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1. Introduction 
In order to improve the employability of tourism graduates in the EU’s rapidly evolving 
tourism and hospitality (T&H) sector, higher education institutions’ (HEI) educators must 
continually investigate which soft skills are essential for T&H graduates to possess across the 
EU and amend the T&H curriculum to meet these needs (Sisson & Adams, 2013). Therefore, 
the main objective of this report is to present the current state of the art regarding the 
existing soft skills learning practices for the Tourism bachelor in selected EU countries. 
 
Accomplishing this objective involved performing the following six steps across six EU (6EU) 
countries: 

 Review of national policies in relation to soft skills in the workplace 

 Content analysis of the curricula of T&H HEIs 

 Face-to-face interviews with a smaller number of T&H employers and HEI instructors 

 Focus groups with a larger number of T&H employers and HEI instructors 

 E-survey of former T&H students 

 E-survey of current T&H students  
 
Each of the six EU countries involved in this report were represented by one HEI, namely: 

 DHBW Ravensburg (Germany), 

 Faculty of Economics, Business and Tourism (FEBT) at University of Split (Croatia), 

 Faculty of Tourism (FT) at University of Girona (Catalonia, Spain), 

 Polytechnic Institute of Viana do Castelo (Portugal), 

 Malta University Consulting Limited (MUC) with the support of Malta Business Bureau 
(MBB; Malta), and 

 University of Bergamo (Italy) 
  
This project was conducted as part of the INCOME Tourism project, aimed at developing a 
new learning approach based on a cooperative learning process of joining higher education 
and tourism businesses with the ultimate goal of incorporating soft skills learning in the last 
year of the Tourism Bachelor (EQF6). This report addresses one of the project’s expected 
outcomes, specifically, the state of the art concerning the learning context for soft skills in 
tourism-related courses in the six participating countries, and its importance for tourism 
professionals, i.e. managers, students, and HEIs. Additionally, this report will identify probable 
differences between industry’s expectations and recent graduates’ performance.  
 
If fully understood by HEI educators, such results can motivate them to incorporate what 
industry wants in their tourism programs and contribute to the standardization of the learning 
of soft skills in the HEI curricula across the EU. Moreover, it will enable researchers to compare 
the results from this study/report to previous qualitative and quantitative studies. And finally, 
it will provide data that will be used for further analysis in future studies – whether qualitative 
or quantitative. Understanding soft skills will provide a view into how the world of T&H 
education operates and how it should operate, and how it works in conjunction with the T&H 
industry.  
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The presentation and analyses of both qualitative and quantitative data in this report are 
based on the data collected and reported in six national reports (i.e., one national report in 
each of the 6EU countries). Since all six national reports were also produced as part of the 
INCOME Tourism project, they are not cited in the text throughout this report. Instead, all six 
national reports are separately listed as additional sources immediately after the references.    
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2. Literature Review 
2.1. Soft Skills 
Between 1990 and 2016, the international tourist arrivals have increased from 435 million to 
1.235 billion overnight visitors worldwide. This global pace of growth is in line with UNWTO’s 
long-term forecast of 3.8% per year for the period 2010 to 2020 (UNWTO, 2017). During that 
time, Europe experienced a growth from 261 to 616 million overnight visitors. With a 50% 
share of the total international tourist arrivals in 2016, Europe continues as the world’s 
leading tourism destination and is expected to keep that position in the foreseeable future. 
Tourism is the third largest socio-economic activity in the EU and in 2017 it directly and 
indirectly supported over 36.6 million jobs, contributed to 9.9 % of the total EU GDP, and was 
comprised of almost 2 million mostly small and medium-sized enterprises (WTTC, 2018; Juul, 
2015).  
 
The worldwide growth and complexity of tourism has led to a demand for highly employable 
graduates and, in turn, to a dramatic increase in the number of Higher Education Institutions 
(HEIs) offering baccalaureate programs in tourism and hospitality (Andrews & Higson, 2008; 
Sisson & Adams, 2013; Wilks & Hemsworth, 2011; Zehrer & Mössenlechner, 2009). 
Furthermore, HEIs spawn graduates with degrees not only in the traditional areas of lodging, 
food and beverage, and tourism but also in meetings, events, conventions, festivals, 
recreation, gaming, cruise management, etc. (Sisson & Adams, 2013). Graduate employability 
can be defined as “a set of achievements – skills, understandings and personal attributes – 
that makes graduates more likely to gain employment and be successful in their chosen 
occupations, which benefits themselves, the workforce, the community and the economy” 
(Yorke, 2006, p. 8)  
 
In both scholarly and professional literature, the set of work-related personal attributes, 
knowledge, and skills is often termed as competencies (Wang &Tsai, 2014; Zehrer & 
Mössenlechner, 2009) or job competencies (Lowry & Flohr, 2005; Parry, 1998; Sisson & 
Adams, 2013). These competencies can be further defined as hard or soft, depending on 
whether they cover vocational/technical aspects or interpersonal skills (Sisson & Adams, 
2013; Wilks & Hemsworth, 2011). However, what competencies HEIs offer may differ 
substantially from the actual competences that businesses need (Chapman & Lovell, 2006; 
Jauhari, 2006; Raybould & Wilkins, 2005).  
 
Traditionally, the curricula of HEIs in tourism has been limited to learning hard skills (Wilks & 
Hemsworth, 2011), sometimes termed technical skills, internal employability skills, vocational 
skills, specific skills, professional abilities, subject skills, specific techniques or employability 
capital (Cotton, 2001; Mallough & Kleiner, 2001; Robinson & Garton, 2008; Wang &Tsai, 2014; 
Weber et al., 2013). Because hard skills are considered task-oriented (i.e., administrative and 
technical) competencies learned through formal education and/or training (Weber et al, 
2009), working in tourism has often been inaptly characterized as low skilled (Baum, 2006).  
 
Contrary to the traditional view, the contemporary educational paradigm increasingly places 
greater emphasis on soft skills (Tas et al., 1996; Wilks & Hemsworth, 2011), sometimes 
termed nontechnical skills, external employability skills, core skills, people-related skills, 
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personal skills, applied skills, 21st-century skills, generic skills, common skills, key skills or 
transferable skills (Cotton, 2001; Mallough & Kleiner, 2001; Robinson & Garton, 2008; Robles, 
2012). Soft skills can be defined as the conceptual/creative, leadership, and interpersonal 
competencies that are necessary to apply hard skills in any position or field of work (Chung-
Herrera et al., 2003; Cimatti, 2016; Kantrowitz, 2005; Kay & Russette, 2000; Rainsbury et al., 
2002; Spowart, 2011; Tas et al., 1996; Tsai et al., 2006; Weber et al, 2009). Additionally, since 
soft skills “can be deemed relevant across many different jobs or professions” (Cassidy, 2006, 
p. 508), they are most often regarded as more important than hard skills (Sisson & Adams, 
2013). 
 
2.2. The Competency Domain Model 
A review of tourism and hospitality (T&H) scholarly literature, summarized in Appendix 2, 
finds that numerous soft competencies have been identified as important for T&H graduates. 
The review also reveals that, in the T&H field, Sandwith’s (1993) Competency Domain Model 
is often used as a descriptive tool to identify, categorize and summarize competencies that 
might be relevant to perform a specific job effectively in an organization (Chung-Herrera et 
al., 2003; Kay & Russette, 2000; Tsai et al., 2006; Tas et al., 1996). The Competency Domain 
Model is one of the most influential and reliable competency models today (Millar et al., 
2010). It divides competencies into five domains: (1) conceptual/creative domain, (2) 
leadership domain, (3) interpersonal domain, (4) administrative domain, and (5) technical 
domain. The purpose of the five domains is to help managers identify pertinent competencies 
and categorize them for specific jobs.  
 
The conceptual/creative domain denotes “cognitive skills associated with comprehending 
important elements of the job” (Sandwith, 1993, p. 46). The leadership domain encompasses 
the skills to communicate and execute an organization’s current and new ideas and the ability 
to ‘get everyone on board’. The interpersonal domain relates to how well an individual 
interacts with both work colleagues and customers. This domain includes oral, written, and 
telephone communication skills, as well as conflict management and negotiation skills 
(Sandwith, 1993). The administrative skills are typically the same across all departments of an 
organization and entail knowing about the rules and regulations that an organization must 
follow, educating others about them, and enforcing them. The technical domain comprises 
those skills that are essential to producing the product or service.  
 
In terms of the hard vs. soft skills dichotomy, while the technical and administrative skills 
correspond to hard competencies, the skills in the conceptual, leadership and interpersonal 
domains correspond to soft skills (Weber et al, 2009). That said, this report will focus on the 
conceptual, leadership and interpersonal domains of the Competency Domain Model (i.e., 
soft skills). Conversely, the technical and administrative domains (i.e., hard skills) are beyond 
the scope of this report. 
 
The review of academic literature summarized in Appendix 2 further reveals that the 
identification of soft skills needed by T&H managers has been investigated since the 1980s. 
However, of the 49 scholarly articles reviewed in Appendix 2, the vast majority deal with the 
issue of soft skills in the U.S. or East Asia. Only six studies explore the soft skills in the European 
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context, i.e. in Austria (Zehrer & Mössenlechner, 2009), Greece (Christou & Eaton, 2000; 
Christou, 2002), Portugal (Wilks & Hemsworth, 2011), Spain (Agut et al., 2003) and the 
UK/Northern Ireland (Wilson et al., 2000). Since these studies are limited to the investigation 
of soft skills at a national level or at the level of a particular HEI, they lack the shared 
understanding, learning, and practice of soft skills that is needed at the supranational (i.e., 
EU) level. 
 
2.3. Learning of Soft Skills 
Broadly speaking, the process of learning soft skills can take place in the workplace and inside 
the classroom (Kechagias, 2011). To ensure transferability of soft skills across different work 
contexts, a good practice in soft skills training is to provide a large variety of experiences and 
learning strategies (Dawe, 2002). Moreover, intermixing soft skills with discipline knowledge 
helps foster the development of these skills. 
 
According to Shuman et al. (2005), an effective learning environment should have two 
characteristics: fidelity and complexity. Fidelity refers to the similarity of the learning situation 
to the students’ present and future working conditions. The higher the fidelity, the greater 
the transfer of learning to the workplace. One way of matching the conditions of the work 
environment as closely as possible is by imposing time limits and deadlines on group tasks. 
Another way is to design inter-group (i.e., between-group) activities into the team behaviors, 
such as inter-group communication, coordination, and conflict. 
 
Complexity relates to task interdependence and cognitive effort. Task interdependence 
within a team is the extent to which team members must rely on, and interact with each other 
in order to carry out their tasks effectively (Campion et al., 1993). Cognitive effort, sometimes 
referred to as “the cost of thinking”, is the total amount of cognitive resources, such as time 
(i.e., duration over which cognitive resources are expended) and cognitive strain (i.e., the 
amount of perception, memory and judgment used), needed to complete a task (Cooper-
Martin, 1994; Bettman et al., 1990; Christensen-Szalanski, 1978, 1980). Thus, the greater the 
complexity of the activity, the more team skills are required by the participant and the better 
the transfer of team skills to the workplace. 
 
Overall, experiential activities with high degrees of both fidelity and complexity are closest to 
real workplace conditions, but typically are resource intensive, time consuming, and more 
difficult for the instructor to manage (Kechagias, 2011). Activities that are lower in fidelity and 
complexity are typically more structured and easier to administer, but may be perceived as 
less relevant and less challenging by the student, thus resulting in the experience having less 
of a learning impact. 
 
Arguably, the two most effective ways to develop soft skills for students are workplace 
simulation and workplace training (Kechagias, 2011; Dawe, 2002). Workplace simulation 
includes practice firms (i.e., a fictitious firm run like a real business, in line with the mentor 
company’s policies and practice), workshops, and role playing / experiential learning (e.g., 
dealing with difficult customers within workplace requirements).  
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Workplace training, as its name suggests, involves learning from an on-site experience. This 
can be accomplished through one-to-one or small group training, learning guides or activities 
sheets (e.g., written tasks to be completed while on-the-job), mentoring or coaching, 
recording difficulties and successes in workbooks (for the subsequent discussion), learning 
teams (e.g., communication with colleagues and customers, problem solving, delegation of 
tasks / empowerment, planning and organizing, flexibility, adaptability, etc.), formal training 
sessions (e.g., using role playing, scenarios, and case studies), discussion groups or meetings, 
and self-directed learning activities (e.g., using video, interactive computer software, 
observation, interviews, personal experiences; Dawe, 2002).  
 
Additional workplace training techniques include making generic skills a key feature in job 
descriptions and recruitment process, using staff induction programs so that they learn what 
the organization expects in terms of key employability skills, standards of work and the key 
attributes it expects of its employees, using rotation of tasks, using quality circles and 
improvement teams to examine processes and other issues in the company or work unit, 
using staff assessment and the performance management system to reflect on these skills, 
using critical incidents (e.g., dealing with mistakes, conflict resolution or performance 
problems), and involving staff in appropriate community projects (NCVER, 2003).    
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3. Methodology 
An exploratory approach, combining both qualitative and quantitative research techniques, 
was employed to identify the conceptual/creative, leadership, and interpersonal 
competencies (i.e., soft skills) that EU’s T&H graduates should possess upon graduation, as 
seen through the eyes of EU’s T&H professionals, educators, recent graduates, and current 
students.  
 
Each of the six HEIs (6HEI) – i.e. DHBW Ravensburg (Germany), Faculty of Economics, Business 
and Tourism (FEBT) at University of Split (Croatia), Faculty of Tourism (FT) at University of 
Girona (Catalonia, Spain), Polytechnic Institute of Viana do Castelo (Portugal), Malta 
University Consulting Limited (MUC) with the support of Malta Business Bureau (MBB; Malta), 
and University of Bergamo (Italy) – undertook a review of national policies in relation to soft 
skills in the context of higher education and tourism-related workplaces. Moreover, 6HEI 
content analyzed the curricula of T&H HEIs in their respective countries. 
  
Furthermore, 6HEI held face-to-face interviews and focus group discussions between August 
and September of 2018. During the same time frame, 6HEI also administered two survey 
questionnaires, one to former T&H students, and the other to current undergraduate 
students in T&H. For the purposes of this report, current students are defined as those who 
are at the end of their final year in an undergraduate program of study in T&H or who in the 
past three months have completed their undergraduate program of study in T&H. Conversely, 
former students are those who have completed their undergraduate program of study in T&H 
one year ago or earlier.  
 
3.1. Data Collection 
The data collection involved three stages (Figure 1). 
 
3.1.1 Stage 1 
An operational definition and an initial (i.e., raw) item pool of specific T&H soft skills was 
generated based on Sandwith’s (1993) Competency Domain Model discussed earlier. The 
extensive review of the theoretical and empirical realms of T&H literature (Appendix 2) 
yielded an initial pool containing 305 items of relevance to this research. In terms of the three 
underlying theoretical dimensions of soft skills (conceptual/creative, leadership, and 
interpersonal), the 305-item list (Appendix 3) was physically divided into 30 
conceptual/creative items, 131 leadership items, 120 interpersonal items, and 24 items that 
their authors identified as soft skills, but did not classify them into either of the previous three 
soft skills dimensions. 
 
3.1.2 Stage 2 
A panel of three T&H experts from a large public university in Croatia reviewed and ranked 
the 305-item pool for relevance, clarity, completeness, and redundancy and in order to 
produce a smaller, more manageable item pool for further consideration (DeVellis, 2003, 
1991). This step resulted in a set of 48 soft skills items – 14 conceptual/creative, 20 leadership, 
and 14 interpersonal soft skills.  Next, a panel of five T&H experts from five universities in the 
EU (Germany, Italy, Malta, Portugal, and Spain) further reviewed the 48-item pool. This step 
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produced a final set of 30 items – 10 items per each of the three soft skills dimensions – i.e. 
conceptual/creative, leadership, and interpersonal. The steps in stage two also helped 
ascertain face, content, and construct validity. 
 

Figure 1: Methodology 

 
  
3.1.3 Stage 3 
This stage involved simultaneous data collection through semi-structured in-depth (i.e., face-
to-face) interviews, focus groups, and survey questionnaires.  
 
3.1.3.1 Face-to-face interviews 
The outcome of stage 2 (i.e., the final 30-item pool) and a number of relevant questions 
(Appendix 4) were discussed in each of the six participating countries via semi-structured in-
depth interviews. To streamline the interview process and to allow the interviewees enough 
time for preparation for the in-depth discussion, both a brief survey comprising the final 30-
item pool and a list of discussion questions were e-mailed to each participant a few days 
earlier. In the pre-interview survey, each interviewee was instructed to rank each of the three 
sets of 10 skills each in order of their importance, with 1 being the most important skill to 10 
being the least important skill in a new recruit. 
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3.1.3.2 Focus groups  
This activity involved one focus group in each participant country. The focus group session 
entailed 10 steps (Appendix 5). At the beginning of the focus group session (step S3.1), the 
participants were presented with a brief definition and general description of soft skills and 
its three domains (conceptual/creative, leadership, and interpersonal). Next, each participant 
independently wrote down on a piece of paper up to 10 specific conceptual/creative skills 
that a tourism/hospitality graduate should possess (step S3.2). Subsequently, the 
conceptual/creative skills from each piece of paper were transcribed onto a master list and 
presented to all (e.g., on a blackboard or a projector screen; step S3.3). The master list was 
then scrutinized for relevance, clarity, completeness, and redundancy (step S3.4). Next, the 
participants ranked the specific conceptual/creative skills in order of their perceived 
importance (step S3.5). Ultimately, a country master list of up to 10 most frequently focus-
group-cited conceptual/creative skills were generated (step S3.6).  
 
In step S3.7, the results from each country’s S3.6 were merged to produce an EU master list 
of the 10 most frequently cited conceptual/creative skills. Steps S3.1-S3.7 were replicated for 
leadership and interpersonal skills, respectively. In step S3.8, an EU master list of the top 30 
soft skills was born. In step S3.9, the participants engaged in an open discussion in order to 
propose a list of 10 methods of learning soft skills by undergraduate students. Finally, in step 
S3.10, the participants ranked the proposed 10 methods of learning soft skills in order of their 
effectiveness. Much like in the earlier stages, the steps in this stage helped further ensure 
face, content, and construct validity. 
 
3.1.3.3 E-survey questionnaire  
A total of 30 soft skills generated by a panel of experts in stage 2 were used to create the final 
survey instrument (i.e., questionnaire). Although the final survey instrument had two 
different versions (one for current students, the other for former students), each version 
contained 30 soft skills and was composed of three sections (Appendix 6).  
 
First section included the demographic questions. The demographic questions for current 
students collected data for gender, current major field of study, length of work experience in 
general, length of work experience in T&H, field(s) of experience, and job assignment(s) 
(Wang & Tsai, 2014; Zehrer & Mössenlechner, 2009). The demographic questions for recent 
graduates collected data for gender, length of work experience in general, length of work 
experience in T&H, current field of employment, and current position. 
 
Sections two and three of the questionnaire employed the Importance-Performance Analysis 
(IPA) grid to measure the soft skills from the stakeholders’ perspectives. Thus, section two of 
the current students’ survey begun with a hypothetical scenario, in which students imagined 
that they were applying for an entry-level management trainee position in any field of the 
tourism and hospitality industry, e.g. hotel, restaurant, travel agency, meetings, events, 
conventions, festivals, recreation, gaming, cruise management, etc. After reading the brief 
scenario, students were presented with a list of soft skills and asked to rate (on a 5-point scale 
ranging from 1=not very important to 5=critically important) how important, in their opinion, 
each skill would be to tourism and hospitality managers assessing their application.  
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Section two of the former students’ survey did not include a hypothetical scenario. Instead, 
graduates were presented with the same list of soft skills and asked to rate (on a 5-point scale 
ranging from 1=not very important to 5=critically important) how important each skill is at 
their current job. 
 
Section three in both the current and former students’ questionnaires asked the respondents 
to rate (on a 5-point scale ranging from 1=very dissatisfied to 5=very satisfied) their 
satisfaction with the soft skills they actually acquired during undergraduate study in T&H. A 
don’t know category was also provided in both sections two and three so that respondents 
were not forced to rate skill descriptions that they do not understand (Raybould & Wilkins, 
2006). 
 
3.2. Sample 
The face-to-face interviews involved representatives of at least two T&H stakeholder groups 
in each of the project’s six countries – employers (e.g., a representative of a 
national/regional/local tourism and hospitality employers’ association or business 
owners/representatives) and HEI instructors. Efforts were made to recruit employers’ 
representatives who are reflective of different T&H segments, e.g. lodging, F&B, 
local/regional tourism boards, meetings, events, conventions, festivals, recreation, gaming, 
cruise management, etc. 
 
The focus group involved representatives of two T&H stakeholder groups in each project 
country – employers (e.g., the leader of a national/regional/local tourism and hospitality 
employers’ association or business owners/representatives) and HEI educators (e.g., dean of 
a tourism HEI or the head of a HEI’s tourism department). 
 
Finally, both current and former T&H students in each project country were recruited through 
university databases and ATLAS members network across several universities in each 
participant country. 
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4. Findings 
4.1. Overview of National Policies on Soft Skills 
The overview of national policies related to soft skills reveals some overlapping as well as 
some discrepancies in current state of the art. However, first to be noted is that none of the 
country reports revealed any specific national (or lower level) soft skills policies. Thus, in this 
section the reference is made to (1) the higher education legal framework, as it is a crucial 
shaping element of education results (outcomes), and the inclusion of soft skills in them; (2) 
reported national projects/programs aimed at soft skills improvement.  
 
Most countries studied have a national regulation of Higher Education and its quality control 
(Croatia, Italy, Malta, Portugal, Spain) with the exception of Germany in which regional 
jurisdiction of State Government aligned with national one is in place. All countries studied 
are participating in the Bologna process and most undergraduate studies weigh 180 ECTS - 
the only exception is Spain with 240 ECTS undergraduate level. Most countries have made 
steps to harmonize with the European Qualifications Framework (EQF) (Croatia, Germany, 
Malta and Portugal), some are still in the process (Italy) whilst some have made no reference 
to it (Spain). Countries in EU are increasingly combining referencing to EQF and self-
certification to QF-EHEA (qualifications frameworks in the European higher education area) 
and of countries studied, Croatia, Malta and Portugal have produced joint reports on both 
processes, reflecting the priority given to the development and adoption of comprehensive 
National Qualification Frameworks (NQFs)1. However, review of country reports reveals the 
nature of NQF differs - in some countries it is obligatory (Germany), in others optional 
(Croatia) whilst for other countries not such data is provided.  
 
The review of the descriptors for Level 6 of EQF i.e. the undergraduate level that this project 
is focused on, shows that skills component, in particular, the cognitive ones, as well as 
responsibility and autonomy, give attention to soft skills (Table 1). Furthermore, in some 
country reports (Croatia), more detailed national descriptions are presented revealing that 
soft skills are incorporated in even more outcome elements/areas, thus demonstrating that 
they are recognized as an essential element of this education level. 
 
As per national projects/programs referring to soft skills in general or specifically in tourism, 
findings per countries for which they were found/reported them are summarized as follows: 
 
4.1.1 Croatia 
Soft skills are not addressed in relevant strategic national documents of Ministry of tourism 
and the Ministry of labor. Current Strategy of Tourism Development (2013-2020) defines 
human potentials’ development as one of the five pillar operative strategies. However, within 
them, soft skills are not specified in whatsoever manner and the emphasis is on the lack of 
practical skills, foremost at the secondary school level. In recent period, however, the Ministry 

                                                           
1European Union/New Zealand Qualifications Authority (2016), Comparative Analysis of the European 
Qualifications Framework and the New Zealand Qualifications Framework: Joint Technical Report, 
Luxembourg/New Zealand, p. 11., available at https://ec.europa.eu/ploteus/sites/eac-
eqf/files/3254_nzqa_comparability_ec_nzqa_joint_report_final_r2_online_version_0.pdf   

https://ec.europa.eu/ploteus/sites/eac-eqf/files/3254_nzqa_comparability_ec_nzqa_joint_report_final_r2_online_version_0.pdf
https://ec.europa.eu/ploteus/sites/eac-eqf/files/3254_nzqa_comparability_ec_nzqa_joint_report_final_r2_online_version_0.pdf
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of tourism web page names soft skills as the critical element of staff competencies in tourism 
and hospitality. But, as most tourism and hospitality-related jobs are supposed to require 
secondary school level education, current Ministry’s activities in this area are primarily aimed 
at this education level. 
  

Table 1: Descriptors defining the Level 6 in the European Qualifications Framework (EQF) 

  
Knowledge Skills 

Responsibility and 
autonomy 

  

In the context of 
EQF, knowledge is 
described as 
theoretical and/or 
factual. 

In the context of EQF, 
skills are described as 
cognitive (involving the 
use of logical, intuitive 
and creative thinking) 
and practical (involving 
manual dexterity and the 
use of methods, 
materials, tools and 
instruments). 

In the context of the EQF 
responsibility and 
autonomy is described as 
the ability of the learner 
to apply knowledge and 
skills autonomously and 
with responsibility. 

The 
learning 

outcomes 
relevant to 
Level 6 are 

Advanced 
knowledge of a 
field of work or 
study, involving a 
critical 
understanding of 
theories and 
principles. 

Advanced skills, 
demonstrating mastery 
and innovation, required 
to solve complex and 
unpredictable problems 
in a specialized field of 
work or study. 

Manage complex 
technical or professional 
activities or projects, 
taking responsibility for 
decision-making in 
unpredictable work or 
study contexts; take 
responsibility for 
managing professional 
development of 
individuals and groups. 

Source: https://ec.europa.eu/ploteus/content/descriptors-page  
 
4.1.2 Malta 
Results of 2 relevant projects are provided:  
 
(i) Erasmus+ project “Promoting the Bologna Process in Malta 2014-2016”, revealed that skills 
that are considered important by employers mostly fall into the soft skills domain 
Furthermore, the main reasons why employers find employees non proficient are again soft 
skills deficiencies The results also revealed that employers think more collaboration between 
education providers and employers is needed.  
 
(ii) The University Students' Council’s (KSU) report on “Future Skills Needed in the Industry in 
the context of Lisbon Agenda and Vision 2015” found that skills that need to be embedded in 

https://ec.europa.eu/ploteus/content/descriptors-page
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the education system are a) basic/fundamental skills (such as literacy, numeracy and using 
technology), b) people-related skills (such as communication, interpersonal, team-working 
and customer-service skills) and c) conceptual skills (organizational skills, problem-solving, 
innovative and creative skills) i.e. soft skills form most part of these. Furthermore, the report 
states that ‘soft-skills’ should be acquired during the compulsory years and fine-tuned at the 
tertiary level.  
 
4.1.3 Portugal 
Country report highlights that the Portuguese higher education institutions opted to bring 
academia closer to the business and to promote the internationalization, facilitate mobility 
and employability of graduates in different contexts. As in T&H sectors people have a 
determining role, training in higher education which includes not only technical but also soft 
skills is considered increasingly important. Examples of relevant projects/programs developed 
by Portugal, or in conjunction with other countries, that focus on soft skills reported are:  
(i) Skills Jovem, an online soft skills training program for young people; 
(ii) Academias Gulbenkian do Conhecimento – program for development of soft skills for 
children and young people under the age of 25; 
(iii) Vector-Tourism -  project aimed at defining a high skilled professional of Destination 
Manager. 
  
4.1.4 Spain 
None programs/projects reported. However, scholarly works/reviews aimed at defining 
competences that a university student should develop are provided, revealing that the most 
important competences fall into the soft skills. 
  
4.1.5 Summary 
The main conclusions drawn for the synthesis above are: 

- none specific national (or lower level) soft skills policies found in any country, 
- dominance of national regulation of Higher Education and its quality control, with the 

exception of Germany (regional jurisdiction) 
- all countries participating in the Bologna process  
- majority of undergraduate studies with 180 ECTS, with the exception of Spain (240 ECTS). 
- most countries have made steps to harmonize with the European Qualifications Framework 

(EQF)  
- Level 6 of EQF incorporates soft skills with some countries NQF giving it even more weight;  
- reviewed projects/programs reveal that growing importance of soft skills in is recognized by 

employers, educational institutions, scholars and policy makers. 
 
4.2. Content Analysis of HEIs’ Tourism Curricula 
A content analysis of tourism curricula offered by project partners was undertaken to explore 
whether their students in the final year of their undergraduate T&H-related degree actually 
learn any soft skills. Only T&H-related classes were content analyzed while other, non-tourism 
related courses, were beyond the scope of this research. The correspondent main findings 
are elaborated below. 
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4.2.1 Croatia  
HEI1 provides two tourism and hospitality undergraduate university study programs. 
Considering both programs, some learning outcomes are not explicitly mentioned in the 
curricula, but are conceptually related and thus correspond with (as proposed by the Project 
research team) the following soft skills2: (i) maintain the "big picture" while working on a 
specific property-management, layout, and design component (conceptual soft skill) and (ii) 
communicate efficiently (orally and in writing) with other employees, clients, and customers 
(interpersonal soft skill). Regarding leadership soft skills, HEI1 just noted the relevance of 
organizational and managerial soft skills, but with no any details enclosed. Within the final 
year, the five specific tourism courses unfortunately do not list as learning outcomes any soft 
skills that correspond with the soft skills proposed in this project. On the other side, some 
courses outcome do discuss soft skills, either by arguing the importance of soft skills generally 
or by highlighting the importance of perceiving the “big picture“ within the understanding of 
the organization's interaction with the larger external environment. Furthermore, the 
outcomes of three tourism management courses highlight the importance of both (i) effective 
communication and (ii) team approach to solve problems when appropriate. The learning 
outcome of only one tourism course pointed out the conceptual soft skill namely manifest 
critical thinking.  
 
HEI2 provides one tourism management undergraduate program. As related overall study 
learning outcome are quoted few soft skills conceptually close with the following: (i) maintain 
the "big picture" while working on a specific property-management, (ii) communicate 
efficiently (orally and in writing) with other employees, clients, and customers and (iii) build 
networks with people inside and outside the firm. Even practice work course does not cover 
the majority of soft skills as elaborated in the Report, only support developing new ideas as 
learning outcome. In the final year are offered two tourism courses whose learning outcomes 
are just focused on the hard skill development, without attention on soft skill ones. However, 
one hospitality course learning outcomes is quite similar with conceptual soft skill namely, 
the demonstration of an understanding of the organizational interaction, while one tourism 
course learning outcome has been paid attention on developing new ideas, interpersonal 
skills and team work approach. 
 
In terms of HEI3, two obstacles were detected. Firstly, the institution staff does not enable 
the public access to all curricula, just some of them.  Secondly, few accessed curricula are 
quite partially fulfilled and accordingly do not facilitate the proper insight in the curricula as 
the whole. The stated institution provides one tourism management undergraduate program 
which signifies only one soft skill, i.e. the employment a team approach to solve problems 
when appropriate. The two final year tourism courses presented learning outcome are 
conceptually close with the project proposed soft skills as follows: (i) maintaining the "big 
picture" while working on a specific property-management, layout, and design component 
and (ii) demonstration of understanding of the organization's interaction with the larger 
external environment.  
 

                                                           
2 The stated approach is applied for each HEI's learning outcome analysis 
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HEI4 provides two tourism and hospitality undergraduate university study programs and one 
undergraduate professional study program. Although non study program in general put more 
emphasize into soft skills, generic learning outcomes analysis indicates that some learning 
outcomes are related with the following soft skills: (i) manifest critical thinking (ii) 
demonstrate an understanding of the organization's interaction with the larger external 
environment (iii) develop new ideas (iv) manifest development and adaptation of innovation 
or improvements (conceptual/creative soft skills); (i) employ a team approach to solve 
problems when appropriate (leadership soft skill); (i) communicate efficiently (orally and in 
writing) with other employees, clients, and customers (interpersonal soft skill). Within the 
final year program studies most tourism courses highlight the importance of critical thinking, 
problem solving, communication skills and understanding of the organization's interaction 
with the larger external environment. On the other hand, a few specific tourism courses 
unfortunately do not list, as learning outcomes, soft skills which correspond with any as 
proposed by Project team. Furthermore, from the syllabus analysis it is obvious that teaching 
methodology has been changed towards more student centered learning and includes 
educational activities such as work teams, case studies, project works, visits, and 
presentations from the students, which means that soft skills teaching could be integrated 
into hard skills teaching. 
 
HEI5 provides two tourism and hospitality undergraduate study programs. All the information 
related to generic study program learning outcomes is not available on the web sites of HEI.  
Within the final year undergraduate university study program, five specific tourism courses 
unfortunately do not list, as learning outcomes, soft skills. The teaching methodology analysis 
indicates that the attention has been paid on critical thinking, problem solving and 
interdisciplinary approach in teaching. Within the final year undergraduate professional study 
program, only three hospitality courses highlight the importance of soft skills conceptually 
close with the following: (i) consider customer needs when making decisions 
(conceptual/creative soft skill); (i) manage guest requests with understanding and sensitivity, 
(ii) communicate efficiently (orally and in writing) with other employees, clients, and 
customers, (iii) demonstrate empathy in dealing with customers and staff (interpersonal soft 
skills). 
 
HEI6 provides one tourism undergraduate university study program. All the information 
related to generic study program learning outcomes is not available on the web sites of HEI. 
Courses learning outcomes analysis indicates that that some learning outcomes are related 
with the following soft skills: (i) manifest critical thinking, (ii) consider customer needs when 
making decisions, (iii) bring together different perspectives and approaches and combine 
them in creative ways (conceptual/creative soft skill); (ii) communicate efficiently (orally and 
in writing) with other employees, clients, and customers, (iii) demonstrate empathy in dealing 
with customers and staff (interpersonal soft skills). A few specific tourism courses 
unfortunately do not list, as learning outcomes, soft skills which correspond with any as 
proposed by Project team.   
 
Generally, the majority of the above analyzed study programs include learning outcomes that 
are related to hard skills. Soft skills are neither explicitly stated nor implied. 
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4.2.2 Italy 
Considering tourism programs in Italian universities, some learning outcomes are not 
explicitly mentioned in the curricula, but are conceptually related and thus correspond with 
(as proposed by the Project research team) some soft skills. In that context at study programs 
offered at three HEI’s are presented soft skills corresponding with follows: 
 
At HEI1 - (i) manifest critical thinking, (ii) recognize conflict situations and develop linguistic 
strategies for mediation, (iii) steer conflicts away from personalities and toward issues, (iv) 
communicate efficiently (orally and in writing) with other employees, clients, and customers, 
(v) bring together different perspectives and approaches and combine them in creative ways, 
(vi) use an integrated approach to the problems of tourism systems and their solution, (vii) 
maintain the "big picture" while working on a specific property-management, layout, and 
design component, (viii) interact correctly and profitably with public and private 
organizations, communities and actors in the institutional, cultural, social and environmental 
contexts in which tourism systems are located, (ix) build networks with people inside and 
outside the firm, (x) manifest development and adaptation of innovation or improvements, 
and  (xi) understand the agendas and perspectives of owners, staff members, managers, and 
other parties.  
 
At HEI2: (i) manifest critical thinking, (ii) demonstrate an understanding of the organization's 
interaction with the larger external environment, (iii) bring together different perspectives 
and approaches and combine them in creative ways; (iv) communicate efficiently (orally and 
in writing) with other employees, clients, and customers, and (v) employ a team approach to 
solve problems when appropriate. 
 
At HEI3: (i) present ideas in a convincing manner, (ii) demonstrate an understanding of the 
organization's interaction with the larger external environment, (iii) bring together different 
perspectives and approaches and combine them in creative ways, (iv) develop new ideas, (v) 
manifest development and adaptation of innovation or improvements. 
 
4.2.3 Spain 
Competences developed for the Tourism Studies in Spain go through the following process: 
once the delimitation of the professional figures for all core tourism areas (i.e. 
Accommodation, Restaurant, Intermediation, Transports and Logistical, DMO, Products and 
Tourist Activities and Training, and Investigation and Consulting) was made, for each field 
their competences were proposed. As a starting point, these competences came from 
academic proposals and the needs set for the agents of each sub-sector. A list with 32 specific 
competences was created for which a definition based on two epigraphs was developed: 
Disciplinary knowledge (knowledge) and professional knowledge (know-how). To these 
specific competences, finally, 3 transversal competences were united.  
 
Many specific competences in the Degree of Tourism in general were presented; although 
some of them are conceptually related with the soft skills as proposed by the Project research 
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team, namely: (i) communicate orally and in writing in a second foreign language and (ii) work 
in different socio-cultural environments. 
 
A part from above mentioned, 3 transversal competences were added, and related to 
creativity, entrepreneurial spirit and quality. The transversal competences are divided into 
instrumental ones, personal ones and systemic ones.  
 
Instrumental competences, conceptually related with soft skills are (i) communicate 
efficiently (orally and in writing) and (ii) bring together different perspectives and approaches 
and combine them in creative ways. The personal competences correspond with the soft skills 
such as (i) employ a team approach to solve problems when appropriate, (ii) manifest 
intercultural sensitivity, (iii) manifest critical thinking, and (iv) communicate efficiently (orally 
and in writing) with other employees, clients, and customer. Finally, the systemic 
competencies as quoted in the National report are: autonomous Learning, Adaptation to new 
situations, Creativity, Leadership, Knowledge of other cultures and customs, Initiative and 
entrepreneurial spirit, Motivation for quality and Sensitivity to environmental issues. 
Considering them is claimed, for above stated, that although not presented as soft skills, many 
of them coincide with some of the project outcomes. 
 
Additionally, four degrees in tourism from different Spanish universities have been analyzed 
to see the weight of the different competences in the tourism field. Considering them, here 
also some learning outcomes are not explicitly mentioned in the curricula, but are 
conceptually related and thus correspond with (as proposed by the Project research team) 
some soft skills.  
 
HEI 1 has adapted the competences by grouping them into two types: 5 generic or transversal 
competences and 14 specific competences. The presented soft skills correspondent with 
follows: (i) manifest critical thinking, (ii) demonstrate an understanding of the organization's 
interaction with the larger external environment, (iii) maintain the "big picture" while working 
on a specific property-management, layout, and design component, and (iv) communicate 
efficiently (orally and in writing) with other employees, clients, and customers. 
 
In the competences proposal at HEI 2, there is no difference between general and specific and 
it is an adaptation of the proposals by ANECA. The presented soft skills correspondent with 
follows: (i) maintain the "big picture" while working on a specific property-management, 
layout, and design component, (ii)confront problems early before they become 
unmanageable, (iii) employ a team approach to solve problems when appropriate; (iv) 
communicate efficiently (orally and in writing) with other employees, clients, and customers, 
(v) develop new idea, and (vi) present ideas in convincing manner. 
 
HEI 3 has adopted the competences proposal prepared by ANECA (32 specific competences 
and two of the transversal ones). To these competences, they have added the eight other 
specific competences and three cross-cutting. The presented soft skills correspondent with 
follows: (i) employ a team approach to solve problems when appropriate, (ii) present ideas in 
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convincing manner, and (iii) bring together different perspectives and approaches and 
combine them in creative ways. 
 
4.2.4 Portugal  
The relationship between scientific and technical knowledge and soft skills increasingly 
assumes a determining role in the professional performance of excellence, but in the 
curricular plans of the courses of higher education this reality is not present yet, with few 
exceptions. 
 
According to Baum (2002), tourism schools, traditionally focused on providing technical and 
scientific knowledge, have neglected the development of soft skills necessary to respond to 
current challenges. And, according to Simões et al. (2015), the promotion of such skills 
represents a contribution to the formation of active and critical citizens and capable of 
learning far beyond preparing for the job market. This problematic refers to the mutation of  
an educational paradigm, in the sense of pedagogy by competences or approach by 
competences. 
 
While the classroom context promotes the development of technical skills, training in the 
work context, as internships and the realization of projects, it allows the promotion of both 
technical and transversal competences. The latter are considered to be those most promoted 
by learning in the mobility context of Erasmus studies. The curricular unit of the internship or 
project is considered as learning, especially of application of knowledge previously learned in 
the context of the room. 
 
4.2.5 Malta  
In Malta, there are two main HEIs that provide training on Tourism. Analysis of the curriculum 
of the undergrad courses offered in Malta revealed that the former (i.e. HEI1) was the one 
offering a three-year Degree Course with least soft skills. The first year of the HEI 1 Degree 
course offers a compulsory Unit on ‘Critical Thinking and Communication’ and a compulsory 
Unit on ‘The Other: Relationships in Tourism’. During the second year of studies students 
follow a compulsory Unit on ‘Managerial Leadership for Tourism and Culture Organizations’ 
while in the third year of studies students follow a Unit on ‘Human Resources and Work 
Relations in Tourism’.  It was therefore decided that this project focuses on HEI1 undergrad 
course. 
 
4.2.6 Germany 
The Law of Higher Education is obligatory for all HEIs within the state. Because the learning 
outcomes are already defined in the clusters of the 4 competences, accreditation agencies 
together with the HEIs have to incorporate these main learning outcomes within each 
accreditation or re-accreditation, respectively. Detailed learning outcomes within the 
competences, such as Skills and Soft Skills have to be defined within each course description. 
But because HEIs, like DHBW, try to develop general applicable curricula for faculties to get 
“system accreditation”, the cluster model of competences to be taught is not only defined for 
a single study program. Therefore, both, the curricula outline of HEIs for T&H programs and 
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the incorporation of Soft Skills, follow the same principles, finally defined by the Law or Policy, 
respectively. 
 
4.2.7 Summary 
In summary the project researchers consider that, in spite the fact that some soft skills as 
proposed in this Project are presented in few observed project partner HEI’s, their tourism 
studies curricula and all associated elaborations, are still in need for improvement. More 
precisely, upon this content analysis of HEIs’ tourism curricula, it is revealed that current 
project partners have to find out the way to implement the list of soft skills as proposed by 
the Project in as more as possible HEI’s offering tourism programs in their own countries, and 
abroad as well. 
 
4.3. Face-to-Face Interviews 
Tables in Appendix 1 display the results of individual ranking of soft skills importance by each 
face-to-face interviewee a few days before the actual interview. As a side note, the 
interviewees in Portugal expressed their reservations about rank ordering the soft skills 
between 1 and 10, and instead rated them on a Likert-type scale from 1 (critically important) 
to 5 (not very important). Their ratings are nevertheless included in the analyses of results 
following each of the three tables. For the analyses purposes, if a majority of interviewees 
ranked/rated a particular soft skill between 1 and 4, that soft skill was classified as highly 
important. Conversely, soft skills ranked 5-6 and 7-10 were classified as moderately important 
and slightly important, respectively. 
 
Of the above 10 conceptual/creative soft skills (Appendix 1), the majority of interviewees find 
that the highly important skills for an entry-level management trainee position at a T&H firm 
are “considers customer needs when making decisions” and “manifests critical thinking.” 
Conversely, the slightly important conceptual/creative soft skills are “demonstrates an 
understanding of the organization's interaction with the larger external environment” and 
“develops new ideas.” 
 
Among the above 10 leadership soft skills (Appendix 1), the majority of interviewees feel that 
the highly important skills for an entry-level management trainee position at a T&H firm are 
“listens carefully to input and concerns expressed by others” and “confronts problems early 
before they become unmanageable.” Conversely, the slightly important leadership soft skills 
are “works to understand why others resist change instead of forcing others to accept 
change” and “presents ideas in a convincing manner.” 
 
Concerning the interpersonal soft skills (Appendix 1), the majority of interviewees feel that 
the highly important skills for an entry-level management trainee position at a T&H firm are 
“communicates efficiently (orally and in writing) with other employees, clients, and 
customers” and “manages guest requests with understanding and sensitivity.” Conversely, 
the slightly important interpersonal soft skills are “manifests intercultural sensitivity” and 
“exhibits negotiating skills. 
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Overall, both the T&H HEI and business interviewees in all six participating countries (i.e., 
Croatia, Germany, Italy, Malta, Portugal, and Spain) agree that soft skills are critical in the 
contemporary T&H (Table 2). With the exception of Germany, business representatives are 
dissatisfied with most of the soft skills that graduates working in T&H possess, and they think 
that employers can facilitate the process of learning soft skills by undergraduate students 
through greater collaboration between HEIs and tourism firms, including internships. Both 
HEI and business representatives agree that not enough emphasis is given to learning soft 
skills in the T&H curricula today and that soft skills should be learned via internships (at home 
and/or abroad), group projects, guest speakers, role-playing, in-class exercises, workshops, 
and case studies. In terms of the main obstacles /challenges in the process of learning soft 
skills, there is a general agreement that soft skills development is an ongoing process that 
begins at an early age, and that soft skills are not learned only through formal education (e.g., 
in kindergarten, elementary school or HEI), but are also reflective of one’s social and cultural 
circumstances (e.g., family values, upbringing, social status, etc.). 
 
In terms of Germany, it is important to note that the data collected is limited to the business 
partners involved in the dual education model, that is, the model built around a very close 
collaboration between a single HEI in only one German state (i.e., Baden- Württemberg) and 
its business partners in that state. Therefore, the results from Germany are not representative 
of the rest of Germany. Nevertheless, business partners that are part of the dual collaborative 
model in Baden-Württemberg are generally satisfied with the graduates’ levels of soft skills. 
However, they also note that both the level of HEI-employer cooperation and an individual’s 
social and cultural circumstances have a combined effect on proliferation of soft skills among 
university students.
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Table 2: Results of Face-to-Face Interviews 
  

Item 
Country 

Croatia Germany Italy Malta Portugal Spain 

Number of 
interviewees 

4 25 4 6 6 4 

Business 
context 

1 student affairs 
coordinator at a 
private college 
offering T&H 
undergraduate 
degrees with 10+ 
years (10+Y) of 
experience; 1 
T&H lecturer at a 
public university 
& owner of a 
private 
consulting firm 
specializing in 
marine / nautical 
tourism with 
10+Y; 1 manager 
of a small (30-
room), 
independent, 
boutique 4*hotel 
with 10+Y; 1 
head of the HR 

23 managing 
directors of 21 
companies from the 
MICE sector of T&H 
(mostly general 
managers, vice 
presidents, directors 
of marketing, 
development, 
controlling, HR, 
project directors); 
3 HEI 
deans/professors of 
MICE T&H sector. 

2 T&H lecturers / 
marketers / 
consultants; 1 
lecturer with 
20+Y; 1 market 
researcher / staff 
recruiter / trainer 
/ professional 
writer in the 
tourism / hotel / 
restaurant sector. 

4 T&H Lectures 
(including the 
Head of 
Department and 
3 Members of 
Staff) and 2   
representatives 
(of the Malta 
Hotels and 
Restaurants 
Association  (one 
being an 
employee and 
the other a 
council member 
who also runs a 
Boutique Hotel). 

3 lecturers at 3 
different HEIs with 
20+Y; 1 manager of 
4* hotel with 50 
rooms with 30+Y; 1 
owner/manager of 
travel agency with 
15+Y; 1 
owner/manager of 
boat rental 
company & 4* 
hotel. 

1 manager of a 
company that 
manages several 
hotels and 
campground; 1 
manager of a 
tourism office 
representing 
both the regional 
and municipal 
government; 1 
dean of HEI in 
tourism; 1 
student affairs 
coordinator at a 
private college 
offering T&H 
degrees; All 4 
with 10+Y.  
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department in a 
large 
international 
chain-affiliated 
5*hotel with 380 
rooms with 10+Y. 

Gender 1Fb & 3M 17F & 9M 4M 1F & 5M 4F & 2M 2F & 2M 

Educational 
background 

2 with degree in 
T&H 
management; 1 
with PhD in 
tourism; 1 with 
degree in non-
tourism area. 

23 with a 
bachelors/master’s 
and 3 with PhD. 

2 with PhD; 2 
with a university 
degree. 

4HEI (3 with PhD, 
1 reading for a 
PhD) 

3 with PhD in 
tourism; 3 with a 
degree in tourism / 
hotel management. 

2 with degree in 
tourism / 1 PhD 
in tourism / 1 
with degree in 
business 
administration 

What are soft 
skills 

and how 
important 

are they in the 
modern T&H 
workplace? 

Pivotal Very important Really important Essential 
 

Soft skills are very 
important and are 
not related to 
professional work, 
instead they go 
beyond the 
technical skills that 
are provided during 
formation. 

Important. While 
it is difficult to 
establish a 
commonly 
agreed definition 
of soft skills, 
everyone 
understands at 
least some 
aspects of soft 
skills. 

How satisfied 
are T&H 

employers with 
the soft skills 

Dissatisfaction 
with most of the 
soft skills that 

Generally satisfied, 
however there is still 
room for 
improvements. 

More attention 
needs to be given 
to the learning of 
soft skills 

T&H employers 
are generally not 
satisfied with the 

Somewhat 
satisfied, but there 
is a lot of work that 
can be done. 

In general, some 
weaknesses are 
detected in this 
area, in 
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that, in their 
experience, 
graduate 

employees 
have? 

graduates 
working in T&H 
possess. 

soft skills 
graduate 
students have. 

particular, the 
worsening of 
communication 
skills, perhaps 
due to ICTs. 

What emphasis 
is given to 

learning soft 
skills in the 

T&H curricula 
today? 

Today’s HEI T&H 
curricula are 
deficient in soft 
skills, 
however the 
situation is 
improving. 

In a dual 
cooperation 
education model, 
the learning of soft 
skills is split 
between the dual 
education HEI and 
its partner 
businesses. At other 
HEIs, soft skills are 
not well 
represented. 

Not enough 
emphasis on soft 
skills, more tools 
and other 
opportunities 
need 
to be offered to 
students so they 
can test their skill 
level. 

Much more can 
be done to teach 
the required soft 
skills. More 
coordination 
and control is 
required both at 
the university 
and during 
placements. Lack 
of adequate 
interaction 
between tutors 
and students. 
One has to 
ensure that all 
tutors have 
undergone 
training 
especially on 
communication 
and pedagogical 
skills. More 
practical rather 

There are courses 
where there is a 
transition from 
what was 
considered the 
traditional method 
to another type of 
education in which 
the ideas of soft 
skills and 
entrepreneurship 
are incorporated. 
While some courses 
have made this 
transition without 
great difficulty, 
there are courses 
that have had some 
resistance. 

There is a gap in 
the learning of 
soft skills in 
tourism, 
especially 
between what is 
needed by the 
sector and what 
is taught at HEIs. 
In recent years, a 
slight change 
has been 
perceived in 
which some soft 
skills are 
beginning to be 
present in T&H 
curricula. 



 
 

26 
 

Project No. 588476-EPP-1-2017-1-PT-EPPKA2-KA 

            

This project has been funded with support from the European Commission. This report reflects the views only of the INCOME Tourism partnership, and the Commission cannot be held responsible for any use which 
may be made of the information contained therein. 

than theoretical 
learning of soft 
skills is needed. 

How are soft 
skills now 

learned and 
evaluated in 

the HEI system 
/courses? 

Some HEIs turn a 
blind eye to the 
importance of 
soft 
skills, while 
others use a 
growing array of 
methods to 
incorporate soft 
skills into their 
curriculum. 

In a dual 
cooperation 
education model, 
soft skills are 
learned and 
evaluated by both, 
the HEI and partner 
companies. 

Little attention 
on soft skills per 
se. Yet, soft skills 
learning needs 
time and long- 
term 
engagement.  

A very small % 
contribution of 
the academic 
syllabus involves 
explicit soft skills 
teaching. 
Coordination of 
the teaching 
staff and 
students during 
placements need 
to be improved. 
It is important to 
have teaching 
staff who has 
undergone 
training on how 
to teach. 

Through having the 
students solve 
problems (Problem 
Based Learning), 
oral presentations, 
internships, field/ 
study visits, 
conferences, and 
inviting guest 
speakers. 

It is not clearly 
defined how to 
teach and 
evaluate soft 
skills. Soft skills 
are learned 
across different 
years of the study 
program and in 
various classes, 
often through 
electives that 
focus on specific 
areas. Overall, 
every teacher 
decides what to 
teach, how to 
teach and how to 
evaluate the soft 
skills. 

How should 
soft skills be 
learned and 
evaluated in 

the HEI 
courses? 

Via internships, 
group projects, 
guest speakers, 
role-playing, in-
class exercises, 

Through a dual 
cooperation 
education model 
involving HEIs and 
partner businesses. 

The main 
challenge is to be 
open minded and 
flexible.  

Soft skills can be 
better learned 
through a more 
coordinated 
approach to 

Via internships, 
role-playing, 
videos, study visits, 
oral presentations, 
contact with 
professionals, 

The teaching 
activity must 
acquire new 
approaches 
(tutoring and 
more 
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workshops, and 
case studies. 

lecturing and by 
including more 
group work 
during the 
academic year, 
interactive 
teaching, 
research focused 
on the 
hospitality 
industry and 
more structured 
and 
followed up 
placements. 
Consideration is 
to be given to 
revising the 
method of 
placements 
(being on full 
weeks’ basis) 
and duration and 
method of 
supervising the 
placements. 

lectures and group 
works. 

personalized 
attention to 
students, 
monitoring and 
evaluation of 
non-classroom 
activities, 
coordination 
between 
classroom and 
non-face-to-face 
teaching, etc.). 
There is no 
optimal 
teaching method 
with which to 
achieve the best 
results but each 
teacher must 
adapt their 
teaching to 
different 
situations, 
different groups 
of students, 
different 
subjects, etc. 

What are the 
main obstacles 

For the most 
part, HEIs in 

For many soft skills, 
a cultural and social 

Need more time, 
more hours, 

It is assumed 
that people have 

Traditional 
/conventional 

The two main 
challenges are 
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/challenges in 
the process of 
learning soft 

skills and how 
can these be 

resolved? 

general and HEI 
instructors in 
particular are 
both the 
problem and the 
solution in 
regards to soft 
skills learning. 
HEIs and HEI 
instructors need 
to work closer 
with the T&H 
practitioners in 
order to keep up 
with the 
T&H industry’s 
latest challenges, 
opportunities, 
and trends. 

imprint (family, 
childhood, general 
education, 
and background) are 
necessary 
prerequisites for the 
development of soft 
skills. Most soft skills 
cannot be 
developed without 
these prerequisites. 
Some of the skills 
have to be learned 
(and trained/ 
practiced) up to a 
certain age. 

common/shared 
methodology, 
focus on the 
meta-learning 
process, and 
work in real 
situations 

soft skills and do 
not need to be 
taught these and 
that once learnt 
they do not need 
to update these 
with time. Level 
of competence 
of students in 
soft skills prior to 
enrolment at the 
University, 
students need to 
be more 
committed to 
their career, well 
prepared tutors 
with solid 
industry 
background, 
University’s 
should allocate 
more time for 
tutors to 
prepare the 
material for 
lectures and day 
to day 
operational 

secondary 
education, duration 
of classes, and 
teachers who are 
very much rooted 
in the traditional 
method or are not 
sufficiently 
demanding of 
students. 

the interrelation 
between the 
professional 
sector and the 
HEIs, and the 
training and 
qualification of 
the teaching 
staff. 
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issues hinder 
proper 
workplace 
training 
especially when 
the entity 
employs a small 
number of staff. 

How can T&H 
employers 

facilitate the 
process of 

learning soft 
skills by 

undergraduate 
students? 

T&H business 
must reach out 
to 
HEIs and create 
opportunities for 
students to learn 
soft skills. 

By commissioning 
skilled employees 
with a talent for 
coaching to be in 
charge of the 
professional 
education of the 
students within the 
companies during 
internships or 
practical terms;  
by allocating tasks 
suitable for the 
development of soft 
skills to the 
students; by 
providing learning 
environments and 
by placing students 
into situations 
where they can 

N/Aa More effective 
cooperation 
between 
academia and 
industry to help 
HEIs 
continuously 
restructure the 
syllabus to 
remove modules 
that have 
become 
irrelevant as 
times have 
changed and 
introduce 
modules that are 
more 
up-to-date with 
the current 
needs and 

Accepting students 
for practical 
placements and 
work-based 
learning. Defining 
together the 
content tourism 
courses. 
 

By fostering 
internships in 
companies to 
actively 
collaborate in the 
training of 
students in soft 
skills. The 
internship should 
take place during 
the off-season so 
to allow more 
time for actually 
teaching the 
interns. 
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practice and train 
these soft skills. 

changes in the 
industry. 

a N/A = not applicable or not available 
b F = female, M = male 

 
4.4. Focus Groups 
Much like the participants in the face-to-face interviews, the focus group participants (i.e., both the T&H HEI and employers) in all six participating 
countries (i.e., Croatia, Germany, Italy, Malta, Portugal, and Spain) agree that soft skills are a necessity in the contemporary T&H workplace 
(Table 3). The most relevant soft skills a T&H graduate should possess, as identified through focus groups, are (in alphabetical order): ability to 
communicate effectively (orally and in writing), ability to work and make decisions under pressure, analytical/creative thinking, aptitude for 
prioritization of tasks (i.e., time management), capacity to define and set goals, courtesy and respect, emotional intelligence, empathy, 
extraversion (sociability, assertiveness, and talkativeness), knowledge of the job role, leadership and ability to motivate others, organizing 
capacity, perspective of various stakeholders (i.e., owners, staff, managers, and others), problem solving ability and conflict management, social 
graces (proper manners and business etiquette), teamwork, and understanding of the T&H industry. 
 
These soft skills should be learned through (in alphabetical order) case studies, debates, field visits, foreign language classes (at a home HEI or 
via EU mobility programs), group projects, individual and group presentations, individual and group problem-solving exercises/assignments, 
internships (preferably at least one semester long), inviting guest speakers (i.e., industry experts), role-playing, simulations, and workshops. 
Learning can take place in the classroom, online, at field sites, and/or via take-home assignments. Since soft skills take time to develop, HEIs 
should integrate soft skills in as many of their existing T&H classes, as opposed to dedicating one entire class to this end. Preferably, soft skills 
ought to be learned during each university semester. In fact, soft skills learning should begin at kindergarten level and continue throughout both 
elementary and high schools, however the need to introduce soft skills early on in one’s life is beyond the scope of this project. 

 
Table 3: Results of Focus Groups 

  

Item 
Country 

Croatia Germany Italy Malta Portugal Spain 
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Number of 
participants 

8 7 7 5 19 12 

Business context 

5 employee 
representatives 
and 3 HEI 
representatives. 

HEI department 
heads of T&H 
study programs 
(6) and member 
of the “expert 
tourism panel” of 
the German 
Government (1). 

HEI 
representative 
(1), graduate 
students (2), 
current student 
(2), employer 
representatives 
(2). 

HEI tutors (2) and 
employer 
representatives 
(3) 

Center for 
Tourism Research, 
Development and 
Innovation (9), 
T&H employers 
(10) representing 
accommodation 
(three 4* hotels), 
tourism 
promotion and 
leisure companies, 
agritourism, 
restaurant, HR 
company, sports 
and outdoor 
product company. 

Accommodation 
(2), restaurant 
(1), tourism 
services and 
tourism office 
(2), HEI 
instructors (4), 
graduates (2), 
and a current 
student (1). 

How important are 
soft skills in the 

modern T&H 
workplace? 

Very important, 
however there 
are other 
economic and 
social forces that 
hamper the 
students’ ability 
to learn soft skills 
at HEIs. 

Very important 
and already a 
long-standing 
part of one 
German HEI’s 
curriculum. 

N/A Given the 
continuous 
contact with 
people, soft skills 
are considered 
essential. 

They are 
increasingly 
common in job 
descriptions, 
indicating that 
many employers 
recognize their 
importance to 
their businesses’ 
performance and 
competitiveness. 

Important 
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Which specific 
conceptual/creative 

skills (up to 10) 
should a T&H 

graduate possess? 

Creativity, 
responsibility, 
motivation, 
independence in 
problem solving, 
basic knowledge, 
empathy, the art 
of not causing 
problems, 
distinguishing 
important things 
from the 
unimportant 
ones, the art of 
listening 

Intercultural 
competence, 
communication, 
analytic thinking, 
joined-up 
thinking, 
presentation 
skills, languages, 
dependability. 

Development of 
new ideas, team 
working, 
creativity, 
empathy, critical 
thinking, 
respect, find 
innovative 
solution. 

Understands the 
agendas and 
perspectives of 
owners, staff 
members, 
managers, and 
other parties; 
Manifests critical 
thinking; 
Demonstrates an 
understanding of 
the job role. 

Organization, 
creativity, 
problem solving, 
innovation, 
analytical 
thinking, 
vision, critical 
thinking, 
independent  
initiative, 
demonstrate an 
understanding of 
the tourism 
industry. 

Creativity, global 
understanding of 
the tourism 
sector, 
interdisciplinary 
approach, 
problem solving, 
flexibility, 
proactivity, 
develop new 
ideas, being 
respectful to 
others, adaption 
capacity, capacity 
to improve. 

Which specific 
leadership skills (up 
to 10) should a T&H 
graduate possess? 

Understanding 
work processes, 
inclination to 
teamwork, 
empathy, 
objectivity, 
organizational 
ability, clearly 
defined goal(s), 
defining actions 
that must be 
undertaken to 
accomplish a 
goal. 

Time 
management, 
conflict 
management, 
entrepreneurial 
ability, leadership 
competence, 
negotiation skills, 
organizing ability. 

Team working, 
organization, 
empathy, 
relation 
building, 
networking, 
flexibility, 
decision making. 

Present an 
appropriate 
personal role 
model (setting an 
example) of 
attendance, 
punctuality, time 
usage, 
professionalism, 
etc.; Make sound 
decisions under 
time pressure 
with limited 
resources; 

Organization  
proactivity, 
communicate 
efficiently, 
conflict 
management, 
inspire and 
motivate others, 
work as a member 
of a team, 
act courteously 
and respectfully,  
initiative,  

Leadership, 
resilience, act 
respectfully, 
communicate 
efficiently, team 
building capacity, 
motivation, 
organization, 
commitment, 
flexibility, critical 
thinking.  
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Promote 
teamwork among 
groups, 
discourage “us 
versus them” 
thinking. 

time 
management,  
stress 
management. 

Which specific 
interpersonal skills 
(up to 10) should a 

T&H graduate 
possess? 

Talkativeness 
(i.e., sociability, 
outgoingness, 
gregariousness, 
extroversion), 
politeness, 
urbaneness, 
objectivity, 
empathy, 
speaking ability, 
intelligibility, 
literacy, listening 
to others, ability 
to verbalize 
something and to 
be able to repeat 
it, ability to 
memorize things, 
patience. 

Capacity for 
teamwork, can 
handle stress, 
willingness to 
learn new skills, 
motivation, 
empathy, social 
graces /good 
manners, 
openness, sense 
of responsibility, 
mediation, critical 
abilities. 

Sensitiveness, 
communication, 
understanding, 
negotiation, 
positive 
thinking. 

Manages guest 
requests with 
understanding 
and sensitivity; 
Communicates 
efficiently (orally 
and in writing) 
with other 
employees, 
clients, and 
customers; 
Manifest conflict 
management 
skills. 

Empathy,  
emotional 
intelligence,  
communicate 
efficiently,  
ability to act 
sympathetically,   
capacity to be 
humble, 
active listening, 
work as a member 
of a team,  
confidence, 
vision, 
adopt a positive 
stance. 

Emotional 
intelligence. 
communication 
skills, self-
confidence, 
empathy, being 
respectful, 
listening to 
others, positive 
thinking, willing 
to help/attend 
others, 
tolerance, 
intercultural 
approach. 

How should soft 
skills be learned and 
evaluated in the HEI 

system (up to 10 

Leading by 
example, 
simulation, 
practical 

Create own 
modules - basic 
teaching of soft 
skills within first 

Role playing, 
group projects, 
group 
presentations, 

University and 
associated 
partners from 
industry (chosen 

Internships, study 
visits, case 
studies, 

Internships, role-
playing and 
simulations, field 
trips and visits, 
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methods of learning 
soft skills)? 

instruction (i.e., 
workshops) at 
HEIs, internships, 
field instruction, 
role-playing, 
problem solving 
assignments, 
case studies, 
working on 
projects, inviting 
guest speakers. 

two years; 
Methodical 
integration in 
T&H modules, i.e. 
group work, 
project work, 
change of 
language, field 
trip, excursion, 
professionals as 
external lecturers 
etc. – in the last 
year of the study 
program; 
Different choice 
of evaluation, i.e. 
presentation, 
group work, 
poster 
presentation, etc. 

take-home 
assignments 
followed by an 
in-class 
presentation,  
workshops by 
visiting industry 
experts, field 
workshops, case 
histories. 

employers of 
good reputation 
approved as 
training 
providers) 
develop a 
learning hub to 
assist in soft skills 
training and 
monitor students’ 
progress; Hold 
workshops to 
complement 
classroom 
teaching; On the 
job placement 
should not be 
linked to a 
specific project 
(as in the 
beginning this 
may be too 
onerous on 
students) but let 
the hosting 
company adapt 
the on the job 
training; Longer 
period of 

contact with 
former students, 
role-playing, oral 
presentations, 
cases of success, 
group works, 
mobility, debate 
classes. 

case studies 
(based on best 
practices or 
solving 
problems), oral 
presentations, 
group works and 
assignments, 
debate classes, 
seminars and 
workshops, 
networking. 
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placements with 
a specific 
Company, say 6 
months and on 
part time basis; 
Enhanced 
methods of 
teaching using 
multimedia and 
shadowing; 
Integration of the 
teaching of soft 
skills e.g. 
delegation and 
leadership. 

What are the main 
assumptions / 

obstacles / 
challenges in 

achieving these 
learning methods? 

Pressure from 
HEI officials to 
maintain high 
grades in the 
classroom; No 
system-wide 
efforts to ensure 
soft skills 
learning in all 
courses and 
mediocrity 
among both 
students and 

Clashes with 
accreditation; 
Lecturers not 
trained to use 
different 
methods; No 
responsible 
person at 
workplace; Size of 
student group. 

Testing soft 
skills in real 
situations and 
having concrete 
areas to test the 
learning process 

Inadequate 
coordination 
between the HEI 
and industry 
during work 
placements. 

N/A Difficulties 
related to closed 
systems were 
changes are 
difficult to 
introduce. In 
some cases, 
people tend to 
be close-minded. 
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instructors is 
often the norm.  

How can these be 
assured / resolved? 

Course 
instructors have 
the opportunity 
to incorporate 
many, if not all, 
of the methods 
of learning soft 
skills that were 
generated 
through the 
focus group. 

Educate lecturers 
about the broad 
spectrum of 
teaching and 
assessment 
options (already 
integrated into 
the HEI’s study 
guidelines), 
challenge and 
motivate them to 
try and practice 
new teaching 
methods enabling 
to develop soft 
skills including 
alternative 
testing/exam 
options. Create 
the option to 
work in small 
groups whenever 
possible, 
potentially by 
increasing 
lecturer staff. 
Ensure the 

N/A Provide students 
with a more 
holistic view of 
the industry both 
quantitatively and 
qualitatively; 
Industry tutors 
mentor/act as 
moderators for 
the 3rd year 
thesis; Industry 
tutors assist in 
the compilation 
of CVs and 
preparation for 
interviews; 
Industry tutors 
assist students in 
finding job 
opportunities 
during the study 
period; Need to 
reach the right 
balance between 
a generic vs a 
focused course; 
Students need to 

Industry partners 
should be 
encouraged to 
participate in 
curricular and 
course 
development to 
facilitate a greater 
collaboration 
between the 
industries and 
institutions and to 
narrow down the 
gap between the 
future skills 
needed by the 
industries and 
what is being 
taught and 
developed in the 
institutions. 

HEIs and 
businesses must 
work together to 
really achieve a 
learning model 
that takes into 
account the 
needs of 
companies. Both 
groups should 
think up 
innovative ways 
of teaching and 
learning 
together. 
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commissioning of 
trainers at the 
workplace. 

take a more 
professional 
approach to 
industry 
placements; 
Students need to 
start practice 
from a low rank 
and slowly 
progress to a 
managerial role. 

a N/A = not applicable or not available 
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4.5. Survey Questionnaires 
4.5.1. Survey of Former Students 
A sample of former students (i.e., graduates) in the six project countries holds entry level, 
assistant manager or department manager/supervisor positions across an array of T&H 
segments, most notably (in alphabetical order) DMOs/tourism boards, hotels/restaurants, 
travel agencies / tour operators, and event organizations (Table 4). 
 

Table 4: Respondent Demographics 
       

Variable 
Country 

Croatia Germany Italy Malta Portugal Spain 

n 112 152 12 5 21 57 
Gender (%)       

Female 75.9 71.0 91.7 40.0 76.2 69.5 
Male 24.1 29.0 8.3 60.0 23.8 30.5 

Combined length of any work 
experience (in years) 

      

Highest 29 41.7 10 20 20 31.1 
Lowest 1 0.3 0.3 2.3 1 0.3 
Mean 5.2 9.7 3.7 9.4 4.8 7.4 
Mode 2 10 0.5 N/A 1, 5 6.5 
Standard Deviation 4.66 7.83 3.29 6.75 4.13 6.96 

Length of work experience in T&H (in 
years) 

      

Highest 20 41.7 10 20 20 20.3 
Lowest 0 0 0.3 2 0.3 0 
Mean 3.2 4.4 2.2 7.1 3.4 4.2 
Mode 0 0 0.5 N/A 3 4.2 
Standard Deviation 3.58 3.31 3.23 6.83 3.96 3.96 

Current field of employment (%)       
DMO / tourism board (national, 
regional or local)  

3.6 2.0 33.3 0.0 4.7 5.3 

Hotel / restaurant (including 
catering) 

23.2 3.0 0.0 30.0 61.9 42.1 

Cruising / nautical (including 
charter) 

2.7 1.0 0.0 0.0 0.0 0.0 

Travel agency / tour operator 17.9 1.0 8.4 20.0 14.3 17.5 
Transportation (air, sea, rent a car, 
etc.) 

3.6 0.0 0.0 0.0 4.7 1.7 

Event / congress organization 1.8 53.0 16.7 30.0 0.0 0.0 
Marketing / PR 2.7 18.0 0.0 0.0 0.0 1.7 
Consulting agency 0.9 5.0 8.4 20.0 0.0 8.8 
Other 43.8 17.0 33.3 0.0 14.3 22.8 

Current position (%)       
Entry level 29.5 11.0 25.0 0.0 9.5 54.4 
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Assistant manager 21.4 27.0 8.3 40.0 33.3 7.0 
Department manager / supervisor 19.6 30.0 16.7 40.0 4.7 21.0 
Other 29.5 32.0 50.0 20.0 52.4 17.5 

 
In terms of the importance of soft skills at their current job (Table 5), the vast majority of 
respondents from Croatia, Italy, Portugal, and Spain rated nearly all soft skills between 4 
(important) and 5 (critically important). In Germany, however, 13 out of 30 soft skills were 
rated between 3 (moderately important) and 4 (important). Additionally, in Malta, 19 out of 
30 soft skills were rated between 3 (moderately important) and 4 (important), and one soft 
skill (i.e., maintaining the “big picture”) was rated between 2 (of little importance) and 3 
(moderately important). However, the Maltese sample is too small (n=5), thus affecting the 
reliability of their results. 
 
With regards to the satisfaction with the soft skills they actually learned/acquired during their 
undergraduate study in T&H, the vast majority of respondents from Croatia, Germany, Italy, 
and Spain fall between 3 (neither satisfied nor dissatisfied) and 4 (satisfied). In Portugal, 18 
out of 30 soft skills were rated between 4 (satisfied) and 5 (very satisfied). In Malta, however, 
18 out of 30 soft skills were rated between 2 (dissatisfied) and 3 (neither satisfied nor 
dissatisfied), with one soft skill (i.e., “understand the agendas and perspectives of owners, 
staff members, managers, and other parties”) rated between 1 (very dissatisfied) and 2 
(dissatisfied).  
 
When comparing the importance to satisfaction, the face value of satisfaction with the soft 
skills actually learned at HEIs consistently scores lower than the importance of soft skills in 
the real world. Clearly, HEIs are not delivering what the T&H industry wants in terms of soft 
skills.  
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Table 5: Importance of Soft Skills at the Current Job vs.  
Satisfaction With the Soft Skills Actually Learned/Acquired During Undergraduate Study in T&H 

             

Variable 
Country 

Croatia Germany Italy Malta Portugal Spain 

Conceptual/Creative Soft Skills Ia Sb I S I S I S I S I S 
Maintain the "big picture" while working on a specific property-
management, layout, and design component 

4.5 3.4 4.3 3.5 4.4 4.4 2.8 3.0 4.5 3.7 4.3 3.4 

Manifest critical thinking 4.4 3.5 4.1 3.4 4.3 3.8 3.8 2.6 4.5 4.0 4.2 3.3 
Demonstrate an understanding of the organization's interaction with the 
larger external environment 

4.4 3.5 4.0 3.7 4.8 3.8 4.6 3.0 4.1 3.8 4.3 3.4 

Develop new ideas 4.4 3.4 4.1 3.6 4.9 4.2 3.6 2.4 4.3 3.8 4.4 3.3 
Develop adaptation responses to unexpected changes 4.6 3.2 4.5 3.3 4.6 3.7 4.0 2.6 4.8 3.8 4.6 3.3 
Exhibit knowledge of related job roles - peers, subordinates, others 4.4 3.4 3.6 3.5 3.6 3.4 4.4 2.8 4.5 4.1 4.3 3.4 
Manifest development and adaptation of innovation or improvements 4.3 3.3 3.8 3.4 4.5 3.8 3.0 2.4 4.7 4.3 4.5 3.4 
Understand the agendas and perspectives of owners, staff members, 
managers, and other parties 

4.3 3.2 4.1 3.3 4.3 3.3 3.4 1.8 4.4 4.1 4.1 3.4 

Consider customer needs when making decisions 4.6 3.7 4.6 3.6 4.6 3.8 3.6 3.4 4.9 4.4 4.7 3.5 
Bring together different perspectives and approaches and combine them 
in creative ways 

4.3 3.5 4.1 3.5 4.7 3.2 3.0 3.0 4.3 3.8 4.3 3.4 

             
Leadership Soft Skills            

Steer conflicts away from personalities and toward issues 4.1 3.3 3.9 3.1 4.3 3.2 4.4 2.8 4.4 3.8 4.5 3.3 
Present ideas in a convincing manner 4.3 3.4 4.0 3.7 4.5 3.9 3.6 2.8 4.5 4.1 4.3 3.4 
Expresses disagreement in a tactful and sensitive manner 4.1 3.3 4.0 3.2 4.3 3.5 3.8 2.8 4.4 3.7 4.4 3.5 
Works to understand why others resist change instead of forcing others 
to accept change 

3.7 3.1 3.6 3.0 3.6 3.3 3.2 2.2 4.4 3.8 4.0 3.4 

Operate effectively and calmly under pressure or in crisis situations 4.7 3.3 4.5 3.7 4.7 3.8 3.6 3.0 4.9 3.9 4.7 3.5 
Build networks with people inside and outside the firm 4.3 3.5 4.1 3.8 4.6 3.9 3.8 2.8 4.4 4.3 4.3 3.3 
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Confront problems early before they become unmanageable 4.5 3.2 4.3 3.3 4.9 3.5 3.8 2.8 4.6 4.0 4.5 3.3 
Employ a team approach to solve problems when appropriate 4.0 3.6 3.8 3.4 4.6 3.8 4.2 2.6 4.7 4.6 4.5 3.5 
Listen carefully to input and concerns expressed by others 4.3 3.6 4.0 3.7 3.9 3.7 3.6 2.8 4.4 4.4 4.6 3.5 
Promote respect and appreciation for diversity and individual 
differences 

4.3 3.7 3.7 3.7 4.0 4.1 4.8 3.6 4.6 4.4 4.7 3.5 

             
Interpersonal Soft Skills            

Manage guest requests with understanding and sensitivity 4.4 3.6 3.7 3.6 4.4 4.0 4.0 3.0 4.8 4.1 4.6 3.4 
Communicate efficiently (orally and in writing) with other employees, 
clients, and customers 

4.6 3.9 4.4 3.6 4.7 4.0 4.0 3.0 4.8 4.2 4.7 3.5 

Exhibit emotional intelligence, such as emotional control and passion 4.5 3.3 3.7 3.2 4.3 3.6 3.4 2.8 4.5 4.0 4.5 3.4 
Effectively handle staff grievances and complaints 4.5 3.2 3.6 3.3 4.3 4.1 3.8 2.4 4.5 4.1 4.5 3.3 
Act courteously and respectfully 4.7 3.8 4.2 3.9 4.8 4.3 3.2 3.8 5.0 4.5 4.7 3.4 
Demonstrate awareness of others’ feelings 4.3 3.5 3.6 3.4 4.2 4.0 4.2 3.4 4.4 4.5 4.4 3.3 
Exhibit negotiating skills 4.4 3.3 3.8 3.0 4.3 3.7 3.2 2.2 4.1 3.5 4.3 3.3 
Provide effective feedback 4.7 3.6 3.8 3.3 4.6 4.2 3.4 2.8 4.5 3.9 4.6 3.4 
Demonstrate empathy in dealing with customers and staff 4.4 3.4 4.1 3.5 4.6 3.8 3.8 2.8 4.7 4.2 4.7 3.3 
Manifest intercultural sensitivity 4.2 3.6 3.6 3.7 4.4 4.2 4.0 3.2 4.7 4.4 4.5 3.4 
a Mean importance of soft skills at the current job on a 5-point scale ranging from 1=not very important to 5=critically important. 
b Mean satisfaction with the soft skills actually learned/acquired during undergraduate study in T&H on a 5-point scale ranging from 
1=very dissatisfied to 5= very satisfied. 
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4.5.2. Survey of Current Students 
A sample of current students in the six project countries is majoring mostly in 
tourism/hospitality management, followed by hotel/lodging management and destination 
management. These students have worked in different T&H segments, mostly in 
hotels/restaurants, followed by event organizations, DMOs / tourism boards, and travel 
agencies / tour operators (Table 6). Therein, they mostly worked as receptionists (i.e., front 
desk attendants) and waiters, and to a somewhat lesser extent as bar workers, event 
planners, guest relation officers, hosts, etc.  
 

Table 6: Respondent Demographics 
       

Variable 
Country 

Croatia Germany Italy Malta Portugal Spain 

n 74 60 24 49 53 58 
Gender (%)       

Female 83.8 73.0 91.7 71.0 66.0 79.3 
Male 16.2 27.0 8.3 29.0 34.0 20.7 

Current major field of study (%)       
Tourism and/or hospitality 
management 

83.8 45.0 58.3 88.0 88.7 96.6 

Hotel / lodging management 4.1 42.0 0.0 6.0 5.7 1.7 
Restaurant management 0.0 8.0 0.0 2.0 3.8 0.0 
Destination management 4.1 5.0 37.5 2.0 1.9 1.7 
Other 8.1 0.0 4.2 2.0 0.0 0.0 

Combined length of any work 
experience (in years) 

      

Highest 21 20 10 15 25.9 24.4 
Lowest 0 0.4 0 0.4 0 0 
Mean 3.3 4.0 2.3 3.8 3.2 3.9 
Mode 3 2.5 0.3 4 0 6 
Standard Deviation 3.30 3.83 2.57 2.75 4.53 3.47 

Length of work experience in T&H (in 
years) 

      

Highest 10 14 5 11 18.4 10.5 
Lowest 0 0 0 0 0 0 
Mean 2.0 3.1 1.1 2.9 2.1 2.7 
Mode 0 1, 5 0.2 4 0 0.4 
Standard Deviation 2.57 2.81 1.52 2.25 3.64 2.04 

In which T&H field(s) have you 
worked so far (%, multiple answers 
are possible) 

      

DMO / tourism board (national, 
regional or local)  

7.9 5.0 20.8 1.0 13.2 31.0 

Hotel / restaurant (including 
catering) 

64.5 86.0 50.0 47.0 79.2 82.7 
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Cruising / nautical (including 
charter) 

2.6 2.0 0.0 3.0 0.0 0.0 

Travel agency / tour operator 13.2 3.0 25.0 8.0 13.2 15.5 
Transportation (air, sea, rent a 
car, etc.) 

5.3 2.0 0.0 9.0 1.9 5.2 

Event / congress organization 5.3 47.0 29.2 12.0 18.9 19.0 
Marketing / PR 5.3 16.0 4.2 9.0 3.8 8.6 
Consulting agency 0.0 2.0 0.0 3.0 0.0 3.4 
Other 25.0 3.0 0.0 9.0 17.0 10.3 

Job assignments (%, multiple 
answers are possible) 

      

Waiter / waitress 44.7 78.0 25.0 23.0 64.1 39.7 
Kitchen worker 14.5 26.0 4.2 5.0 9.4 15.5 
Bar worker 18.4 52.0 20.8 10.0 32.1 19.0 
Host / hostess 19.7 22.0 8.3 7.0 7.5 27.6 
Social media 6.6 28.0 16.7 4.0 0.0 15.5 
Front desk / reception 34.2 64.0 37.5 19.0 49.0 81.0 
Housekeeping 18.4 45.0 0.0 2.0 9.4 6.9 
Travel agent 5.3 2.0 20.8 4.0 13.2 12.0 
Event planner 6.6 55.0 29.2 5.0 18.9 15.5 
HR 6,6 10.0 0.0 2.0 1.9 1.7 
Sales & marketing 18.4 35.0 0.0 5.0 7.5 20.7 
Guest relations 32.9 26.0 33.3 7.0 9.4 8.6 
Tour guide 3.9 5.0 4.2 1.0 3.8 12.0 
Other 13.2 10.0 8.3 7.0 11.3 8.6 

 
Concerning the perceived importance of soft skills for an entry-level management trainee 
position in T&H (Table 7), the respondents from Croatia, Italy, Portugal, and Spain rated all 
soft skills between 4 (important) and 5 (critically important). In Germany, however, 13 out of 
30 soft skills were rated between 3 (moderately important) and 4 (important). Additionally, 
in Malta, 15 out of 30 soft skills were rated between 3 (moderately important) and 4 
(important). 
 
As to the satisfaction with the soft skills they actually learned/acquired during their 
undergraduate study in T&H, the vast majority of respondents from Germany and Malta fall 
between 3 (neither satisfied nor dissatisfied) and 4 (satisfied). In Portugal, Croatia, and Italy, 
out of 30 soft skills, 28, 13, and 9 were rated between 4 (satisfied) and 5 (very satisfied), 
respectively. In Spain, however, 27 out of 30 soft skills were rated between 2 (dissatisfied) 
and 3 (neither satisfied nor dissatisfied). 
 
When comparing the importance to satisfaction, the face value of satisfaction with the soft 
skills actually learned at HEIs consistently scores lower than the perceived importance of soft 
skills for an entry-level management trainee position in T&H. Clearly, HEIs are not delivering 
what undergraduate students in T&H perceive that the T&H industry wants in terms of soft 
skills. 
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Table 7: Importance of Soft Skills for an Entry-Level Management Trainee Position in T&H vs.  
Satisfaction With the Soft Skills Actually Learned/Acquired During Undergraduate Study in T&H 

             

Variable 
Country 

Croatia Germany Italy Malta Portugal Spain 

Conceptual/Creative Soft Skills Ia Sb I S I S I S I S I S 
Maintain the "big picture" while working on a specific property-
management, layout, and design component 

4.5 3.7 4.1 3.3 4.3 4.1 3.6 3.3 4.7 4.2 4.2 2.8 

Manifest critical thinking 4.4 3.9 4.0 3.3 4.0 4.0 4.3 3.4 4.7 4.3 4.4 3.0 
Demonstrate an understanding of the organization's interaction with the 
larger external environment 

4.4 3.7 3.8 3.1 4.6 3.9 3.8 3.4 4.7 3.9 4.4 2.9 

Develop new ideas 4.7 3.6 4.1 3.2 4.6 3.5 4.3 3.3 4.8 4.1 4.6 2.8 
Develop adaptation responses to unexpected changes 4.7 3.7 4.3 3.5 4.7 3.6 4.3 3.3 4.9 4.1 4.8 3.0 
Exhibit knowledge of related job roles - peers, subordinates, others 4.4 4.1 3.4 3.3 4.1 3.7 3.8 3.4 4.4 4.1 4.3 2.8 
Manifest development and adaptation of innovation or improvements 4.6 3.8 3.9 2.9 4.7 4.3 4.0 3.4 4.8 4.2 4.6 2.8 
Understand the agendas and perspectives of owners, staff members, 
managers, and other parties 

4.4 3.9 4.0 3.5 4.5 3.9 3.9 3.4 4.6 4.0 4.5 3.0 

Consider customer needs when making decisions 4.7 4.3 4.4 3.9 4.9 3.5 4.3 3.9 4.9 4.3 4.6 2.9 
Bring together different perspectives and approaches and combine them 
in creative ways 

4.4 3.9 3.9 3.1 4.4 4.1 4.1 3.7 4.5 4.2 4.5 2.8 

             
Leadership Soft Skills            

Steer conflicts away from personalities and toward issues 4.4 3.9 3.7 3.0 4.5 3.5 3.9 3.5 4.5 4.3 4.5 2.8 
Present ideas in a convincing manner 4.4 3.9 3.8 3.1 4.4 3.7 4.0 3.7 4.5 4.3 4.5 2.8 
Expresses disagreement in a tactful and sensitive manner 4.1 3.9 3.9 3.0 4.5 3.9 3.9 3.3 4.6 4.2 4.5 2.8 
Works to understand why others resist change instead of forcing others 
to accept change 

4.0 3.7 3.6 3.2 4.1 3.8 3.8 3.3 4.6 4.1 4.3 2.7 

Operate effectively and calmly under pressure or in crisis situations 4.8 3.9 4.6 3.7 4.7 3.8 4.3 3.3 4.7 4.2 4.7 2.8 
Build networks with people inside and outside the firm 4.5 3.7 3.8 3.4 4.6 4.2 4.0 3.8 4.6 4.2 4.3 2.9 
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Confront problems early before they become unmanageable 4.7 3.9 4.2 3.1 4.5 3.7 4.2 3.7 4.7 4.1 4.6 2.8 
Employ a team approach to solve problems when appropriate 4.4 3.8 3.7 3.1 4.4 3.9 3.8 3.5 4.7 4.5 4.5 2.7 
Listen carefully to input and concerns expressed by others 4.5 4.1 4.1 3.5 4.1 3.8 4.0 3.7 4.7 4.3 4.6 2.6 
Promote respect and appreciation for diversity and individual 
differences 

4.6 4.3 4.0 3.4 4.4 4.3 3.8 3.7 4.7 4.4 4.7 2.7 

             
Interpersonal Soft Skills            

Manage guest requests with understanding and sensitivity 4.6 4.3 4.4 4.0 4.7 3.7 4.1 3.7 4.7 4.3 4.7 2.8 
Communicate efficiently (orally and in writing) with other employees, 
clients, and customers 

4.7 4.2 4.4 4.0 4.7 3.8 4.5 4.0 4.7 4.4 4.6 2.7 

Exhibit emotional intelligence, such as emotional control and passion 4.6 4.0 3.9 3.9 4.2 3.4 3.7 3.6 4.6 4.1 4.6 2.9 
Effectively handle staff grievances and complaints 4.5 4.0 4.0 3.3 4.3 3.6 4.0 3.4 4.8 4.2 4.7 2.9 
Act courteously and respectfully 4.7 4.2 4.3 3.8 4.8 4.2 4.1 3.6 4.8 4.5 4.7 2.7 
Demonstrate awareness of others’ feelings 4.3 4.1 3.7 3.4 4.2 3.8 3.6 3.3 4.6 4.2 4.6 2.8 
Exhibit negotiating skills 4.5 3.9 3.6 3.2 4.4 3.7 3.5 3.3 4.6 3.9 4.3 2.8 
Provide effective feedback 4.6 4.1 4.0 3.3 4.6 4.0 3.7 3.8 4.6 4.4 4.5 2.7 
Demonstrate empathy in dealing with customers and staff 4.6 4.2 4.2 3.9 4.5 3.7 3.9 3.4 4.8 4.4 4.7 2.8 
Manifest intercultural sensitivity 4.4 4.2 4.0 3.6 4.5 4.1 3.7 3.6 4.5 4.4 4.7 2.8 
a Mean importance of soft skills at the current job on a 5-point scale ranging from 1=not very important to 5=critically important. 
b Mean satisfaction with the soft skills actually learned/acquired during undergraduate study in T&H on a 5-point scale ranging from 
1=very dissatisfied to 5= very satisfied. 
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5. Conclusions and Recommendations 
The goal of this report was to help T&H faculty, administrators, consultants, and industry 
practitioners in six EU countries (i.e., Croatia, Germany, Italy, Malta, Portugal, and Spain) 
capture and understand the state of the art regarding existing soft skills learning processes 
for the Tourism Bachelor and the needs of the industry in the countries involved. To 
accomplish this goal, FEBT reviewed national policies in 6EU in relation to soft skills in the 
workplace, content analyzed the curricula of T&H HEIs in 6EU, conducted face-to-face 
interviews and a focus group with T&H practitioners and HEI instructors, and surveyed current 
and former T&H students.  
 
Methodologically, two issues arose during data collection. The first issue concerns both the 
face-to-face interviewees and focus group participants who were tasked, at first, with rank 
ordering soft skills, and subsequently, with rank ordering the most relevant methods of 
learning soft skills. Namely, a few days prior to the face-to-face interview, each interviewee 
was emailed a one-page questionnaire comprising 30 soft skills organized under three soft 
skills dimensions, i.e. 10 conceptual/creative, 10 leadership, and 10 interpersonal skills. Each 
interviewee had to rank order the 10 skills in each of the three dimensions and hand it in at 
the beginning of their scheduled interview. Next, during the interview, each interviewee had 
to generate up to 10 most relevant methods of learning soft skills and then rank them in order 
of their perceived effectiveness.  
 
Much like the face-to-face interviewees, the focus group participants also had to rank order 
soft skills and the most relevant methods of learning them. For both the face-to-face 
interviewees and focus group participants, the rank ordering tasks proved very challenging, 
as revealed during the ensuing discussion with the participants from both groups. Specifically, 
some participants believed that many soft skills are almost equally important, and therefore 
that it would be hard, and thus impractical, to rank order them from one to ten. Meanwhile, 
others argued that a particular soft skill would have different importance at disparate front-
line positions or T&H industries/segments. Similarly, in terms of having to rank order the most 
relevant methods of learning soft skills, all participants shared a unified view that the whole 
is greater than the sum of its parts. That is, no single method is the cure-all for learning a 
battery of soft skills. Instead, a range of methods should be employed to capture and learn 
such relatively broad spectrum of soft skills.  
 
In future research, the first issue could be overcome in at least two ways. First, instead of rank 
ordering each soft skill and learning method, participants could rate them on a Likert-type 
scale in terms of each item’s importance or relevance. Second, the researcher could instruct 
their interviewees and focus group participants to imagine any post-graduation entry-level 
position and rank-order the skills in terms of their perceived importance for that job.   
 
The second issue concerns the small sample size of both former and current students in some 
of the 6EU countries involved in this research. Despite the best intentions of everyone 
involved in the survey dissemination, the reality is that the recruitment of survey participants 
takes time. Unfortunately, the time window for recruiting and surveying both former and 
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current students was very short and constrained by the deadlines imposed by the project 
deliverables.     
 
Overall, all three stakeholders, that is, T&H industry practitioners, HEI instructors, and current 
and former students, share a common view that soft skills are essential for success in a 
contemporary T&H workplace. Despite the growing prevalence of soft-skill-intensive jobs in 
T&H, 6EU’s T&H managers, academics, employees, and soon-to-be graduates regard the soft 
skills as underdeveloped in higher education. Stated differently, the results from this research 
clearly suggest that HEIs need to step up and put soft skills at the forefront of their curriculum, 
and university-business collaborative, work-based approaches should be employed as the 
context for learning soft skills. 
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Appendix 1: Importance ranking of conceptual/creative, leadership, and interpersonal soft skills 

Importance ranking of conceptual/creative skills 
(completed in preparation for the face-to-face interview) 

 

Please imagine that you are part of an interview panel/team involved in recruiting a university graduate to fill an entry-level management 
trainee position at a tourism and hospitality (T&H) firm.  
Please rank each of the following 10 conceptual/creative skills in order of their importance, with 1 being the most important skill to 10 being 
the least important skill in a new recruit.  
NOTE: You cannot choose the same ranking for multiple skills (for example, you cannot choose two skills to be ranked 1). 

Soft skill 
Croatia Italy Malta Portugal Spain 

I1* I2 I3 I4 I5 I6 I7 I8 I9 I10 I11 I12 I13 I14 I15 16 I17 I18 I19 I20 I21 I22 I23 I24 

Maintains the "big 
picture" while 
working for a 
specific firm / 
organization 

9 9 10 3 7 2 - - - 9 3 2 4 5 2 3 1 2 1 2 9 9 10 3 

Manifests critical 
thinking 

4 4 5 10 9 4 - - - 3 1 8 8 9 2 4 1 2 2 1 4 4 5 10 

Demonstrates an 
understanding of 
the organization's 
interaction with the 
larger external 
environment  

10 10 7 4 1 7 - - 2 1 7 1 10 6 2 3 4 1 1 1 10 10 7 4 

Develops new ideas 7 8 3 9 10 5 - - 3 2 2 9 9 3 2 3 1 1 1 1 7 8 3 9 
Develops 
adaptation 
responses to 

6 3 2 5 6 3 - - 7 10 4 7 6 7 1 1 1 1 1 2 6 3 2 5 
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unexpected 
changes  
Exhibits knowledge 
of related job roles 
of peers, 
subordinates, 
others  

1 5 9 7 5 10 - - 1 4 8 3 3 10 1 2 1 2 1 2 1 5 9 7 

Manifests 
development and 
adaptation of 
innovation or 
improvements  

5 2 8 6 4 8 - - - 5 9 6 5 8 2 1 2 1 1 2 5 2 8 6 

Understands the 
agendas and 
perspectives of 
owners, staff 
members, 
managers, and 
other parties 

3 7 6 2 2 9 - - 6 6 10 5 2 2 1 - 1 1 1 1 3 7 6 2 

Considers customer 
needs when making 
decisions  

2 1 4 1 3 1 - - 5 7 6 4 1 1 1 1 2 1 1 1 2 1 4 1 

Brings together 
different 
perspectives and 
approaches and 
combines them in 
creative ways  

8 6 1 8 8 6 - - 4 8 5 10 7 4 1 2 1 2 1 1 8 6 1 8 

* I1 = interviewee no. 1, I2 = interviewee no. 2, etc. 
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Importance ranking of leadership skills  
(completed in preparation for the face-to-face interview) 

 

Please imagine that you are part of an interview panel/team involved in recruiting a university graduate to fill an entry-level management 
trainee position at a tourism and hospitality (T&H) firm.  
Please rank each of the following 10 leadership skills in order of their importance, with 1 being the most important skill to 10 being the least 
important skill in a new recruit.  
NOTE: You cannot choose the same ranking for multiple skills (for example, you cannot choose two skills to be ranked 1). 

Soft skill 
Croatia Italy Malta Portugal Spain 

I1 I2 I3 I4 I5 I6 I7 I8 I9 I10 I11 I12 I13 I14 I15 16 I17 I18 I19 I20 I21 I22 I23 I24 

Steers conflicts 
away from 
personalities and 
toward issues 

8 9 7 2 5 10 - - - 6 7 3 4 4 2 1 1 1 1 1 8 9 7 2 

Presents ideas in a 
convincing manner 

7 8 5 10 9 5 - - - 5 1 8 5 6 2 3 1 3 1 1 7 8 5 10 

Expresses 
disagreement in a 
tactful and sensitive 
manner  

6 10 6 9 8 9 - - 3 10 2 9 3 5 1 1 1 1 1 1 6 10 6 9 

Works to 
understand why 
others resist change 
instead of forcing 
others to accept 
change  

4 7 8 8 6 2 - - 4 9 8 4 9 10 2 2 2 1 1 1 4 7 8 8 

Operates effectively 
and calmly under 

1 3 1 7 3 6 - - 5 4 3 10 8 2 1 1 1 1 1 1 1 3 1 7 



 
 

58 
 

Project No. 588476-EPP-1-2017-1-PT-EPPKA2-KA 

            

This project has been funded with support from the European Commission. This report reflects the views only of the INCOME Tourism partnership, and the Commission cannot be held responsible for any use which 
may be made of the information contained therein. 

 
 
 

pressure or in crisis 
situations  
Builds networks 
with people inside 
and outside the 
firm  

2 6 3 6 10 3 - - 2 3 4 7 10 9 2 1 1 1 1 2 2 6 3 6 

Confronts problems 
early before they 
become 
unmanageable 

3 4 2 1 4 4 - - - 8 5 5 6 7 1 1 1 1 1 1 3 4 2 1 

Employs a team 
approach to solve 
problems when 
appropriate 

9 5 10 3 2 7 - - 1 1 9 6 7 8 2 1 1 1 1 1 9 5 10 3 

Listens carefully to 
input and concerns 
expressed by others 

5 1 4 4 1 1 - - - 2 6 1 2 1 2 1 1 1 1 1 5 1 4 4 

Promotes respect 
and appreciation 
for diversity and 
individual 
differences 

10 2 9 5 7 8 - - - 7 10 2 1 3 2 2 1 2 1 1 10 2 9 5 

* I1 = interviewee no. 1, I2 = interviewee no. 2, etc. 
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Importance ranking of interpersonal skills  
(completed in preparation for the face-to-face interview) 

 

Please imagine that you are part of an interview panel/team involved in recruiting a university graduate to fill an entry-level management 
trainee position at a tourism and hospitality (T&H) firm.  
Please rank each of the following 10 interpersonal skills in order of their importance, with 1 being the most important skill to 10 being the 
least important skill in a new recruit.  
NOTE: You cannot choose the same ranking for multiple skills (for example, you cannot choose two skills to be ranked 1). 

Soft skill 
Croatia Italy Malta Portugal Spain 

I1 I2 I3 I4 I5 I6 I7 I8 I9 I10 I11 I12 I13 I14 I15 16 I17 I18 I19 I20 I21 I22 I23 I24 

Manages guest 
requests with 
understanding and 
sensitivity 

7 4 2 2 1 6 - - - 2 4 1 5 1 1 1 2 1 1 1 7 4 2 2 

Communicates 
efficiently (orally 
and in writing) with 
other employees, 
clients, and 
customers 

1 5 1 1 2 8 - - 1 1 1 2 1 8 1 1 1 1 1 1 1 5 1 1 

Exhibits emotional 
intelligence, such as 
emotional control 
and passion  

2 1 3 5 5 10 - - 4 3 9 7 7 7 2 1 2 1 1 1 2 1 3 5 

Effectively handles 
staff grievances and 
complaints 

6 7 6 8 4 2 - - 5 4 5 8 9 2 2 2 2 1 1 1 6 7 6 8 
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Acts courteously and 
respectfully 

3 8 4 6 3 3 - - 2 5 6 3 2 3 2 1 1 1 1 1 3 8 4 6 

Demonstrates 
awareness of others’ 
feelings  

9 2 5 7 6 4 - - 8 6 8 4 8 6 2 - 1 1 1 2 9 2 5 7 

Exhibits negotiating 
skills  

8 10 10 3 10 7 - - 6 7 2 5 10 5 2 2 1 3 1 2 8 10 10 3 

Provides effective 
feedback  

4 9 9 4 9 9 - - 7 10 7 9 4 4 2 2 1 1 1 2 4 9 9 4 

Demonstrates 
empathy in dealing 
with customers and 
staff  

5 3 8 9 7 1 - - 3 8 3 6 3 9 2 1 1 1 1 1 5 3 8 9 

Manifests 
intercultural 
sensitivity  

10 6 7 10 6 5 - - - 9 10 10 6 10 2 1 3 2 1 1 10 6 7 10 

* I1 = interviewee no. 1, I2 = interviewee no. 2, etc.  
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Appendix 2: Summary of Literature Review 
 

Literature Review Summary: Essential Soft Competencies in T&H Management Studies 
(other, i.e. hard competencies, were explored in some of these studies, and are therefore here included) 

    

Author Sample & Purpose Soft Skills Studied Findings 

Tas (1988) 229 managers of hotels listed as 
having 400 or more rooms 
stratified by U.S. region in the 
AH&MA's 1982 Hotel and Motel 
Red Book. 
To identify the most important 
competencies for hotel general-
manager trainees, and to 
determine whether the list of 
competencies differed as a result 
of the personal or job-related 
background of the managers 
surveyed, their geographical 
region, or the size of the 
property. 

36 skills classified into three 
domains, i.e. human relations, 
management, and other skills. 
Human relations skills comprised 
managing guest problems, 
professional and ethical 
standards, professional 
appearance and poise, effective 
communication, positive 
customer relations, and positive 
work relationships. 

All 6 human relations skills were 
deemed essential for hotel-
manager trainees, while others 
were found less important. 

Baum (1990) The general managers of all 223 
hotels with 150 or more rooms in 
the UK. 
To identify the most important 
competencies for hotel general-
manager trainees according to 
the views of hotel managers. 

The same 36 competencies used 
by Tas (1988). 

General managers identified 'soft' 
or human relations competencies 
as the most essential. "Manages 
guest problems with 
understanding and sensitivity” 
ranked the most important 
competency. 
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O'Halloran (1992) State tourism directors (STDs) 
and convention and visitors 
bureau (CVB) directors 
throughout the country using the 
Travel Industry of America listing 
of state tourism offices and the 
International CVB Association 
membership directory as 
sampling frames. CVB directors 
were selected based on cities 
with a population of greater than 
250,000.  
To examine the backgrounds of 
state tourism directors and 
convention and visitor bureau 
directors, both practically and 
academically, to assess their 
perceptions concerning 
management resources, skills, 
abilities, and interactions with 
various tourism publics. 

13 management skills. Leadership skills, employee 
relations skills, and 
communication skills are rated 
important by both STDs and 
CVBs.  

Enz et al. (1993) 290 industry professionals, 
Cornell University Master of 
Professional Studies (MPS) 
Alumni, incoming MPS 
candidates, and Cornell's 
graduate faculty. 
As part of the redesign of Cornell 
University’s professional master’s 

54 skill categories. The industry-alumni group valued 
interpersonal skills and 
competency variables that reflect 
a get-things-done or team 
philosophy necessary to succeed 
in a corporate environment. The 
faculty group identified skills and 
competencies that were 
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degree program, people with an 
Interest in graduate business 
education were surveyed about 
the skills they consider important 
for career success. 

analytical and process-oriented, 
such as conceptual thinking and 
literature knowledge. The 
incoming MPS students 
considered technical 
competencies (such as financial-
analysis techniques) as the most 
valuable skills to acquire while in 
graduate school. The three skills 
that all groups clearly considered 
among the most important were 
leadership, the ability to identify 
a problem, and organizing and 
writing skills.  

Brownell (1994) General managers of the 20 
largest lodging companies in the 
AH&MA database.  
To identify the communication 
skills and job-related activities 
that most significantly 
contributed to an individual’s 
advancement. 

16 items classified into two 
categories, i.e. communication 
skills and relevant career-related 
activities. Communication skills 
included presentational speaking, 
effective listening and group 
leadership, written 
communication, oral 
communication, and providing 
effective feedback. 

Listening competence is the most 
important communication skill for 
career advancement, followed by 
group leadership skills. At middle 
management, communication 
skills such as delegating are more 
important, but at the general 
manager levels listening and 
gathering information is more 
important. 

Okeiyi et al. (1994) HR directors and industry 
practitioners of 40 foodservice 
operations in 11 cities across the 
U.S., and educators and students 
at 200 four-year degree programs 

35 competencies classified into 
human relations, managerial, and 
technical domains. Human 
relations items ranged from 

Human relations, leadership skills 
& supervision, oral & written 
communication, customer 
relations, professional 
conduct/ethics, time & energy 
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in hospitality management. 
To determine the perceived 
importance of food and beverage 
competencies expected of 
hospitality management 
graduates and compare the 
perceptions of practitioners, 
educators, and students. 

leadership skills to conflict 
management principles. 

management, conflict 
management were rated most 
important by all groups. 

Ashley et al. (1995) 25 leading executives in the 
hospitality and tourism industry 
in and around Orlando, Florida, 
USA. 
To reconsider thoroughly - from 
the industry's point of view - the 
proper curriculum balance 
between hospitality specific 
knowledge and general 
managerial competencies (e.g., 
communication, financial 
knowledge, and interpersonal 
relations). 

A brainstorming sessions to help 
identify the characteristics, skills, 
knowledge areas, and 
competencies that would be 
critical for the baccalaureate-level 
employees they expected to be 
hiring in the year 2000 and 
beyond. 

10 categories of general 
management knowledge 
emerged: people skills, creative-
thinking ability, financial skills, 
communication skills (for both 
written and oral presentations, 
developing a service orientation, 
total quality management, 
problem-identification and 
problem-solving skills, listening 
skills, customer feedback skills, 
and individual and system-wide 
computer skills. 

Hsu & Gregory (1995) Hotel managers of all 38 hotels 
listed in the 1991-1992 Guide to 
Tourist Hotels in Taiwan Republic 
of China.  
To investigate and identify 
competencies needed for entry-
level hotel managers from the 

30 competency statements in 
three categories: general 
management statements, food 
service and restaurant related 
statements, and lodging 
statements.  

Nine of the top 11 competencies 
found most important for entry 
level hospitality managers by the 
majority of the respondents were 
human-relations skills. 
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industry professional’ s point of 
view in Taiwan.  

Breiter & Dements 
(1996) 

450 hotel managers and 450 
restaurant managers in 9 U.S. 
states. 
To identify the specific 
management skills that hotel and 
restaurant managers in the 
United States perceive as 
important for success in the 
hospitality industry. 

20 management skills. The three-factor structure 
revealed in this study included a 
human relations factor, planning 
factor, and a technical factor. The 
human relations factor includes 
the most important managerial 
skills.  

Tas et al. (1996) General managers of 277 AH&MA 
member hotels with more than 
300 rooms stratified by U.S. 
region.  
To rank the most important 
property management 
competencies for entry-level 
managers in a full-service hotel. 

18 competencies, classified by 
the authors into one of the five 
competency domains in 
Sandwith’s (1993) model 
(conceptual-creative, leadership, 
interpersonal, administrative, and 
technical domains). 

The highest rated competencies 
were in the interpersonal, 
leadership, and conceptual-
creative domains. Administrative 
skills were rated in the middle, 
and technical competencies were 
rated as least important. 

Shay & Tracey (1997) 110 managers who were 
employed in large multinational 
hotel companies and had been 
assigned to an overseas position 
during the past two years. 
To determine if the reasons for 
failure and the desirable 
attributes for expatriates in the 
hotel industry are similar to the 
reasons for failure and the 

12 desirable attributes. Desirable attributes in hospitality 
were people skills and the 
characteristics of adaptability, 
flexibility, and tolerance. Five of 
the top six attributes are 
associated with interpersonal and 
social skills rather than technical 
skills. These results are markedly 
different from those in non-
hospitality industries, thus 
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desirable attributes in other 
industries. 

supporting the notion that there 
are industry-specific reasons for 
failure and requirements for 
success. 

Su et al. (1997) 145 industry professional 
members of CHRIE.  
To determine the importance of 
ACPHA accreditation standards 
for the curriculum in the areas of 
the Hospitality Administration 
and Work Experience sections of 
the CHRIE Handbook of 
Accreditation. 

13 subject areas and general 
management knowledge/skills, 
including people skills, leadership, 
service orientation, oral 
communication, and financial 
skills. 

Interpersonal communication, 
management information 
systems, financial management, 
ethical considerations, and 
management of personnel were 
ranked as the most important 
skills by hospitality professionals. 
Specialization, legal and 
economic environment, 
quantitative methods, 
sociopolitical influences, and 
historical overview were rated as 
the least important knowledge 
areas. 

Siu (1998) 568 senior managers 
(department heads) of eight 
functional departments 
commonly found in a hotel (F&B, 
front office, housekeeping, HR, 
engineering, sales & marketing, 
PR, and accounting).  
To identify the managerial 
competencies essential for 
middle managers in the Hong 
Kong hotel industry. 

11 managerial competency 
clusters derived by the 
Management Development 
Center (MDC) of Hong Kong: 
leadership, communication, team 
building, team membership, 
results orientation, personal 
drive, planning, efficiency, 
commercial concern, decision 
making, and customer concern. 

The top three soft competencies 
are communication, concern for 
customers, and leadership 
competency. 
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Cho & Connolly 
(1999) 

Personal interviews of IT faculty 
members at 12 top-ranked U.S.-
based hospitality programs. 
To determine hospitality program 
offerings and requirements in IT 
instruction. 

Two areas of core IT 
competencies - proficiency in use 
of applications and behavioral 
and analytical abilities - divided 
into 14 specific skills. 

Emphasis on IT in hospitality 
education is growing and moving 
from basic skills to enabling 
students to develop core 
competencies in problem solving, 
analytical abilities, IT application, 
literacy in office automation, and 
lifelong learning. Using IT skills to 
transform information into 
knowledge will provide added 
value and drive performance of 
guest service, productivity, and 
employee satisfaction. 

Feng & Pearson 
(1999) 

319 expatriate managers who 
were working in 26 hotels across 
China. 
To identify specific skills/areas of 
knowledge that are important to 
the success of expatriate hotel 
managers in China. 

7 items of skills and knowledge: 
Adjustment and adaptation skills, 
inter-personal relations skills, 
cultural stress management, 
Chinese culture, survival 
language, Chinese political 
systems, and home country 
culture.  

Adjustment and adaptation skills, 
inter-personal relations skills, 
cultural stress management, 
knowledge of Chinese culture, 
and survival language are the 
most important skills for 
expatriates to master for success 
in China. 

Chung (2000) 800 graduates of hotel 
management programs working 
for deluxe and super-deluxe 
hotels in Seoul and three other 
regions of Korea. 
To reform the hotel management 
curriculum at Korean universities. 

35 specific competencies within 
six competency domains: 
management analysis techniques, 
adaptation of environment and 
procurement of knowledge, 
management of employee and 
job, problem identification and 
communication, operation 

The domain competencies of 
management of employee and 
job and management analysis 
techniques were most important 
for career success. The most 
important competencies among 
these were directing and 
supervising the work of others, 
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techniques and knowledge, and 
innovation. 

enhancing socialization and 
interpersonal relationships with 
employees, selecting and 
assigning personnel, taking a 
chance on job enlargement, 
taking a job wanting to perform, 
and maintaining professional 
appearance and poise. The least 
important domain for career 
success was that of operation 
techniques and knowledge. 

Kay & Russette 
(2000) 

Managers and directors of 20 
members of the Palm Beach 
County Hotel and Motel 
Association with 100 or more 
rooms and employees.  
Identification of essential 
competencies for three functional 
areas (food and beverage, front 
desk, and sales) and two 
management levels (entry and 
middle). 

86 essential competencies using 
Sandwith’s (1993) five 
competency domains plus 
function-specific technical 
competencies for each functional 
area. 

18 competencies were critical to 
all functional areas and 
management levels: 12 
leadership, 4 interpersonal, 1 
technical, 1 conceptual/creative, 
and 0 administrative. Unlike 
other studies, working knowledge 
and adapting creatively to change 
were essential competencies for 
all managers. No function-specific 
competencies were identified for 
entry-level managers. 

Kriegl (2000) 100 hospitality managers (Cornell 
University alumni)  who were 
working outside the U.S. in hotel, 
consulting, restaurant, travel and 
tourism, and other fields. 
To investigate what are the most 

13 management skills. Cultural sensitivity, interpersonal 
skills, managerial flexibility, and 
adaptive leadership were the top 
four international-managerial 
skills reported. 
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important skills international 
hospitality managers should 
have, which training activities are 
most effective in developing 
those international hospitality-
management skills, and what are 
managers’ experiences in 
international hospitality-
management skill training.  

Reynolds (2000) 20 executives at the vice 
presidential level who had 
responsibility for the human HR 
function in the quick service, 
family/midscale, and casual 
theme/moderate upscale chain-
restaurant industry segments. 
To examine foodservice 
managers’ behaviorally based 
success characteristics. 

An open ended question soliciting 
up to five attributes that the 
informant’s organization looks for 
in a unit manager.  

Unit-level managers in the chain-
restaurant industry must possess 
a manifold set of characteristics 
similar to their brethren in non-
hospitality fields. However, chain-
restaurant managers may be 
differentiated in terms of an 
overarching focus on people - 
both customers and employees - 
and ethics. 

Wilson et al. (2000) 136 Compass Group catering 
managers in Northern Ireland. 
To determine the competencies 
essential for contract catering 
managers. 

5 competency domains: 
marketing, financial, HR, 
operative and production, and 
general managerial activities. 

15 competencies were 
determined to be essential from 
within all five competency areas. 
Among these were 4 marketing 
competencies (good staff/client 
relationships, good 
staff/customer relationships, 
sensitivity to customer needs, 
and demonstrating a high level of 
professionalism) and 4 general 
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management competencies 
(handling problems, oral 
communication, leadership, and 
organizing staff). The remainder 
were 2 operative and production, 
3 financial, and 2 HR 
competencies.  

Christou & Eaton 
(2000) 

The general managers of 178 
hotels (all 5-star hotels and 4-star 
hotels with 200 rooms or more) 
in Greece. 
To identify the most important 
competencies for hotel general-
manager trainees according to 
the views of hotel managers. 

The same 36 competencies used 
by Tas (1988) and Baum (1990). 

General managers identified soft 
skills' as most essential. 
"Manages guest problems with 
understanding and sensitivity” 
ranked the most important 
competency. 

Nelson & Dopson 
(2001) 

302 hotel executives from the 
American membership of 
AH&MA, 94 subjects from a 
proprietary list of 500 HR 
specialists developed by a 
national research firm, and 250 
alumni of the sponsoring school. 
To determine what skills and 
abilities are important to 
hospitality graduates as hotel 
management trainees in 
Southern California. 

 55 skills and abilities 
representing seven areas of 
management expertise: 
computer, financial, marketing, 
general management, human 
resources, service, and personal 
attributes. 

Leadership was the most 
important ability for all three 
groups of respondents. For other 
abilities/competencies, broad 
variances exist among the three 
groups of respondents. 
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Christou (2002) The general managers of 192 
hotels (all 5-star hotels and 4-star 
hotels with 200 rooms or more) 
in Greece and the graduates of 
hotel schools. The population of 
221 graduates of the Department 
of Tourism Business of the 
Technological Educational 
Institute of Thessaloniki who 
completed their studies during 
the last three years. 
To identify the most important 
competencies for hotel general-
manager trainees according to 
the views of hotel managers. 

The same 36 competencies used 
by Tas (1988), Baum (1990), and 
Christou & Eaton (2000). 

Both the general managers and 
graduates identified as most 
essential competencies those 
that are associated with soft skills 
(or interpersonal, human 
relations associated 
competencies).  
The single most important skill in 
the international hospitality 
industry is the ability to manage 
guest problems with 
understanding and sensitivity.  

Lin (2002) 200 general and assistant general 
managers at 56 international 
hotels in Taiwan. 
Examined the relationship 
between important competencies 
for career success in the hotel 
industry and coursework. 

22 competencies using six 
competency domains similar to 
Chung’s (2000) study. 

Communication skills and 
adaptation to environmental 
changes are the most important 
competency dimensions for 
career success. Operational 
knowledge and analytical 
techniques, problem 
identification and management of 
employees, and management of 
jobs competencies were 
considered important but not 
statistically significant to career 
success. 
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Agut et al. (2003) 70 hotel and 60 restaurant 
managers from both hospitality 
industry models ('sun and sand' 
and conference) from the Spanish 
Mediterranean Coast. 
To identify the areas in which 
managers recognize that they 
require training in order to 
develop the competencies 
considered. 

37 competencies classified into 
technical managerial 
competencies and generic 
managerial competencies (i.e. job 
performance efficacy, self-control 
and social relationships, and 
Proactive behavior). 

Spanish hotel and restaurant 
managers need to improve 
mainly their knowledge and skills 
components in competences 
involving computing, languages, 
health and risk prevention, 
marketing, work organization, 
human resources management, 
and customer profiles and 
behaviors.  

Chung-Herrera et al. 
(2003) 

735 senior-level industry 
executives at hotel companies. 
To devise a future-oriented 
leadership-competency model for 
senior-level managers in the 
lodging industry. 

8 overarching factors: 
communication, critical thinking, 
implementation, industry 
knowledge, interpersonal skills, 
leadership, self-management, 
and strategic positioning. 28 
dimensions and 99 specific 
behavioral competencies within 
the overarching factors. 

The highest rated overarching 
factor was competency in self-
management, which 
encompassed actions related to 
personal characteristics, including 
ethics and integrity, time 
management, flexibility and 
adaptability, and self-
development. Industry 
knowledge, leadership, and 
interpersonal skills were 
important but ranked lower than 
others, with developing others, 
embracing diversity and change, 
and leadership versatility as some 
of the least essential skills. The 
importance for leaders of 
industry-specific expertise is 
decreasing over time. 
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Horng & Wang 
(2003) 

285 F&B managers of 56 
international hotels in Taiwan. 
To develop professional 
competencies essential to F&B 
managers of the international 
tourist hotel. 

An unknown number of 
competencies classified as duty, 
task and professional 
competencies of F&B managers 
of international tourist hotel. 

91 competencies of F&B 
managers of international tourist 
hotels were required: 22 items 
for knowledge, 27 items for 
attitude, and 42 items for 
practices 

Kay & Moncarz 
(2004) 

525 members AH&LA members 
employed in lodging and 360 
alumni of Florida International 
University’s School of HTM. 
To determine whether KSAs for 
career success differ from 
knowledge learned and whether 
they vary depending on 
management level. 

4 domains consisting of HR 
management, IT, financial 
management, and marketing, 
divided into 82 KSA statements. 

HR knowledge is less important 
than financial management 
knowledge to monetary success. 
KSAs in HR and IT may be 
required for all managers but are 
more important for lower level 
managers. The need for industry-
technical knowledge is 
decreasing. 

Gursoy & Swanger 
(2004), Part I 

2,339 industry professionals from 
a database maintained by a 
hospitality school. 
To examine the perceptions of 
hospitality professionals of the 
subjects that are important for 
undergraduates to succeed in the 
industry. 

40 course subject areas and 128 
course content items. 

Ethics and leadership were 
ranked as the two most 
important subject areas; neither 
was part of the study university’s 
hospitality program. Least 
important were principles of 
marketing, HR management, 
hospitality marketing strategy, 
and sales/sales management. 

Gursoy & Swanger 
(2005), Part II 

2,339 industry professionals from 
a database maintained by a 
hospitality school. 
To develop course content items 
for each course included in the 

40 course subject areas and 128 
course content items. 

The 10 course content items most 
important for success were oral 
communication and leadership 
skills, clear understanding of 
profit-and-loss statements, good 
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curriculum model developed in 
Gursoy & Swanger (2004) for 
HTM programs in business 
schools. 

work habits, customer service 
skills, development of personal 
and professional ethics, written 
communication, team building, 
conflict/dispute resolution skills, 
and setting goals/objectives. 
Developing the managerial and 
personal skills of students is the 
most important task of hospitality 
management programs. The 10 
course content items are best 
taught across the curriculum. 
Industry professionals do not 
expect programs to teach specific 
operation applications but to 
develop well-rounded managers 
with leadership skills, 
communication skills, and good 
ethics. 

Kantrowitz (2005) Undergraduate students 
participating in the Georgia Tech 
Co-op program (a program where 
students work in full-time, paid, 
and supervised work experiences 
in business, industry, education, 
and government on an 
alternating semester basis). 
Supervisors of these students. 
Doctoral dissertation with the 

107 soft skills classified into 7 
domains: 
Communication/persuasion skills, 
performance management skills, 
self-management skills, 
interpersonal skills, 
leadership/organization skills, 
political/cultural skills, and 
counterproductive work skills. 

Developed measures to assess 
soft skills performance from self 
and supervisor perspectives. 
The taxonomy of soft skills 
performance is composed of 
seven clusters, but the measure 
of soft skills performance is 
unidimensional. Personality and 
motivational variables 
significantly predicted soft skills 
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goal of developing and validating 
the construct of a measure of soft 
skills performance. 

performance through their 
influence on proximal 
motivational processes. 

Lowry & Flohr (2005) 180 graduates who completed a 
tourism capstone course over the 
previous 5 years. 
To evaluate the effectiveness of 
using a competency-based 
framework for mastering specific 
knowledge and skills. 

6 categories of competencies: 
communication, leadership, team 
work, technology, problem 
solving, and decision making. 

Discipline-specific knowledge and 
general management skills must 
be included in the curriculum. 
When learners are provided with 
a means to know what they need 
to master and assurance that 
future employees require these 
competencies, they spend most 
of their time striving to achieve 
competence. 

Tesone & Ricci (2005, 
2006) 

Central Florida HLA members. 
To determine practitioner 
perceptions of desired 
competencies of entry-level 
workers who are graduates of 
business and hospitality 
education programs. 

41 items in three categories: 
knowledge, skills/abilities, and 
attitudes. 

The most important attributes 
were the ability to work as part of 
a team, effective listening, verbal 
and written communication skills, 
the ability to project a 
professional image, and 
knowledge of grooming and 
professional image standards. 
Interpersonal interactive abilities 
were preferred over productivity 
and concrete work skills. 

Horng & Lu (2006) 927  F&B/hospitality 
management senior students of 
10 colleges and universities in 
Taiwan. 
Needs Assessment of Professional 

116 competencies.  5 cognitive factors in the F&B 
management professional 
competencies were identified: 
planning and management, F&B 
design, product and service, 
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Competencies of F&B/Hospitality 
Management Students at College 
and University Level. 
Competencies are classified into 
three broad areas: cognitive 
factors, skill factors, and affective 
factors. 

environmental protection and 
safety, organization and 
operation, and relevant 
knowledge. 7 skill factors were 
identified: efficiency 
management, transaction and 
personnel management, control 
competence, emergency 
management, executive 
competence, interpersonal 
communication, and international 
service. 3 affective factors were 
identified: job commitment, self-
sentiment, and macroview.  

Raybould & Wilkins 
(2006) 

850 general managers, HR 
managers, and operations 
managers in 196 four- and five-
star hospitality properties with a 
minimum of 100 guest rooms in 
Australia; and 211 undergraduate 
students enrolled in a Bachelor of 
Hotel Management program.  
Investigated hospitality 
managers’ expectations of 
graduates’ skills. 

52 activities in nine generic skill 
groups: oral communication, 
written communication, problem 
solving, conceptual/analytical, 
information management, 
teamwork and leadership, 
interpersonal, adaptability and 
learning, and self-management. 

Managers rated skills associated 
with problem solving, 
interpersonal, and self-
management skill domains as 
most important. 
The conceptual/analytical and 
information management skill 
groups were least important. 

Tsai et al. (2006) 195 participants (35 hotel 
personnel and 160 hotel 
management educators). 
To examine if there are 

60 competency statements 
classified into 5 domains: 
conceptual, leadership, 

16 competency statements were 
found significantly different 
between lodging industry 
professionals and HM educators, 
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differences between perceptions 
of lodging professionals and 
hospitality educators regarding 
entry-level lodging management 
trainee competency in Taiwan. 

administrative, interpersonal, and 
technical skills. 

of which leadership, 
interpersonal, and administrative 
competencies where the most 
important for both groups of 
respondents. The remaining 44 
competency statements were not 
significantly different between 
the lodging professionals and HM 
educator; among these, the 
leadership competency domain 
were also the most important for 
both groups of informants. 

Whitelaw et al. 
(2009) 

Focus groups with senior 
hospitality industry managers in 
four cities in Australia. 
An analysis of the skills, 
characteristics, and attributes 
needed to succeed in the 
hospitality and tourism industry. 

Generic skills expected from 
employees. 

Educators and industry 
professionals disagree on the 
skills required for hospitality 
managers to be successful. 
Educational institutions are 
moving toward developing higher 
order conceptual skills in 
students, while a greater 
emphasis is needed on 
developing communication skills, 
attitude, and motivation. 

Zehrer & 
Mössenlechner 

(2009) 

145 managers of domestic and 
international internship 
companies / partners (operating 
in various tourism industries) of 
the tourism bachelor program at 
Management Center Innsbruck 

34 competencies classified into 4 
competency clusters: Professional 
and methodological 
competencies, social and 
communicative competencies, 
personal competencies, and 

All competencies are highly 
important for graduates. It is 
interesting that activity- and 
action-oriented competencies 
seem to have the greatest 
importance for tourism-related 
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(MCI). 
To assess employers’ perception 
of skills and competencies 
conveyed in the tourism degree 
programs at MCI. 

activity and action-oriented 
competencies. 

jobs, followed by social and 
communicative competencies, 
personal competencies, and last 
but not least professional and 
methodological competencies. 

Cheung et al. (2010) Managers of all high-tariff A (five-
star) and B (four-star) hotels 
(according to the classification set 
by the Hong Kong Tourism Board) 
in Hong Kong in March 2007 and 
105 graduate students. 
To investigate whether the 
current provision for graduate 
hotel management education can 
fulfill the essential managerial 
competency requirements of the 
hotel industry in Hong Kong.  

8 competency dimensions: self-
management, strategic 
positioning, implementation, 
critical thinking, communication, 
interpersonal skills, leadership, 
and industry knowledge. 

The frequencies of all 8 
dimensions were generally high 
and the dimension with the 
highest ranking was leadership, 
followed by industry knowledge, 
and communication. 

Li & Wang (2010) To explore the core competencies 
of the industry’s first level 
supervisors.  
360 respondents in 14 hotels in 
the following positions: 
equivalent position, direct 
supervisor, back office, and other.  

17 skills classified into 4 
constructs: Basic theoretical 
knowledge, practical operating 
abilities, self-adjustment, and 
linguistic capabilities. 

All participants in this study 
believed the most important was 
practical operating skills followed 
by self-adjustment abilities. 
Stakeholders in equivalent 
positions believed that 'linguistic 
abilities' is the most important 
element of core competency 
assessment constructs for 
supervisors, followed by practical 
operating skills. All survey 
respondents and the three types 
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of  stakeholders unanimously 
suggested that 'basic theoretical 
knowledge' is the least important 
of  the four assessment 
constructs. 

Millar et al. (2010) 5 F&B faculty,2 F&B industry 
professionals, 6 lodging 
management educators, and3 
lodging management industry 
practitioners were interviewed, 
while 2 F&B industry 
professionals and 2 lodging 
management professionals 
served on the panel discussion. 
To determine the discrepancies, if 
any, in the competencies being 
taught in the classroom for 
hospitality and tourism 
educational (HTE) students 
enrolled in four-year university 
programs versus what lodging 
and food and beverage 
professionals believe are the 
most important competencies to 
be taught. 

The Competency Domain Model 
divides competencies into five 
domains: Conceptual/creative 
domain, leadership domain, 
interpersonal domain, 
administrative domain, and 
technical domain. 

When comparing the 
Competency Domain Model for 
educators 
and industry professionals solely 
within F&B, the participants 
appeared to be in agreement on 
the administrative, conceptual, 
technical, and leadership 
domains. The interpersonal 
domain is the one domain that 
seemed to 
separate the two F&B groups. 
When comparing the 
Competency Domain Model for 
educators and industry 
professionals solely within 
lodging, the lodging management 
professionals seem to place very 
little emphasis on technical skills 
and place almost all of their 
emphasis on conceptual and 
interpersonal skills, whereas 
educators have a tendency to 
place much emphasis on 
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technical skills. This discrepancy 
suggests that HTE educators and 
industry professionals do not 
appear to be communicating. 

Johanson et al. 
(2011) 

Review of competencies that 
have been emphasized by 
hospitality industry leaders for 
success in the field over the past 
25 years, and to report 
similarities as well as key changes 
in skills demanded of students 
graduating from hospitality 
management programs. 

Review of studies by Tas (1988), 
Tas et al. (1996), and Nelson & 
Dopson (2001) in the hotel 
industry and Okeiyi et al. (1994) 
and Perdue et al. (2001) in the 
foodservice/private clubs 
segment. 

Communication skills, customer 
relations skills, computer related 
skills, security and safety, and 
knowledge of basic functional 
areas of management were found 
as important in both hotels and 
foodservice/private clubs. For 
hotels, there is an increased need 
for a leadership management 
style, rather than a supervision 
and control management style, 
and an increased emphasis on 
strategic and corporate skills and 
a corresponding decrease in 
importance of operation and 
technical skills. 

Spowart (2011) 65 final-year hospitality 
management students at a 
university in South Africa. 
To determine which soft skills 
final-year hospitality 
management students felt were 
important before and after a 
work-integrated learning 
experience. 

24 soft competencies. Customer service and the ability 
and willingness to learn were 
considered the two most 
important competencies before 
and after the work-integrated 
learning experience. 
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Wilks & Hemsworth 
(2011) 

50 hotel managers in Portugal 
who were attending an in-service 
training course for hotel 
directors. 
To identify the competencies 
perceived as essential for 
hospitality industry leaders. 

55 competencies. Soft skills are consistently rated 
as being the most important to 
effective performance in the 
field. On the other hand, an 
assessment of the undergraduate 
hospitality management 
programs currently on offer in 
Portugal show a deficit in this 
area. 

Testa & Sipe (2012) 110 managers at the general 
manager, director, or executive 
director levels of restaurants, 
hotels, attraction areas, and 
convention/visitors bureaus.  
To develop a 'service-leadership' 
competency model for use in the 
hospitality and tourism context. 

An open-ended question 
specifically asked respondents to 
spell out knowledge, skills and 
behaviors important for 
managing the service setting.  

The analysis yielded a model of 
some 100 behaviors in 20 
competency areas. These 
competencies cluster into 3 high 
order categories, namely business 
savvy, people savvy and self-
savvy. 

Sisson & Adams 
(2013) 

The past 5 years’ 520 graduates 
of a Midwestern university’s 
hospitality management 
program.  
To determine the essential 
competencies and to determine 
whether differences exist 
between competencies needed 
by managers in lodging, food and 
beverage, and meeting and event 
management. 

 33 competencies divided into 
soft, hard or mixed 
competencies. 

14 competencies were ranked 
essential, of which 11 (79%) were 
soft competencies, 1 was mixed 
(7%), and only 2 (14%) were hard. 
Of the 16 soft competencies, 11 
(69%) were considered essential 
by all respondents, and only 2 
(13%) had a significant difference 
in importance between functional 
working areas (supervising 
subordinates and 
coaching/developing staff). The 
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two most essential soft 
competencies in this study were 
developing positive customer 
relations and working effectively 
with peers. 

Weber et al. (2013) 3000 members of the Society of 
Human Resource Management 
(SHRM), with a variety of job 
titles from President/CEO to HR 
Specialist. 
To have human resource 
professionals rate the importance 
of soft skill competencies found 
in literature and to determine the 
relative importance of the seven 
categories of soft skill 
competencies. 

116 competencies combined into 
7 categories of soft skills: 
Communication, performance 
management, self-management, 
leadership, interpersonal, 
political/cultural, and 
counterproductive. 

The most important categories of 
soft skills are performance 
management and leadership. The 
five-factor structure revealed in 
this study included a total of 33 
items and provides a framework 
for a soft skill competency tool to 
be used by HR professionals. 

Wang & Tsai (2014) The participants in the study 
included two groups: 105 
managers of hospitality 
businesses and 193 senior 
students in college hospitality 
studies in Taiwan. All managers 
held mid-level managerial 
positions (e.g., restaurant 
managers, chefs, sous chefs, and 
senior head waiters) in 15 
international tourist hotels 
throughout Taiwan. 

33 personal competencies 
classified as career planning and 
development skills or core 
employability. 67 job 
competencies classified as 
leadership, professional 
management skills, technical 
skills and knowledge, work 
attitude, and personal 
characteristics. 

Students lack confidence in their 
employability, including both core 
employability and specific 
employability, and also lack 
confidence in their career 
planning and development skills. 
The employability of students is 
generally lower than expected, 
particularly in terms of 
professional management skills. 
Hospitality education should 
focus not only on cultivating 
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To investigates the perceptions of 
senior hospitality students and 
industry managers of 
employability in the industry. 

technical skills but also on 
reinforcing competency 
development, motivating 
students to learn professional 
management skills and promoting 
their self-efficacy. 

Weber et al. (2017) 1984 HR managers. 
To confirm the soft skill model 
developed in a previous study 
(Weber et al., 2013) so that 
research can continue to move 
forward. 

116 competencies combined into 
7 categories of soft skills: 
Communication, performance 
management, self-management, 
leadership, interpersonal, 
political/cultural, and 
counterproductive. 

The five-factor structure revealed 
in the previous study (Weber et 
al., 2013) was confirmed. 

Note: HR = human resources; ACPHA = Accreditation Commission for Programs in Hospitality Administration; IT = information 
technology; KSA = knowledge, skills, and attitudes or attributes; AH&MA = American Hotel & Motel Association; CHRIE = Council 
on Hotel, Restaurant, and Institutional Education; HTM = Hospitality and Tourism Management; AH&LA = American Hotel & 
Lodging Association; HLA = Hotel Lodging Association. 
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Appendix 3: The initial (raw) item pool of T&H soft skills 
 

The initial (raw) item pool of T&H soft skills for further refinement 
Domain Item Source 

Conceptual Self-development, such as reading, critical thinking, and career planning 
Tsai et al. (2006) 

/creative Understand unique characteristics of lodging industry 

  
Maintains the "big picture" while working on a specific property-management, 
layout, and design component 

Tas et al. (1996) 
  Develops a layout and design plan promoting effective use of labor 
  Develops a business plan for the employer's business 
 pattern recognition 

Spowart (2011) 

 insight 
 critical thinking 
 problem definition, 
 can generate hypotheses 
 linking 
  awareness of the organization's mission 

Sandwith (1993) 

  
understanding of the organization's interaction with the larger external 
environment 

  The development of new ideas 
  the synthesis of existing ideas into new forms 
  adapting creatively to change 

  
comprehension of the organization's culture and its historically developed values, 
beliefs and norms 

  visualizing the future of the organization 
  developing adaptation responses to unexpected changes 
  evolving policies for managing various aspects of the organization 
  long range and short range planning (including work scheduling at lower levels) 
 Understanding of job role Sandwith (1993) 
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 Knowledge of related job roles - peers, subordinates, others 
 Awareness of company mission 
 Development - adaptation of innovation or improvements 
 Short term work section planning 
  Conduct a simple strategic analysis for a business unit 

Raybould & Wilkins (2006) 
  Plan a business project including scheduling and resource allocation 
  Understand and interpret business or economic forecast data 
  Prepare an operational budget for a business unit 

Leadership Show leadership for hospitality sector 

Tsai et al. (2006) 

 Motivate employees to achieve desired performance 
 Demonstrate professional appearance and behavior 

 
Efficient decision making in response to contingencies such as fire, severe 
diseases, and violent attacks 

 Maintain professional image and ethics in the workplace 
  Holds self-accountable for actions 

Weber et al. (2013) 
  Delegates 
 Persuasion and influence 

Wang & Tsai (2014) 

 Achievement orientation 
 Team building 
 Analytical thinking 
 Promoting subordinates 
 Confidence 
 Assertiveness 
 Information gathering and application 
 Conceptual thinking 
 Perceiving interpersonal behavior 
 Relation building 
 Communication and networking 
  Operates effectively and calmly under pressure or in crisis situations Tas et al. (1996) 
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 being in charge 

Spowart (2011) 
 vision 

 concern for subordinates 
 builds a sense of group purpose 
  Influences others to follow, even when asking for greater than normal efforts Siu (1998) 

 
Presenting an appropriate personal role model (setting an example) of 
attendance,punctuality, time usage, professionalism, etc. 

Sandwith (1993)  Encouraging and developing subordinates 
 Managing individual performance 
 Developing and managing the work team 
  Communicate appropriately with other members of a work group Raybould & Wilkins (2006) 

 Anticipates obstacles and develops contingency plans 

Chung-Herrera et al. (2003) 

 Adapts to changing circumstances 
 Manages time to ensure productivity 
 Monitors progress of others and redirects efforts when necessary 
 Works effectively in ambiguous situations 
 Prepares people to understand changes 
 Seeks feedback from others 
 Works toward win-win solutions with others whenever possible 
 Steers conflicts away from personalities and toward issues 
 Provides employees access to information 
 Takes a stand when resolving important issues 
 Integrates planning efforts across work groups or functional units 
 Displays consistency between words and actions 
 Identifies measurable action steps that support the hotel's strategy and mission 
 Works constructively under stress and pressure 
 Acts in an ethical manner 
 Presents ideas in a convincing manner 
 Expresses disagreement in a tactful and sensitive manner 
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 Treats people with respect 

 
Considers a broad range of factors (internal, external, and trends) when solving 
problems and making decisions 

 Translates business strategies into clear objectives and tactics 

 
Brings together different perspectives and approaches and combines them in 
creative ways 

 Summarizes and clarifies what people say to ensure understanding 
 Coaches others in skill development 
 Challenges others to make tough choices 

 
Works to understand why others resist change instead of forcing others to accept 
change 

 Accurately identifies strengths and weaknesses in others 
 Stays informed about industry practices and new developments 
 Examines and monitors trends in the hotel business 

 
Understands the agendas and perspectives of owners, staff members, managers, 
and other parties 

 
Clarifies expectations to staff members about assignments, roles, and 
responsibilities 

 Selects leadership style most appropriate for the situation 
 Provides challenging assignments to facilitate development 
 Applies cross-functional knowledge to understand and solve problems 
 Expresses confidence in people’s competence to do their jobs 
 Addresses and works through conflict 
 Interacts with people in a direct and open manner 
 Views problems as opportunities and mistakes as progress 
 Works to establish strong relationships with owners 

 
Understands and harnesses individual differences to create a competitive 
advantage 

 Develops action plans to meet customer needs 
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 Reduces redundancies in processes and procedures 
 Gives specific, timely, and constructive feedback 
 Adjusts behavior in response to feedback and experience 
 Models the changes expected of others 
 Considers alternatives before making decisions 
 Listens to people without interrupting 
 Protects confidential information 

 
Encourages employees to use their initiative to remedy problems when they first 
occur 

 Takes calculated risks when appropriate 
 Builds networks with people inside and outside the hotel 
 Spends time on the most important issues, not just the most urgent 
 Commits organizational resources for community events 
 Considers pros and cons of proposed solutions to problems 
 Develops new systems or processes for increased efficiency 
 Encourages others to express their views, even contrary ones 
 Listens carefully to input and concerns expressed by others 
 Deals constructively with own failures and mistakes 
 Handles multiple demands and competing priorities 
 Knows the strengths and weaknesses of competitors 
 Defines and sets up quality standards for employees 
 Gives others the authority necessary to accomplish their objectives 
 Adjusts leadership approach to fit other individuals 
 Involves others in critical decisions that affect them 
 Understands complex concepts and relationships 
 Delegates enough of own work to others 
 Identifies and defines problems 
 Determines which of many problems may become crises 
 Defines priorities for the staff 
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 Confronts problems early before they become unmanageable 
 Works as a member of a team 
 Considers ethical implications prior to taking action 
 Gets others interested and involved in the change process 
 Creates needed systems and procedures to support changes 
 Keeps others updated with information 
 Considers customer needs when making decisions 
 Considers the effects of decisions on community well-being 
 Champions new ideas and initiatives 

 
Focuses on important information without being distracted by unnecessary 
details 

 Employs a team approach to solve problems when appropriate 
 Understands owners’ and stakeholders’ values and how they perceive things 
 Influences and shapes owners’ and stakeholders’ decisions 
 Recognizes and seizes strategic opportunities in the environment 
 Promotes respect and appreciation for diversity and individual differences 
 Treats people fairly 
 Allows others to lead under the appropriate circumstances 
 Pursues continual learning and self-development 
 Promotes quality initiatives 
 Deliberately allows direct reports to use their own methods for completing tasks 
 Demonstrates awareness of own strengths and weaknesses 
 Understands organizational strengths and weaknesses 
 Writes in an effective manner 
 Actively and frequently listens directly to customers 
 Sees how things fit in the big picture 
 Promotes teamwork among groups; discourages “us versus them” thinking 
 Inspires and motivates others 
 Makes sound decisions under time pressure and with limited resources 
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 Speaks clearly and articulately in a variety of situations 
 Builds partnerships and alliances with community organizations 
  Works as a member of a team 

Cheung et al. (2010) 
  Listens carefully to the input and concerns expressed by others 

Interpersonal AQ such as positive thinking while facing any difficulty 

Tsai et al. (2006) 

 Knowledge of diverse cultures and social customs 
 Manage guest requests with understanding and sensitivity 
 Communicate efficiently (orally and in writing) 
 Communicate efficiently across different departments 
 EQ such as emotional control and passion 
 Endeavor to achieve positive work relations based on staff interaction 
 Assess on-job training for personnel support 
 Assist in developing and prioritizing organizational objectives 
 Conduct new staff orientations 
 Correctly and consistently compile regular night reports 
 Develop positive customer relations 
 Effectively handle staff grievances and complaints 
 Knowledge of multiple languages 
 Plan and support staff training 
 Process guest receptions, arrivals, and departures 
  Acts courteous and respectful 

Weber et al. (2013) 

  Listens effectively 
  Provides clear direction 
  Uses humor to make a point 
  Acts creatively 
  Gives feedback effectively 
  Influences others 
  Acts courteous 
  Admits mistakes 



 
 

91 
 

Project No. 588476-EPP-1-2017-1-PT-EPPKA2-KA 

            

This project has been funded with support from the European Commission. This report reflects the views only of the INCOME Tourism partnership, and the Commission cannot be held responsible for any use which 
may be made of the information contained therein. 

  Cooperates w/ others 
  Develops rapport 
  Hears others 
  Listens to concerns 
  Promotes team environment 
  Is a team player 

 
Interacts smoothly with a wide variety of people, e.g., customers, staff, 
contractors 

Tas et al. (1996) 

  empathy 

Spowart (2011) 
  listening 
  sensitivity to others 
  diagnostic understanding 
  awareness of others’ feelings 
 Gets his or her ideas across, and gets the job done as identified Siu (1998) 
  oral presentation skills 

Sandwith (1993) 

  telephone skills 
  conflict management skills 
  negotiating skills 
  written communications skills 
  Orientation of new employees 
  Employee job training 
  Work delegation and follow-up 
  Goal setting 
  Job performance coaching 
  Giving recognition for good/improved performance 
  Counselling for poor performance/work habits 
  Counselling for personal problems 
  Handling employee complaints 
  Handling customer complaints 
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  Making presentations 
  Leading meetings 
  Group problem solving 
  Handling conflict 
  Conducting disciplinary interviews 
  Conducting selection interviews 
  Dealing with the boss and others 
  Conducting fact finding investigations 
  Conducting appraisal interviews 
  Writing reports 
 nice 

Robles (2012) 

 personable 
 sense of humor 
 friendly 
 nurturing 
 empathetic 
 has self-control 
 patient 
 sociability 
 warmth 
 social skills 
  Maintain professional and ethical standards in the work environment 

Raybould & Wilkins (2006) 
  Demonstrate empathy in dealing with customers and staff 
  Demonstrate listening skills 
  Demonstrate cultural awareness in dealings with staff and guests 
 Active listening 

Klein et al. (2006) 
 Oral communication 

 Written communication 
 Assertive communication 
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 Nonverbal communication 
 Cooperation and coordination 
 Trust 
 Intercultural sensitivity 
 Service orientation 
 Self-presentation 
 Social influence 
 Conflict resolution and negotiation 
  Communicating effectively with other employees 

Lin (2002) 

  Communicating effectively with clients and customers 
  Adapting to changing circumstances 
  Managing guest problems with understanding and sensitivity 
  Acting in an ethical manner 
  Maintaining a consistent service quality and work standards 
  Maintaining professional appearance and poise 
  Enhancing socialization and interpersonal relationships with employees 
  Recognizing and solving customer problems 
 listening and understanding 

Board of Studies  
New South Wales (2013) 

 speaking clearly and directly 
 writing to the needs of the audience 
 negotiating responsively 
 reading independently 
 empathising 
 using numeracy effectively 
 understanding the needs of internal and external customers 
 persuading effectively 
 establishing and using networks 
  Interacts with people in a direct and open manner Cheung et al. (2010) 

 Communication in writing: native language Chiu et al. (2016) 
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 Communication in writing: English 
 Communication in oral: native language 
 Communication in oral: English 
  Effective listening 

Brownell (1994) 

  Group leadership 
  Clear oral communication 
  Effective feedback 
  Clear written communication 
  Presentational speaking 

Soft skills Dependable and responsible 

Zhang (2012) 

unclassified Communicates with group members 
in other studies Cooperates with and supports group members (shares resource, ideas, 

encouragement, constructive feedback) 
 Works through conflicts and handles conflicts in a constructive manner 
 Respectful of others’ ideas and stays positive and open-minded 
 Commits to group goal 
 Takes a leadership role 
 Organizes the group and helps it to function as a team 
  Coaching/developing staff 

Sisson & Adams (2013) 

  Cultivating a diverse environment 
  Customer service problem resolution 
  Delegation of tasks 
 Developing positive customer relations 
 Facilitating teams and teamwork 
 Leadership abilities 
 Managing personal stress 
 Managing staff meetings 
 Negotiating techniques 
 Presentation skills 
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 Professional demeanor and appearance 
 Supervising subordinates 
 Using ethics in decision making 
 Working effectively with peers 
 Written communication skills 
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Appendix 4: Face-to-Face Interview Protocol 
 

HEI Interview Protocol (IP) 
(Use a tape recorder or similar device to record the interview [ask the interviewee for 

permission to tape the interview] and/or take notes on paper or computer) 

Step IP1: 
What are soft skills? (warm-up question) 

How important are soft skills the modern tourism and hospitality workplace? (warm-up 
question) 

Notes: 

Step IP2: 
Ask the interviewee to submit his or her interviewee questionnaire. 

Spend several minutes reviewing the questionnaire responses. 
Invite the interviewee to share his or her thoughts on anything noteworthy regarding the 

questionnaire. 

 

Step IP3: 
What emphasis is given to learning these skills in the T&H curricula today? Is it 

satisfactory? If the answer is no, then why do you think that is? 

 

Step IP4: 
How are they now learned and evaluated in the HEI system (methods, frequency, 

importance/weight, in which courses)? 
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Step IP5: 
How they should be learned and evaluated in the HEI system (methods, frequency, 

importance/weight, in which courses)? 

 

Step IP6: 
Please rank the methods/ways of learning soft skills at an undergraduate level in order of 

their effectiveness. 

 

Step IP7: 
What are the main assumptions/obstacles/ challenges in the process of learning soft skills? 
How can these be assured/resolved? 
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Employer Interview Protocol (IP) 
(Use a tape recorder or similar device to record the interview [ask the interviewee for 

permission to tape the interview] and/or take notes on paper or computer) 

Step IP1: 
What are soft skills? (warm-up question) 

How important are soft skills the modern tourism and hospitality workplace? (warm-up 
question) 

Notes: 

Step IP2: 
Ask the interviewee to submit his or her interviewee questionnaire. 

Spend several minutes reviewing the questionnaire responses. 
Invite the interviewee to share his or her thoughts on anything noteworthy regarding the 

questionnaire. 

 

Step IP3: 
How satisfied are you with the soft skills that, in your experience, graduate employees 
have? Which are best & which worse developed?  

 

Step IP4: 
How can these skills best be learned (methods, frequency, in which courses, in which year 
of the study, etc.) and evaluated? 
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Step IP5: 
Please rank the methods/ways of learning soft skills at an undergraduate level in order of 
their effectiveness. 

 

Step IP6: 
What are the main assumptions/obstacles/challenges in the process of learning soft skills? 
How can these be assured/resolved? 

 

Step IP7: 
How can T&H employers facilitate the process of learning soft skills by undergraduate 
students? 
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Appendix 5: Focus Group Protocol 
 

Focus group protocol* 
 

1. Introduction: 

 Welcome the participants 

 Briefly describe the purpose of the focus group (e.g., to discuss soft skills needed in the 
T&H industry) 

 Describe the rules of the focus groups:  

 No knowledge testing but an open discussion and brainstorming of opinions and attitudes 

 While one participant speaks, others should pay attention 

 The participants need to focus on questions posed by the moderator 

 Inform the participants that no personally identifiable information will be reported to 
ensure participant confidentiality and anonymity 

 The session is recorded – provide justification (i.e, for the subsequent retrieval of 
information that is too voluminous to memorize) 

 The moderator presents himself and then asks the participants to do the same 

 During the session, the moderator addresses the participants by their names (to enable 
the ensuing transcription) 

 Each participant should contribute to the discussion 
2. PPT slide 1: Definition of T&H soft skills (including its three dimensions) presented and, 
if necessary, discussed [each country will prepare its own short PPT presentation]. 
3. PPT slide 2: Discussion of the following open-ended question: 

 How important are soft skills in the modern T&H workplace? 
4. Each participant independently writes down on a piece of paper up to 10 specific 
conceptual/creative skills that a T&H graduate should possess. 
5. The conceptual/creative skills from each piece of paper are transcribed onto a master 
list and presented to all (e.g., on a blackboard or a projector screen). 
6. The master list of conceptual/creative skills is openly scrutinized for relevance, clarity, 
completeness, and redundancy. 
7. A country master list of up to 10 most frequently focus-group-cited conceptual/creative 
skills is generated. 
8. Participants rank the conceptual/creative skills in order of their perceived importance. 
9. Steps 4-9 of the focus group protocol are replicated for leadership and interpersonal 
skills, respectively. 
10. PPT slide 3: Discussion of the following open-ended question: 

 How do you propose that soft skills should be learned and evaluated in the HEI system 
(methods, frequency, importance/weight, in which courses)? 
11. Participants orally propose a list of 10 methods of learning soft skills to T&H 
undergraduate students (these are written on the blackboard or something similar for 
everyone to see). 
12. Participants orally rank the proposed 10 methods of learning soft skills in order of 
their perceived effectiveness. 
13. PPT slide 4: Discussion of the following open-ended questions: 
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 What are the main assumptions/obstacles/challenges in achieving these learning 
methods? 

 How can these be assured/resolved? 
14. Solicit final comments and suggestions (if there are any) from the participants. 
15. Thank the participants for their time and effort. 

* Each focus group should number a total of 6-10 representatives of employers and HEI 
educators (i.e., 3-5 representatives from each). These participants must be different from 
those in the in-depth interview and should reflect the diversity of T&H segments. 
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Appendix 6: Survey Questionnaires 
 

SURVEY OF EU TOURISM & HOSPITALITY GRADUATES 
Hi,     
Thank you for agreeing to take part in this important survey measuring the importance of soft skills among former tourism & hospitality (T&H) 
students. Your answers will help us better serve future T&H students. Be assured that all answers you provide will be kept in the strictest 
confidentiality. 
1. Your gender:  Male      Female   
2. Your combined length of any work experience: Years____     and months____ 
3. Your length of work experience in tourism & hospitality: Years____     and months____ 
4. Your current field of employment:  
 Destination management organization / tourism board (national, regional or local)                
 Hotel / restaurant (including catering) 
 Cruising / nautical (including charter)                                                                                                 
 Travel agency / tour operator 
 Transportation (air, sea, rent a car, etc.)                                                                                            
 Event / congress organization  
 Marketing / PR                                                                                                                                         
 Consulting agency 
 Other______________________________________ 
5. Your current position: 
Entry level 
Assistant manager  
Department manager / supervisor 
Other______________________________________ 
6. Please rate (on a 5-point scale ranging from 1=not very important to 5=critically important) how important each of the following skills is at 
your current job.  

Soft Skills 
Not very  

important 
Critically 

important 
Critically 

important 
Critically 

important 
Critically 

important 
Not 

applicable 
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1 2 3 4 5 6 

Maintaining the "big picture" while working on a 
specific property-management, layout, and design 
component 

      

Manifesting critical thinking       
Demonstrating an understanding of the organization's 
interaction with the larger external environment 

      

Developing new ideas       
Developing adaptation responses to unexpected 
changes 

      

Exhibiting knowledge of related job roles - peers, 
subordinates, others 

      

Manifesting development and adaptation of 
innovation or improvements 

      

Understanding the agendas and perspectives of 
owners, staff members, managers, and other parties 

      

Considering customer needs when making decisions       
Bringing together different perspectives and 
approaches and combining them in creative ways 

      

Steering conflicts away from personalities and toward 
issues 

      

Presenting ideas in a convincing manner       
Expressing disagreement in a tactful and sensitive 
manner 

      

Working to understand why others resist change 
instead of forcing others to accept change 

      

Operating effectively and calmly under pressure or in 
crisis situations 
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Building networks with people inside and outside the 
firm 

      

Confronting problems early before they become 
unmanageable 

      

Employing a team approach to solve problems when 
appropriate 

      

Listening carefully to input and concerns expressed by 
others 

      

Promoting respect and appreciation for diversity and 
individual differences 

      

Managing guest requests with understanding and 
sensitivity 

      

Communicating efficiently (orally and in writing) with 
other employees, clients, and customers 

      

Exhibiting emotional intelligence, such as emotional 
control and passion 

      

Effectively handling staff grievances and complaints       
Acting courteously and respectfully       
Demonstrating awareness of others’ feelings       
Exhibiting negotiating skills       
Providing effective feedback       
Demonstrating empathy in dealing with customers 
and staff 

      

Manifesting intercultural sensitivity       

7. Now please rate (on a 5-point scale ranging from 1=very dissatisfied to 5=very satisfied) your satisfaction with the skills you actually 
learned/acquired during your undergraduate study in tourism/hospitality. 

Soft Skills 
Not very  
important 

Critically 
important 

Critically 
important 

Critically 
important 

Critically 
important 

Not 
applicable 

1 2 3 4 5 6 
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Maintaining the "big picture" while working on a 
specific property-management, layout, and design 
component 

      

Manifesting critical thinking       
Demonstrating an understanding of the organization's 
interaction with the larger external environment 

      

Developing new ideas       
Developing adaptation responses to unexpected 
changes 

      

Exhibiting knowledge of related job roles - peers, 
subordinates, others 

      

Manifesting development and adaptation of 
innovation or improvements 

      

Understanding the agendas and perspectives of 
owners, staff members, managers, and other parties 

      

Considering customer needs when making decisions       
Bringing together different perspectives and 
approaches and combining them in creative ways 

      

Steering conflicts away from personalities and toward 
issues 

      

Presenting ideas in a convincing manner       
Expressing disagreement in a tactful and sensitive 
manner 

      

Working to understand why others resist change 
instead of forcing others to accept change 

      

Operating effectively and calmly under pressure or in 
crisis situations 

      

Building networks with people inside and outside the 
firm 
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Confronting problems early before they become 
unmanageable 

      

Employing a team approach to solve problems when 
appropriate 

      

Listening carefully to input and concerns expressed by 
others 

      

Promoting respect and appreciation for diversity and 
individual differences 

      

Managing guest requests with understanding and 
sensitivity 

      

Communicating efficiently (orally and in writing) with 
other employees, clients, and customers 

      

Exhibiting emotional intelligence, such as emotional 
control and passion 

      

Effectively handling staff grievances and complaints       
Acting courteously and respectfully       
Demonstrating awareness of others’ feelings       
Exhibiting negotiating skills       
Providing effective feedback       
Demonstrating empathy in dealing with customers 
and staff 

      

Manifesting intercultural sensitivity       
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SURVEY OF EU TOURISM & HOSPITALITY UNDERGRADUATE STUDENTS 
Hi,     
Thank you for agreeing to take part in this important survey measuring the importance of soft skills among current tourism & hospitality (T&H) 
students. Your answers will help us better serve future T&H students. Be assured that all answers you provide will be kept in the strictest 
confidentiality. 
1. Your gender:  Male      Female   
2. Your current major field of study: 
 Tourism and/or hospitality                
 Hotel/lodging management  
 Restaurant management 
 Destination management  
 Other_________________________ 
3. Your combined length of any work experience: Years____     and months____ 
4. Your length of work experience in tourism & hospitality: Years____     and months____ 
5. In which tourism & hospitality field(s) have you worked so far (please check all that apply):  
 Destination management organization / tourism board (national, regional or local)                
 Hotel / restaurant (including catering) 
 Cruising / nautical (including charter)                                                                                                 
 Travel agency / tour operator 
 Transportation (air, sea, rent a car, etc.)                                                                                            
 Event / congress organization  
 Marketing / PR                                                                                                                                         
 Consulting agency 
 Other______________________________________ 
6. Please list your job assignment(s) - please check all that apply: 
 Waiter / waitress  
 Kitchen worker  
 Bar worker  
 Host / hostess  



 
 

108 
 

Project No. 588476-EPP-1-2017-1-PT-EPPKA2-KA 

            

This project has been funded with support from the European Commission. This report reflects the views only of the INCOME Tourism partnership, and the Commission cannot be held responsible for any use which 
may be made of the information contained therein. 

 Social media  
 Front desk / reception  
 Housekeeping  
 Travel agent  
 Event planner  
 HR  
 Sales & marketing  
 Guest relations  
 Tour guide  
 Other______________________________________ 
7. Imagine that you are applying for an entry-level management trainee position in any field of the tourism & hospitality industry, e.g. hotel, 
restaurant, travel agency, meetings, events, conventions, festivals, recreation, gaming, cruise management, etc.  
How important do you think each of the following skills or qualities would be to tourism & hospitality managers assessing your application?  
Please rate the importance of each of the following skill descriptions on a 5-point scale ranging from 1=not very important to 5=critically 
important. 

Soft Skills 
Not very  

important 
Critically 

important 
Critically 

important 
Critically 

important 
Critically 

important 
Not 

applicable 
1 2 3 4 5 6 

Maintaining the "big picture" while working on a 
specific property-management, layout, and design 
component 

      

Manifesting critical thinking       
Demonstrating an understanding of the 
organization's interaction with the larger external 
environment 

      

Developing new ideas       
Developing adaptation responses to unexpected 
changes 
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Exhibiting knowledge of related job roles - peers, 
subordinates, others 

      

Manifesting development and adaptation of 
innovation or improvements 

      

Understanding the agendas and perspectives of 
owners, staff members, managers, and other 
parties 

      

Considering customer needs when making 
decisions 

      

Bringing together different perspectives and 
approaches and combining them in creative ways 

      

Steering conflicts away from personalities and 
toward issues 

      

Presenting ideas in a convincing manner       
Expressing disagreement in a tactful and sensitive 
manner 

      

Working to understand why others resist change 
instead of forcing others to accept change 

      

Operating effectively and calmly under pressure 
or in crisis situations 

      

Building networks with people inside and outside 
the firm 

      

Confronting problems early before they become 
unmanageable 

      

Employing a team approach to solve problems 
when appropriate 

      

Listening carefully to input and concerns 
expressed by others 
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Promoting respect and appreciation for diversity 
and individual differences 

      

Managing guest requests with understanding and 
sensitivity 

      

Communicating efficiently (orally and in writing) 
with other employees, clients, and customers 

      

Exhibiting emotional intelligence, such as 
emotional control and passion 

      

Effectively handling staff grievances and 
complaints 

      

Acting courteously and respectfully       
Demonstrating awareness of others’ feelings       
Exhibiting negotiating skills       
Providing effective feedback       
Demonstrating empathy in dealing with 
customers and staff 

      

Manifesting intercultural sensitivity       

8. Now please rate (on a 5-point scale ranging from 1=very dissatisfied to 5=very satisfied) your satisfaction with the skills you actually 
learned/acquired during your undergraduate study in tourism/hospitality. 

Soft Skills 
Not very  

important 
Critically 

important 
Critically 

important 
Critically 

important 
Critically 

important 
Not 

applicable 
1 2 3 4 5 6 

Maintaining the "big picture" while working on a 
specific property-management, layout, and design 
component 

      

Manifesting critical thinking       
Demonstrating an understanding of the 
organization's interaction with the larger external 
environment 
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Developing new ideas       
Developing adaptation responses to unexpected 
changes 

      

Exhibiting knowledge of related job roles - peers, 
subordinates, others 

      

Manifesting development and adaptation of 
innovation or improvements 

      

Understanding the agendas and perspectives of 
owners, staff members, managers, and other 
parties 

      

Considering customer needs when making 
decisions 

      

Bringing together different perspectives and 
approaches and combining them in creative ways 

      

Steering conflicts away from personalities and 
toward issues 

      

Presenting ideas in a convincing manner       
Expressing disagreement in a tactful and sensitive 
manner 

      

Working to understand why others resist change 
instead of forcing others to accept change 

      

Operating effectively and calmly under pressure 
or in crisis situations 

      

Building networks with people inside and outside 
the firm 

      

Confronting problems early before they become 
unmanageable 

      

Employing a team approach to solve problems 
when appropriate 

      



 
 

112 
 

Project No. 588476-EPP-1-2017-1-PT-EPPKA2-KA 

            

This project has been funded with support from the European Commission. This report reflects the views only of the INCOME Tourism partnership, and the Commission cannot be held responsible for any use which 
may be made of the information contained therein. 

Listening carefully to input and concerns 
expressed by others 

      

Promoting respect and appreciation for diversity 
and individual differences 

      

Managing guest requests with understanding and 
sensitivity 

      

Communicating efficiently (orally and in writing) 
with other employees, clients, and customers 

      

Exhibiting emotional intelligence, such as 
emotional control and passion 

      

Effectively handling staff grievances and 
complaints 

      

Acting courteously and respectfully       
Demonstrating awareness of others’ feelings       
Exhibiting negotiating skills       
Providing effective feedback       
Demonstrating empathy in dealing with 
customers and staff 

      

Manifesting intercultural sensitivity       
 


