
SECTION 01

Executive Sentiment: The Dual Belief System
How hospitality leaders across Africa think about training — and why the tension between strategic intent and
operational ambivalence is holding the sector back.

Across the African hospitality sector, senior leaders hold what researchers describe as a dual belief system about

training. On one hand, training is explicitly framed as strategic. City Lodge Hotel Group's integrated reporting states

that "how our people perform is the most important contributor to our ongoing success." The South African

Hoteliers' Report Dnds that 76.7% of executives describe recruitment as "very di8cult."76.7% of executives describe recruitment as "very di8cult."76.7% of executives describe recruitment as "very di8cult."76.7% of executives describe recruitment as "very di8cult."

On the other hand, training feels operationally risky. When turnover is high and margins are fragile, training

investment feels like subsidising someone else's workforce. Supervisors are already stretched. And leadership

capacity — the multiplier that makes training stick — is precisely what is in shortest supply.

Recruitment Difficulty Among African Hotel Leaders
Senior hospitality decision-makers rating recruitment as di6cult or very di6cult

Source: South African Hoteliers' Report, Hospitality Asset Management Company (2026)

This tension does not resolve itself. It deepens. And it produces a predictable outcome: organisations invest in

compliance training because it is legally required, and under-invest in the performance-driven capability building

that would actually move service quality and retention.

Regional Variation in Training Posture

South Africa

Training is predominantly compliance-driven, shaped by
regulation, union agreements, and B-BBEE
requirements. The most mature operators have moved
to structured academies — but this remains the
exception.

East Africa

A growth orientation is more visible, driven by tourism
investment in Kenya, Rwanda, and Tanzania. Kenya's
hoteliers' association convened an HR conference on
building workforce resilience, covering AI, succession
planning, and workplace safety.

West Africa

Training environments are more fragmented, with rapid
expansion colliding with limited formal infrastructure
and high informality. Nigeria's AHTES has begun
positioning skills as a sector-level strategic issue.

Ethiopia & East Africa Growth Markets

An employer-led sector skills body is being proposed to
align training supply with industry demand — explicitly
anticipating digitalization, sustainability, and service
excellence requirements.

SECTION 02

The Workforce Reality
Understanding who Africa's hospitality workforce actually is — and what that means for how training must be
designed.

Africa's travel and tourism sector supported approximately 25 million jobs in 201925 million jobs in 201925 million jobs in 201925 million jobs in 2019. By 2022, as recovery

continued, that Dgure stood at nearly 22 million — still the continent's largest formal employer of people without

post-secondary credentials.

69% of people employed in accommodation and food services across Africa are
women — making hospitality one of the most feminised sectors on the continent.
Source: UN Tourism / UN Women — Global Report on Women in Tourism (Second Edition)

This workforce is predominantly young, heavily female, often informally experienced, and multi-lingual. With 85.8%85.8%85.8%85.8%

of African employment classiCed as informalof African employment classiCed as informalof African employment classiCed as informalof African employment classiCed as informal, most frontline recruits arrive having never worked in a structured,

supervised environment. Training design that ignores these realities produces content that is irrelevant to most of

the people it reaches.

The Digital Access Reality

Digital training delivery is increasingly assumed as the default. But the data suggests this assumption is premature

in much of sub-Saharan Africa.

The Digital Access Gap in Sub-Saharan Africa
Coverage vs actual usage — end 2021

Source: World Bank — Digital Transformation Drives Development in Africa (2024)

KEY IMPLICATION

Women are 37% less likely37% less likely37% less likely37% less likely than men to use mobile internet in sub-Saharan Africa (GSMA). In a workforce that is
69% female, training architecture built on the assumption of uninterrupted LMS access will fail the majority of the
people it is trying to reach.

This does not mean digital training is impossible. GSMA projects major growth in smartphone adoption across

Nigeria, South Africa, Ethiopia, Tanzania, and Kenya by 2030. But it means training systems must be designed for

intermittent access, data affordability, and low digital literacy — as a baseline, not an afterthought.

SECTION 03

The Real Skills Gaps
What executives are actually naming — and why the answer may surprise those who expect technical skills to
dominate the list.

When African hospitality executives identify the skills gaps most damaging to their businesses, the answer is

consistent across multiple markets and survey sources.

What Skills Are African Hotel Leaders Most Concerned About?
% of senior hospitality decision-makers citing each gap as signi?cant

Source: South African Hoteliers' Report, Hospitality Asset Management Company (2026)

Technical competence matters. But it is not what keeps executives awake. It is leadership: the capacity to coach a

team, hold standards under pressure, resolve con]ict, and retain people. Kenya's leading hotel HR conference

sessions that drew the most attention were on ethical leadership, succession planning, preventing workplace

harassment, and managing AI in HR.

The Retention Paradox

Why Hospitality Workers Leave
Top three reasons for employee exits in African hospitality

Source: South African Hoteliers' Report, Hospitality Asset Management Company (2026)

THE RETENTION PARADOX

None of the top three exit drivers — pay, burnout, lack of growth — are solved by a training course. Effective
capability building requires training to be paired with credible progression pathways, fair rostering, and manager
coaching capacity. Training is necessary but not su3cient.necessary but not su3cient.necessary but not su3cient.necessary but not su3cient.

A Skills Taxonomy Built for African Hospitality

Based on the evidence, an effective skills taxonomy must be weighted toward the "human operating system" — the

capabilities that determine service stability and team retention.

1
Foundational Employability
Reliability, communication, emotional regulation, teamwork, customer empathy, cultural ]uency, hygiene and safety
basics

2
Frontline Service Excellence
Speed-with-accuracy, complaint recovery, upsell conDdence, cross-training capability, food safety discipline

3
Supervisor & Manager Capacity
Coaching, scheduling, performance feedback, con]ict resolution, team safety and wellbeing

4
Digital Working Literacy
Using phones for work tasks, navigating LMS content, interpreting checklists and dashboards, participating in blended
learning

5
Equity & Inclusion Competence
Preventing harassment and GBV, disability inclusion, advancement pathways for women into supervisory roles

SECTION 04

Frontline Reality vs Executive Expectation
The tension at the heart of African hospitality training is not complex — it is a systems mismatch.

What Executives Expect Frontline Reality

Consistent service delivery High turnover makes consistency structurally diacult to sustain

Rapid onboarding to standard Low baseline readiness means onboarding consistently takes longer than
planned

Digital training adoption Limited digital literacy and data access constrain LMS uptake at scale

Compliance adherence Language and comprehension barriers reduce training retention and
application

Supervisors who develop their
teams

Supervisors are themselves under-developed, over-stretched, and under-
supported

Technology adoption by frontline 77.3% of leaders are exploring new tech, but frontline readiness constrains
execution

This is not a performance problem. It is a systems mismatch. Executives design training programmes for a

workforce that does not yet exist — and are then frustrated when outcomes fall short of the investment.

SECTION 05

A People-Centred Training Model for African
Hospitality
The evidence points to a clear direction — and it is not more courses.

The future of hospitality training in Africa is workforce enablementworkforce enablementworkforce enablementworkforce enablement — job-embedded learning, supervisor

capability, multilingual and low-literacy design, and clear advancement pathways, built around the constraints

leaders face and the realities workers live.

Women in Africa's Tourism Workforce
Gender composition of accommodation and food services employment in Africa

Source: UN Tourism / UN Women — Global Report on Women in Tourism (Second Edition)

This requires a model built on Dve evidence-backed principles:

1. Blended by Design, Not by Default

Training must assume uneven access. Low-data mobile microlearning, printable job aids, and short in-person

coaching loops should be the architecture. Where shared devices are deployed at frontline sites — a model FUEL

has implemented across thousands of locations across Africa — digital training becomes accessible without

requiring personal smartphone ownership.

2. The Supervisor as the Multiplier

Where supervisor capacity is thin, training uptake drops — because the supervisor is the primary mechanism by

which learning translates into changed behaviour. Investing in supervisor coaching toolkits (daily huddles,

checklists, feedback scripts, peer observation) yields higher ROI than expanding course libraries. This is where the

71.4% leadership gap becomes a training design imperative, not just an HR observation.

3. Progression Pathways as the Retention Mechanism

Training without visible advancement is training without a destination. Effective models connect skill acquisition to

credible promotion criteria — and make that connection visible to learners from day one. This is especially critical

for the 69% of the workforce who are women, and who are systematically underrepresented in professional-level

roles.

4. Inclusion Built Into the Design

Training design that does not account for women's speciDc barriers — access to leadership pathways, safety

mechanisms, scheduling ]exibility — is leaving the sector's largest talent pool under-utilised. Investment-linked

reporting explicitly targets women for management pipeline development. Training design should do the same.

5. Measure What Matters

A people-centred measurement framework tracks promotion rates, retention by training cohort, manager coaching

frequency, service recovery performance, and employee wellbeing indicators — not only training hours,

completions, or pass rates.

THE FUEL APPROACH IN AFRICAN HOSPITALITY

FUEL Online has spent 26 years building learning ecosystems across Africa's most demanding frontline
environments. Our shared device solution deploys secured tablets as training kiosks at frontline sites — removing
connectivity and affordability barriers. Our academy management model pairs content delivery with reporting,
coaching support, and stakeholder visibility. Across 30 African countries and over 700,000 registered learners, the
organisations achieving the strongest outcomes are not those with the most sophisticated content — they are
those that have built training into the rhythm of daily operations.

SECTION 06

Key Findings & Recommendations
Six Bndings. Five actions. One direction.

Training is primarily compliance-led across most African
hospitality organisations, limiting its impact on service
performance and staff retention.

Leadership and soft skills are the most consequential
gaps — not technical competencies — and must drive
curriculum prioritisation.

Supervisory capability is the hidden bottleneck. Where
supervisors cannot coach, training does not stick —
regardless of content quality.

Digital delivery is essential but not universally accessible.
Training architecture must account for data affordability,
intermittent connectivity, and low digital literacy.

Pay, burnout, and lack of growth — not skill deDcits — are
the primary exit drivers. Training is necessary but not
suacient without progression systems.

Women are the sector's largest under-utilised talent pool.
Intentional advancement architecture is a strategic
imperative, not a compliance item.

Recommendations for L&D and HR Leaders

1 Audit your training model against frontline realities
Does your training assume connectivity your workforce does not have? Does it require literacy levels your learners may not
possess? Start with access before you start with content.

2 Invest in supervisor capability as a training infrastructure decision
Coach your coaches. Provide feedback tools, huddle frameworks, and structured observation processes. This is the
highest-leverage investment in your training budget.

3 Link skill acquisition to visible progression pathways
Map learning milestones to promotion criteria. Communicate this clearly to learners. Make training a credible route to
advancement — not a compliance obligation.

4 Design for your workforce's gender composition
69% of your workforce is female. Your training, advancement pathways, and safety mechanisms should re]ect that from the
ground up.

5 Measure retention by training cohort
If you cannot demonstrate that trained employees stay longer, your training model needs revision. This is the single most
important ROI metric for hospitality training in high-turnover environments.
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The People Gap Behind Africa's Hospitality Growth
Africa's hospitality sector is growing fast — travel and tourism supported approximately 25 million jobs across

the continent in 2019. Yet behind this growth sits a persistent, largely unresolved tension: the people systems

are not keeping pace with the ambition.

This white paper makes the case for a fundamental shift: from compliance-led, episodic training to continuous,

embedded, people-centred learning models designed for the realities of Africa's hospitality workforce.

1 The most consequential skills gaps in African hospitality are human and managerial — leadership and soft
skills — not narrow technical competencies.

2 Workforce exits are driven by burnout, lack of growth, and pay — conditions training alone cannot Dx without
credible progression systems.

3 Women make up 69% of tourism employment in Africa but remain underrepresented in professional and
supervisory roles — a missed capability multiplier.

4 Only 22% of people in sub-Saharan Africa used mobile internet as of 2021, despite 84% having 3G coverage
— digital training cannot be assumed.

5 The supervisor — not the LMS — is the most important training infrastructure a hospitality organisation has.
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TALK TO OUR TEAM

Ready to build a workforce
enablement model for your

hospitality operation?
FUEL Online works with hospitality groups, hotel chains, QSR operators,

and tourism organisations across 30 African countries to design,
implement, and manage learning systems that drive measurable

outcomes.

TALK TO OUR HOSPITALITY TRAINING SPECIALISTS
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