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ENHANCING EMPLOYABILITY SKILLS FOR
TOURISM AND HOSPITALITY INDUSTRY
EMPLOYEES IN EUROPE
Ineta Luka, Dr.paed., Prof.
Turiba University, Latvia

Abstract
Tourism has become one of the largest and fastest-growing economic sectors in
the world. Hospitality industry largely depends on quality employees to provide
exceptional service to its guests. Hence, relevant employability skills and
competences are of particular importance. Previous studies demonstrate the
significance of such employability skills as problem solving, teamwork,
leadership, communication in foreign languages. The purpose of the current
study, conducted within the framework of Erasmus+ project “Key Skills for
European Union Hotel Staff”, is to analyze the industry needs and language
teachers’ perceptions on teaching languages for tourism and hospitality industry
Europewide in order to create a course that would foster the development of
tourism specialists’ employability skills applying integrated language learning
approach. The present contribution introduces the results of the survey of 85
language teachers of the partners’ education institutions and 131 top-level hotel
and restaurant managers in whose enterprises the students undergo their
industry training. Mixed method approach applying quantitative and
qualitative data analysis was applied. The findings pointed to the significance
of communication skills, collaboration skills and teamworking. Language
teachers also emphasized intercultural competence. The findings showed the
specific needs of each partner country, which are similar regarding English
language competence, but vary regarding other foreign languages. Based on the
findings of the needs analysis a language learning course has been created.
Keywords: employability skills, tourism and hospitality industry, language
competence, language learning, needs analysis

Introduction
The twenty-first century has brought many challenges for people in all spheres.
Addressing the human and social consequences of an international financial crisis,
meeting development goals, encouraging green growth and responding to climate
change, ageing societies and the knowledge economy (OECD Indicators of
Education Systems, 2012) are the key issues at the centre of international debate.
This is also evident in the EU strategic priorities till 2020, where the stress is laid
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on “smart growth, sustainable growth and inclusive growth” (Europe 2020, 2010)
and which are further elaborated in the corresponding documents and reports on
education Europewide, e.g., Education and Training 2020 (ET 2020, 2009), Quality
and Relevance in Higher Education (2014), and in Latvia Education Development
Guidelines for the Period of 2014–2020 (Izglītības attīstības pamatnostādnes 2014.–
2020. gadam, 2014), and various comprehensive studies worldwide, e.g., OECD
study Skills beyond School (2014). All of them emphasize employability, high level
employable transferable skills and the role of lifelong learning in enhancing their
development. According to Klaus (2010) 75% of long-term job success depends on
employees’ skills.
Moreover, the year 2015 has even been declared the European Year for Development.
The motto of EYD2015, officially opened in Riga, Latvia on 16.01.2015., is “Our
world, our dignity, our future” (The European Year for Development kicks off
in Riga, 2015). This brings us to the issue of the significance of lifelong learning at
all stages of our lives, including transition from formal learning into professional
life. Furthermore, business environments are changing and to adapt to the new
context employees have to engage in learning.
For employees this means a move from guaranteed lifelong employment to selfmanaged lifelong employability (Thijssen, et. al., 2008) which implies possessing
knowledge and the skills to apply that knowledge in a multidisciplinary, teamoriented, dynamic environment and engaging in lifelong learning (Berdrow and
Evers, 2011). Hence, flexible, innovative learning approaches and teaching/learning
methods are gaining their momentum (Quality and Relevance in Higher
Education, 2014).
Over the last ten years sustained interest in the pedagogy of employability has
been observed (Pegg et. al., 2012). Various studies on employability skills over
the years reveal similar trends – employers highly value the skills related with
employees’ attitudes, communication and basic knowledge (Baxter and Young
1982; Casner-Lotto, et. al., 2006; Ju, et. al., 2012; Pigozne and Luka 2013). The
current study focuses on the specific needs of tourism and hospitality industry
and the development of employability skills for their employees.
The topicality of the study is underlined by the fact that tourism has turned into
a key driver of socio-economic progress through export revenues, the creation of
jobs and enterprises, infrastructure development. Over the past six decades,
tourism experienced continued expansion and diversification, becoming one of
the largest and fastest-growing economic sectors in the world. 1 in 11 jobs worldwide
is connected with tourism (World Tourism Organisation Highlights, 2015). A
substantial number is directly related with accommodation and catering sector.
This stresses the demand for qualified staff in these sectors being able to speak
several languages and work in the multicultural environment.
Furthermore, tourism as a service-intensive industry depends on quality employees
to provide exceptional service to its guests (Zehrer, et. al., 2014; Kaufman and
Ricci 2014). The quality of tourism product/service lies in intangible elements,
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including the interaction between employees and customers during the service
encounter (Bailly and Léné, 2014). Other relevant skills are occupation-specific
skills and such transversal skills as communication, team-working, self-management,
creativity, innovation (Learning while Working, 2011). Robles (2012) points to
the top 10 soft skills considered as the most significant ones by business
executives, including communication comprising oral, speaking capability,
writing, presentation, listening skills. The studies on employability skills for
tourism specialists (Bagshaw, 1996; Emenheiser, et. al., 1998; Tesone and Ricci,
2006; Kwok, et. al., 2012) emphasize the significance of intellectual, communication,
management, organizational, intercultural skills. To sum up, employees in
tourism must be qualified with regard to professional, methodological, social and
leadership competencies and in order to develop them integrated approaches
encompassing learning in natural environment should be applied (Zehrer, et. al.,
2014). This points to the special role of languages in tourism where they are a
primary tool for operating successfully. Language learning is not an isolated activity.
Languages are learnt in professional setting and for the purposes of interaction.
Language learning is not the aim but the means to become a professional in the
field. Hence, the stakeholders’ needs play a significant role in this process. The
stakeholders’ needs are analyzed below.

Methodological Framework
The Context
This study is conducted in the Framework of Erasmus+ project “Key Skills for
European Union Hotel Staff” (Project No. 2014-1-HR01-KA2014-007224; project
period 2014–2016). Six countries (Latvia, Croatia, UK, Italy, Slovenia, Romania)
are collaborating on the project addressing the specific objective of Erasmus+
programme in the field of education and training: 1) to improve the level of key
competences and skills (namely, employability skills and language competencies),
with particular regard to their relevance for the labour market (tourism and
hospitality industry) and their contribution to a cohesive society (providing
better cultural awareness and increased language competence); 2) improve language
teaching/learning and promote EU's broad linguistic diversity. The project is
targeted at developing professional language competence in six EU countries in 12
languages (Croatian, English, French, German, Greek, Hungarian, Italian, Latvian,
Slovenian, Romanian, Russian and Spanish) and raise hospitality industry employees’
intercultural awareness.
This paper deals with the first project outcome – needs analysis report and
designed curriculum for developing tourism and hospitality industry employees’
employability skills, including language competence and raising employees’
intercultural awareness.
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Methodology
Exploratory research in line with pragmatism paradigm, applying mixed-method
approach, quantitative and qualitative data analysis was conducted (Saunders, et. al.,
2009; Collis and Hussey, 2009).
The purpose of the current study is to analyze the industry needs and language
teachers’ perceptions on teaching languages for tourism and hospitality industry
Europewide in order to create a course that would foster the development of tourism
specialists’ employability skills applying integrated language learning approach.
Such a course would enable hospitality industry employees to ease transitions to
working life more effectively and have access to opportunities to develop their
employability skills (Learning while Working, 2011) and engage in self-managed
lifelong employability.

The Sample
The study comprises two handpicked samples (O’Leary 2010) created for the research
purposes: 1) the sample of all 85 language teachers of five partner education
institutions (18 from Latvia, 22 from Croatia, 15 from Italy, 15 from Romania,
15 from Slovenia) and 2) 131 top level managers of hospitality enterprises from
the five project countries (30 from Latvia, 34 from Croatia, 30 from Italy, 7 from
Romania, 30 from Slovenia) recognized as experts in their field, in whose enterprises
students have been undergoing their training.
Concerning the sample of language teachers, most of the 85 language teachers
questioned taught English (36 teachers or 42.35%) and German (18 teachers or
21.18%), followed by French (8 teachers), Italian (7 teachers), Spanish (5 teachers)
and then teachers of other languages (see Fig. 1).
40
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35
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30
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25

German
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20

Italian

15
10
5
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8
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2
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5

Romanian
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Fig. 1. The number of language teachers surveyed per language
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Most teachers were experienced. Almost half of them (39 teachers or 45.88%)
have been working as language teachers for the period of 10 to 19 years, 25
teachers (29.41%) – longer than 20 years. In general, all teachers have education
either in philology (54.12%) and/or language teaching (57.65%). A considerable
number of teachers (25.88%) have completed teacher training course outside
university. 14 teachers (16.47%) have done language teaching course as a part of
other degree programs.
The teachers questioned teach Languages for Special Purposes (225 answers) and
40 teach General Language (see Figure 2). Regarding the answer option ‘other’,
respondents mentioned the following fields: Legal English, Computing, Racing,
Medicine, Police, Technical English, Engineering, Public Administration, and
Bookkeeping.
60
50

47

49

Tourism management
44

40
30

Hotels

40

Restaurants
Travel organizers

30

27

Events management
Other business field

20
11
10

8

9

Philology
General language
Other

0
Field of students' specialization

Fig. 2. Teachers’ specialization field
Concerning the sample of tourism employers, most of the respondents were
from the accommodation sector and they provided lodging services, including
some kind of catering, 20 were directly connected with catering enterprises (see
Table 1).
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Table 1
Distribution of accommodation/catering enterprises according to their type
Valid

5-star hotel
4-star hotel
3-star hotel
2-star hotel
Guest house
Bed and Breakfast
Hostel
Youth hostel
Campsite
Restaurant
Pub
Bar
Other
Total

Frequency
13
24
27
4
11
11
2
3
2
12
7
1
14
131

Percent
9.92
18.32
20.61
3.05
8.40
8.40
1.53
2.29
1.53
9.16
5.34
0.76
10.69
100.00

Valid Percent
9.92
18.32
20.61
3.05
8.40
8.40
1.53
2.29
1.53
9.16
5.34
0.76
10.69
100.00

As it can be seen, most respondents represent 3-star and 4-star hotels which,
according to the official country statistics, are the most required ones by tourists.
Most respondents speak English (120 respondents or 91.60%) and other foreign
languages – German (63 respondents or 48.09%), Russian (35 students 26.72%),
French (26 respondents or 19.85%), Spanish (17 respondents or 12.98%). Most
Russian speakers are in Latvia, whereas German is a popular second foreign language
in all countries. 19 respondents (14.50%) admit being able to communicate in Italian
but those are not the respondents from Italy and Italian was a foreign language
for them. 12 respondents (9.16%) indicate that they speak some other foreign language,
among them Czech, Croatian, Polish, Serbian, Portuguese, Hungarian as a foreign
language. It can also be noted that in Latvia respondents reported that they were
equally adept at most foreign languages – English, Russian and German. However,
in Slovenia the variety of foreign languages spoken was the most diverse.
All respondents were top level managers, enterprise owners or department
managers (see Table 2).
Respondents position in the enterprise
Valid

Owner
General manager
Company manager
Director
Department manager
Other
Total

Frequency
19
6
43
17
26
20
131

80

Percent
14.50
4.58
32.82
12.98
19.85
15.27
100.00

Table 2
Valid Percent
14.50
4.58
32.82
12.98
19.85
15.27
100.00
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Category ‘other’ included such positions as hotel manager assistant (5), assistant
general manager (2), manager’s consultant, senior MICE sales representative,
employment and education manager (2), environment-protection manager, tourist
information officer and 7 head receptionists or head office staff. It can be summarized
that all respondents were the ones who could tell the most about general and
specific needs of their enterprise. Thus, first-hand information was collected.

The Research Procedure
The needs analysis consisted of: 1) individual country needs analysis in five project
countries, 2) comparative needs analysis, based on which the curriculum is designed.
The language teachers’ survey included 14 Lickert scale, choice and open questions
containing 4 parts: information about teachers, students, teaching and the course.
The hotel/restaurant managers’ survey included 21 similar questions about institution,
employees, clients and respondent.
Both surveys were administered face-to-face; researchers visited tourism and
hospitality industry enterprises and questioned their management. The survey of
language teachers was administered at the partner institutions by distributing the
questionnaire forms and collecting filled-in forms.
Quantitative data were analyzed applying SPSS software (descriptive and inferential
statistics), qualitative data – applying content analysis (Saunders, et. al., 2009).

Findings and Discussion
The findings showed general trends and the specific needs of each partner
country. Based on the theory analyzed the employability skills for tourism and
hospitality industry employees and students were defined: leadership, teamworking,
collaboration skills, intercultural competences, presentation skills, communication
skills and an ability to use several languages at work. Regarding language competences
the following language skills have been analyzed to find out the significance of
each of them as well: monological speaking skills, dialogical speaking skills, listening
skills, writing skills and reading skills.

Language Teachers’ Survey
Language teachers admitted the significance of all the skills and competences
indicated: reading (mean 4.3647), writing (4.3467), listening (4.5647), dialogical
speaking (4.6353), monological speaking (3.6353), communication (4.7059) and
presentation skills (4.3059), intercultural competences (4.1529), collaboration
skills (4.1529), teamworking (4.2235), leadership (3.5059). Figure 3 provides an
overview of the opinion of the language teachers surveyed concerning the skills
significance.
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Fig. 3. Skills and competences necessary for students (by teachers), in %
A comparatively lower score was given to leadership, where only 10 respondents
found it very necessary and 43 respondents – necessary for work at hotels and
restaurants. This might be explained with the fact revealed in the answers to open
questions where in many cases teachers associated leadership only with management
positions.
As the conducted test for empirical distribution resulted in not normal distribution
(p=0.000), non-parametric tests were further applied for inferential statistics
(Baggio, Klobas, 2011). Kruskal Wallis test confirmed significant differences among
countries regarding monological speaking skills (p=0.007) and leadership
(p=0.026). Comparing the results of the partner countries, Italy demonstrates
lower numbers of significance of monological speaking skills (mean=2.2667).
However, this mean is impacted by the fact that three Italian respondents have not
answered this question. Calculating the mean for those, who have answered the
question, the result is 0.4839, which is similar to the means of other countries. A
similar situation is observed regarding leadership where Italy also demonstrates a
comparatively lower result (mean=2.4 vs. 3.9444 for LV, 3.7728 for HR, 3.7333 for
RO, 3.4667 for RO) which is again explained with four Italian respondents failing
to answer that question. To sum up, the findings show a trend that language
teachers recognize a lower significance of leadership and monological speaking
skills compared to other employability skills. The most popular foreign languages
in the partner countries are English, German, French and Spanish. Comparing the
results regarding those four languages it can be seen that the respondents
predominantly admit the significance of dialogical speaking skills – all the
respondents find them very significant or significant, except only 3% of English
teachers have marked the answer ‘50/50’.
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Kruskal Wallis test points to significant differences concerning the language
taught: reading skills (p=0.038), monological speaking skills (p=0.021) and
communication skills (p=0.005). Regarding communication skills, 83% of
English teachers find them very significant and 14% significant. Similarly, 72% of
German teachers and 88% of French teachers find them very significant and 28%
of German teachers and 12% of French teachers find communication skills
significant. However, only 20% of Spanish teachers find communication skills
very significant and 40% – significant. Another difference is demonstrated concerning
reading and writing skills. Contrary to the teachers of other languages, Spanish
teachers point to predominance of writing skills (100%) and reading skills (80%).
Moreover, English teachers find monological speaking skills more significant
than other language teachers. 67% of English teachers find monological speaking
skills very significant and significant compared to 50% of German teachers, 51%
of French teachers and only 40% of Spanish teachers. This might be explained
with the predominance of English as a tourism language in the partner countries,
most business is conducted in English, and consequently most international
presentations are given in English, too.
Regarding language teaching/learning methodologies, teachers emphasized
students’ active involvement in different learning activities, students’ independent
studies, projects, dialogues, discussions, and case studies in lectures. It was also
mentioned that students’ motivation to learn languages increases after their
training in the industry, especially if they have done it abroad. Thus, teachers
often incorporate tasks of intercultural relevance in their lectures to create a
more natural learning environment. Figure 4 summarizes the methods and tools
used by the teachers in their language classes.

Presentations
15 37
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5
Case studies and simulations
9 28
20
19
7
Discussions in groups
28
37
12 6 1
Discussions in pairs
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31
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Fig. 4. Methods and tools used by the teachers in language lectures, n=85 max
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As it can be seen, teachers prefer listening to dialogues (69 teachers or 81.18% do
it very often or often), reading short texts (67 teachers or 78.82%), using discussions
in groups (65 teachers or 76.47% practice them very often or often), discussions
in pairs and acting out dialogues (64 teachers or 75.29% for each of the activities).
Whereas, the least favourite activities are as follows: reading long texts and doing
tasks on them where only 16 teachers (18.82%) admitted practicing it during their
lectures, listening to monologues (31 teacher or 36.47%). It also has to be
emphasized that teachers ask their students do writing tasks less often than other
tasks. The answers range from 25 teachers or 29.41% (doing business correspondence)
to 39 teachers or 45.88% (writing essays, compositions and reports). This can be
explained with the limited amount of class hours (lectures), especially at universities,
and teachers prefer productive and interactive methods instead to attain the goal.
Contrary to the analysis above, Kruskal Wallis test pointed out significant differences
between the countries regarding the use of the methods and tools in developing
students’ employability skills. Significant differences were found in 11 items out
of 15 (p=0.002–0.044). The differences were not found only in the following
activities: reading long texts (p=0.057) where the respondents predominantly
were not in favour of asking students to read long texts in class, listening to
monologues (p=0.146) where the most frequently mentioned answer was
‘sometimes’, listening to dialogues (p=0.282) and acting out dialogues (p=0.295).
In terms of countries, more similarities were discovered between answers of
Italian and Croatian colleagues, as they both represent vocational schools. Universities
(Latvia, Romania) demonstrate more differences as their curricula differ.
Cronbach’s Alpha test confirms excellent internal consistency and extremely
high validity (α=0.938; s=0.936–0.939).
Qualitative data confirm the findings of quantitative data regarding teaching/learning
methods applied by language teachers. The key words from answers to qualitative
questions about teaching/learning methods used can be grouped into three categories:
1) key words connected with language teaching/learning methods and approaches,
2) key words associated with learning environment,
3) key words connected with occupation and employability.
Characteristic examples of key words of the first group are: communication,
communicative approach, speaking, listening, reading, writing, student-centred
approach, interaction. The first group of key words is specifically connected with
special language teaching/learning methods. These key words dominate in answers
of all partner countries, all languages taught and all education institutions. Below
is provided a typical example by the English teacher from Italy teaching English
to students of Catering Vocational school, future restaurant employees:
I generally use a communicative approach based on simulating dialogues and
interactions. I mostly focus on developing and improving the four basic language
skills: listening, speaking, reading and writing both in General English and in
ESP. (Language teachers’ survey, Respondent 49)
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A teacher of Russian for Special Purposes in Latvia teaching tourism students
aged 20 and older also supports the same ideas:
I use communicative approach, interactive activities, role plays, simulations. A
lot of accent is put on listening and speaking, analytical skills development.
(Language teachers’ survey, Respondent 7)
The provided examples illustrate that these are typical approaches and tools used
both for teaching young students and adults to any Language for Special Purposes,
and, considering also the findings of quantitative analysis, they can be generalized.
Learning environment is of utmost importance in language learning. Typical key
words for the second group are: motivating, encouraging, assisting, teaching through
national cultures, relaxed atmosphere, natural learning environment, electronic
support. Teachers extensively stress the role of positive, relaxed atmosphere promoting
students’ learning. For example, an experienced German teacher from Croatia
teaching young adults of Hotel Management Specialization at Vocational school
stresses the significance of positive, stimulating atmosphere:
I am trying to create positive atmosphere where students are not afraid to speak
or make mistakes – mistakes as a tool to improve language learning. Teacher is a
person who facilitates language learning in arranging a situation where students
are able to learn from discovering language themselves, however, with clear aims
and tasks. (Language teachers’ survey, Respondent 19)
This is in line with the principles of social constructivism which approves the
idea of creating definite conditions for language learning and helping, assisting
students to learn. The idea is supported by an experienced English teacher from
Latvia teaching tourism students:
One cannot teach a language, one can provide the help to students to learn a
language. Social constructivism approach definitely. (Language teachers’ survey,
Respondent 1)
and an experienced Spanish teacher from the same university:
Different ways, but the teacher has to be an assistant, helper, orientation person
who needs to guide students to get good results. Students are the ones who need to
do the efforts through the tools the teacher provides them. (Language teachers’
survey, Respondent 3)
Language teachers from all institutions surveyed admit also the significance of
incorporating cultural elements in language teaching/learning. It is especially
observed in the answers of language teachers from Latvia, Italy and Croatia. For
example, a French teacher from Latvia, teaching tourism students aged 20 and
older, indicates that she is creating tasks that develop students’ intercultural
competences through the culture of the target country, in her case – France
(Language teachers’ survey, Respondent 11).
The third group of key words is associated with students’ future occupation
which stresses the special function of language learning for occupational purposes –
85
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language is a tool for learning one’s future profession. The quotation by an
experienced Business English teacher from Slovenia teaching young adults:
My philosophy of language teaching is to teach my students to effectively
communicate in a foreign language (being resourceful in everyday situations and
their professional career), motivate my students to become independent thinkers,
take control of their own learning (which is not easy to achieve). (Language
teachers’ survey, Respondent 72)
The teachers repeatedly stress the role of language for students’ future profession.
An example by a French teacher from Croatia teaching young students
specializing in hotels, restaurants and travel organizations:
My philosophy of language teaching is based on communication and on
professional vocabulary which students can use in their future business. I mean,
at the reception desk and in travel agency. (Language teachers’ survey, Respondent 38)
The characteristic keywords of the third group are: cases from life, simulations,
dialogues in the field, occupational skills, language for business, teaching through
economy, professional skills.
It has to be added that findings from the qualitative part overlap. For example, on
the one hand, learning environment can be singled out as a separate category
because many attributes for it are discovered in the answers. On the other hand,
it can also be included in the third category, especially in terms of creating
professional learning environment associated with hotel, restaurant, travel
agency. Findings from the qualitative part indicate that teachers have increasingly
stressed the same methods and tools as in quantitative research, which leads to a
conclusion of their significance and the necessity of incorporating them in the
curriculum to be developed.

Managers’ Survey
In order to create the language learning course for the industry it is important to
find out the end users of the course and their specific needs. Firstly, visitors’ source
countries have been identified. The hotel/restaurant management surveyed indicate
that their clients are different groups of people: business people (89 answers or
67.94%), tourist groups (105 answers or 80.15), individual travellers (123 answers
or 93.89%), families with children (104 answers or 79.39%) as well as students and
student groups and sports teams. In general, tourists come from all the countries
represented by the project partners and also from all the countries the languages
of which the project is dealing with. Most respondents indicate that they have
tourists from Germany (90.84%), Italy (76.34%), the UK (74.05%), France
(72.52%), Spain (67.18%), Russia (52.67%), Croatia (49.62%), Slovenia (45.04%),
but there are also tourists from Hungary (36.64%), Latvia (29.77%), Romania
(25.95%), Greece (23.66%), Austria (13.74%), Estonia (9.92%), Lithuania (9.16%),
the USA (8.40%) and Poland (3.05%). The distribution of countries varies. For
example, in Latvia most inbound tourists come from Russia, Germany, the UK,
86
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and Spain. Latvia has a comparatively high number of tourists from Estonia and
Lithuania. Inbound tourists to Croatia are predominantly from the UK and
Germany. The South Europe – Montenegro, Slovakia, Serbia, Italy, – is another
popular target group. There are fewer tourists from Latvia, Romania and Greece.
In Slovenia most international tourists are from Croatia, Germany and Italy.
Most tourists of Romania are from Hungary and Germany. Italy reports that
most of their inbound tourists come from the UK, France, Spain, Germany,
Russia and other countries such as the USA, China and Japan. Without doubt,
English is the most popular foreign language and it is spoken by most tourists in
all countries (95.40%). The second place is taken by German (85.50%), which is
especially popular among tourists visiting Slovenia. Russian is a popular language
spoken by tourists in Latvia (29 answers or 96.67%), other countries also report
Russian as a significant language. It can be concluded, that in order to provide
qualitative service, it is important for hotel and restaurant employees to communicate
in major international languages and the language of their main tourism market
would definitely be an advantage, as it could increase their employability. As
pointed out by the hotel manager of a 3-star hotel in a small town in Croatia:
It is very important that the hotel staff speaks more languages and speaks them
properly. It is important in order to create good reputation about the hotel and
destination in general. I would be delighted if learning foreign languages helped
to structure tourism business and to all organisations involved in tourism.
(Employers’ survey, Respondent 35)
Moreover, this is especially important in the given situation in which, according
to managers, 76.34% of staff are in daily contact with foreigners and have to speak a
foreign language.
Bar and restaurant manager of a 3-star hotel situated on the outskirts of a tourism
city of Croatia points to the necessity of the language course to upgrade staff
skills and competences:
I think the course is really needed, because we are a touristic city (a seasonal city).
It’s always good in winter time to have a course for all staff but it must be every
year because there is always someone who wants to learn more. Tomorrow that
person will be a new leader. The course is especially needed for waiters, kitchen
staff, reception and housekeeping. (Employers’ survey, Respondent 40)
The situation regarding language competence of the employees is depicted in
Table 3.

87

Acta Prosperitatis No.6

Table 3
Information about the staff skills of major foreign languages, n=131

Mean
Median
Mode
Std.
Deviation
Sum
%

At least one
At least one
At least one
At least one
At least one
staff member staff member staff member staff member staff member
speaks
speaks
speaks
speaks
speaks
English
Russian
German
French
Italian
1.0000
.2443
.4656
.0992
.3511
1.0000
.0000
.0000
.0000
.0000
1.00
.00
.00
.00
.00
.00000

.43131

.50073

.30013

.47916

131.00
100

32.00
24.42

61.00
46.56

13.00
9.92

46.00
35.11

The mode points to the fact that in the enterprises surveyed English is the only
major foreign language represented wherein at each institution at least one staff
member speaks English. In most cases, where there is only one person speaking
English, it is the enterprise manager. 9.92% of respondents admitted that at least
one staff member in their enterprise speaks another major foreign language.
Different languages were mentioned, even those not covered by the project, such
as Czech, Swedish, Polish, etc.
Regarding the language competence level, employers evaluate their employees’
English language competence as average, good and very good, depending on the
department the personnel works. The English language competence of management
(mode=5, which means very good; mean=3.2977) and reception staff (mode=5;
mean=3.8473) is much higher than that of other employees (mode=3.00 average
for kitchen and housekeeping staff and mode=4 for waiters and barmen).
In the project the language courses of two different levels are created – for those
with a limited language competence level (A2/B1) which is oriented more towards
developing learners’ communication skills and intercultural competences, and a
more demanding B2/C1 level language course for tourism professionals and
tourism students. The results show that the English language course of A2/B1
level will be suitable for kitchen staff and housekeeping staff as their English
language skills are on a low level. The English language course of B2/C1 level
might be useful to management and reception staff to raise their language
competence level as well as their general and specific skills in the field using
language learning materials. The employees of the institutions speaking Russian
have a good and very good level of the Russian language competence, thus the
Russian language course of A2/B1 level will not be suitable for the employees
already communicating in Russian. The course might be suitable for employees
who need to possess Russian language competence but have no preliminary
language skills. Similarly, it might be useful to foreign students of Turiba
University who do not have any prior Russian language skills and who are
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studying the course from 0 level during their university studies. The employees
have a very low level of German and French language competence, so A2/B1
language level course might be useful for them.
Regarding the necessity of certain skills, employers indicate that language skills
(listening skills, dialogical speaking skills, communication skills and reading skills)
are very significant to succeed in hospitality industry. The mode regarding all
these skills is 5.00 and the median 5.0000, except it is 4.0000 for reading skills.
The lowest mean (2.6031) and median (3.0000) is given to monological speaking
skills. The employers also highly evaluate other skills and competences, such as
teamworking (mode 5.00), presentation skills (mode 4.00), leadership (mode
4.00), collaboration skills (mode 5.00) and intercultural competences (mode 4.00).
Figure 5 summarises the findings about the skills necessary in accommodation
and catering sector in view of employers.

Leadership
Teamworking
Collaboration skills
Intercultural competences
Presentation skills
Communication skills
Monological speaking…
Dialogical speaking skills
Listening skills
Writing skills
Reading skills
0

28.2 29.8 9.28.4
38.2
19.8 14.5
3.8
30.5 29
10.7
19.8 38.2
20.6 9.2
24.4 31.3 15.36.1
67.2
22.9 1.5
3.1
16.826.7 14.511.5
61.1
22.9 11.5
69.5
26.7
31.3 21.4
36.6
40.5
34.4 16.8

Very needed
Needed
50/50
Not needed
Absolutely not needed

20 40 60 80 100 120

Fig. 5. Skills and competences necessary in accommodation and
catering business, %
The conducted test for empirical distribution, similarly to language teachers’
survey, confirms not normal empirical distribution (p=0.000), therefore, nonparametric tests have been applied for inferential statistics of employers’ survey as
well (Baggio, Klobas, 2011).
Kruskal Wallis test revealed an absolutely different situation from the language
teachers’ survey. If in the language teachers’ survey there were not discovered
many significant differences regarding the necessary employability skills, the
employers’ survey pointed to very many significant differences. The following
groups of differences have been identified:
89

Acta Prosperitatis No.6
1) according to the respondents’ country – the necessity of employees’
reading (p=0.019), listening (p=0.000), dialogical speaking (p=0.005),
monological speaking (p=0.000) and presentation skills (p=0.000), as
well as intercultural competences (p=000), collaboration skills (p=0.000),
teamworking (p=0.000), leadership (p=0.000),
2) according to the enterprise location (city centre, business district,
outskirts, rural area, etc.) – the necessity of employees’ reading (p=0.044),
writing(p=0.007), listening (p=0.001), monological speaking (p=0.005),
and collaboration skills (p=0.011), as well as leadership (p=0.047),
3) according to the enterprise type – the necessity of employees’ reading
(p=0.003), writing (p=0.000), listening (p=0.004), communication skills
(p=0.000), and intercultural competences (p=0.000),
4) according to the hotel size – the necessity of employees’ reading (p=0.005),
and writing skills (p=0.000), and intercultural competences (p=0.039),
5) according to the restaurant size – the necessity of employees’ teamworking
(p=0.049), and leadership (p=0.033),
6) according to the number of employees – the necessity of employees’ reading
(p=0.001), writing (p=0.000), monological speaking (p=0.003) and
presentation skills (p=0.007), intercultural competences (p=0.007),
collaboration skills (p=0.012), teamworking (p=0.001), leadership (p=0.004).

These findings show that in most situations it is not possible to generalize the
survey results and a specific institutionalized needs analysis is required before
starting the language course to suit the specific context and employees. Moreover,
a separate institutional needs analysis is required for every language on target.
Cronbach’s Alpha test demonstrates excellent internal consistency and extremely
high validity (α=0.937; s=0.932–0.938) which confirms the conclusion that the
results of the employers’ survey significantly differ and cannot be generalized.
These results are also validated by the expressions from the employers’ survey in
which respondents indicate specific requirements of their institutions. For example,
Sales and Marketing director of a 4-star hotel situated in a business district of
Riga, Latvia stresses the necessity to include in the course the terminology of
hospitality industry (Employers’ survey, Respondent 13). The employers from
Romania indicate that listening skills, dialogical speaking skills, communication
skills, teamwork and collaboration skills are very important to succeed in
hospitality industry and they suggest choosing the tools and methods that promote
their development. In turn, the employers from Slovenia highly value intercultural
competence, team working skills, collaboration skills and leadership; therefore,
when creating the course, methods and tools that promote their development
have to be selected. Sales and Marketing manager of a 5-star boutique hotel from
Croatia summarises their hotel needs: “Proactive learning definitely; small
groups, maximum 6–8 persons; creating usual daily situations and role playing them.
This is the best way to improve all the needed skills, especially communication
skills.” (Employers’ survey, Respondent 58) The following paragraph clearly
emphasises the various needs of tourism enterprises.
90

Enhancing employability skills for tourism and hospitality industry employees in Europe

The Created Course
Considering the theoretical analysis done and the analysis of country tourism
statistics (which is beyond the scope of the current paper and therefore is not
presented here), the topics for the two language courses A2/B1 and B2/C1 have
been identified and employers had to evaluate their correspondence to the
tourism and hospitality industry as they are directly involved in creating tourism
product and are aware of the industry’s needs. In turn, language teachers evaluated
the suitable teaching/learning methods to be applied for the given language courses.
The following topics were suggested for A2/B1 language course: 1) Hotel
Reception, 2) Restaurant, 3) Restaurant Kitchen, 4) Hotel Conference / Business
Centre, 5) Getting oriented in a City, 6) Management Offices, 7) Housekeeping.
The means are from 2.2061 to 3.4656. Although they are not very high, the
modes for all variables, except Hotel Business Centre, are 4.00 and 5.00, medians
3.0000 or 4.0000, which indicates that the majority of the respondents approves
the inclusion of the given topics in the curriculum. For the module Hotel
Business Centre, the median is also lower – 2.0000. However, it is recommended
to include this module in the curriculum as 48.85% (nearly a half) admit that this
module is important. It is especially important for students, future managers
therefore, the module is included in the curriculum. The second lowest mean
(2.6870) is for the module Housekeeping. Although the mode is 4.00, based on
the analysis of the institutional needs analysis results, it is decided to exclude the
module Housekeeping form the A2/B1 course as according to the needs analysis
results, housekeeping staff are not in frequent direct contact with international
guests. In terms of country needs, Kruskal Wallis test indicates a significant
difference in the following variables: Hotel Business Centre (p=0.001) and
Housekeeping (p=0.000). This means that these two modules can be considered
for further analysis regarding their inclusion in the curriculum of definite
institutions, presuming there is a higher demand or no demand at all for them.
The following topics were suggested for B2/C1 English language course: 1) Hotel
Front Office, 2) Catering Services, 3) Conference and Business Services, 4) Offsite Services, 5) Financial Management, 6) Hotel Management, 7) Housekeeping.
The results show that, in general, employers approve of the inclusion of the given
topics in the curriculum for hospitality industry employees. A comparatively
lower score is given to the modules Financial Management (mean=1.9847,
median=2.0000) and Housekeeping (mean=2.1756, median=2.0000). However,
the employers recommend including the module Financial Management in the
curriculum. Moreover, this module is also significant for university students to
study their professional subjects. Therefore, the module Financial Management
has been included in the curriculum. The employers do not recommend the
inclusion of the module Housekeeping in B2/C1 English language course, as
mentioned above housekeeping staff is not in so much contact with foreign
tourists and B1 level is sufficient for everyday communication. Therefore, the
module “Housekeeping” may be removed.
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Conclusion
Based on the findings of the needs analysis A2/B1 level language learning course in 12
languages and B2/C1 English language course have been created. The courses have
been created considering general trends in all the partner countries and the specific
needs of each partner’s educational institution. Apart from the modules to be
included in the course curricula, the needs analysis results also pointed to the possible
tools and teaching/learning methods to be included in the course. In general,
methods stimulating collaboration, interactivity, and communication have to be used
as well as attention has to be paid to developing learners’ reading and writing skills.
However, the focus of A2/B1 language course should be on short texts, simple
writing and listening tasks, lots of pair work, especially role-plays and simulations,
including some specific vocabulary tasks and writing tasks. It should also include
field work, where students could get first-hand information necessary to succeed
in the hospitality industry.
In turn, respondents suggested a variety of tasks to be used in B2/C1 level English
language course. Suggestions for the course are individual but they must specify
target audience for better results. At this language level, the focus will be on longer,
more demanding texts and tasks, on comprehensive writing tasks, case studies,
simulations and problem solving tasks to develop both students’ language competence
and their employability skills, such as, collaboration, problem solving and leadership.
Considering the results of language teachers’ survey, no significant differences
have been discovered in terms of methodology applied therefore its results may
be generalized. Contrary to the language teachers’ survey, employers’ survey
pointed to significant differences in terms of the specific needs of each country,
even each hospitality enterprise, which means that in order to better develop
employees’ language competence it is vital alongside with the joint needs analysis
to conduct institutional needs analysis considering the specific needs of the target
enterprise. Therefore, slight modifications as to the course content may be applied.
Taking this into account, the teaching/learning materials will be accompanied
with pedagogical guidelines on how to apply the tasks as well as provide suggestions
and ideas on further skills development.
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