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1. Purpose of the gap analysis
The term ‘skills gap’ is used to describe the distance between skills that markets want and
have identified as important (demand side), and the skills that are available from
professionals who are currently working or looking for a job (supply side).
In our previous research phase we analyzed the demand side by conducting a qualitative
and quantitative survey among touristic professionals, but also educational experts and
students of this sector. The goal of this analysis was to identify key strengths and
weaknesses of current VET Curricula, point out skills mismatches and recommend changes
and adaptations towards a modernized VET system in both Greece and Germany. For
achieving this, we utilized innovative and credible methodologies such as questionnaires,
focus groups and in-depth interviews.
Additionally we measured the supply side by studying the relevant occupational profiles of
the hotel and catering sector, especially the ones at level 3 and 4 as those lay the vocational
basis for any future professional development. After having analyzed the VET system and
finalized the findings in a desk research, we studied tourism related occupational profiles in
both countries, with the intention to understand the differences in the profiles and their
relation to new tourism related skills, i.e. interculturalism and digital skills. Our intention
thereby was to understand further the career path and the related skills and competences,
in order to identify if occupational profiles are updated and have included those new
necessities.
This gap analysis is aligned to the main guidelines stated out in the VET2business
application. We will explain skills’ shortages by comparing the demand side and the supply
side. However due to our research findings the project identifies skills importance as
demand driven. In this respect, we measure skills gaps by adding skills importance to skills
shortage.
Thus this report will focus on interpreting identified and documenting trends and skills
needs and formulating recommendations for improved professional training schemes in
alignment to national and European qualification frameworks in the participating countries.
As a result we will firstly produce a map of the general occupational (or qualifications)
standards that are actually needed or missing from the sector. As a second result, this report
will contribute to the design and development of two new curricula. In this context, the
results of the Skills Chart will determine the weight of each of the skills.
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2. Retrospect: skills needs in the tourism sector based on
research findings
2.1

Two sides of one and the same coin: supply and demand side
for skills and competences in the hotel and catering sector

Supply side
In the project task “Collection of current VET curricula” (WP 2.3) we discovered, that the
employees in Greece and Germany in the Hotel & Catering sector dispose approximately the
same skills and needs. Germany is in a better situation than Greece, as in the Digital
Economy and Society Index (DESI)1 is on the 14th compared to the 26th of Greece. However,
in both countries employees in tourism do not have sufficient expertise in the ICT sector and
they lack of soft skills also which are assumed to facilitate the communication with the
tourists.
Greece is in a lower position than Germany in the DESI Index, 26th position and this depicts
its need for more training in skills. The diversity of tourists arrivals and the increase of ICT
sector have intensified the need for more ICT expertise and soft skills. The percentage of low
or no digital skills is bigger in Greece than in Germany. In Greece 65% has low or limited
digital skills and in Germany this is approximately 25%. None of both countries has skilled
enough workforce on the Hotel & Catering sector to meet the needs of customers according
the new trends of the sector. As far as online transactions are concerned the skills of
employees in both countries have limited the possible turnover, as in Greece only 8% of
SMEs sell online and in Germany this percentage is approximately 22%2 , above the EU
average but it could be also increased in the upcoming future. Within this framework, the
lacks of skills in both countries have intensified the need for more training in the Hotel &
Catering sector.
There are more than 10 Occupational profiles in the Hotel & Catering sector in Greece and
more than 14 in Germany. We delved into these profiles in order to understand per country
what skills consider important for each occupation and which skills mismatches should be
eliminated. What we have identified through our comprehensive study is the fact that the
description of the occupational profiles should be more specific and extensive in the most
important skills that current and future employees should acquire in order to meet the
needs of this constantly changing and competitive sector. It was obvious that the most
common are the most important skills such as ICT literacy, softwares, e-marketing and
communication. Additionally what has been noticed is that both hard and soft skills are
necessary for the employees in the thriving Hotel & Catering sector. Greece and Germany

1

Digital Economy and Society Index (DESI) = composite index that summarises relevant indicators on
Europe’s digital performance and tracks the evolution of EU member states in digital competitiveness.
See also: https://ec.europa.eu/digital-single-market/en/desi
2
European Commission, Digital Economy and Society Index 2017, for more information please see
https://ec.europa.eu/digital-single-market/en/scoreboard/germany
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face the common problem of having employees whose expertise in the ICT sector and
intercultural communication skills should be improved.
Demand side
In the project task “Qualitative and Quantitative Analysis” (WP 2.2) we let experts express
their ideas and perceptions on key strengths and weaknesses of current VET Curricula, skills
mismatches as well as recommend changes towards a modernized VET system. This is how
the most important findings can be summarized at a first glance:










2.2

Stakeholders from different positions agreed on the importance of ICT skills for a
successful career in the industry and as a result, for a market-driven and modern
curriculum. The emergence of innovations and disruptive technologies in the sector
have changed the market dramatically.
VET Curricula need to follow-up closely all changes that occur in the sector in order
to adapt fast and remain relevant. For instance, Digitization was selected by more
than 80% of our survey’s participants as a new teaching module. A problem widely
identified, is the lack of innovation in the Curricula used, highlighting the narrowminded and traditional orientation of existing VET Curricula.
During the previous research phase the opinion of current Curricula being outdated,
was expressed multiple times, even from trainers and other stakeholders related to
the VET training sector. Very often attitudes towards modernization and the
penetration of ICT skills share similar trends and support among actors.
Intercultural skills despite being underrated remain instrumental. These capacities
were even better regarded in the Qualitative Analysis, where they were mentioned
as key capacities for a productive employee, thus as fields of interest for a modern
VET Curriculum.
Practical skills are in close correlation to Work-Based-Learning (WBL), a method
that is largely accepted and supported by stakeholders. Most participants hold a
positive stance on WBL and find existing educators capable in preparing students for
such undertaking such initiatives. What is more, apprenticeship which is another
practical dimension of modern VET methodologies, is also received in a relatively
positive tone. However, stakeholders stress the need for improvements both in VET
effectiveness and the use of audiovisuals and similar tools in the classroom, for
keeping students engaged and interested.

Analyzing skills gap from the demand side, based on qualitative
and quantitative project research

With the previous summarizing information in mind the task of the present report is to
identify in a comprehensive way the competences or skills gap among the European context
and the country’s specific context. In order to do that we will follow a horizontal approach
looking at the whole catalogue of touristic occupations in the two countries at issue. This is
deemed necessary as the findings of the previous analysis (WP 2.2 and 2.3) emphasized the
need for improvement of different sector specific occupational profiles, not just single ones.
The European Commission support for the production of this publication does not constitute an endorsement of the contents
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The starting point for the analysis is the demand of the sectoral enterprises in terms of skills
needs with a focus on SMEs. Therefore the research which was conducted earlier provides
valuable information from the market point of view on specific skills needs. In the following
chapter the aim is to narrow down the research results to a skills chart, including soft skills
as well as technical skills and mindset characteristics.

Existing Target Groups and their specific characteristics
The target groups of touristic vocational education in Germany are usually young students at
the age of 16 – 20. There are no specific requirements to enter an initial VET course in this
sector in terms of school leaving certificates. However employers prefer young people who
are preferable 18 years old so that they are allowed to drive a car (to get to work also at
unusual times) and that they do not fall under the youth protection legislation, which
sometimes can be a challenge for the 24/7 working modus.
The target groups of touristic vocational education in Greece are young students at the age
of 16 – 22.
How about the desired characteristics of the target group from the employers’ point of
view? In the previous projects’ online survey responders where asked to name the soft skills
and basic competences employers miss most in today’s applicants for touristic VET training
or professions. There were able to choose from a set of 8 different soft skills or basic skills
containing also the aspects of attitudes towards work. Looking at the 5 most missing soft
skills the following were pointed out (have been answered with “yes”, missing):






Resilience
Discipline
Dedication & motivation
Interest & openness
Manners
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Oral & written expression

65%

35%

Basic numeracy

78%

22%

Team work

71%

29%

Manners

60%

40%
45%

Dedication & motivation
Interest & openness

59%

41%
44%

Discipline

55%

56%

39%

Resilience rating
0%

10%

20%

30%
No

40%

61%
50%

60%

70%

80%

Yes

Afterwards the participants to the study were asked to freely recall 3 core skills or
competences they consider to be the most important to successfully fulfill a position in the
tourism sector. By far the most considered communicational skills, such as a good
expression, kindness, politeness and similar as most important skill. On the next two levels
rank discipline, motivation and diligence. Interestingly the responders were free to also
name technical skills but decided to put soft skill at first, which again underpins the great
importance of skills necessary in communicative professions such as touristic ones.
On the other hand they saw the set of 8 soft skills before, which could have had an influence
on their answers to the next question. However one can imagine that employees need
communication and intercultural skills to a high extend as those make up for the guestoriented competence, namely to come in touch with different persons and different types of
customers and manage to provide them the best customer service experience.
Number of participants naming three most important skills - the first 3 ranks are depicted, whereby
terms such as a good expression, kindness, politeness and manners where semantically summed up to
communication/intercultural skills.

Skills needed
Communication/
Intercultural
Skills
Motivation
Discipline

Option 1

117
49
44

Skills needed
Communication/
Intercultural
Skills
Motivation
Diligence

Option 2

Skills needed

Option 3

122
57
48

Communication/
Intercultural Skills
Discipline
Diligence

172
48
38

In this sense communicational skills are strongly linked to intercultural skills, given the fact
that in this sector employees develop interpersonal contacts with customers and at the
The European Commission support for the production of this publication does not constitute an endorsement of the contents
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same time they have to obtain the necessary knowledge regarding the cultural particularities
of each customer.
To support these findings it is worth to take into consideration the results of the qualitative
survey, which was conducted as in-depth interviews and focus groups. Experts of the sectors
were asked to comment on the ideal profile of an employee in the Hotel and Catering Sector
from their point of view. They described the targeted group of applicants or students
aspiring to work in the touristic sector as somebody combining proper communication (soft)
skills with a professional attitude towards work and certain technical skills together with
the necessary attitude towards new technologies such as digital skills or mental calculation.
The above mentioned needed skills motivation, discipline and diligence can be allocated to
the aspect of professional attitude towards work. Communication and Intercultural skills will
make up for an own category. Further down below those categories will be further
elaborated.
The common perception notes that regardless the differences among the participants in our
survey, the core skills necessary in the Hotel and Catering sector are the same. What
happens if we go more into detail? Therefore in the online survey we included an important
question regarding the attitudes and skills of young employees.
The responders were asked to characterize a set of attitudes and skills either very important
or very unimportant as far as the demands of the Hotel and Catering sector are concerned. A
rating scale with 5 items was applied and the 2 items at the right and left end of the scale
were summed up to one item, ending up with 3 levels (important, neutral, less or
unimportant) for better comparison. The participants had the ability to choose among
twelve (12) skills and categorize their importance for the development of a young employee
in the aforementioned sector. These skills were identified through desk research for several
occupations and industry sectors beforehand. They can be sorted by 3 main
focusses/categories:
1) Attitude towards work and how tasks are completed which also covers
entrepreneurial spirit, multiskilling, flexibility in working times and environmental
awareness

The European Commission support for the production of this publication does not constitute an endorsement of the contents
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100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

Less or not important
Neutral
Important

0%

Multiskilling which is understood as the ability to combine of skills from different
qualifications is considered to be the most important skill (81%) whereas right after
willingness to work 24/7 and entrepreneurial skills follow (with 77% each). Willingness to
work 24/7 has a higher rate for the item “less or not important” (4%). Therefor from these
four items the two with the highest approval rates plus less rejection rate were considered
for the final skills chart: Multiskilling and entrepreneurial skills.
2) The set of skills we defined as communication/intercultural skills, including
customer orientation, interpersonal skills, cultural awareness and willingness to
serve the guest.
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100%

95%

90%
Less or not important
Neutral

85%

Important
80%

75%
Customer
Cultural
Interpersonal Willingness to
orientation awareness and
skills
serve the
skills
guest

For this category customer orientation and willingness to serve the guest received more
than 90% of consent. This outcome is reasonable because in people-oriented professions
usually the guest is seen as person at a first glance and only at second sight as person with a
certain cultural background. In this sense customer orientation and willingness to serve the
guest can be considered as the most basic approaches to meet the guest. At the same time
they also imply a cultural sensitive guest orientation. Following this logic we considered
those two skills as being most relevant: customer orientation and willingness to serve the
guest, being well aware of the fact the cultural awareness and skills are strongly related to
customer orientation.
3) Digital spirit and openness towards new technologies which also includes creative
thinking, problem-solving skills, focus on solutions and
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100%
95%
90%
85%
80%

Less or not important
Neutral

75%

Important

Here respondents mentioned the two aspects of “Positive attitude towards new
technologies” and “To focus on solutions instead of problems” with an approval rate of more
than 90% as being the most important for personnel of a company in the Hotel and Catering
sector to be successful. From these four items the two with the highest approval rates were
considered for the final skills chart: Positiveness towards new technologies and Solution
orientation.
We observed that the responders identified the importance of technology and the
corresponding attitudes. Thus those results support the perception that in the examined
sector technology has a very important role. For the online survey we decided to put an
additional focus on digital competences. Hence we asked participants to a) tick digital
devices used by staff in their daily work and b) recall most important digital skills employees
in the tourism sector need, following the European Digital Competences Framework (for
Citizens).
As regards digital devices used at the workplace, it appeared that most of the employees are
familiar with using the desktop PC, business smartphone and laptop for their work. Also the
tablet with a “yes”-rate of 35% is a device more and more common to employees in the
given sector. On the other hand it also implicates that mobile devices and thus the
opportunity to work flexible, adapt to the customers mobile habits and the ability to “think
mobile” are not well established yet. The following figure shows the approval rate (“yes,
devices used”) in relation to the other possible answers “no” and “not applicable”.
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Yes, those digital devices are used by
our staff
Desktop PC]

Business smartphone

5%
7%

4%

8%
22%

Laptop with WEB access
80%
Tablet with WEB access

35%

Orderman (device to take
down and forward orders)
Internet of things (e.g.
RFID, smart factory,
sensors, trackers)
46%

55%

Wearable (Smartwatches
and Data glasses)
Wearable computer with
a head-mounted display
Communication assistant
(Alexa, Siri & Co.)

As a conclusion the grade of innovativeness in using devices seems to be not entirely
corresponding to the digital mobility of guests. Digitization has profoundly changed the
tourism sector in the EU in Germany and Greece. Travelers' points of reference range from
inspiration through travel reports and destination information to booking vacation packages
and individual travel services to sharing experiences with service providers on review portals
or travel experiences on social networks.
Therefore, the importance and easy, mobile access to touristic services has increased rapidly
in recent years. The competitiveness of tourist service providers will thus increasingly
depend on whether they are able to keep pace with the technical and service requirements
of their customers which again results in a greater need for digital competent staff. However
digital competence is not only related to the relevant (mainly mobile) devices but as we saw
The European Commission support for the production of this publication does not constitute an endorsement of the contents
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earlier to a positive attitude towards new technologies and to certain digital skills focused on
the functional aspects of digital technology.
We asked from the responders to prioritize and to characterize a list of digital competences,
in order to document the importance of technology in the Hotel and Catering sector and to
designate the technology’s role in the company’s activities.

Problem solving
Safety
Digital content creation
Communication and collaboration online
Information and data literacy
Social media competences
0%
Crucial

10%
Relevant

20%

30%

40%

50%

60%

70%

Irrelevant

According to the answers of those responding, the digital competence with the biggest rate,
taking in to account both the answers “relevant” (red) and “crucial” (green), is the ability to
communicate and collaborate online (96%). This figure most be understood in relation to
social skills relevant for the hotel and catering sector. As we saw earlier employees need
communication (and intercultural) skills to a high extend as those make up for guestorientation and are essential for any type of service and people-oriented occupational
profile. On the one hand technology can facilitate the communication process even more.
On the other hand employees need to possess proper knowledge and skills to apply hardand software to an extend so to provide the best possible tailor made experience to the
customers.
Based on the above methodology, the second important digital competence is “information
and data literacy” with a rate at 92%. According to this competence the young employee
has to be able to conduct the appropriate research and to identify the necessary data, while
at the same time he has to be able to evaluate the gathered data. With the rate at 91% the
responders estimate that the personnel of a company in the Hotel and Catering sector
should have the capacity to manage social media in a high level and at the same time they
should have the necessary knowledge to solve the probable emerging technical problems
or at least they should know which are the necessary actions in order to find possible
solutions. As far as competence “safety” is concerned, 89% evaluated it to be crucial or at
The European Commission support for the production of this publication does not constitute an endorsement of the contents
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least relevant. As for the competence to create digital content, the responders estimated
that this competence is the less crucial or relevant with 88%.
As a result we presented four approaches that will lead to the creation of a skill chart for
touristic occupations. In the previous chapter we evaluated skills gaps in terms of:
1)
2)
3)
4)

Attitude towards work and how tasks are completed
Set of skills we defined referring to communication/intercultural skills
Digital spirit and openness towards new technologies
Digital competences in terms of application of hard- and software

In highlighting the most important competences and at the same time noting which of these
most important skills are missing, the respondents to our qualitative and quantitative
research gave valuable input to a skill chart covering the whole set of touristic occupational
profiles.

2.3

Conclusion

Employees in Hotel & Catering sector could do better to meet the needs and the challenges
in its working environment. This is especially valid for the attitude towards work and how
tasks are completed. The skills that have been highlighted in European level are based on
the ICT sector and soft skills. Specifically, the competences gap in Greece includes specific
tools that could bridge the gap among the needs of the sectors and the skills of employees.
ICT related tools such as Social Media, use of Word, Excel will facilitate their daily operations
in the Hotel & Catering sector, as they consider more than necessary in a digital working
environment. Apart from ICT sector, for employees working in Greece intercultural
communication gap is expected to deteriorate their effectiveness to meet the international
tourist needs.
As far as Germany is concerned, the competences gap could be eliminated in an easier way
than in Greece as the first is in better position than the latter in the ICT literacy. However,
approximately the same competences gap has been also recorded as digital skills and
communicative skills are considered to be of major importance for the employees.

3. Analysis of skill gaps for touristic occupational profiles in
Germany and Greece
3.1

Description of gaps from the supply side point of view

In this chapter the aim is to evaluate and draw conclusions from the project task “Collection
of current VET curricula” (WP 2.3). Along with the analysis of existing VET curricula in the
given sectors a desk research was preconnected.
According to the analysis of selected reports and papers, ie,.
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Digital Economy and Society Index 2017, issued by the European Commission
D21 Digital Index 2017/2018 for Germany
Reports of BMWI (German federal Ministry for Economic Affairs and Energy)
DEHOGA training report for 2017
Vocational training survey of DIHK in 2018
World Travel & Tourism Council, Travel & Tourism, Economic Impact Germany 2018
European Commission, ICT for work: Digital skills in the workplace, (2015)
Accenture, Digital Greece: The path to growth tourism industry digital state
Foundation for Economic & Industrial Research, ICT Adoption and Digital Growth in
Greece, 2014
OECD, Greece-Country Note-Skills Matter: Further Results from the Survey of Adult
Skills, 2016
Research Institute for Tourism, Structure and Characteristics of Hotel sector in
Greece, 2017
European Commission, Digital Economy and Society Index (DESI) Greece ,2017

The lack of skills in both countries have intensified the need for more training in the Hotel
& Catering sector. As a result of the desk research it has been created a table covering all
skills that should be improved in the Hotel & Catering sector with the aim to reveal a more
precise picture of the competences gap referring to the European context and the country’s
specific context.
Competences Gap
Europe
Greece
Knowledge of foreign languages
ICT skills
Entrepreneurship skills
Intercultural Communication
ICT skills
Social Media
Sales skills
Customer Relationship Management
Managerial skills
Using a word processor
Problem solving
Spreadsheets
Leadership
Use of email
Decision-making
Online transacitons
Customer Oriented behavior
E-marketing
Intercultural Communicaiton
Knowledge of types of disability and access requirements
Management skills
Data security

Germany
Use of Internet
Social Media
Data management
Communicative skills
E-marketing

It has been argued that the competences gap in Greece could draw back on specific tools
that could bridge the gap among the needs of the sectors and the skills of employees. ICT
related tools such as Social Media, use of Word or Excel etc. would be facilitating the daily
operations in the Hotel & Catering sector, as they are considered more than necessary in a
digital working environment. Apart from ICT sector, for employees working in Greece the
communication/intercultural communication gap is expected to deteriorate their
effectiveness to meet the international tourist needs.
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Looking at Germany, it was pointed out that the competences gap could be eliminated in an
easier way than in Greece as the first is in better position than the latter in the ICT literacy.
However, approximately the same competences gap has been also recorded as ICT skills
and communicative skills were considered of major importance for the employees.
However, it is worth to take into account our quantitative and qualitative research findings
and set up a matrix on the extent to which existing touristic occupational profiles meet the
described labour market needs in the hotel and catering sector. Again we apply a holistic
approach covering touristic training profiles as a segment comparable to other segments of
occupational profiles. The reason to follow this way is that a mismatch between skills needs
and skills demands has been discovered across the whole sector, which was also expressed
during the interviews and focus groups with experts of the two different countries. In this
table we tried to rate the extent to which skills demands are met by 3 levels:
1) ●
2) ●●
3) ●●●

… occupational profiles meet this need to a basic extent
… occupational profiles meet this need to an intermediary extent
… occupational profiles meet this need to a satisfactory extent

Skills/learning
modus demanded
by the labour
market

Touristic
occupational
profiles in Greece
Touristic
occupational
profiles in
Germany

Attitude
towards
work and
how tasks
are
completed

Set of skills referring
to communication/
intercultural skills

Digital spirit
and
Digital
competence

Work-based
learning

●●

●

●●

●●

●●

●●

●

●●●

The increase of international tourists’ arrivals and the impact of touristic online services
have changed the pathway of the employees. For this reason, particular attention should be
paid on the soft skills and in particular also on intercultural communications skills of
employees, given that their daily interaction with tourists from different countries and
backgrounds will increase. Apart from this, the influence of the digital shift on the given
sector in Greece as well as in Germany has not been faced so far. Digital skills are of major
importance for the employees in the Hotel & Catering sector. Specifically, the use of existing
booking platforms, social media or Customer Relationship Management tools are not
taken into account in a comprehensive way in the occupational profiles.
As regards those points for improvement work-based learning plays an important role. In
Germany with its dual vocational training system the training companies serves as second
learning venue where students can practice relevant abilities in real situations with
customers, business partners, colleagues etc. Nevertheless the given training regulations
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define minimum learning outcomes a student has to achieve during his training and here
particularly learning outcomes towards digital competences are not yet fully described. The
extent to which a student is gaining relevant, modern knowledge and skills depends on the
willingness and equipment of his/her training company.

3.2

Skill chart for common chosen occupational profiles

The above mentioned skills have been identified as the most important concerning the
description for each of the related Occupational profiles. These skills should be taken into
account for the development of the Curricula in Greece and Germany. To ease the process
and facilitate the curriculum design we formulate the following skill chart. It also serves as
reference for the further project tasks such as the provision of training material, guidelines
and handbooks for students and training staff. It should be considered as well when
referring to work-based training parts which also form an immanent part of the training
curriculum.

Communication incl.
intercultural skills

Attitudes
towards work
and how tasks
are completed

Digital spirit
and digital
competences

Each category needs further elaboration. In the following part we draw back our choice on
most relevant skills on the results of many different sources, namely desk research, the
projects` online survey, in-depth interviews and focus groups as well studying existing
occupations hotel and catering profiles and their modi operandi. First of all the legend:
Different colors refer to a different extend and therefore a different relevance of a skills gap.
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… only small skills gap, occupational profiles are
structured to meet employers needs in terms of
necessary skills and competences to a good extend or
this skill is less relevant for the hotel and catering
sector, that is why there is only little action to be taken.
… intermediary skills gap, steps have already been taken
to meet employers needs in terms of necessary skills
and competences. The occupational profiles for the
hotel and catering sector can be improved
… considerable skills gap, an improvement of
occupational profiles is highly recommended because
this skill is highly requested or not adequately met by
existing profiles.

Attitudes towards work and how tasks are completed
Hotel professions

oriented
towards
handsSkills gaps regarding…
on customer
services, e.g.
housekeeper

Catering professions

with high share
oriented
with high share
of
towards hands- of administrative
administrative
on customer
tasks, e.g.
tasks, e.g. hotel
services, e.g.
professional
receptionist
waiter
caterer

Motivation
Organisation
Discipline
Adaptability
Diligence
Critical Thought
Patience
Creativity
Entrepreneurial skills
Loyalty
Multiskilling
Resilience
Punctuality
There first distinction has been made due to the projects’ focus on the two different subsectors Hotel and Catering. At a second level we distinguished the professions between their
common nature – on the one hand there are more practical, hands-on professions such as
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housekeeper, waiter, barista etc. On the other hand there are professions that include
administrative tasks to a big extend, which are mainly done at the computer. As a result the
skills gap vary slightly. In the above table it has been made clear that some skills or attitudes
towards work are perceived to be missing and/or not adequately addressed in VET, namely
motivation, organization, discipline, diligence, creativity and multiskilling. Attitudes are
strongly related to behavior and role models. In this sense work based learning has been
proven as accepted and efficient way face this challenge because it provides opportunities
for trainees and apprentices to learn from role models and practice in different real life
settings. Hence the projects’ consortium strongly recommends to make sure that work
based learning settings are considered for the design of the planned two curricula.

Communication including intercultural skills
Hotel professions

oriented
Skills gaps regarding… towards handson customer
services, e.g.
housekeeper

Catering professions

with high share
oriented
with high share
of
towards hands- of administrative
administrative
on customer
tasks, e.g.
tasks, e.g. hotel
services, e.g.
professional
receptionist
waiter
caterer

Customer orientation
Manners/respect
Willingness to serve
the guest
Oral & written
expression
Kindness, politeness
Forein languages
Intercultural
communication and
awareness
Self control
In the above table referring to communication skills, a considerable need for action is
presented for customer orientation, willingness to serve the guest, kindness/politeness and
intercultural communication/awareness. As hotel and catering occupations are per se
demanding a high degree of communicative competences, only little distinctions between
hands-on and more administrative professions have been made for the item self-control. For
those trainees or young people aspiring to work in these sectors their tasks are primarily
focused on services for and around the guests thus being related to knowledge and
exercising adequate interactions.
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Again work based learning settings appear to support the training of those skills a lot next to
the delivery of background knowledge (foreign languages, ways of expressions) which can be
also taught in a more formalized, theoretical learning context.

Digital spirit and digital competences
Hotel professions

oriented
Skills gaps regarding… towards handson customer
services, e.g.
housekeeper

Catering professions

with high share
oriented
with high share
of
towards hands- of administrative
administrative
on customer
tasks, e.g.
tasks, e.g. hotel
services, e.g.
professional
receptionist
waiter
caterer

Positive attitude
towards new
technologies
Solution orientation
Problem solving
Ability to
communicate and
collaborate online
Information and data
literacy
Capacity to manage
social media
Digital content
creation
Digital safety
E-Marketing and
Content Relation
Management

In regards to digital spirit and digital competences a distinction between hand-on
professions and those with a higher share of administrative tasks is deemed necessary.
Although the digital shift allows for a future vision of automatization and increased
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technological support also for hands-on occupations, right now and especially in SMEs digital
technologies are mostly relevant for administration related professions.
Nevertheless all trainees need to have at their command a positive attitude towards new
(digital) technologies as well as a common information and data literacy together with the
ability to communicate and cooperate online. Especially the latter became relevant also for
organizing daily tasks, time scheduling, networking and improving one’s own employability.

3.3

Recommendations for improved professional training schemes

From the projects` research we faced the opinion of current curricula being outdated. This
was expressed multiple times, even from trainers and other stakeholders related to the VET
training sector. Very often attitudes towards modernization and the penetration of ICT skills
share similar trends and support among actors. To underline this, more than 3 out of 4
responders declared current VET curricula ineffective.
Therefore in the task “Qualitative and Quantitative Analysis” (WP 2.2) different
recommendations have been formulated on how to setup modern curricula taking into
account the research results. Thus additionally to the skills charts presented above certain
other aspects have to be kept in mind for the design of the two curricula.
As expectable outcome soft skills were mentioned to be the most important quality in an
employee working in the hotel and catering sector. This lies in the nature of the job were
working with and for people is essential. In particular communicative skills such as
politeness, willingness to serve the guest, customer oriented behavior but also the ability to
express oneself and openness were recalled by experts. Intercultural skills, despite being
underrated at some points, remain instrumental. This may be attributed on the fact that
most participants focused greatly on practical skills and capacities, putting aside soft skills or
because intercultural communication is perceived as inherent to communication skills.
Nevertheless due to the world moving closer together thanks to technology and
infrastructure, the future tourist segment will be diverse in terms of cultural background,
service needs and digital capability.
First of all, stakeholders from different positions within the sector had a consensus on the
importance of digital skills for a successful career in the industry and as a result, for a
market-driven and modern curriculum. The emergence of innovations and disruptive
technologies in the sector have changed the market. VET Curricula need to follow-up closely
all changes that occur in the sector in order to adapt fast and remain relevant. For instance,
digitization was selected by more than 80% of our survey’s participants as a new teaching
module.
A problem widely identified, is the lack of innovation in the curricula used, highlighting the
narrow-minded and traditional orientation of existing VET Curricula. Innovation in this
context is related to innovative topics to consider for defining learning outcomes but at the
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same time also innovative, modern teaching methods. As regards teaching and learning
methods work-Based-Learning (WBL) plays a crucial role, a method that is largely accepted
and supported by stakeholders. Most participants hold a positive stance on WBL and found
existing educators capable in preparing students for undertaking such initiatives. What is
more, apprenticeship which is another practical dimension of modern VET methodologies, is
also received in a relatively positive tone. However, stakeholders also stressed the need for
improvements both in VET effectiveness and the use of audiovisuals and similar tools in the
classroom, for keeping students engaged and interested.
Another scheme to be taken into consideration is the matching of VET graduates with the
market and how existing curricula respond to this need. The qualitative part stressed out for
this, clearly presenting a mismatch between the labor market and trainees, while the results
of the questionnaire present us with the fact that two thirds of participants were either
neutral or negative on the issue of students having enough information on employment
opportunities. In other words, there is plenty of room for improvement on the curricula’s
capacity to provide students with the necessary information for a successful career in the
Hotel & Catering sector.
A last important fact to mention is related to the matching of VET students with the market
which should be ensured not only once they are graduates but also at the point when they
choose their profession and decide to enter a hotel or catering VET programme. In this
context the concept of attitudes or mindsets are crucial. As we saw earlier these
occupational roles in the Hotel and catering business require a certain approach to work and
to people, such as willingness to serve (the guest), flexibility (i.e. in working times),
commitment, diligence and discipline etc. Thus school leavers need to be made aware about
this characteristic mindset necessary for being employed in the given sector. It is also
necessary to provide opportunities for them to become aware of what they bring along
already and what they need to improve later during their training. To be able to do that a
modern, comprehensive and exhaustive curriculum can be of great help for students’ career
guidance and support the “right” choice.

4. Efforts in Germany and Greece to meet the skills mismatch of
VET curricula
4.1

Germany

4.1.1 Additional qualifications, description of official criteria and potential for the project
In Germany exists an officially recognized system providing so called “additional
qualifications”, issued by the Chambers of Commerce and Industry3 as IHK certificate
courses. As described in the comparison of occupational profiles, for most of the touristic
occupations the awarding body of the certificate is the Chamber of Industry and Commerce.
3

See also: https://www.dihk-bildungs-gmbh.de/weiterbildung/zertifikatslehrgaenge/
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Hence it is attractive to students undergoing a dual touristic training to enrich their
vocational path with additional qualifications. By earning those, students can acquire
additional skills, knowledge and competencies that go beyond their regular (initial
vocational) training. This option not only makes for example vocational training more
attractive, it also allows to link initial and continuing vocational training more tightly with
one another.
IHK certificate courses impart current and practice-related know-how also for the sectors of
hotel and catering regionally and nationwide. Their successful conclusion is confirmed with a
IHK certificate, which follows nationwide uniform standards. They are becoming increasingly
important for educational biographies because the focus is not on stock learning but on the
trend towards faster and more individual adaptation to vocational requirements. The
nationwide standards are:














Designation of the IHK certificate is specified
Course length 50 - 400 lessons
Demand for the courses learning objectives is proven
Target group is described
Qualification profile has been developed
Entry requirements are defined
Learning objectives are described
Learning contents are described
Method proposals are assigned
Teaching and learning tools and materials are assigned
Internal test procedure of the course is described
Requirements profile for trainers and lecturers is described
Concept, product information and certificate samples are available in written form.

It is conceivable to use this approach also for creating two new curricula. This would hold an
important advantage for touristic enterprises as optional additional qualifications, ie.
focused on digital or intercultural competences, would enable companies establishing
competencies among their employees in order to embrace the digital shift while addressing
the necessary social skills at the same time.

4.1.2 Efforts for reorganization of existing VET curricula in hotel and catering sector
In the last years, business in the hotel and especially in the catering sector faced the
problem of dropouts from apprenticeship training. One solution is seen in increasing the
attractiveness of the training in the long term. In particular the third year of training is
meant to permit specification. In April 2018 the German Hotel and Catering Federation
(DEHOGA) argued that more than ever it is important to invest in the quality, attractiveness
and topicality of training.
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This also includes an adaptation of the training regulations and school framework plans for
initial and continuing vocational training towards fitness for the future. DEHOGA is currently
working intensively on a reorganization of six occupations in the hotel and catering sector.
The reform should later have an impact on all occupations in the hospitality industry. For the
hotel professions for example, the focus will be on booking systems, revenue management,
rating portals and sales. A reform of the training content must be applied for at the Federal
Ministry of Economics.

4.2

Greece

4.2.1. Efforts for reconstruction of VET curricula: legislation and procedures
The lower position that Greece faces in the DESI Index (26th position) illustrates a
demanding character for more training in skills. Knowing that the Tourism industry is a
thriving and consistently changing sector, the construction of a new curriculum will be risky
due to the rapidly changes of IT sector in Hotel & Catering industry. Instead, a restructure of
the curricula design and the harmonization of cost-effect with the current trends and
challenges in the industry consist the golden ration, in order to ensure a cost-effective
process. Therefore, the policy priorities from 2016-2020 for Greece, according to CEDEFOP4,
focus at the reorganization and the attractiveness of VET. In 2015 the Law on modernising
and expanding VET, that focuses to expand of apprenticeship and increase private sector’s
participation, it is provided for IEK to offer a semester of compulsory internship or
apprenticeship.
Based on the Report of Qualitative and Quantitative analysis (Deliverable 2.2) the efforts
that have been made from Greece follow this direction: taking into consideration that the
Work-Based-Learning (WBL) has a significant role as a teaching and learning method,
internship and apprenticeship methods that IEK provides, constitute the matching points of
VET graduates with the market. Internship and apprenticeship underpin the early stage of
graduates’ career orientation, where the employees perform under a new environment and
can develop not only their practical, but also their soft skills, as well as a multidimensional
comprehension of their work, in order to formulate professional spiritual qualities.
Following the findings of the previous researches and bearing in mind the Greek legislation,
it is undeniable that the modernization of the existing Curricula in Greece has make
significant steps to respond to the skills mismatch. The modern curriculum is more
digitalized, which upgrades its efficiency by the use of digital tools. Through this process of
modernization, the VET curricula follows-up closely all changes that occur in Touristic sector,
orients fast and promises commitment to a lifelong-learning process. Furthermore, the
development of a modular approach has simplifieied the course updates and their

4

Cedefop (2018). Developments in vocational education and training policy in 2015-17: Greece.
Cedefop monitoring and analysis of VET policies. http://www.cedefop.europa.eu/en/publicationsand-resources/country-reports/vetpolicy-developments-greece-2017
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structure. This modern curriculum has also the ability to link education with carrier
oportiunities, and matches graduates with potential employers.

4.2.2 Efforts that should be followed in the reorganisation of the existing VET curricula in
Hotel & Catering sector
While the modernisation and the restrcution of the Curricula design has gradually developed
in Greece, there are still a lot of recommendations that should be followed:






A modular approach, which will deeply emphasize in digital skills and intercultural
communication skills of the employees, would improve the alredy existing flexibility of
the Greek Curicula.
A modular approach would enhance the ability of curricula to adapt in new trends and
challenges in the Hotel and Catering Sector, so as to ensure a cost-effective process.
A tailor-made modules development will improve the skills of the employees and easily
accommodate to possible changes inTourism indusrty.
The Unique Selling Points (USP) identification of Greek tourism education, constitute an
imperative need along with a clear division of Vocational educational training in Tourism
sector from the rest sectors of Vocational educational training.
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