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ABSTRACT

The purpose of this study was to measure the perceptions
of Gallatin County employers on the non-technical skills their
employees possess.

Those findings would then be used as a

basis for establishing effective adult education,

secondary

and post-secondary programs in the Gallatin County.

To assess

the needs of employers in Gallatin County an interview was
conducted.

The survey was comprehensive in nature and covered

non-technical skills needed.
The findings illustrate clearly the needs of employers in
eight sectors of business.

The major findings indicated that

employers feel that overall communications are the weakest
non-technical skill, and that non-technical skills can best be
learned on the job.

Also, good personal appearance, honesty,

and loyalty to the company are very important non-technical
skills.
The researcher recommends that educators make an effort
to allow students to learn non-technical skills on the job
whenever possible.

Also,

that human relations and written

communications be taught as individual classes.

CHAPTER I
INTRODUCTION
Educators need to be aware of the current desires and needs of
employers.

To accomplish this goal the researcher wanted to

find what Gallatin County employers require in the employees
they hire and currently employ.
Those preparing today's
students
to
compete effectively in the job market must be
aware of the new skills required by the
changing corporation. Business education does
not need to undergo wholesale change, but it
does need a different emphasis and focus. Our
challenge as educators is to keep pace with
change as we prepare our students to be
productive,
contributing
members
of
our
evolving economy. (Whyte, 1988:19)

The rapid change in high-tech business
environment
makes
determining
relevant
curriculum content increasingly difficult.
Most schools, lacking the resources to stay at
the fore-front of technology, try to teach
those principles that form the core of a
subject and that provide a basis for adapting
to change in the future. (Whyte, 1988:20)
Statement of the Problem
The major purpose of this study was to determine the
Gallatin County employers perceptions of employees non-technical
skills.
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Need for the Study
The writer believes that there is a very competitive job
market in the Gallatin County due to the existence of Montana
State University plus the attractiveness of the surrounding
area.

Therefore,

conditions

in

the

it

is

local

necessary
job

market

to
by

evaluate
gaining

current

employers

opinions of the non-technical skills necessary for success in
the work place.

This should help educators to assess their

programs, what they teach and what local employers really want
to observe in perspective employees.
Research seems to indicate that employers are looking for
more than just technical skills in the office.
In real office situations, employees need
more than technical know-how.
For example,
secretarial students will one day be working
under pressure and should learn how to handle
this aspect of the modern office.
Industry
wants responsible and polite workers with
positive attitudes. Students must be prepared
to become team players and to functions with
different ethnic groups. (Garfield, 1988:17)

All indications point to the need for teaching people not
only technique,

but much more.

"Build character traits.

Instill values.

Teach students that technology is a valuable

tool, but not the only one necessary for a successful business
career." (Garfield, 1988:20)
Specific Questions to be Answered
Some questions to be answered from this study are:
1.

What non-technical skills do employers rate as most
important in their employees?
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2. Where can non-technical skills best be learned?
3. Are there any specific non-technical skills that
would lead to not hiring an otherwise qualified
candidate?
4. How do areas of areas of business compare to each
other when exploring non-technical skills.
5. Are employee's non-technical skills improving?
Limitations of Study
The study was limited to employers who reside in the
Gallatin Valley.

The sample was also limited to forty area

businesses, classified into eight specific sectors.
specific

sectors

insurance,

interviewed

real

communication,

estate,

The eight

were: retail,
government,

finance,

transportation,

utilities, construction,

manufacturing,

wholesale trade, and services.

Definition of Terms
The following list of terms are presented to help the
reader.

These definitions are generally accepted terms and

references from the Dictionary of Education.
Non-technical
practical

arts

skills:

education

A term
in

(Good, 1959)

frequently

which

stress

applied
is

laid

to
on

development of manipulative skills with minor emphasis on the
scientific principles involved.
Technical
methods

used

processes.

skills: Having to
in

industry,

do with

especially

in

the

scientific

manufacturing
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Retail business:

The sale of goods to consumers, to the

general public, especially in shops, markets and by directmail trade.
Finance:

1.

The management of money matters.

2.

The

provision of money for a particular purpose such as capital to
build a factory, or a loan to a farmer to help him carry on
until he sells his harvest.
Real Estate:

Real property or real estate.

person who works in
Utilities:

Realtor; a

real estate business.

A public service,

electric-light system,

such as a telephone,

or

a streetcar or railroad line or the

like.
Government:

A field of social study dealing with the

structure and administration of any community organized for
political purposes.
Transportation:

The business of conveying people, goods

etc.
Construction:

All the activities or processes involved

in the erection of buildings.
Manufacturing:

A person or organization making goods

from raw materials.

The systematic making of goods from raw

materials.
Wholesale Trade:

The business of buying and selling

goods for money, or of exchanging goods for goods.
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Services: The act of being helpful or useful.
service to the community.

To be of

A regular supplying of something

helpful to the community and in public demand.
Communication:
communication
writing

to

The act of communication. To be

with

someone,

another.

to

Something

be

in

in

touch,

speaking

or

which

passes

messages

or

information, such as a letter.
Human relations: The social

interaction which takes

place between people and the influences persons have on one
another; also refers to the scientific study of this influence
or interaction as it occurs.
Reliability:

1. Worthiness of dependence or trust.

Punctuality;
engagements?

1.

promptness

Strict
2.

observance

in

keeping

The quality or state of being

punctual.

Summary:
Chapter one introduces the reader to the concept of
technical and non-technical

skills.

The statement of the

problem and specific questions that are to be answered through
this research are then presented.
explore

the

necessary

The need for the study to

non-technical

skills

needed

to

be

productive in Gallatin County businesses is then discussed,
and

the limitations of the study and the definition of

terms are introduced.

CHAPTER II
REVIEW OF LITERATURE

Introduction
The purpose of this chapter was to review the literature
in regards to a profile of Gallatin County employees and the
non-technical skills employees find necessary in their area of
business.
Gallatin County Profile
Gallatin County is a well-educated population with 30.5%
of

the

people

school,
28.9%

having

completed

sixteen

or more

years

of

25% of the people having 13-15 years of education,

with

12

years,

and

only

15.6%

with

0-11

years

of

education.
Montana

State University,

and the pleasant

attribute to an ample, well-educated work force.

location,

Bozeman has

a work force of 25,626 people with a 4.6 unemployment rate.
This

rate

Montana.

is

low

in

comparison

to

other major

cities

in

The table provided below gives insight into the

wages of Bozeman employees.
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WAGES IN GALLATIN COUNTY

Industrv

Average
Emolovees

Annual Annual Wage
Waaes Per Worker

Agri/Forestry/Fish

195

$2,709,316

$13,894

Mining

130

3,367,026

25,900

Construction

636

12,317,993

19,368

1,100

19,564,281

17,786

Trans/Comm/Pub Ut

707

13,412,612

18,971

Wholesale Trade

757

12,893,127

17,032

Fin/Ins/Real Estate

769

12,464,290

16,208

Services

3,642

47,320,949

12,993

Retail Trade

4,328

39,845,563

9,206

Government

4,393

87,797,026

19,986

Manufacturing

for
part-time
*Wages
reported
include
wages
(Gallatin Development Corporation 1989:12)

workers.

The Gallatin Development Corporation has stated:
Montana State University represents the
major economic activity in Bozeman and the
surrounding region.
Other major contributors
to the economic activity in Gallatin County
are mining, manufacturing, agriculture, retail
trade, and services.
(Gallatin Development
Corporation, 1989:15)
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The

region's

labor

force

has

been

profiled

by

the

Gallatin Development Corporation and illustrates the areas
that were used to detail areas for research.
is Gallatin County Employment by Industry.

(Gallatin Development Corporation, 1989:11)

Depicted below
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Skills Sought bv Employers
Review of the literature indicates that employers are
looking for individuals that have the basic business training,
but

intend

on

providing

most

of

the

technical

training

themselves.
In August,
concerning

1975, a statewide survey of Texas employers

areas

that

were

in

need

of

improvement

for

employees were:

"...concern for productivity, pride in work,
responsibility, dependability, work habits,
attitudes towards the company and employer,
write
and
speak
effectively,
follow
instructions,
reading
skills,
ambition,
motivation, and desire to get ahead." (Brown,
1976:7)
In Illinois 270 employees were asked to rate five non¬
technical areas in order of importance.

The area rated most

important was professional characteristics—"...initiative,
cooperativeness,
confidentiality,
company

policy,

behavior."

reliability,
punctuality,
and

(Luft,

loyalty,

good work habits,

demonstrate
1986:151,

honesty,

152)

courteous
This

adhere

and

to

helpful

indicates

that

professional characteristics are considered and non-technical
skills and are extremely important.
There are many other studies indicating weakness in non¬
technical areas.

One survey indicating this was presented by

Raymond in 1982.

A New York based Center for Public Resources
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conducted a national survey of business, school, and organized
labor.

The responding companies cited deficiencies in the

following

areas:

speaking,

listening,

math

and

problem¬

solving, writing, science, inability to follow directions and
communicate

ideas,

and

mathematical

mistakes.

(Raymond,

1985:57)
Research also demonstrates that many employees who were
dismissed or did not receive promotions did so because of a
lack of non-technical skills.

As stated by Smith:

Success in today's working world requires
an awareness and understanding of such factors
as
the
job
acquisition
process,
time
management, effective listening skills, verbal
&
nonverbal
communication
competencies,
dictation management, & assuming professional
responsibility for participative management
activities. Unfortunately, research indicates
that the majority of employees dismissed or
refused promotions possess the required job
skills and knowledge but lack the professional
traits
and
characteristics
necessary
for
professional success. (Smith, 1986:32)
A study was undertaken to define whether vocational and
special educators disagreed with employers on the entry-level
employment skills and characteristics that are needed to be
gainfully

employed

in

the

competitive

Lewiston-Auburn area in Maine.

work

force

in

the

A survey was mailed to 110

secondary-level vocational and special teachers drawn from
five

area

schools

in

the

Lewiston-Auburn

area.

indicated:
...trustworthiness,
ability to follow
oral instructions, attendance, punctuality,
positive work attitude, interest and pride in
work, seeking help when having difficulty,

Results
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ability to understand and follow safety rules,
motivation, and persistence were the most
valued worker skills.
(Harvey, 1989:25)
There was a high level of agreement between employers and
educators concerning the results.

In fact, results, were used

to develop a community based worksite.
Smith confirms the belief that non-technical skills are
important:
success in today's working world requires an
awareness and understanding of such factors as
the job acquisition process, time management,
effective
listening
skills,
verbal
and
nonverbal
communication
competencies,
dictation
management,
and
assuming
professional responsibility for participative
management activities.
(Smith, 1986:32)

This indicates that there needs to be a balance between
technical and non-technical skills.

Employees are not always

completely successful if they are very strong in the technical
skills, but weak in non-technical skills.

In fact, according

to Ascher:
work-related social skills and habits are as
important to employers as the basic skills:
workers should present themselves well? be
enthusiastic,
responsible,
cooperative,
disciplined, flexible, and willing to learn?
and show a general understanding of the work
place and business world.
However, workers
with these attributes are scarcer than those
with the required core of academic skills.
While schools should certainly develop higher
order academic skills in all students, they
should also ensure that students learn all the
basic social and academic skills needed for an
entry level job. (Ascher, 1988:4)
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There seems to be ample information supporting the fact
that non-technical skills are extremely important in todays
work place.

Gallatin County should be evaluated to see if

employment

needs

and

concerns

are

the

same

as

national

requirements.

Summary
From the review of the literature, it can be maintained
that Gallatin County educators need to evaluate their current
programs

and

the

need

for

incorporating

technical skills into present programs.

training

of

non¬

The literature also

indicates that many technical skills can be learned on the job
and

while

there

are

a

large

number

of

dismissals,

some

promotions are due to superior non-technical skills.
Literature also indicates that there should be a balance
between technical and non-technical skills.
be

prepared

not

only

academically,

present basic social skills.

but

Employees need to
also

equipped

to

Chapter III
Procedures
The purpose of this study was to determine the importance
of non-technical skills employers in Gallatin County perceive
in employees and to use those findings to evaluate, and update
skills taught at high school and adult education courses in
Gallatin County.
The writer followed these procedures in obtaining the
data:
1. Reviewed the current literature at Montana State
University to learn what others have said.
Current
data showed that there had been a substantial
amount of research in this area.
(June 1989-June
1991)
2. Organized and developed the survey instrument.
After perusal by Dr. Norm Millikin changes were
made.
(June 1991)
3. Secured approval of instrument from Dr. Norm
Millikin, Head of Business Graduate Programs,
Montana State University.
(June, 1991)
4. Ran a test pilot on the instrument.
The pilot
was tested using a neighborhood convenience sample.
Five business owners completed the sample.
A
pilot was not used to test the instrument to see if
it was serviceable when it was administered over the
telephone. (June 1991)
5. Interviewed 20 area businesses by telephone. The
questionnaire was difficult to use when
administering it over the telephone.
One question
in particular was difficult.
Question number 6
requested that the employer rank a list of seven
non-technical skills from strongest to weakest. It
was difficult for the interviewee to rank that
many areas, therefore, question six was revised
so the interviewee would rank the one strongest
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employee non-technical skill and the one weakest
skill.
(June 1991)
6. Interviewed 20 area businesses in person.
The
personal interviews were conducted face-to-face.
All area employers were extremely helpful and many
asked for the results to be send to them. (June 1991)
7. Wrote the final draft.
The instrument proved to be
functional when tabulating the results.
The
questions were easily put into table format. (July
9 through August 2, 1991)
Sources of Data
The Gallatin County area was profiled by the Gallatin
Development Corporation in eight categories, therefore, it was
decided to divide the Gallatin County area into the same eight
categories: Retail

Trade,

Government, Transportation,

Finance,

Insurance,

Communication,

Reality,
Utilities,

Manufacturing, Construction, Wholesale Trade, Services.

It

was decided that all eight areas would be surveyed and that
five employers from each area would be interviewed.

It was

determined to interview 20 of the employers by telephone and
20 of the employers in a face-to-face interview.

The decision

to do half of the interviews in person and half by telephone
was made so as the results could be compared.
In June, 1991, a list complied from the Gallatin County
telephone book was

developed.

The

companies were picked

manually.
Eight different areas with five businesses in each area
were

interviewed.

businesses:

Following

is

a

list

of

the

areas

and
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RETAIL

FINANCE/INS/REAL ESTATE

Leslie*s Hallmark
Osco Drug Store
Interstate Chevron
Corral West Ranch Wear
Baskin Robin

ERA Landmark
Farm Bureau Insurance
Piper, Jeffrey and Hopwood
IDS Financial Services
1st Security Bank

GOVERNMENT

CONSTRUCTION

Bozeman Fish & Game Dept.
U.S. Post Office
Soil Conservation Office
IRS Service
Social Security Admin.

Murray Brother Construction
William*s Construction
Martel Construction
Taylor Construction
Frontier Log Homes

TRANSPORTATION/COMM/UTILITIEB

MANUFACTURING

KUUB Radio Station
Montana Power
Bozeman Chronicle
Delta Airlines
Karst Stage

Slumber All
Plum Creek
King Tool
Butler Creek
J & V Refrigeration

WHOLESALE TRADE

SERVICES

Lerkind Distributing
D & R Vending
A & A Potato
Montana Beef
House of Time Jewelers

Econo Lodge
Image Factory
Pearle Vision
3rd Dimension Cuts
Hastings

Questionnaire
The two-page, fourteen question survey (see appendix A)
was devised by the writer.

The first four questions sought to

gain information as to the size of business, and the type of
business

etc.

Questions

five

and

six were

developed

to

determine the most important technical skills and how
employers

felt

their

employees

rated

on

these

skills.

Question seven sought to determine where non-technical skills
can best be learned.

A list was given.
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The second page of the instrument measured the degree of
importance non-technical skills play in the hiring process.
Questions eight and nine asked the employer to determine the
degree of

importance of the application

form,

application

letter, resume, and interview on determining employees non¬
technical skills.

Question ten referred to any specific non¬

technical skills that may lead a employer to not hiring an
otherwise

qualified

candidate.

employees

non-technical

skills

Question
in

eleven

comparison

to

measured
employees

hired two years previously by using a five point Likert scale.
Question

twelve

also

used

a

five-point

Likert

scale

determine what where the most important technical
technical skills when hiring an employee.
and

fourteen

were

open-ended

to

or non¬

Questions thirteen

questions

that

helped

to

determine other issues important in hiring employees and other
important

non-technical

skills.

Respondents

had

the

opportunity to include any skills important to their area of
business.
Administration of Questionnaire
Between June 26 and July 8, 1991 telephone and personal
interviews were conducted in Gallatin area businesses.
of

the

interviews were

conducted

over the

twenty as personal one-on-one interviews.

Twenty

telephone,

and

On July 8, 1991 the

survey was considered successful and terminated.

CHAPTER IV
FINDINGS OF THE STUDY
Included in the following pages are the results of the
survey

taken

businesses.

during

July,

1991

in

Gallatin

County

area

The results are shown according to the eight

categories and not by descending or ascending order of data.
In the first ten tables,

each question is stated,

and the

results are shown according to the responses given.

In the

last five tables, each question is stated, and the results are
shown according to a pie chart or bar graph.
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NUMBER OF PART & FULL TIME EMPLOYEES
QUESTION; How many full time and part-time employees are
currently in your firm?
TABLE NUMBER 1
NUMBER
OF FULL
TIME
EMPLOYEES

NUMBER
OF PART
TIME
EMPLOYEES

Retail

2-12

0-8

Finance/Ins./Real.

3-79

0-7

Government

4-334

0-9

Trans./Comm./Ut1.

8-112

4-75

Construction

3-150

0-100

Manufacturing

2-157

0-5

Wholesale Trade

0-55

0-5

Services

2-10

1-6

BUSINESS

This illustrates that a wide variety of companies were
interviewed.
It also demonstrates that there were a great
assortment of number of employees within the companies.
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The table below illustrates the eight businesses interviewed
and how long they have been in business.

QUESTION:
business?

How many years

has

your

company

been

in

TABLE NUMBER 2
BUSINESS AND THE NUMBER OF
YEARS IN BUSINESS

6-10

0-5

11 & OVER

Retail

0

1

4

Finance/Insurance/Realtors

0

0

5

Government

0

0

5

Trans./Comm./Utl.

1

0

4

Construction

1

0

4

Manufacturing

0

2

3

Wholesale Trade

1

0

4

Services

2

0

3

This table indicates that Gallatin County area businesses
that were interviewed have been able to maintain a position in
the community for a substantial amount of time.
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The following eight
individual sector.

tables

illustrate

results

of

each

QUESTION: Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION: From the list provided rank your employees
strongest skill and weakest skill.

TABLE NUMBER 3
SERVICES
NON-TECHNICAL
SKILLS

STRONGEST/
EMPLOYEES

MOST IMPT
SKILL

WEAKEST/
EMPLOYEES

COMMUNICATIONS

2

2

1

HUMAN RELATIONS

3

2

1

TELEPHONE COMMUNICATION

0

0

2

WRITTEN COMMUNICATION

0

0

1

ATTITUDE

0

1

0

PUNCTUALITY

0

0

0

RELIABILITY

0

0

0

Employers
in the service
industry perceive human
relations skills as a critical portion of their employees
talents.
They also perceive these skills as strong in their
current employees.
Telephone communications are a realm of concern as
employers distinguish them as being weak in their employees.
Communications, human relations, and written communications
are also perceived as weak in the service field.
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QUESTION: Which of the following is the most important
non-technical employee skill in your area of business.
QUESTION: From the list provided rank your employees
strongest skill and weakest skill.
Table Number 4
RETAIL STORES
Non-Technical
Skills

Most Imot.
Skill

Stronaest
Skill in
Current
Emolovees

Weakest
Skill in
Current
Employees

Communications

1

1

0

Human Relations

3

2

1

Telephone Communication

0

0

0

Written Communication

0

1

3

Attitude

0

1

0

Punctuality

0

0

0

Reliability

0

0

0

The above table demonstrates that employers of retail
stores
feel that human relation skills are extremely
important, and that the majority of their employees are strong
in this domain.
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QUESTION; Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION: From the list provided please
employees strongest skill and weakest skill.

rank

your

Table Number 5
FINANCE
INSURANCE
REAL ESTATE
NON-TECHNICAL
SKILLS

STRONGEST/
EMPLOYEES

MOST
IMPORTANT
SKILL

WEAKEST/
EMPLOYEES

COMMUNICATIONS

3

2

0

HUMAN RELATIONS

2

0

0

TELEPHONE COMMUNICATION

0

0

1

WRITTEN COMMUNICATION

0

0

3

ATTITUDE

0

1

0

PUNCTUALITY

0

0

1

RELIABILITY

0

2

0

The most important skill in the businesses above is
communications,
and
human
relations.
Employers
view
reliability and communications as the strongest in the field,
yet they have concerns that written communication is fairly
weak in their present employees.
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QUESTION;
Which of the following is the most important
non-technical employee skill in your area of business.
QUESTION;
From the list provided rank your employees
strongest skill and weakest skill.
Table Number 6
TRANSPORTATION/COMMUNICATION/UTILITIES
NON-TECHNICAL
SKILLS

MOST IMPORTANT
SKILLS

STRONGEST
IN
PRESENT
EMPLOYEES

WEAKEST
IN
PRESENT
EMPLOYEE

COMMUNICATIONS

2

0

0

HUMAN RELATIONS

1

1

1

TELEPHONE COMMUNICATION

0

0

2

WRITTEN COMMUNICATION

0

0

1

ATTITUDE

1

1

1

PUNCTUALITY

0

0

0

RELIABILITY

1

3

0

Table number 6 indicates that there are several important
areas in the field of transportation, communications, and
utilities.
It appears that due to the fact that the three
areas are so diverse and different there are not any clear cut
non-technical skills that are needed, but rather a wide range.
The table does show that present employees in this section are
very
reliable,
but
weak
in
the
area
of
telephone
communications.
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QUESTION; Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION: From the list provided rank your employees
strongest skill and weakest skill.
Table Number 7
GOVERNMENT
WEAKEST/
EMPLOYEE

MOST IMPT.
SKILL

STRONGEST/
EMPLOYEES

COMMUNICATIONS

1

1

0

HUMAN RELATIONS

2

1

0

TELEPHONE COMMUNICATION

0

0

1

WRITTEN COMMUNICATION

1

1

3

ATTITUDE

1

0

0

PUNCTUALITY

0

0

1

RELIABILITY

1

1

0

NON-TECHNICAL
SKILLS

Table number seven indicates that government employers
are interested human relations and perceive it as one of the
most important skills in the occupation.
Also, written
communication is an area the government employers feel is
important and that their employees are somewhat weak in this
area.
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QUESTION; Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION:
From the list provided rank your employees
strongest skill and weakest skill.
Table Number 8
MANUFACTURING
MOST IMPT.
SKILL

STRONGEST/
EMPLOYEES

COMMUNICATIONS

0

1

0

HUMAN RELATIONS

1

1

1

TELEPHONE
COMMUNICATION

0

0

1

WRITTEN COMMUNICATION

0

0

3

ATTITUDE

3

1

0

PUNCTUALITY

0

0

0

RELIABILITY

1

2

0

NON-TECHNICAL
SKILLS

WEAKEST/
EMPLOYEES

This table indicates that employers in the field of
manufacturing are concerned mostly with attitude and human
relations.
Attitude seems to be the most important non¬
technical skill, while human relations is important while
being weak in some companies and strong in others.
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QUESTION; Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION;
From the list provided rank your employees
strongest skill and weakest skill.
Table Number 9
WHOLESALE TRADE
NON-TECHNICAL
SKILLS

MOST IMPT.
SKILL

STRONG/

WEAKEST/

EMPLOY.

EMPLOY.

COMMUNICATIONS

1

1

0

HUMAN RELATIONS

0

0

2

TELEPHONE COMMUNICATION

0

0

0

WRITTEN COMMUNICATION

0

0

3

ATTITUDE

3

2

0

PUNCTUALITY

0

0

0

RELIABILITY

2

2

0

According to the above table it seems that employers in
wholesale trade feel that a employee with a good attitude is
the most important skill that he/she can have.
It also
implies that punctuality is not viewed as important as the
other non-technical skills, and human relations is a weak area
in employees within the wholesale industry.
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QUESTION: Which of the following is the most important
non-technical employee skill in your area of business?
QUESTION;
From the list provided rank your employees
strongest skill and weakest skill.

Table Number 10
CONSTRUCTION
WEAKEST/
EMPLOY

MOST IMPT.
SKILL

STRONGEST/
EMPLOYEES

COMMUNICATIONS

1

0

0

HUMAN RELATIONS

0

0

0

TELEPHONE COMMUNICATION

0

1

1

WRITTEN COMMUNICATION

0

0

3

ATTITUDE

3

2

1

PUNCTUALITY

1

0

0

RELIABILITY

1

2

0

NON-TECHNICAL
SKILLS

The table illustrated above indicates that employers in
the field of construction consider attitude to be a very
important attribute. The table also indicates that employers
feel that their current employees posses good attitudes, but
human relation skills seem to be of the least importance in
the field and written communications the weakest.
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OVERALL VIEW OF STRONG AND WEAK
EMPLOYEES SKILLS

21
20

19
18
17
1S
15
14
13
12
11
10

9
8

7
S
5
4
3
2

1
0

Bgga STRONG WEAK

QUESTION:
From the list provided please rank your
employees strongest non-technical skill and their weakest non¬
technical skill.
This table demonstrates that employers feel that their
employees are reliable, but need work in the area of written
communications.
Strengths:
The table above demonstrates that employers
feel that employees are strong in the area of reliability.
Weaknesses:
The table above clearly illustrates that
employers feel that overall employees are weak in the area of
written communications.
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WHERE CAN NON-TECHNI CAL
SKILLS BEST BE LEARNED

QUESTION:
For your type firm where can non-technical
skills best be learned.
Illustrated above is the employers perception that
employees can best learn non-technical skills on the job.
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QUESTION:
During the hiring process do any of the
following help you to determine an employees non-technical
skills.
From this illustration, it is clear that employers feel
that the interview is the most important part of the hiring
process in helping to determine non-technical skills.
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QUESTION:
Are employees non-technical skills better or
worse for employees hired within the last two years in
comparison to employees hired previous to that time.
The above table indicates that employers feel
employees non-technical skills are improving slightly.

that
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QUESTION; Overall when hiring a candidate for your firm,
which is most important technical or non-technical skills?
This table indicates that employers feel that there needs
to be a balance between technical and non-technical skills.
As expected, construction managers felt that technical
skills are very important and retail managers felt that non¬
technical skills are most important.
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The following question was established as an open-ended
question and received a variety of responses.
The responses
are listed below:
QUESTION: What other issues do you feel are important in
your industry when hiring or developing of employees.
Honesty
Personal Appearance
Loyalty
Motivation
Integrity
Network of Friends
Trustworthy
Being able to Handle Stress Well
Believing in the Company
Accountability
Past Knowledge
Fast Learners
Adaptability
Ability to Speak Well
Maturity
Physical Ability
Commitment for Longevity
Experience
Understanding of the Product
Sales Ability
Promptness
Ability to Learn
Personality
Willing To Work
Good People Skills
Good Intelligence
Employers indicated numerous times that they viewed
honesty, good personal appearance, loyalty, and motivation as
extremely important non-technical skills. The other items on
the list were only indicated one time.

34

The following question was established as an open-ended
question and the responses are listed below.
QUESTION; Are there any other non-technical skills that
haven't been mentioned that you deem important for employment
in your firm?
Motivation
Integrity
Perseverance
Positive Attitudes
Basic Math Principles
Ability to Understand & Follow Instructions
Personal Experience
Punctuality
Sales Ability
Training on the Job
Overall Presentation of the Person
Hygiene
Ability to Work Well with Other Employees
Honesty
Motivation, personal appearance, and positive attitudes
are non-technical skills that employers see as important, and
these skills were mentioned numerous times. The items on the
remainder of the list where only alluded to one time.
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Summary
Chapter four tells a clear story that employers perceive
non-technical skills as inordinately important.
feel

that

overall

written

communications

is

Employers
the

weakest

employee non-technical skill, while reliability is viewed as
a strong skill.

CHAPTER V
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS
Introduction
This

research

study was

undertaken

to

determine

the

Gallatin County employers perceptions of non-technical skills
in their present employees.

The study was limited to Gallatin

County and businesses in the following eight categories: 1.
retail; 2. finance, insurance, and real estate? 3. government
4.

transportation,

construction?

6.

manufacturing?

7.

wholesale

communication,
trade;

8.

services.
The study was designed to answer the following questions:
1. What non-technical skill do employers rate as most
important in their area of business?
2. What non-technical skill do employers feel is the
strongest in their employees?
3. What non-technical skill do employers feel is the
weakest in their employees?
4. Where can non-technical skills best be learned?
5. During the hiring process what is the most helpful
in determining non-technical skills?
6. What is the most important tool used when hiring to
determine non-technical skills?
7. Are there non-technical skills that could lead to
not hiring an otherwise qualified candidate?
8. How do non-technical skills of current employees
compare to those of past employees?
9. What is the most important when hiring a candidate
technical or non-technical skills?

an
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10. Are there are important issues to consider when
hiring or developing employees?
11. What other non-technical skills are important?
The instrument used in this study to survey non-technical
skills was developed by the researcher.

The instrument was

modified slightly upon finding difficulty in the initial use
during data collection.

Question number six (Appendix a) was

difficult to administer over the telephone,

therefore,

was

modified so as to have the interviewee rate only uppermost
employee non-technical skills and the weakest employee non¬
technical skills.
The population surveyed was limited to eight sectors with
five

Gallatin

County businesses

in

each

sector.

Retail,

finance, insurance, real estate, government, transportation,
communication,

utilities,

construction,

manufacturing,

wholesale trade, and services were the eight sectors selected.
The

sectors

were

chosen

in

using

the

eight

categories

presented in the Gallatin Development Corporation Handbook.
The researcher selected manually, every second business
listed in the yellow pages of the Gallatin County telephone
book.

This method was used for each of the eight categories.
Forty

interviews

were

conducted.

Twenty

of

the

interviews were over the telephone and twenty were personal
interviews.

The results were compared to see if there were

any discrepancies between the two methods of data collection.
The researcher did not find any discrepancies.
The data was analyzed using the tally method.

It was
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tabulated for all business in the eight sectors and general
information

pertaining

to

all

the

sectors.

Each

of

the

questions, expect the two open-ended questions, was tabulated
and detailed in a table.

Findings;
The major findings of this study revealed:
1. The vast majority of the business interviewed have
been in business for eleven or more years.
2. Employers rated communication, human
relation/interpersonal skills, and attitude as the
most important non-technical skills.
3. Employers rated reliability as the strongest non¬
technical skill in their current employees.
4. Employers rated written communications as the
weakest non-technical skill in their current
employees.
The majority of the employers
interviewed rated this the weakest.
5. Employers indicated that non-technical skills can
best be learned on the job.
6. When hiring employees, employers feel that the
interview is the most important tool in determining
non-technical skills.
7. Employers feel that employees non-technical skills
are about the same or a little better in
current employees compared to employees hired two
years previous to that time.
8. Employers expressed that when hiring they felt that
there needs to be a balance between technical and
non-technical skills.
It was almost an even
balance between employers who felt technical skills
were most important and employers who felt non¬
technical skills were most important.

9.
The open-ended questio
concerned about many non-technical skills and
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different events that develop with their employees.
The most prevalent matters are that employees have a
clean and attractive appearance, they are loyal to
the company, and are honest individuals.
Other findings from this study:
1. That Gallatin County area businesses that were
interviewed have been able to maintain a position in
the community and hire a substantial number of
employees.
2. Retail store managers feel that human
relations/interpersonal skills are the most
important skills in their field and that their
employees are strongest in this area. Also, retail
store managers feel that the weakest non-technical
skill from the list provided is attitude.
3. Manufacturing managers feel that attitude is the
most important non-technical skill, and that
written communications is the weakest non-technical
skill in their employees and reliability is the
strongest skill.
4. Government managers feel that human
relations/interpersonal skills are the most
important non-technical skill, and that written
communications is the weakest non-technical skill
in their employees.
5. Wholesale trade owners/managers perceive attitude
as the most important non-technical skill in their
employees, and that written communications is the
weakest skill in present employees.
6. Construction owners perceive the most important
non-technical skill as attitude and feel that their
employees are weak in written communication but
strong in attitude and reliability.
7. Transportation, communication, and utility
companies see communication as the most important
non-technical skill and telephone skills as the
weak area in their field and reliability as very
strong.

8.
Finance, insurance, a
that communication is the most important skill
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needed in their firm, and that written
communication is weak in their employees while
reliability and communication are strong.
9.

10.

That overall companies feel that the interview is
the most important tool in determining non¬
technical skills when hiring a candidate.
That many managers would not hire an otherwise
qualified candidate if they had a bad attitude.

Conclusions
Based upon findings from this study, the following
conclusions were made:
1. Human relations/interpersonal skills are the most
important skill in business.
2. Reliability is considered to be strong in most
employees.
3. Written communication is considered to be weak in
most employees.
4. Most firms feel that non-technical skills can best
be learned on the job. This can be through
training on-the-job, seminars or in-service
training programs.
5. A large number of firms feel that the interview is
a important tool in helping them to determine non¬
technical skills of a job candidate.
General Recommendations
The general recommendations presented are based upon
the findings of the study.
1.

The findings of this study should be made available
to secondary and post-secondary educational
institutions. Teachers, counselors, and placement
services could use the results to direct students
entering jobs.

2.

Adult Education supervisors should have access to
the results of the survey.
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3. Secondary and post-secondary educators should have
the results of this study to help guide students
and prepare them for interviews.
4. The findings of this study should be made available
to interested businesses so that they can compare
their responses to the responses of others.
5. Businesses should be surveyed on a regular basis to
assure that secondary and post-secondary
institutions are meeting their needs.
6. Secondary schools should provide job training
emphasizing non-technical skills.
7. Secondary schools should provide interviewing
practice to students.
8. Secondary schools should provide more courses that
involve teaching written communication such as
grammar, spelling, and punctuation.
9. Human relations/interpersonal courses should be
taught at the secondary and post-secondary level.
10. Programs at the secondary and post-secondary level
should include, whenever possible, on-the-job
training.
11. Adult Education courses should provide courses that
teach non-technical skills.
Recommendation for Further Study
Based upon the findings of this study, further research
in the following areas is recommended:
1.

More extensive study should be conducted to determine
if adult education programs and, secondary and post¬
secondary schools are including non-technical skills
in their curriculums. The study should also look at
the need for teaching human relations, and written
communications skills, where they should be taught,
and who should teach them.

2.

A study should be conducted to analyze what is
appropriate personal appearance for different
segments of business.
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3.

A study should be conducted to determine what types
of attitudes are expected, accepted and needed in
the different segments of business.
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APPENDIX

APPENDIX A

INTERVIEW QUESTIONS
1.

NAME OF THE COMPANY BEING INTERVIEWE

2. YEARS THE COMPANY HAS BEEN IN BUSINESS
0-5
6-10
11 & over
3. NUMBER OF EMPLOYEES
Full-time

Part-time

4. AREAS OF SERVICE
a. retail
b. fin/ins/re
c. government
d. trans/comm/utl
e. construction
f. manufacturing
g. wholesale trade
h. services
5. Which of the following is the most important non¬
technical employee skill in your area of business.
Check oneI
communication
human relations/interpersonal skills
telephone skills
written communications including grammar,
attitude
punctua1ity
reliability
6. From the list provided please rank your employees non¬
technical skills. Please rate the strongest skill as 7
and the weakest skill as 1.
communication
human relations/interpersonal skills
telephone skills
written communications inc. grammar, spelling
attitude
punctuality
reliability

7.
For your type firm where can non-tec
be learned.
Please check one!
on the job
high school
home study
adult education courses
college
other

8.
During the hiring process do any of
you in determining an employees non-technical skills.
Check all that apply.
application form
application letter
resume
interview
9. If more than one is checked, which is most valuable.
10. Are there any specific non-technical skills that would
lead you to not hiring an otherwise qualified
candidate.

11. Are employees non-technical skills better or worse for
employees hired within the last two years in comparison
to employees hired previous to that time.
Please rate
on the scale provided.
Much Better Same Worse Much
Better
Worse
5

4

3

2

1

12. Overall, when hiring a candidate for your firm, which is
most important technical or non-technical skills?
Technical Technical
Same
Technical
Technical
much more
more
less
much less
Important Important Important
important
5

4

3

2

1

13.

What other issues do you feel are important in your
industry when hiring or developing of employees.

14. Are there any other non-technical skills that haven't
been mentioned that you deem important for employment in
your firm?

