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Abstract - Service industry requires its employees to give good performance such as primary service quality. Three star 
hotels are kind of service industry that provides services. The frontlines of those hotels play important role to give greatest 
quality service to their customers. High service quality cannot be separated from employee’s hard skill and soft skill. These 
skills of employees must be improved because most performance of the hotels is measured by the service quality and the 
customer satisfaction. The frontline employees of three star hotels in Jakarta-Indonesia were the respondents on this study. 
Primary data are collected through direct questionnaire given to 207 frontline employees three star hotels in Jakarta-
Indonesia. Two independent variables are analyzed hard skill and soft skill. The dependent variable is employee 
performance. The study is analyzed with multiple linear regression analysis. Study objective is (1) to analyze the influence of 
hard skill on employee performance; (2) to analyze the influence of soft skill on employee performance; and (3) to analyze 
the dominant variable that influence employee performance. Result of the study indicated hard skill and soft skill have 
influence significantly on employee performance. Soft skill variable found as the dominant variable for its influence on 
employee performance. Managerial implication of this study is (1) frontlines need to manage and improve soft skill ability 
through more training program that deals with emotional intelligent; and (2) Frontlines should be updated with the technical 
skill especially for the new information technology and facilities. 
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I. INTRODUCTION 
 
In service Industries, the key to attracting and making 
clients loyal is offering an unforgettable experience 
and not just accommodation. Hotel innovate to create 
a unique environment and high quality services, from 
hotel rooms to lobbies and the restaurant then 
improving the employees ability and skill. Thus, 
changes in the design of Marriott restaurants and in 
the menus and services – so as to reflect the 
particularities of different regions – have lead to up to 
50% increases in sales recorded in rapport to the 
number of rooms occupied (Hotels, 2004).  
The role of technology and services in strengthening 
the competitive advantage of a hotel is recognized, 
hence its contribution to the hotel’s success 
(Nyheim,et.,al.2004). Since the hotel is a part of 
service industry, as any other branch of services, is 
capital intensive, human resources can represent a 
source of competitive advantage for a hotel. Drucker 
(1999) mentioned that making the employee 
productive requires changes in attitude and skill, not 
only on the part of the individual but also on the part 
of the whole organization   
In Jakarta, for the last 2 years the most favorable 
hotels to stay for travelers and businesses person are 
three start hotels. Base on Jakarta Center of Statistic 
Bereu (BPS): “if compared to last year 2015 
occupancy rate for hotels starry on the year 2016 an 
increase happened to hotel classification of one star, 
two star and three star, each increased by 10,98 
points, 9,05 points, and 16,84 points”.   
https://jakarta.bps.go.id/backend/brs_ind/brsInd-
20160701111641.pdf 

Three star hotels of course have guidelines, standards 
and target in service that must be implemented by 
employees. So, hotels should have knowledge 
workers that having skill of particular duties. 
Widayanti (2012) found that good quality of 
employee performance influenced by the good ability 
of their hard skill and soft skill. 
This study investigates and analyzes hard skill and 
soft skill of frontline employees at three star hotels in 
Jakarta-Indonesia. The present study will focus to 
investigate whether hard skill and soft skill influence 
frontline performance.  
 
II. LITERATURE REVIEW   
 
Hard skill 
Hard skills are associated with specific technical 
abilities or solid factual knowledge required to do a 
job. These skills can be termed as “what you know” 
(Hunt, 2007). Hard skills are the technical skills 
including programming languages, operating system 
skills, networks and communications (Snyder, Rupp 
& Thornton, 2006).  
Seven dimensions forming intellectual ability is 
intelligence figures, understanding verbal, quickness 
of perception, inductive reasoning, deductive 
reasoning, visualize spatial, and memory (Robbins, 
2015). 
Then Wagimin (2002) indicated variables needs 
existence, entanglement, growth and intellectual 
ability together or by partial have leverage a 
significant impact on employee work performance; 
and variable intellectual ability have a dominant 
influence to employee work performance. Pribadi 
(2003) concluded the need of development and 
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technical ability have leverage a significant impact on 
work performance, while needs of existence, needs of 
relation and the need of ability are the enough 
evidence to conclude that each variable has a 
significant impact to work performance too. Palumbo, 
et al. (2005) by using analysis regression concluded 
that is the significant influence cognitive ability on 
task performance. 
 
Soft Skill 
Soft skill is skill someone with a relationship with 
other people. Soft skill attribute, thus include the 
value of adopted, motivation, behavior, habits, 
character, and attitude. Attribute soft skill possessed 
by everyone in the different way that influenced by 
the custom of reflect, said, act (Sailah. 2008). Soft 
skill is personal attributes that enhance an individual's 
interactions and his/her job performance. Soft skill is 
interpersonal and broadly applicable.  
There has been so much research in soft skill, such as 
the one conducted by Luthans et al., (2006) that 
research in positive psychological capital has been 
developed completing human capital and social 
capital. Daniel Goleman (2001) mentioned that 
emotional intelligence represents self-awareness; self-
control; managing one’s own emotions; motivation; 
empathy; reading other people’s emotions; 
socializing skills such as, team work capability, 
persuasiveness, listening, leadership and managing 
relations with other people. There are four skills of 
emotional intelligence: self-awareness, self-
governing, social awareness and interpersonal 
relations. These four skills define people’s ability to 
recognize and understand the emotions, as well as 
their capability to use this kind of awareness in 
managing their own behavior and their relations to 
other people (Cherniss and Goleman 2001).  
 
In addition, research results from Schutte, et,.al. 
(2001) concluded that higher in individual emotional 
intelligence would perform better on cognitive task 
after encountering difficulties in working task. 
Douglas,et,.al. (2004) in their study that measured by 
regression analysis concluded the relationship 
between conscientiousness and performance score 
will be positive for employees that high in emotional 
intelligence and negative among those low in 
emotional intelligence. Mustafa and Agus (2007) in 
their research using analysis regression concluded 
that individually variable in emotion intelligence have 
significant impact on employee performance. Soft 
skill is one of variables in emotion intelligence that 
has a dominant influence on employee performance. 
 
Employee Performance 
Performance assesses whether a person performs a 
job well. Employee performance indicates the 
effectiveness of employee’s specific actions that 
contribute to attain organizational goals. It is defined 
as the way to perform the job tasks according to the 

prescribed job description. Performance is the art to 
complete the task within the defined boundaries.  
Employee performance is defined as the outcome or 
contribution of employees to make them attain goals 
(Herbert, John and Lee. 2000). Afshan et al. (2012) 
define performance as the achievement of specific 
tasks measured against predetermined or identified 
standards of accuracy, completeness, cost and speed. 
Employee performance can be manifested in 
improvement in production, easiness in using the new 
technology, highly motivated workers. Employee 
performance is defined as the successful completion 
of tasks, responsibilities or assignments by a selected 
employee or group of employees the based on set 
performance objectives and indicators of efficiency 
and effective utilization of available resources 
(Dewhurst et al., 2010).  
 
III. HYPHOTESES  

 
Hypotheses of this study are 
H1: Hard skill influence significantly on 
employee performance. 
H2: Soft skill influence significantly on 
employee performance. 
H3: Soft skill has dominant influence on 
employee performance.  
 
Hypotheses model in this study described at the 
figure as follow: 

 
 
IV. RESEARCH METHOD 
 
This study directed as explanatory research, because 
this study define the connection between variables 
through the testing of hypotheses and generally data 
served was in the form of numbers that calculated 
through statistical tests. The population of research is 
frontline of three star hotels in Jakarta as capital city 
of Indonesia.  The sample was gathered using 
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purposive random sampling to the frontline 
employees that limited by requirement of more then 1 
years tenure and trained as frontline officers. The data 
are collected through direct questionnaire given to 
207 frontline employees as respondents.     
Indicators in all the variables in this study outlined in 
the items statement, where any statements given 
arrange score 1 to 5 (Cooper and Emory. 2000). The 
alternative answers have consisting 5 (five) choices 
among score as the weight are following: the valueof 
totally agree scored 5, the value agree scored 4, the 
value neutral received score 3, the value not agree 
scored 2 and the value strongly disagree scored 1. 
 
Validity and Reliability Test 
On this study, validity and reliability test have done 
by using software SPSS version 18. Based on the 
results after validity test proceeded, 18 items 
statement use to measure hard skill variable as the 
first independent variable. The validity test of those 
all 18 items indicator declared valid because the value 
of sig < 0.05 (alpha 5%), so those all indicator of hard 
skill variable used in this study is valid.  
The second independent variable tested is soft skill 
that has 22 items statement. Based on the test done on 
22 items declared valid because they all have the 
value of sig <0,05 (alpha 5%).  
In addition, employee performance variable has 15 
items indicator used to measure, fifteenth items 
statement entirely expressed valid because they have 
value sig < 0.05, it means all indicator capable on 
measuring employee performance. 
Based on the results of reliability test known that all 
variable having value of cronbach alpha greater than 
0.75.  It means all indicators used to form a variable 
in this study consistent to all sample (Ghozali, 2006). 
 
V. FINDING AND DISCUSSION  
 
Descriptive Statistic 
Discussion research on frontline employee produced 
information that interesting. On the basis of gender 
were dominated by 132 (64 percent) were women 
employees compared to 75 (36 percent) were men 
employees.  
Almost all employees unmarried while only 28 (14 
percent) employees out of 207 respondents who have 
been married. Based on age the results shown 
majority of employees as numbers 171 (83 percent) 
employees aged between 21 to 30 years. This is 
analyzed that those ages on a level that employees 
has not reached mature but giving good performance. 
Then 36 (17 percent) employees were the aged 
around 41 to 50 year old, it means they were mature 
and some of them approaching retire ages.  
From the education of respondents also shown a good 
level. The average employees have graduated from 4 
years bachelor degree as many 76 (37 percent) 
employees, and 102 (49 percent) employees have the 
level of education graduated from 3 years 

undergraduate diploma, the rest 29 (14 percent) 
employees graduated from vocational high school. 
Therefore, base on the level on education, frontline 
employees in those three star hotels were good capital 
resources that supposed to deliver the good 
performance on their duties as frontline officers.  
All respondents as amount 207 (100 percent) 
frontline employees of three star hotels had been 
working on the same hotel for more then a year and 
have trained for their duties as frontline officers. 
 
Multiple Regression Analysis 
The results of the classic assumption shown good 
result, where the process of normality testing error 
produce conclusion that data error distributed 
normally. Testing heteroskedasticity also show that 
variable independent used in this study free from any 
problem of heteroskedasticity. The results of testing 
fit to detect multicolinearity shown the value under 
10, so it concluded there are not any multicolinearity 
in third model.  
After finding out data from all questionnaire are 
qualified to perform regression analysis, then data run 
on regression analysis test. The result must be shown 
by value of f-stat sig < 0,05 (alpha 5 %). Clearly, If 
the result of test value of f-stat sig < 0.05 then 
hypothesized null tested was rejected. 
Based on the results of a coefficient determination 
testing, it showed the amount adjusted R2 worth 49,8 
percent. It explained the ability of hard skill and soft 
skill, as independent variables are 49.8 percent 
capable influenced employee performance. While the 
rest described will influence by other variables 
outside of both variables.  
The summary of multiple regression analysis using 
the software SPSS Version 18 informed on the table 
1. 

Variable   t P value S
ig 

Constant
a 

15.306  2.185 0,034  

Hard 
Skill 

0.265 0.337 2.624 0,011 S
ig  

Soft 
Skill 

0.314 0.448 3.494 0,001 S
ig  

 
R 
R2Adj 
Fstat 
Sig F 
F Table 

 
0,706 
0,498 
0,480 
0,000 
25,304 

Table :1Result of Multiple Regression Analysis 
 
(Source:  Primary data processed, 2017) 
 
Hypotheses Testing  
H1: The result of this hypotheses testing showed that 
hard skill variable had value of beta () is 0,337 with 
a significance p value = 0,011 < 0.05. This result 
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indicated the hard skill variable has a significant 
influence on employee performance. Therefore, It is 
indicated H1 accepted. 
 
H2: The result of this hypotheses testing for H2 
showed that variable soft skill has value of beta () is 
0,448 with has a significance p = 0,001 < 0.05. This 
result pointed that the variable soft skill has a 
significant influence on he performance. It is 
indicated H2 accepted. 
 
H3: Based on the hypotheses test H1 and H2 above, 
variable hard skill has value of beta () of 0,337 with 
a significance p = 0,011 < 0,05. Then, analysis of 
variable soft skill indicated that soft skill has value of 
beta () of 0,448 with a significance p = 0,001 < 0,05. 
Based on those statistics test proven that soft skill 
influential dominant on employee performance 
compared with hard skill. Thus we can conclude that 
H3 accepted. 
 
DISCUSSION 
 
This study found that hard skill influence 
significantly on frontline employee performance. This 
study supported by Pribadi (2003) found that 
technical abilities have leverage a significant impact 
on work performance, in line with research conducted 
by Palumbo (2005) claimed that there was a 
relationship between cognitive ability and task 
performance. Hard skill (technical skill) like verbal 
skill, mathematical and classifications images had 
significant impact on employee performance. The 
good hard skill ability make employee capable to 
continue to grow and to increase work performance 
significantly.  
Hard service skills include efficiency, responsiveness 
and accuracy as examples. They include the technical 
and operational actions needed for any one job role or 
task. They include the procedures and responsibilities 
in job duties and descriptions. They consist of the 
established systems and processes to deliver services 
and amenities to customers. This includes things like 
the system used to take reservations, the procedures 
followed to check-in a customer, the processes 
followed to maintain the property, the workflow of 
preparing for a banquet, and the like. Hard skills 
focus on the systems, tools and methods used to 
deliver products and services to customers. 
Then, this study also found soft skill variable 
significantly influence frontline employee 
performance and value of soft skill coefficient was 
bigger than hard skill variable. The result of this 
research supported by research of Schutte (2001) 
stating that individuals having high emotion 
intelligence have better perform, in line with Douglas 
et,.al (2004) stated performance will be positive for 
employees who have emotion intelligence high, and 
will have a negative performance when emotional 
intelligence low.  

Soft skills are the behaviors that directly impact 
customers’ impressions and feelings. These behaviors 
have the opportunity to cause positive, negative or 
indifferent reactions. These behaviors include 
communication styles, both verbal and non-verbal, 
attitudes, teamwork, awareness, authenticity, empathy 
and even leadership among others. Soft skills 
showcase the personal side of service and how team 
members use their attitudes, behaviors and verbal 
skills to interact with customers. 
As stated above, hard skill and soft skill variables 
have influenced on employee performance. This 
study found that Soft skill variable had a dominant 
influence to performance compared with hard skill 
variable. The result of this research was in line with a 
study by Mustafa and Agus (2007) found that 
intellectual ability variable have a dominant influence 
to employee performance. This result supports the 
frontlines working condition where they have to 
implement more soft skill on their duties.  

 
Limitation of Research 
(1) The criteria of frontlines are recepsionist, 
housekeepers and conciers; and (2) The respondents 
are limited to frontline that have been working at 
least one year at the same hotels and had trained 
about the skill on their ability as frontline.  
 
Managerial Implication  
(1) Frontlines need to manage and develop soft skill 
through more training program that deals with 
emotional intelligent to give high quality of services 
performance. They need training and orienting on all 
the soft skills and areas where they can accelerate in 
their own personal styles of delivery and impact; and 
(2) Frontlines should be updated with the technical 
skill especially for the new information technology 
and facilities. They may have good job knowledge 
and be able to handle several job duties leading to 
smoother operations 
 
CONCLUSION 
 
Based on study on the influence of hard skill and soft 
skill to employee performance, a conclusion drawn as 
follows: (1) Hard skill and soft skill in partial 
influence significantly on employee performance; and 
(2) The influence of soft skill dominantly show that 
frontlines duty need expertise to deals with emotional 
intelligent and social relations. The high ability on 
soft skill needs to balance with hard skill because 
service industry such hotel that use technology and 
facilities also need technical intelligent named hard 
skill. 
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