approach. The first part of the announcement describes the company, which tends to 

engage the future talents based on reputation, global operations and forward-looking oppor-

tunities within the organization. The interview that has been conducted with Practitioner 2 

supports the statement that the aforementioned way of recruiting is against the current 

trends in certain industries. Based on the author’s relevant professional experiences the hos-

pitality industry in Finland doesn’t follow the new way of recruiting. The second part of the 

job advertisement introduces the required professional skills in order to fulfil the waiter posi-

tion. According to the knowledge gained in the literature review, strong personal traits may 

be needed in the future, even in case of high level of automation. Even the tendency shows a 

growing need for emotional and social intelligence over the traditional professional skills, the 

first job advertisement emphasises the hospitality related competences of the past and the 

need for strong Information Technology qualifications. The third part of announcement pre-

sents what the company provides in order to attract the educated applicants. The creation of 

this element aims to support the current issue in connection with the increasing gap between 

the offered opportunities and the reality that employees may face at the workplace in the 

future. The aforementioned components of Job advertisement 1 were found important to be 

introduced in order to describe inconvenient future events, which are recommended to out-

pace by continuous research and education. 

 

Figure 8. Future Job Advertisement 1. 
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5.2 Job Advertisement 2 

Job Advertisement 2 has been created according to Projection 2. The future circumstances, 

which are introduced by the result of scenario-based planning method, take forthcoming 

trends and key influencing factors into account. It looks into the possibility of running a fully 

automated hospitality industry. Based on the current movements in computerisation the 

technological background may allow to replace human workers by software or robots in the 

majority of the available positions. The second announcement is structured to emphasise the 

demand for evolving professions and relevant skill. Simultaneously, competitive personal 

traits are required to have in order to be able to distinguish between real and virtual situa-

tions and to serve customers with the fastest lifestyle even seen. Efficiency, organised 

workstyle and performance analysis are crucial. As digital solutions may allow, the candi-

dates’ information is automatically updated during their career in the global HRM system, 

which is the network of all the agencies around the world. The companies set their needs for 

new tasks to be completed in the database, where information of the total available human 

capital is stored. The algorithm takes care of the process and suggests the right employee to 

each task. Therefore, the candidates only see a notification of an available new position and 

avoid the scanning of misleading job advertisements. The standardized system supports the 

efficient categorization of human capital by competences, non-negotiable expectations and 

flexibility on certain conditions. This attribute tends to stabilize the process of recruitment 

by including only keywords in connection with skills and traits. The second product of this 

thesis serve as strategy to engage human workers in a nearly totally automated hospitality 

industry. 

 

Figure 9. Future Job Advertisement 2. 

5.3 Recruitment at Company X in 2030 

The desired final product of this thesis is the recommendation that Company X is suggested to 

follow in the recruitment process in the year 2030, when the machine learning may threat 

with large-scale job loss globally. The conclusion has been set as the result of an extensive 

qualitative research supported by representatives of higher education and managerial level 

practitioners of existing businesses. Besides the development of future hiring method, consid-
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erable key influencing factors have been gathered that may significantly affect business oper-

ations and cause unexpected events. In order to maintain the competitiveness of the case 

company and to reduce the risk of getting under unforeseen changes scenario-based planning 

is strongly suggested to apply, when building business strategy. Through this method different 

versions of the future may be visualized, and adjustments may be prepared to each possibility 

separately. In case of Company X recruitment is the focus point, which is recommended to 

redesign based on the accelerating changes in connection with technology, expectations and 

attitude of the different generations, including employees and customers. In the current situ-

ation, during the recruitment process, the case company prioritizes the professional skills 

over the personal traits. The emphasized skills are related to obsolete work conditions and 

outdated knowledge. According to the result of the research the future operations may large-

ly require strong personal traits and different type of problem solving skills than in the previ-

ous years. The updated recruiting method has been created based on the real and unique 

specifications of the operations and targeted the production of the most realistic solution. No 

additional department need to be created or additional staff members have to be hired in 

order to execute the recommendation of this paper. 

Company X is advised to analyse the offered and available opportunities which are included in 

the current communication to reduce the gap between the expectations and the reality. Fur-

thermore, be involved in the globally recognized Finnish education in order to support the 

future workforce with real information. Also, implement computerized solutions that cover 

the less meaningful duties to help employees focusing on the most important part of the busi-

ness, to fulfil the customer’s expectation and to have time for self-development. Company X 

is suggested to consider the new trends in recruiting and recognize the opportunity to hire 

certain candidate, who may give additional value through his or her brand, even there is no 

open position at that time. Proactive way of thinking has become essential in business opera-

tions, specifically in the selection of the human capital. Company X might hire in 2030 as fol-

lows. 

Keywords: hospitality, human values, AI solutions, education, social intelligence, self-

development.  

Let us know if you like the keywords and you can get access to our brief description. 

We are hiring throughout the year! We, at Company X, have never enough of future talents 

who are keen on giving unforgettable customer service in reality as well as in our virtual 

online shop. Education has always been our key to success. Our waiters can master their 

communication skills in real work environment and be recognized in today’s digitalized world. 

We need you to show expertise at least on one additional field. Are you a digital market spe-

cialist, data scientist or content writer? We definitely count on your knowledge, but don’t 

forget you will still serve humans! We hope you are able to make positive first impression in a 

blink of an eye and read our guests’ needs as well. If you can prove to us why we should hire 

you in flexible schedule, tell your story in a 10-second video, which introduces you honestly! 
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If you are at the beginning of your career path, don’t worry, we will teach you the fundamen-

tals of the restaurant industry and the latest digital solutions at work. Read our employees’ 

reviews about us or get more information at the Future University of Applied Sciences in Hel-

sinki by pointing to the link with your eyes. Technology is our tool to give exceptional human 

to human service. 
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 Appendix 1 

 

Appendix 1. Interview. Teacher 1. 

 Popularity Practicability Applicability 

2008 - 2018 100 students/year in 

Leppävaara - Restau-

rant Entrepreneur-

ship Program 

Study material hasn’t kept 

up with changes 100%, still 

remained relevant 

Certificate centric. Not 

necessarily the 

knowledge was the 

point, but the certifi-

cate. 

Present Less popular, less 

students in the past 

two years. 

Technological development 

helps students to know 

about latest knowledge 

before the teacher. 

In the present, the combi-

nation of technological 

development, the genera-

tional differences and rela-

tively slow adjustment in 

education is creating a gap 

between available 

knowledge from education 

and real work require-

ments. 

Middle of changes cur-

rently.  

Connections are becom-

ing more and more im-

portant. 

2018 - 2030 According to the 

trends in education 

the number of stu-

dents and interest 

may increase. 

NEEDED: 

Motivation! To em-

phasize traveling, 

guest interaction, 

opportunities to 

grow personally and 

professionally -> 

personal aspects of 

the job -> market-

ing! 

Involve organisations in 

further development of 

study materials to lower 

the gap. 

Certificate will be less 

important. Teachers’ 

role is changing to men-

torship 

Workplaces will become 

the actual schools. For 

Example: Tiimi 

Akatemia, Mercuria Van-

taa 

STUDENT DRIVEN 

Change! – information is 

needed instantly. 

Generations speak “dif-

ferent language” 

 



 45 
 Appendix 2 

Appendix 2. Interview. Teacher 2. 

 Popularity Practicability Applicability 

2008 - 2018 Decreased. Program 

isn’t attractive 

enough. The respon-

sibility was on the 

students’ shoulder.  

Theory only + intern-

ships. Getting more 

practical towards the 

present.  

Less applicable in 

higher positions, as 

referring on the 

PRACTICABILITY. 

Present 20% less approx. 

Quality of students 

declined.  

Role of teacher is 

changing. Tailor 

made studies. Pro-

ject work is becom-

ing more important. 

It gives students con-

fidence, theory is 

applicable. They re-

ally learn from this.  

Depend on the previ-

ous work experience! 

Most of the students 

are aware that they 

need to make their 

way up.  

2018 - 2030 Further decline in 

trends in the next 5 

years. 

NEEDED: 

Should emphasize the 

different opportuni-

ties within the indus-

try, e.g. real estate 

management, IT, dig-

ital marketing. 

Suggested to keep it 

on the same level at 

least, trends show 

that it will remain 

the same. 

Referring to the PRO-

JECT BASED STUDIES, 

it will become more 

applicable. 
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Appendix 3. Interview. Teacher 3. 

 Popularity Practicability Applicability 

2008 - 2018 Past 3-5 years the 

number of candidates 

declined in whole 

Finland. 380 candi-

dates - 180 gradu-

ates/year 

More theory – theory 

practiced in work-

place later.  

Always depended on 

attitude! From Perho 

students have always 

been desired work-

force. 

Present 500 students in total – 

210 graduates. Stu-

dents are more inter-

ested in sustainability 

than in the past. 

People chose this 

trade who want to be 

part of a team. 

Practicability is be-

coming more im-

portant -> Restaurant 

Perho, practice the 

knowledge simulta-

neously.  

About 70 stu-

dents/year goes 

abroad for intern-

ship. Therefore, ap-

plicability is increas-

ing /Italy, Spain, 

France, Sweden, 

Denmark/ 

2018 - 2030 Market the profes-

sion! Existing Combi-

nation of tour-

ism/business modules 

and restaurant. -> 

own field in Malmi 

Perho Green City 

Farm -> FARMING. 

Market the “interna-

tional opportunities”. 

The emphasis of per-

sonal aspect can help 

in the future the en-

gage candidates.  

It will continue grow-

ing – practicability 

will be the priority 

against the theory. 

Individual study path 

is taken into account, 

it increases practica-

bility.  

Since individual guid-

ing, and the available 

knowledge is increas-

ing, it will sustain 

applicability in the 

future. MUST take 

care of self-

confidence of stu-

dents! -> teamwork 

provides common 

goals that helps to 

solve personal prob-

lems. 
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Appendix 4. Interview. Practitioner 1. 

 Personality Professionalism Future plans 

2008 - 2018 Personality and great 

customer service are 

different in her opin-

ion. Customer service 

skills may help to hide 

personality.  

She didn’t have hospitality 

related education, there-

fore based on her example 

it wasn’t emphasised much 

in the past. Professional 

experience was more im-

portant than related pre-

vious studies.  

Easy to stick to hos-

pitality - minimum 

educational re-

quirements. In gen-

eral, young profes-

sionals didn’t have 

high expectations to 

stay in hospitality 

for long term (3 

years<), in general.  

Present In general people are 

“scared” of technolo-

gy.  

There was a shift in the 

average quality in restau-

rant industry in Finland. 

Therefore, educational 

background is becoming 

more important. Custom-

ers become more educat-

ed, therefore they are 

more demanding.  

Restaurant workers 

became more com-

mitted to the indus-

try; referring to the 

shift in quality of 

industry in Finland. 

Customers are 

changing and value 

waiters. 

2018 - 2030 Requirements won’t 

change much. “regard-

less the technological 

development, order or 

payment method, 

never will change”. 

Need for ability to 

read the guest will 

increase. If the cus-

tomer service taken 

away because of the 

technology, then only 

the personality left, 

therefore it becomes 

more important.  

It will show an increasing 

trend in required profes-

sional skills. Automation 

may provide lots of infor-

mation, but a personal 

touch will provide compet-

itive advantage. Combina-

tion of industries may be-

come more and more im-

portant – not necessarily 

basic requirement by 2030, 

for example referring to 

the handling of new devic-

es, systems, such as the 

booking system.  

Future plans of can-

didates depend on 

the level of the hos-

pitality unit. In gen-

eral, the highly edu-

cated workers may 

practice a higher 

level of commitment 

and value their time 

invested in studies, 

so they will plan 

long term. 
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Appendix 5. Interview. Practitioner 2. 

 

 Personality Professionalism Future plans 

2008 - 2018 Technology has a 

huge impact on per-

sonality. In the past 

the access to infor-

mation was much 

more limited than 

today. 

In general, depending on 

the work, people aimed to 

become experts of one pro-

fession. The growing avail-

ability of Internet provides 

the opportunity to widen 

knowledge faster than in 

the past. 

In alignment with 

the attitude-related 

observation. Em-

ployees practiced 

patience and loyalty 

towards the em-

ployer on a higher 

level than today. 

Present Social media and the 

increasing time spent 

online provides fast 

information flow. Es-

pecially, regarding 

Generation Z it’s very 

important. Within the 

personality, the atti-

tude is affected the 

most. The candi-

dates/employees are 

less patient, in gen-

eral, to get feedback 

or promotion. 

Tendency: to stand on more 

feet and to have multiple 

jobs or at least interest in 

more professions – taking 

into account an increasing 

level of uncertainty. The 

minimum level of competi-

tive knowledge has in-

creased in the past 10 

years. More areas of 

knowledge need to be cov-

ered than before. It might 

damage the quality of ex-

pertise of one specific area. 

The question during 

an interview “how 

you imagine yourself 

in one year from 

now on?” is becom-

ing irrelevant.  

2018 - 2030 New era: employer 

branding - to employ-

ee branding will show 

increasing trends. The 

candidates/employees 

drive this change, 

while emphasizing the 

meaning of work, im-

portance and speed of 

having feedback on 

performance.  

There is a pressure on can-

didates and employees to 

continuously learn and im-

prove in order stay compet-

itive on the job market. 

This situation also stresses 

the input of HR depart-

ments to reduce employee 

turnover and maintain effi-

ciency. 

In alignment with 

the attitude-related 

shifts, employees 

will change jobs 

faster than ever be-

fore, regardless the 

uncertainty.  
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Appendix 6. Interview. Practitioner 3. 

 

 Personality Professionalism Future plans 

2008 - 2018 More assiduous em-

ployees in general. 

New jobs and techno-

logical development 

slowly change the 

employees’ attitude. 

Different type of problem 

solving skills were common. 

It was sufficient to become 

expert on one field 

More workers imag-

ined themselves in 

hospitality for life-

time career. 

Present The workers have in-

stant information 

about other work-

places, innovation 

which drives their 

demand. Meaning of 

work becomes more 

important than the 

job needs to be done. 

The employees who 

constantly educate 

themselves change 

jobs easily. 

The knowledge of different 

fields creates a competition 

between the workers: wait-

er – graphic designer skills/ 

journalist studies/ web de-

veloper. It’s great but it 

doesn’t support one to be-

come expert of one field. 

Education needs to 

change to make 

people committed 

to hospitality. Con-

fusion in opportuni-

ties and reality.  

2018 - 2030 Management is sug-

gested to change to 

leadership in order to 

engage future talents 

for “long-term”. Cur-

rent management 

need to spend more 

time to study the de-

mand from the candi-

date-side, and not 

only the customer-

side.   

Restaurants in the future 

need to consider working 

with people who have less 

relevant skills, but more 

experience or studies in 

different areas might mean 

advantage in certain topics.  

The only way to 

keep employees 

with the company 

longer than 1 year 

will be the constant 

education and help-

ing to think out of 

the box. Focusing on 

hospitality related 

knowledge only 

won’t support em-

ployees to think 

long-term. 


