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Context (I)

» The mission of contemporary higher education

» Tourism one the largest and fastest growing

economic sectors in the world

» 1087 million international tourist arrivals in 2013

worldwide

» 9% of the employments worldwide related with

tourism
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Context (ll)
» Hospitality industry specifics

» Significance of employability skills (problemsolving, tea

leadership, communication in foreign languages)
» Key Skills for European Union Hotel Staff:
» 6 partners: CR, UK, LV, SI, RO, IT

» 12 languages: CR, EN, LV, SL, RO, IT, HU, DE, FR, E
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Tourism Statistics: international tourist

arrivals (staying overnight)

2010 2011 2012 2013 11/10 | 12/11
Europe 485,842 | 516,020 534,376 563,441 6.4 3.6 :
Croatia 9,111 9,927 10,369 10,955 9.0 4.5 S.X
ltaly 43,626 46,119 46,360, 47,704 5.7 0.5 2.9\
Latvia 1,373 1,493 1,435 1,536 8.7 -3.9 7.0
Romania 1,343 1,515 1,653 1,715 12.8 9.1 3.7
Slovenia 1,869 2,037 2,156 2,259 9.0 5.8 .

Source: UNWTO Tourism Highlights, 2013; UNWTO Tc
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Statistics: most significant languages used i

Language

Spoken in
Croatia

Arabic

Austrian

Belorussian

Spoken in
Italy

Spoken in
Latvia

Spoken in
Slovenia

Spoken in
Romania

Bosnian

Check

Chinese

Croatian

Dutch

English

Finnish

French

German

Greek

Hungarian

Italian

Japanese

Latvian

Lithuanian

Polish

Portuguese

Romanian

Romani

Russian

Serbian

Slovenian

Slovak

Spanish

Swedish

Tatar

Turkish

Ukrainian

i
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The Survey of Hotel and Restaurant
Managers

» Croatia
m Latvia
= Slovenia
m [taly
® Romania
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Types of Accommodation/Catering Enterpr
Type  Frequency

5 star hotel 13 9.9

4 star hotel 24 18.3
3 star hotel 27 20.6
2 star hotel 4 3.1
Guest house 11 8.4
Bed and Breakfast 11 8.4
Hostel 2 1.5
Youth hostel 3 2.3
Campsite 2 1.5
Restaurant 12 9.2
Pub 7 5.3
Bar 1 :

Other 14 10.7
Total 131 100.0

roject has bt‘t‘ll runaeda wiLn Suppor L 1o wie curopedil COIIIISSION. 1S pupucduiorn jcormmmurncdtiorn ] rertecus uie views oty Ol uie daulnor, diia uie
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Respondents’ Position in the Enterprise

Owner 19 14.5
General manager 6 4.6
Company manager 43 32.8

Director 17 13.0
Department manager 26 19.8
Other 20 15.3
Total 131 100.0

roject has been funded with support from the European Commission. This publication [communication] reflects the views only of the author, and the
may be made of the information contained therein.



AGREEMEN
- Erasmus+ KeySkills4EUHotelStaff

Respondents’ Work Experience in the
Industry

w1-5years
®6 - 10 years
=11 - 15 years
= more than 15 years
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The Most Popular Major Languages Spoke
by Inbound Tourists

100.00% 95.40%
85.50%

80.00%

60.00%

35.90%  35.90%

40.00%

30.50%

50.00% 18.30%

0.00%
Languages

wEnglish mSpanish ®mFrench mGerman ®mRussian mOther
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Skills and Competences Necessary in
Accommodation and Catering Business, %

KeySkills4EUHotelStaff

Leadership

Teamworking
Collaboration skills
Intercultural competences
Presentation skills
Communication skKills
Monological speaking skills
Dialogical speaking skills
Listening skills

Writing skills

Reading skills

M Very needed

M Needed

m50/50

M Not needed

B Absolutely not needed

0

20 40 60 80 100 120

may be made of the information contained therein.
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Topics for the Conversational (A2/B1) Lang

Course for Hospitality Industry Employees, 9
No.

6.

7.

This project has been tunded with support from the turopean Commission. |his publication [communication] retlects the views only ot the author, and the

Topics

Hotel Reception
Restaurant
Restaurant Kitchen

Hotel Conference/Business
Centre
City (getting oriented in a

city)
Management Offices

Housekeeping

which may be made of the information contained therein.

Very
needed
42.0

37.4
7.6

13.7

16.8

16.0

7.6

Needed

19.8
28.2
31.3

22.1

31.3

36.6

32.8

50/50

9.2
11.5
28.2

13.0

20.6

23.7

23.7

Not
needed
9.2

5.3
13.0

10.7

9.2

8.4

11.5

Absolutely
not needed
6.9

1.5
3.1

3.1
1.5

4.6

5.3
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Topics for the English Language Course(B2/¢
for Hospitality Industry Employees, %

Hotel Front Office 32.1 28.2 11.5 11.5 3.8

2.  Catering Services 22.9 32.1 12.2 11.5

3. Conference and Business 16.8 23.7 13.7 12.2
Services

4,  Off-Site Services 10.7 23.7 17.6 16.8

5. Financial Management 7.6 15.3 18.3 20.6

6. Hotel Management 24.4 23.7 12.2 11.5

7. Housekeeping 7.6 22.1 16.8 18.3
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Suggestions by Industry Stakeholders

» Proactive teaching definitely, small groups - 6-8 perso

» Creating usual daily situations and role playing them,
the best way to improve all necessary skills especially

communication skills.

» Interactional course with English (native) speaking professc

» The course has to be done every year before the start

high season as the employees change.
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Summary of Industry Survey ()

» In general, employers approve 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).
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Summary of Industry Survey (ll)

» However, the employers recommend to include the mt

“Financial management” in the curriculum.

» They do not recommend the inclusion of the module
“Housekeeping” in B2/C1 English language course, as
housekeeping staff is not in contact with foreign tourists so

much and B1 level is sufficient for everyday communica

Therefore, the module “Housekeeping” may be remg
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The Survey of Language Teachers

» Croatia
m Latvia
= Slovenia
m [taly
® Romania
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The Number of Language Teachers Surveye
per Language

40
36
35
30 m Croatian
m English
25 » French
m German
20 m [talian
15 m Latvian
“ Romanian
10 » Russian
5 Spanish
5 .
0 - !

The number of language teachers
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Respondents’ Teaching Experience

® Less than 5 years
m5 -9 years

m 10 - 14 years
m15 - 19 years

m 20 - 25 years

® More than 25 years
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Students’ Specialization Field

60

50

® Tourism management
m Hotels

w Restaurants

m Travel organizers

m Events management
m Other business field

40

30

20 “ Philology
= General language
10 9 Other

Field of students' specialization
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Skills and Competences Necessary for

Students (according to the teachers), %

Leadership
Teamworking
Collaboration skills

Intercultural competences
w Very needed
® Needed

= 50/50

® Not needed

®m Absolutely not needed

Presentation skills

Communication skills
Monological speaking..
Dialogical speaking skills

Listening skills
Writing skills
Reading skills

T

0O 20 40 60 80 100 120

1 I I 1
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English Language Skills and Competences
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Necessary for Students, %

Leadership

Teamworking
Collaboration skills
Intercultural competences
Presentation skills
Communication skills
Monological speaking skills
Dialogical speaking skills
Listening skills

Writing skills

Reading skills
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= Very needed
m Needed

= 50/50

= Not needed
m Absolutely not needed
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Methods and Tools Used by the Teachers in
Language Classes, n=85 max

Presentations

Case studies and simulations
Discussions in groups
Discussions in pairs

Acting out dialogues

Writing summaries

Filling in forms

Doing business correspondence
Writing e-mails

Writing letters/faxes

Listening to dialogues
Listening to monologues

may be made of the information contained therein.

Writing essays, compositions, ..

Reading short texts, doing tasks..
Reading long texts, doing tasks..
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= Very often
m Often
= Sometimes
® Rarely
m \Very rarely
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Respondents’ answers ‘very often’ and
‘often’ regargling methods applied, %

100

80

60
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Teachers’ opinion of methods and tools to b
used in A2/B1 language course, n=85 max

Presentations

Case studies and simulations
Discussions in groups
Discussions in pairs

Acting out dialogues

Writing summaries

Filling in forms

= Very useful

Doing business correspondence = Useful
Writing e-mails = 50/50
Writing letters/faxes m Useless

Writing essays, compositions,...
Listening to dialogues
Listening to monologues
Reading short texts, doing..
Reading long texts, doing...

m Absolutely useless

100
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Teachers’ opinion of methods and tools to b
used in B2/C1 language course, n=85 max

Presentations

Case studies and simulations
Discussions in groups
Discussions in pairs

Acting out dialogues

Writing summaries

= Very useful
Filling in forms

g in' m Useful
o|.n.g u3|ne§s.. = 50/50
Writing e-mails
m Useless

Writing letters/faxes
Writing essays, ..

Listening to dialogues
Listening to monologues
Reading short texts, doing..
Reading long texts, doing..

m Absolutely useless

100
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English language teachers’ opinion of
methods and tools to be used in B2/C1
English course, n=36 max

Presentations

Case studies and..
Discussions in groups
Discussions in pairs
Acting out dialogues
Writing summaries
Filling in forms

= Very useful

| . m Useful
Doing business.. = 50/50
Writing e-mails

m Useless

Writing letters/faxes
Writing essays, ..

Listening to dialogues
Listening to monologues
Reading short texts, doing..
Reading long texts, doing..

m Absolutely useless
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Suggestions for A2/B1 Language Course

» Focus of A2/B1 language course should be on short
simple writing and listening tasks, lots of pair work,
especially role-plays and simulations, including some

specific vocabulary tasks and writing tasks.

» The project team also found the suggested field work,

where students should get first-hand information

interesting.
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Suggestions for B2/C1 English Language
Course

» At this language level, the focus should be on longe
more demanding texts and tasks, on comprehensive
writing tasks, case studies, simulations and problem
solving tasks to develop both students’ language

competence and their collaboration skills, problem

solving skills and leadership.
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Summary

» 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.
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Conclusion

» Significance of communication skills (listening & spea
» Collaboration skills and teamworking
» Intercultural competences

» Specific needs of each country:

» Similar regarding English

» Vary for otehr langauges
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Thank you for your attention!

Ineta®@turiba.lv
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