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1. Introduction to the Vet2Business Project
The Vet2Business Project aims to establish strong cross-regional partnership in Greece and
Germany with a clear intention to provide a new approach towards the new skills and
competences needed by SME’S that are operating in the Tourism Sector.
This will be achieved by the creation of two innovative and demand led VET curricula in
Hospitality and Catering as well as by the development and test of a specific WBL
programme and apprenticeship schemes that represent the expectations of SMEs.
Additionally, an innovative digital ”ePortfolio for apprentices” will be created which will
contain material, reports and documentation of vocational competences and work based
training. Lastly, having identified relevant work places in the regional and local networks, an
”Online apprenticeship monitoring and exchange” platform to promote business offers as
placements shall be set in line and monitor the development of young participants within
the business environment.
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2. How to read this report
This report includes the findings of an extensive desk research that our Team Members have
conducted. Our analysis is aligned to the main guidelines stated out in the VET2business
application (see p.31 and p.51 of the detailed description submitted). Our intention is to
understand both the structure and the organization of the VET System in each country,
including the WBL Schemes and apprenticeships (see Chapter 3 below).
In this section, we are analyzing both the German and the Greek VET System, not only as a
structure but also in terms of attractiveness and standardization. The formulation of WBL
and apprenticeship, where Germany is a “good practice” due to the widely accepted “dual
system” and Greece needs further standardization, are also subject of our analysis. Finally,
we are focusing on the accreditation systems in each country, trying to identify the bridge
between Greece and Germany, in order to provide a clear path towards mobility.
Skills mismatches and sectoral shortages are vital towards understanding the current
sectoral needs, emphasizing on SMEs in the tourism sector. For this reason, we are
conducting a brief but in-depth analysis of the findings included in several reports (see
Chapter 4), from reputable and acceptable organizations. As already stated in our
application, we are focusing on reports conducted by CEDEFOP, in specific the Skills
Panorama Series, while taking into consideration the opinion and reports of the World
Tourism Organization (UNWTO). To have a closer eye on Greece and Germany we have
identified Key Country Reports on Tourism and Skills / Competences needs analysis at a
country level and we have also considered numerous related reports from other countries
(i.e. UK).
Based on these documents and their findings we are finally able to conduct a synthetic and
comparative analysis where we are mentioning the main Skills and competences gaps.
These results will be combined with the findings of the T.N.A. (see Deliverable 2.2) and
together with the findings of this specific report (Deliberable 2.3, chapters 5-8) are going to
be the input for the conduction of a gap analysis and the preparation of final sills charts in
the Tourism Sector, that will result to the design of up to date modern and ready to be used
Training Curricula for professionals of the Hospitality Sector.
Having analyzed the VET system and finalized the findings of our desk research, we are at
the position to step further into analyzing the tourism sector in both countries. Our
approach includes the study of 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 (see Chapter 5 below). Our intention is 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.
Having structured a solid background of knowledge, based on the above analysis we are
ready to step further into answering the key question of whether the existing VET Curricula
in Greece and Germany are aligned and provide adequate skills and knowledge to cover
new sectoral needs. We are mainly focusing on Intercultural and Digital Skills, which seem to
be the main areas of skills mismatches, but also on other soft skills, including Problem
Solving, Crisis Management and other related soft Skills. Within this context, with the
intention to verify and possibly identify possible gaps between training provision and
sectoral (tourism and catering) needs, we have reviewed numerous VET curricula in both
countries (see Chapter 6 below). We strongly believe that current curricula, their structure,
their learning outcomes and the training material used, are important data that will help us
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underline possible skill gaps in VET training (see deliverable 2.4), providing evidence that will
help us design the new Curricula (see Deliverables of Task 2.5).
Our VET Curricula review for both countries, has been conducted within a systematic
approach that has taken into consideration:



The name, history and classification of each VET School that is providing a specific
tourism related curriculum has been identified and enlisted,
The Learning Outcomes, the total duration of each Curricula and its content

Furthermore, we have focused on the existence of modern intercultural and digital skills in
the existing training modules in order to identify if they prepare employees in the hospitality
sector to seize opportunities emerging from market expansion and the extensive use of ICT
in the Tourism Sector.
Finally, we have identified the NQF reference number for each of the enlisted curricula and
prepared a description of its relation to WBL and apprenticeship, if applicable.
The formulation of the list has been implemented based on a clear set of instructions per
category, as shown in the tables below.
The total list has been annexed to this Report under Annex 1.
Table 1: VET Curriculum List Part A
Country

Provider

Category of Provider

Insert the name
Include the country of the provider
where the Cource / that is offering
Curriculum is offered the Course /
Curriculun

Curriculum

Programme Level
NQF Ref #
NQF

Choose the Category of the Provider,
Provide the NQF
bewteen the following options:
Provide the name /
1. Vocational Training Institutes
equivalent name of
Title of the Curriculum
2. Higher Education Institutes
the Curriculum (3-6)
3. Other Institutes (please specify)

Brief Description of
Curriculum

Please provide a brief
Provide the
description of the
Number of
Curriculum, not
NQF
exceeding the length of
equivalent
1.000 characters

Table 2: VET Curriculum List Part B
Learning Outcomes
Please identify the Learning
Outcomes of the Curriculum in the
following format:
LO1: Learning Outcome description
LO….: Learning Outcome description
LOx: Learning Outcome description

Duration

Apprenticeship
/ WBL

Foundation / Revision
Year

Intercultural Skills

Yes / No
Please insert the total
Yes / No
Please provide the Year If yes please provide
duration of the
If yes please provide a
a short but
the Curriculum has
Curriculum in Semesters short but comprehensive
started to be offered or if comprehensive
or Hours, deppending on description of the
possible the last date it description of the
the type of Training
formulation of the WBL /
typology of Skills
has been revised
provision
Apprenticeship scheme
covered

Digital Skills

Reference - webpage

Yes / No
If yes please provide
a short but
comprehensive
description of the
typology of Skills
covered

Please provide a link to
the reffered Curriculum
for further consultation
if needed

This collection of existing VET Curricula accompanied with an in-depth analysis of their
content and their linkage to modern needed skills and competences in the tourism sector,
has resulted to an identification of skills shortages (see chapter 7 below) and a linkage with
the gap analysis that is going to be conducted under Task 2.4.
This is an area of conclusions for this Deliverable that is going to be combined and
considered with Deliverable 2.3 and intends to provide a clear view of the actual needs of
employers and employees in the Hospitality and catering sector.
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3. Understanding VET Structures in Greece and Germany
3.1 The VET Structure in Greece. Basic Elements
Greek society has always been characterized by a strong demand for general education and
university studies. This trend reflects sociological stereotypes, developed after World War II
and has affected the overall attractiveness of VET in Greek society in combination with a
fragmentary approach with regards to VET related policies1. Young people continue to see
vocational education as a last resort, despite unceasing efforts by the authorities to present
it as an alternative of equal value with general education. The statistics show that people
with technical and vocational qualifications have fewer difficulties in finding jobs than those
with general education. Within this context, Vocational Education and Training remain the
second choice for most parents and children. It attracts low performers, who mostly come
from lower economic brackets. This tends to reinforce negative stereotypes and creates a
vicious circle at the expense of vocational education2.
Since 2013 the Greek State has started a systematic effort to change the abovementioned
trend.
In 2015, law 4336 has set specific VET related goals which can be summarized as follows:
 creation of a common Quality framework for VET and apprenticeships,
 creation of a skills forecasting mechanism and procedures for the reforming of VET
curricula and certification,
 facilitation of partnerships with the private sector and regional and local authorities,
 development of an implementation plan
Within this context, schooling and VET provision in Greece, are being structured as follows:






Schooling is compulsory for all children aged 5 to 15. Compulsory education
includes primary (kindergarten, one year, and primary school, six years) and lower
secondary education (three years), at a day or, for working students, an evening
school. Graduation from lower secondary education completes the cycle of
compulsory schooling and students can then choose whether to continue in general
or vocational education.
Students enter upper secondary school at the age of 15 and graduate at 18. If they
choose to continue in general education they will attend classes at a general upper
secondary school (GEL), for three years of upper secondary education; there are also
evening schools for working students (four years).
Those who graduate from a general upper secondary school receive a school
leaving certificate (qualifications at EQF/NQF level 4) and can sit the national
examinations for admission to a higher education Programme.

According to the new law regulating -amongst others- upper secondary VET (Law
4386/2016), students have the following options in addition to the general upper secondary
school:

1

Authors: Athanasouli, A.; Georgiadis N.; Karnemidou A.; Mavris D.; Contributors: Ioannidou A.; Gordon N.
(2016), Vocational Education and Training in Europe. Greece. CEDEFOP, ReferNet
Available online: https://cumulus.cedefop.europa.eu/files/vetelib/2016/2016_CR_GR.pdf
2
Ioannidou, A.; Stavrou, S. (2013), Reformperspektiven der Berufsbildung in Griechenland, Internationale
Politikanalyse, Berlin: Friedrich Ebert Stiftung
Available online: http://library.fes.de/pdf-files/id/ipa/10251.pdf
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3.1.1

Upper secondary vocational education programmes (EPAL)

Upper secondary vocational education programmes in Greece are part of “formal VET”
according to the national context, that leads to the acquisition of certificates recognized
nationally by public authorities and is part of the education ladder, while formal education
also includes education for adults, through evening EPAL schools. All EPAL schools are
founded exclusively by the Ministry Education. There are currently 296 public EPAL schools
(322 day and 74 evening schools) and the total number of students exceeds the 90.000.
EPAL upper secondary programmes offered in day schools last three years. Students with
lower secondary leaving certificates or equivalent qualifications enrol in the first year
without entrance examinations. Students promoted from the first year of a vocational upper
secondary school are entitled to enrol in the second year of a general upper secondary
school and vice versa: this means that the system allows for horizontal mobility.
Those who complete an upper secondary programme are awarded a vocational upper
secondary school leaving certificate (equivalent to the general upper secondary school
leaving certificate) and a specialisation diploma at European qualifications framework (EQF)
level 4, following school examinations administered by EPAL.
All EPAL VET training programmes are organised in two layers, including sectors and
specialties, where most sectors are offering two or more specialties.
The following sector are currently active: information science, mechanical engineering,
electrical engineering / electronics / automation, construction, environment and natural
resources, administration and economics, agronomy-food technology and environment,
applied arts, health and social care, and occupations in the merchant marine (captain,
mechanic).
3.1.2

Upper secondary apprenticeship programmes (mostly offered by the
Hellenic Manpower Organization - OAED)

Apprenticeship was established by legislative Decree 3971/1959 and is based on the German
dual learning system which combines classroom education with paid practical work in a
business, although it is less syccesfull than the German model. Apprenticeship programmes
are mostly run by OAED, the Greek public employment service, while the Ministries of
Health, Agriculture and Tourism operate up to 5 programmes each.
OAED operates a total of 51 EPAS apprenticeship schools, which have an average annual
intake of 4.500-5.000 students, depending on the relevant annual announcement. Their
courses last two school years (four semesters). They admit students aged 16 to 23 who have
completed at least one class of the upper secondary school. The paid practical work takes
place four or five days a week in public or private sector enterprises on terms specified in
the relevant apprenticeship contract. Participating enterprises are subsidised.
On completion of their studies EPAS graduates obtain an EPAS specialisation diploma
corresponding to EQF level 4, work experience, and accumulate pension rights. If the
specialty is related to a professional license, the graduate receives professional rights and
afterwards gets the professional license from the relevant regional authority.
The most popular courses offered by these schools are those for electricians, plumbers, car
mechanics, computer technicians and hairdressers.
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3.1.3

Post-secondary apprenticeship programmes (EPAL apprenticeship class)

The EPAL “apprenticeship class” is an option for those who have completed the three-year
upper secondary education programmes at EPAL schools. EPAL apprenticeship programmes
are based on OAED’s dual learning principle and follow the same quality framework for
apprenticeships. They belong to the “non-formal” system.
They include learning at the workplace (four days a week), school-based learning aiming at
specialisation course, a flexible zone allowing adjustment to local labour market needs and
preparatory courses for certification at the school. The Apprenticeship Class as a postsecondary year option helps avoiding early specialization of students by helping them
choose field and profession at a more mature stage and allows a possible professional
redefinition for school-based EPAL graduates.
The “apprenticeship class” is at the time of reporting at a pilot stage since May 2016 for two
specialties, i.e. electrical installations and agriculture business. The evaluation of the pilots
will inform the final legal and operational aspects of the “apprenticeship class”.
Graduates of the “apprenticeship class” will receive a diploma at EQF level 5 after
procedures for certification of their qualifications by the national agency (EOPPEP) have
been completed.
3.1.4

Post-secondary VET programmes

The Lifelong Learning Act (Law 3879/2010) defines as ‘non-formal’ certain programmes of
education although they are provided in an organised framework (outside the ‘formal
education system’, see 2.2) and can lead to nationally recognised qualifications. This type of
non-formal VET includes initial vocational training, continuing training and adult learning.
Providers of vocational training (public or private) outside the formal education system are
supervised by the General Secretariat for Lifelong Learning and Youth (GSLLY) of the Ministry
of Education. The specialties offered in public vocational training and the sectors under
which they are classified is determined by decision of the Minister for Education in
accordance with the needs of the national and local economy and proposals of regional
administrations, competent ministries and social partners and are also depended on the
results of the skills forecasting mechanism. Curricula for each specialty should take into
account related occupational profiles or required occupational qualifications. Curricula for
initial vocational training are developed and overseen by the GSLLY and certified by EOPPEP
(see Section 3.2). They can be defined in terms of learning outcomes and linked to credits,
following ECVET.
Programmes in post-secondary VET schools (IEK)
These Initial Vocational Training programmes are offered by public and private institutions,
with a view to integrating learners into the labour market. They are open to EPAL graduates
(who may enter the third semester of a related specialty), EPAS OAED graduates, SEK
graduates, graduates of general upper secondary school, graduates of lower secondary
school (in a limited number of specialties) (52) and foreign nationals (holding language
competence certificates).
IEK programmes last five semesters, four of theoretical and laboratory training summing up
to 1.200 teaching hours in the specialty, and one of practical training or apprenticeship (not
offered as an option yet) summing up to 960 hours, which may be continuous or segmented.
Each IEK can focus on a particular sector or offer training in several sectors, such as:
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Applied arts,
tourism
transportation
food and beverage
industrial chemistry
informatics / telecommunications / networks

which include various specialties.
Students who successfully complete all the prescribed semesters are awarded an attestation
of vocational training. This attestation entitles them to take part in the (practical and
theoretical) vocational training certification examinations conducted under the jurisdiction
of EOPPEP, with which they acquire an upper secondary VET certificate. IEK graduates are
awarded occupational specialisation diplomas at EQF level 5.
In 2015 there were 129 public IEKs in 74 cities (of which 2 are for special needs students and
3 in prisons) and 62 private IEK, with respective student populations of 30,699 and 31,161
students.
Tertiary level VET programmes in higher professional schools
Vocational programmes are also offered at tertiary level by higher professional schools. Their
programmes require at least two years of study and may be as long as five years. In most
cases they include a period of practical training in the workplace, which is a particularly
important feature of their courses. In some cases admission to these schools is contingent
upon passing the general examinations for admission to higher education programmes,
while others require special admission examinations (such as university-level schools of
dance, theatre). These higher professional schools operate under the supervision of the
competent ministries (Ministry of Tourism, Ministry of Culture, etc.).
The diplomas awarded by these schools, and consequently the qualifications they represent,
are in some cases (such as the school of educational and technological sciences, the
merchant marine academies) deemed equivalent to the diplomas awarded by ΤΕΙ, that is,
they correspond to EQF level 6.
Otherwise (such as the higher professional schools of tourism occupations, military schools
for lower grade officers, police academies, dance and theatre schools), they are considered
non-university tertiary level institutions and the qualifications they provide correspond to
EQF level 5.
3.1.5

Continuing vocational education and training

In Greece continuing vocational training and general adult education is provided by lifelong
learning centres (LLCs). The Ministry of Education, through EOPPEP, is responsible for
safeguarding quality of non-formal education, evaluating these centres and monitoring their
operation.
The municipalities can set up LLCs or mobiliζe the network of lifelong learning bodies in their
region, offering programmes linked to the local labour environment and beyond. Most
municipalities have set up LLCs, which provide a variety of general adult education and
continuing training programmes. As examples of this decentralisation of lifelong learning, in
2013 the Attica region implemented recycling and public awareness programmes, Crete
organised programmes for energy inspectors, and all across Greece there were regional jobseeker training programmes in information and communications technologies. The
Municipality of Athens offers its employees programmes focusing on behaviour and
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communication with the public, while the Municipality of Thessaloniki runs Open University
programmes in cooperation with the academic community.
Continuing VET programmes are also provided by most universities, including the Hellenic
Open University, in a wide range of subjects (including ICT, tourism studies, accounting,
economics and administration, energy and environment, food safety, production
management, and programmes for foreign students and repatriated Greeks).
Moreover, almost all the ministries and their supervisory bodies implement continuing
vocational training programmes for their staff or for broader groups (distance learning for
Greek language teachers, cross-cultural communication, youth entrepreneurship, job-seeker
training courses in green occupations, training for mediators, health professionals, judges,
etc.).
For the present, qualifications that are acquired through continuing vocational training are
not correlated to levels of the national qualifications framework. Necessary prerequisites for
this to happen are the implementation of a national QA system, evaluation of results and
feedback.
3.1.6

Other forms of vocational training

Business and the social partners play an active role in continuing vocational training. The
role of the state is confined to financing and, in some cases, assuring the quality of the
services provided, through the accreditation of providers and teachers/trainers.
A fair number of enterprises provide systematic organised training programmes for their
employees (in-house training), chiefly through seminars and accelerated programmes. Inhouse training is usually funded through the fund for employment and vocational training
(LAEK), which is handled by OAED. LAEK programmes can include:




Training programmes in Greece (in-house and inter-company);
Postgraduate or other long-term educational programmes in Greece;
Training programmes that take place outside Greece.

The social partners implement vocational training programmes for their members and for
other groups of citizens. Most of these programmes are covered by co-financing from the
European Social Fund. The qualifications acquired from this type of training are not
recognised by any National Authority.
GSEE implements vocational training programmes aimed at workers in the private sector,
the unemployed, and its own union officials. More specifically, these programmes target
sectors like tourism, technical trades and manufacturing/construction, teachers and teacher
trainers, commerce, environment, consumer protection, social economy, informatics and
economics/administration.
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The Hellenic Confederation of Professionals, Craftsmen and Merchants (GSEVEE) implements
training and retraining programmes relating to tourism occupations, environmental
management and basic Screenshot 1: VET in the Greek education and training system
technical
vocational
education
skills,
addressed to employers,
self-employed persons,
workers in every sector of
the economy.
The
Civil
Servants’
Confederation (ADEDY)
implements programmes
designed to improve and
upgrade the knowledge
and skills of civil service
personnel, with a view to
promoting modernisation
of public administration
services and improving
the skills of public sector
staff.
The
National
Confederation of Hellenic
Commerce
(NCHC)
implements programmes
for the personnel of
commercial enterprises.
SEV has a branch (Sev
Stegi) that implements
training
programmes,
initiatives and lifelong
learning networks aimed at improving the knowledge, skills and competence of the
country’s labour force, promoting innovation and boosting the competitiveness and export
orientation of Greek enterprises.
For a more visual approach, the structure of the Education and Training System in Greece, is
being described in the following screenshot (Screenshot 1: VET in the Greek education and
training system), from CEDEFOP / ReferNet:
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3.2 VET in Germany. A thriving structure and the ”Dual System”
The so call “dual” system is the basic system of vocational education and training in
Germany. Hence the educational attainment is said to be at a good level: A high proportion
of people in Germany have upper or post-secondary level qualifications (ie. 59,1 % in 2015
compared to the EU average of 46,5 %)3. The dual VET system has its foundation in the
Vocational Training Act of 1969, which has been amended in 2005. It introduced a close
alliance between the Federal Government, the federal states (the ‘Länder’) and companies
with a view to providing young people with training in nationally recognized occupations
which are then documented accordingly by means of a certificate issued by a competent
body, i.e. a chamber of industry and commerce or a chamber of crafts and trades.
Every young person who has completed full-time compulsory education is entitled to access
dual vocational training programmes. The main characteristic of the dual system is
cooperation between mainly small and medium sized companies, on the one hand, and
publicly funded vocational schools, on the other. This cooperation is regulated by law. The
companies sign contracts with applicants under private law and train them in line with the
binding provisions of vocational training directives which guarantee a national standard. This
is monitored by the competent bodies, mainly the chambers (of industry and commerce,
crafts, agriculture, doctors, lawyers) but also by competent bodies in the public service or
similar.
There are currently around 330 occupations requiring formal training in Germany. Among
those 15 prepare students for work in the tourism industry. Employer organizations and
trade unions are the drivers when it comes to updating and creating new training
regulations and occupational profiles or modernizing further training regulations.

After completing their training in the dual system, the majority of participants continue their
professional career as a skilled worker. Later on, there is the opportunity to further qualify
and make use of the opportunities for continuing vocational training. Besides the dual
system, students can also opt for training at full-time vocational schools. These programmes
take between 1 and 3 years, depending on the particular vocational orientation and
objective.4
3

Eurostats, figures of 2015.
VET
in
Europe
2016
–
country
report
https://www.bibb.de/veroeffentlichungen/en/publication/show/9016

4

Germany,
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3.2.1

Apprenticeships

Apprenticeship scheme in numbers: At the end of 2017 roughly 1,38 Mio. young people
were registered as apprentices. 523.290 new apprenticeship contracts have been signed
between students and training companies in 2017, whereby 25,3 % of the starters
completed lower secondary school (Hauptschule), 42,8% middle school (Realschule), 28,7 %
-A levels or technical Abitur and 3,1% had no school leaving certificate before. In 2016
students starting an apprenticeship programme had an average age of 19,7 years (1970 =
16,6).5 After passing the exam students are skilled workers at level 3 or 4 of the German
NQF. Thus dual vocational training is considered to be an attractive pathway that leads to a
solid profession with opportunities for further vocational training at levels 5 up to 8. The
success of this type of secondary education is also visible in the number of apprentices
successfully passing the exam: the quota was 92,6% in 2016.6 What makes it successful?:
The German apprenticeship system is guided by a specific legal framework, the Vocational
Training Act (Berufsbildungsgesetz – BBiG), which defines the roles and functions of the
stakeholders and all relevant procedures related to the governance and management of the
system. The Vocational Training Act provides the foundation for in-company vocational
training. It entitles enterprises to conduct vocational training on their own responsibility.
The Vocational Training Act applies to training in the liberal professions, enterprises in trade
and industry, the public sector, and in the skilled crafts and trades unless otherwise provided
for in the Trade and Crafts Code. Vocational training in the skilled crafts and trades generally
falls under the Trade and Crafts Code. The regulations set down in this law are very similar to
the provisions of the Vocational Training Act.
Training at vocational schools is governed by the school legislation of the respective federal
state. In order to avoid a situation in which these different laws lead to inconsistency in the
training provided, legislation is coordinated by the federal and state governments in various
bodies.
The most important provisions in the Vocational Training Act concern:







The content of the training contract,
Requirements regarding the suitability of the firm providing in-house vocational
training and of the trainers,
The companies’ obligation to pay trainees,
The rights and duties of firms providing in-house vocational training and of the
persons receiving training,
The process of conducting examinations,
The competent body’s (chamber’s) organization and monitoring of in-company
vocational training.7

Germany has some 330 occupations8 that require completion of formal vocational training
and are state-recognised nationwide. Each occupation has its own training regulation which
defines in binding ways what has to be learned for the particular occupation. These
5

Fact-sheet Duale Ausbildung, see also: https://www.bmwi.de/Redaktion/DE/Downloads/F/factsheet-duale-ausbildung.pdf?__blob=publicationFile&v=27
6
Ibid.
7
Reform of the VCocationa Training Act in 2005, for its
see also:
https://www.bmbf.de/pub/The_2005_Vocational_Training_Act.pdf
8
BMWI, see also: https://www.bmwi.de/Redaktion/EN/Dossier/vocational-training-and-work.html
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regulations give trainers an overview of the content they have to teach to their students
during in-company training. As a result, training, testing and certificates are standardized in
all industries throughout the country. This ensures that all apprentices receive the same
training regardless of region and company. Moreover, employers have trust in these
certificates as they provide evidence of what an individual knows and is able to do. The
shared responsibility between government, employers and trade unions also helps in
responding to emerging new challenges such as digital innovations, which will have an
increasing impact on manufacturing and the way work is organized.
An apprenticeship scheme is built around the “dual” principle, where theory and practice,
knowledge and skills, learning and working are combined and where training alternates
between the company and the VET institution. Vocational schools and companies have a
joint responsibility for vocational training. This system consists of companies and (part-time)
vocational schools which together educate young people. Although companies and
vocational schools are physically and legally separate areas of the education system, they
work together to provide initial vocational training. In this sense companies usually teach
practical know-how and schools the theory. However, in reality it is also vice versa:
enterprises also teach theory to be in line with current occupational practice and vocational
schools often provide extended technical knowledge together with practice-oriented tasks.
Enhancing this work-based approach is said to be one good reason, why apprentices get
quicker access to the labour market than graduates of full-time vocational schools:
“Human capital: Apprentices are able to adapt quickly to a new workplace due to their
proven capacity to act vocationally.
Screening: Apprentices are already screened by an employer, which means that the risk of
hiring the “wrong person” for the job is smaller than for graduates from full-time vocational
schools.
Signalling: Even if the company does not train itself, there is trust towards the knowledge,
skills and competences that are achieved within an apprenticeship. In this sense, apprentices
carry a signal that informs the future employer about capabilities.”9

9

EUI
working
paper,
Horn
2013,
http://cadmus.eui.eu/bitstream/handle/1814/27320/MWP_2013_10.pdf
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3.2.2

Further programmes at upper-secondary level

Apart from apprenticeship training schemes, there are a few other school-based
programmes at ISCED levels 3 and 4, which differ in terms of entry requirements, focus and
levels of qualifications they lead to. Those can be categorized in full-time programmes at a
VET training institution or preparatory training for those who are not capable yet to start
dual training. The programmes are depicted in the following table:
Full-time
programmes at
VET schools

Preparatory
training
adressed to
young people
with social
disadvantages,
learning
difficulties or
handicaps and
young people
with migrant
backgrounds

programmes at full-time
vocational schools
(Berufsfachschule)

programmes providing
general upper secondary and
vocationally oriented
education (Fachgymnasium)
pre-vocational training year

basic vocational training year

prepare students to work in many
occupational areas; duration: one to three
years; entry requirement is the lower
secondary school leaving certificate
(Hauptschule) or the certificate obtained
on completion of grade 10 (intermediate
level, Realschule), . Large numbers of
students also attend schools for nurses,
midwives, etc., which provide training for
non-academic occupations in the
healthcare sector. Some programmes do
not offer a full vocational qualification,
but in some cases attendance can be
credited as the first year of training in the
dual system.
last three to four years; intermediate
secondary school leaving certificate is
required; usually lead to the higher
education entrance qualification
designed to prepare young people for the
demands of vocational training; majority
of participants do not have a secondary
school leaving certificate; this can be
acquired in the course of this year
students receive basic educational
knowledge in a specific occupational field;
can be completed either as a year at
school (full-time) or in joint fashion at an
enterprise and school; successful
completion can be credited as the first
year of vocational training
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3.2.3

VET at post-secondary level

Post-secondary VET programmes are important milestones on the carrer ladder compared
to academic education and demand practical experience as admission requirement.
However if a participant decides to move to the academic sysetm he can still do so as those
programmes allow for further studies at Universities of applied sciences, Universities of cooperative education or Dual universities.
Specialised programmes at senior vocational school (Berufsoberschule) focus on certain
subjects such as Economics, Social affairs, Design etc. and are school-based with a duration
of 1-3 years.
Specialised upper secondary school (Fachoberschule) focus on certain key topics, too, last
also for 1-3 years, but can be covered by work- or school-based training.
Additional qualifications (Zusatzqualifizierung) were introduced to ensure that learning in
formal, non-formal or informal context is complementary to state-recognised qualifications.
Additional qualifications to supplement initial vocational training open up the possibility of
acquiring additional competences, such as foreign language classes or particular engineering
courses. Chambers of Commerce and Industry are typical providers of additional
qualification, whereby the chambers’ roof organisation DIHK promotes a catalogue of
recognized additional qualifications, following certain quality criteria and functioning as
point of reference for chamber trainings.
3.2.4

Tertiary level VET programmes

There are several types of VET providers who offer tertiary vocational programmes at ISCED
levels 5 to 8. Nearly all of them underpin the premeability between the two systems of
vocational and academic education because they allow for the transfer to Bachelor or
Master programmes after completion.





Advanced vocational qualification (Meister, Techniker, Fachwirt) (assessment/
certification by the Chambers), courses often also provided by training institutions of
the chambers, work-based, duration of 2 to 5 years
Advanced vocational programmes at trade and technical schools of Agriculture,
Design, Technology, Social care etc, school-based, 1 to 3 years
Health sector schools or schools attached to hospitals, theoretical and practical
training, duration of 2 or 3 years
Dual study programmes (universities, universities of applied sciences, dual
university, universities of cooperative education), in particular: engineering sciences,
economic sciences/ commercial law, social affairs, administration and administration
of justice, computer science, design, mathematics, information and communication
technology, healthcare/ nursing, partly school and practice based, duration of 3 up
to 5 years

According to Eurostat there were 3,04 mill. students enrolled to tertiary educational
programmes, compared to 2014 with 2,91 mill.10 , thus emphazising again the acceptance of
VET programmes as the choice of optaining further qualifications and pathway to further
academic qualification in terms of bachelor and master degrees. It is also true that most of
10

Eurostat, see also:
http://appsso.eurostat.ec.europa.eu/nui/show.do?dataset=educ_uoe_enrt01&lang=en
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these programmes maintain close ties with practical training providers, enhancing the workbased learning component.
3.2.5

Continuing vocational education and training

In Germany Continuing vocational education and training (CVET) is conotated to adult
education and training for skilled workers. That is the reason why it is often provided as
part-time training next to regular work. Since it mostly addresses employees, the majority of
CVET programme take place within companies or with their support. Per law employers are
entitled to usually 10 days of paid leave of absence for educational reasons within 2 years.
However this is regulated individually by each federal state as education is a matter for the
Länder.
In terms of CVET, the standard entry requirements for most types of these programmes is a
completed IVET qualification or a higher education degree. An exception from that is
retraining that aims at providing a vocational qualification for those who are not or no
longer able to work in the occupational field which they were trained for (e.g. due to an
occupational disease). Given the destinction between CVET and “regulated” CVET the latter
include programmes based on (national) acts regulating the scope, content, objectives and
examinations of the programmes (e.g. master craftsmen, business administrator, graduate
in business administration, skilled worker).
With regards to CVET in-company training is a ”non-regulated” form and describes any type
of training (except IVET) that takes place in the enterprise or on the job counting as working
time. In most cases companies bear the costs. In-company training can be organized by the
entreprises themselves or can be outsourced,too. In this case usually they are offered by
chambers, professional associations or private training providers.
A third form of CVET are courses for individuals, often organized and payed for by
themselves. Volkshochschulen (adult education centers, VHS) are the most important
publicly funded training institutions providing these CVET courses. Additionally to other
types of courses they offer various work-related trainings and workshops.11

11

CVET in Germany, see also: https://www.euvetsupport.eu/index.php?id=235
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4. Desk Research on current and past reports on Skills and
Competences in the Tourism Sector
4.1 Trends and Skill Needs in Tourism, Cedefop Panorama Series
Tourism is one of the most important sectors of the European economy, with more than 2
million enterprises in Europe covering 5% of the total workforce in the core industry and 8%
in the related economy. The generated GDP from the core industry is approximately 5% in
the core industry and 7% in the related economy. In this survey12 it had been also noticed
that more than 720 million tourists will arrive in Europe, most of them from European
countries.
The most important identified trend since 2005 was the gradual development of tourism
sector as the ICT dimension was affecting the usual methods and habits, especially for
booking. The possibility of Internet booking, the intensified internet search for price
advantages had made the tourism one of the most volatile and dynamic economic sectors.
Two of the most important factors that changed the tourism sector regarding the survey of
Cedefop, Panorama Skills in Tourism were the following:



Tourism and Peace
Tourism and Technology

The “Tourism and Peace” approach included knowledge of cultural heritage and creation of
friendship as a new form of tourism. However, the factor with the major influence was the
technology.

The influence of ICT sector in tourism had been identified since 2005, as various activities
could be boosted through this dimension. Broadband revolutionized the communication
culture, boosted e-commerce and the way that tourist choose their holidays destination.

12

Cedefop Panorama, Trends and skills needs in tourism, 2005

WP 2.2 - Report on collection of Current VET Curricula

Page 20

Also, artificial intelligent agents changed the pathway of travelling, acting as personal
holiday tour operators.
These two challenges, the new approach in tourism through cultural knowledge and the ICT
sector was the factors that changed the sector since 2005. The new identified trends in the
tourism sector, increased the skills needs for the employees. According to the report, the
skills mismatches were both soft and in ICT.
Specifically, the required skills and competences in tourism sector in European level since
2005 are the following:












Knowledge of foreign languages
Entrepreneurship skills
Computer/ICT skills
Sales skills
Managerial skills
Problem solving
Leadership
Decision-making
Customer Oriented Behavior
Job related skills (cleaning, bar attendance, catering)
Intercultural Communication

The report made also specific reference to the ICT sector and its influence in the tourism
business. ICT facilitates the direct communication with customers and ameliorates the
efficiency and the effectiveness of customer service, trading and product design processes.
Moreover, through ICT sector tourism has been more competitive and demanding sector,
therefore familiarization with this new trend is required.
Within this context, employees in the tourism sector need skills for their successful
navigation in the tourism sector in order to identify potential opportunities for cross-selling,
find efficient distribution channels and to ameliorate their managerial skills.

4.2 Global Talent Trends and Issues for the Travel & Tourism Sector,
World Travel and Tourism Council
The survey provided by World Travel and Tourism Council “Global Talent Trends and Issues
for the Travel & Tourism Sector” includes important data regarding the lack of trained and
effective professionals in the tourism sector in European level.
According to this detailed survey, over the next years, period between 2014-2024, the
WTTC’s predictions for Travel & Tourism sector is that it will contribute more than US$ 11
trillion and that will support 347 million jobs around the world. The rapid growth is
depicted in the employment rate which will exceed the 4% per year for these years.
For this reason, the growth of the Travel & Tourism sector requires more trained staff in
order to fulfill this growing potential. The fact that Travel & Tourism sector growing faster
than most other important industries at global economy is a result of various factors such as
the ongoing structural transformation from industry to services in advanced and emerging
economies and the growth of the middle class globally which have changed the customers
patterns in this sector.
Within this context, in order the tourism related companies and employees to meet the
needs and the new trends more skills are required. According to the survey, talent is
increasingly considered as a key tool for the economic development and competitiveness.
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It is an essential part like other elements such as land, capital, technology and infrastructure.
However, the major issue is that demand in talented and trained employees in the Travel
and Tourism sector surpass the supply.
Talent imbalances in Travel & Tourism take many forms, covering both shortages and
surpluses:



Shortage or surplus of job-specific skills, e.g. foreign languages, IT
Shortage or surplus of certain soft skills, e.g. customer service, problem solving

Taking into consideration a survey provided by the ManpowerGrroup13, the main identified
reasons for which the employers could not find the most suitable and qualified staff, totally
correlated with the Tourism & Travel sector, were the following:



Lack of technical competence (Hard skills)
Lack of competencies in the workplace (Soft skills)

More precisely, what it has been identified in this survey is that Greece during the period
2014-2024 is projected to be among the 12 countries in the Travel & Tourism sector with the
most acute deficit in the talent trends. This deficiency in the talent gap will have a negative
impact of -7% in the tourism sector. Within this context, the demand growth is faster than
the supply growth, approximately 1%. The most frequent identified weaknesses in Greece
are in the customer services and in the training. Germany is also among the 5 bottom
countries for Travel & Tourism regarding the demand and supply growth between 20142024.
The lack of talented staff and the upcoming increase in job vacancies related to the tourism
sector require a more trained staff. For this reason, according to this survey, a modern
Travel & Tourism Curriculum is needed in order the employers to face the lack of talented
staff.

4.3 Mapping of Skills and Training Needs to Improve Accessibility in
Tourism Services in Europe, Case Study 19. Barrier-Free
Destinations, Germany, European Commission
Globally, it is estimated that there are over 1 billion persons with disabilities14, as well as
more than 2 billion people, such as spouses, children and caregivers of persons with
disabilities, representing almost a third of the world’s population, are directly affected by
disability. While this signifies a huge potential market for travel and tourism, it still remains
vastly under-served due to inaccessible travel and tourism facilities and services, as well as
discriminatory policies and practices
The report provided by European Commission15 notices that tourism plays a fundamental
role in the society as it mobilizes millions of people around the world, especially in Europe,
constituting not only a driver of economic development but also a critical element in
improving knowledge, communication and the level of relationship and respect between

13Manpower

Group - 2014 Talent Shortage, for more information please see Survey Results:
http://www.manpowergroup.co.uk/media/137404/2014_talent_shortage_wp_us2.pdf
14 United Nations, Disability, Promoting accessible tourism for All, please for more information see
https://www.un.org/development/desa/disabilities/issues/promoting-accessible-tourism-for-all.html
15 European Commission, Mapping skills and training needs to improve accessibility in tourism services, 2014
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citizens of different countries. For this reason, tourism sector should be accessible for all by
offering sustainable and high quality products and services to its customers.
As it is mentioned in the report the level of awareness and qualifications of tourism
services providers cannot address the needs of people with disabilities. Within this context,
there is an urgent need to promote an understanding of accessibility to the employees in
the tourism sector. A general observation is that the level of awareness and qualifications
of tourism services providers is inadequate to address the needs of people with disabilities
Tourism training programmes can play a vital role in preparing managers and employees
to deliver their services in appropriate ways, respecting not only the diversity of customers'
access needs but also specific requirements related to disabilities or long-term health
conditions. A general observation is that the level of awareness and qualifications of
tourism services providers is inadequate to address the needs of people with disabilities.
With appropriate training, front-line staff can make disabled and senior guests feel
welcome and overcome some of the physical and functional barriers that are still present
in older buildings and environments.
Training courses in skills related to accessible tourism are relatively scarce within current
VET frameworks and commercial training offers. Skills development in this sector is of major
importance for the objective of making Europe a world-class destination for all tourists.
Skills needs and training provision should differentiate between different skills levels (basic,
in-depth) and different occupational roles (Managers with/without customer contact,
frontline staff, others (including technical specialists).
Some of the most important skills that employees in the tourism sector should acquire are
the following:







Knowledge of disabilities/types of disability and access requirements
Barriers to accessibility & Design for All
Strategic development of accessibility in business
Principles of effective customer service
Proper etiquette for dealing with PwD
Recognizing and responding appropriately to people using personal supports

Taking the above into consideration, the training of students and personnel in tourism
sector should be developed and designed according to the following parameters:




Tailor-made context of the training regarding the target group (students, employees,
managers, trainees)
Prior qualifications, experience, knowledge
Visitors’ specific access requirements

What is highlighted in this report is the fact that SMEs in the tourism sector use less formal
training than large enterprises, as a repercussion of limited financial resources, limited time
and difficulties in accessing training courses locally. For this reason, formal training is of
major importance for family run and small hotels. Consequently, SMEs should develop
strategies and long term plans for their business and their employees.
Barrier Free Destinations, Germany16

16

http://www.accessibletourism.org/resources/eu-skills-19-barrier-free-destinations-germany-casestudy.pdf
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In 2008 the BMWI (Federal Ministry of Economics and Technology) conducted a study on
the issue of “Barrier-free Tourism for All in Germany –Success factors and measures for
quality improvement”.
The main objective of the project is to provide reliable Information for travelers with
disabilities within Germany across the entire Tourism service chain by providing a uniform
labelling and certification scheme and training/awareness in the area of ‘Tourism for All.
Additionally, it addresses the training element of the “Development and marketing of
accessible facilities and services within the meaning of Tourism for All in Germany”. The
training is targeted at future auditors of the Tourism for All accessibility label and SMEs as
well as companies and participation organisations of the access scheme.
In Germany tourism plays a fundamental role for the country’s economy. According to
statistics from 2012 more than 68,8 million overnight stays have been made by
international tourists. In the fourth quarter of 2012, according to the Federal Statistical
Office, Germany had almost 42 million people in gainful employment. This is the highest
level since reunification.
Germany is investing in its attractive brand in order more tourists to visit the country. For
this reason, the German National Tourist Board has developed a series of new marketing
strategies based on specific themes. One of the themes which had been developed in 2013
was the “Barrier free travel”. As it is mentioned in the report more than 80 million people
with disabilities live in Europe, equates to 16% of all Europeans.
The Barrier-free Travel Destinations Association17 in Germany is a group of cities and
tourism regions which are promoting barrier-free tourism in Germany and who work to
develop and communicate barrier-free tourism in cooperation with the partners of the
association.
The following prerequisites should be covered in order a city or region to be member of
this initiative, some of them are the following:





17

Town or city with at least 300,000 overnight stays/year or tourism region with at
least 500,000 overnight stays/year
The city/region declares that it is willing to put its own know-how in the area of
barrier-free tourism at the disposal of the members of the Association
The city/region has a Working Group that regularly discusses issues relating to
barrier-free tourism
Barrier-free tourism is enshrined in the mission statement and/or the development
plan for the city or region

http://www.accessibletourism.org/?i=enat.en.germany_commercial.604
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4.4 Other various EC commissioned reports and studies on the
growth, potential, trends, challenges and needs of the Tourism
sector.
4.4.1 Sector Skills Insights: Tourism, UK Commission for Employment and Skills
Our detailed desk research includes also the report from the UK Commission for
Employment and Skills about UK, given that UK is a leading country in the tourism industry
and it is important to take into account which are the specific needs and challenges in this
country. This report will strengthen our holistic approach to the Tourism industry in order
to delve into the trends, needs and skills mismatches of the sector in Europe.
Within this context, the UK Government has announced its plans for the sector, which are to
become one of the Top 5 destinations in the world in terms of revenue from inbound
tourists and to increase the amount of money that UK residents spend in their country
instead of overseas.
More job vacancies are expected until 2020 in UK, especially the sector is going to employ
289,000 more people than 2010. As a part of the constantly changing tourism sector an
improvement in skills is needed in order the employees to maximize their efficiency.
Changes in technology and consumer demand will present challenges to the tourism
workforce to adapt and ensure excellent customer service.
According to this report18, the most important skills that employees should acquire in the
tourism sector are the following:




Management skills (staff planning, time-scheduling i.e)
Customer Service skills (Consumer-focused culture,
ICT skills

The need for improved customer service skills will be driven by increasing customer
expectations. Businesses will have to create a consumer focused culture, driven from the
top-down by leaders and supervisors. There will also be specific skill needs for technology
professionals and technical staff as technological developments led to new ways for business
to interact with customers.
Moreover, regarding the analysis on this report, the key areas of technological
development that will have an impact on the tourism sector the upcoming years are the
following:




18

Online booking and mobile technology – Tourist related firms will increasingly
communicate with the customer online, through bookings, promotion and after service. In particular, mobile phone technology is now used to target customers who
are ‘connected’ at all times, and access to customers via this method will grow
significantly. This may enable businesses to foster greater loyalty, but they need to
ensure websites are mobile-friendly to maximize the benefits. In the travel and
tourism sector, online developments are likely to continue to represent a threat as
well as an opportunity, as customers increasing book holidays via the internet
rather than through tour operators
Customer Relationship Management (CRM) – building and managing relationships
with the customer online will become of major importance.

http://dera.ioe.ac.uk/15965/1/evidence-report-55-tourism.pdf
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Online social networking – social networking such as Facebook pages, Twitter and
Instagram accounts or Tripadvisor, Booking, Expedia are becoming part of the
mainstream and are now a growing phenomenon among older age groups as well
as young adults. Tourism sector businesses will need to tap into this in order to
maximize their effieciency.
Data security– certain parts of the sector (hotels, travel businesses) are storing
large amounts of personal data on customers. Businesses related to tourism need to
be clear about their data protection responsibilities and ensure measures are in
place to protect customer data.
Enhancing the customer experience – as budget hotel chains roll out flat screen TV
and wireless broadband, higher-end businesses will increasingly need to use
technological advances to enhance customers’ experiences. The use of smart card
technology is set to increase in restaurants and bars, and store information on
customers’ purchasing habits and allow customers to pay without going through
traditional payment processes.

4.5 International Best Practices in Hotel & Catering sector related
VET Programmes
In this subunit we have gathered the best practices in international level regarding the VET
programmes on digital skills and intercultural communication skills. After the abovementioned analysis, which include information related to the European context, it has been
identified that these are the main skills that employees in the Hotel & Catering sector
should acquire in order to maximize its efficiency and to meet the current needs in this
thriving industry.
For this reason, our desk research emphasized also on the collection of international best
practices which could strengthen our approach on the identification of the best
methodology to develop Curricula for the digital skills and intercultural communication of
employees within the Hotel & Catering industry.
We gathered from USA, Canada and Australia certain VET programmes which are provided
to individuals seeking specialized training and knowledge in the Hotel and Catering industry.
Each curriculum includes a set of courses in order to prepare the students to meet the
requirements and the needs of the demanding industry of tourism. These courses provide an
appropriate training to the students aiming to cultivate and obtain the needed skills and
competences.
As it has been identified in the above analysis an employee should develop skills and
abilities regarding the appropriate use of technology, such as social media and at the same
time the employ should be aware as far as the intercultural differentiations are concerned.
In USA we identify that the VET providers give a great emphasis on the cultivation of digital
skills. The technology is considered as a crucial factor in the Hotel and Catering sector and as
a result the curricula of VET programmes in different VET providers include at least two
special courses on the use of technology and its advantages in the examined sector.
More specifically, Delaware County Community College and Stratford Career Institute
provide courses of digital skills in their programmes. The Delaware College provides a
programme entitled “Hotel/Restaurant Management”, where the student will acquire and
develop his digital and intercultural skills. The programme aims to train in an appropriate
way students as far as the technological skills are concerned. Therefore, the students are
introduced in information technology and computer science.
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In addition, aiming to enhance students’ intercultural skills the programme presents the
appropriate way to communicate and interact in a working environment mainly with the
customers and at the same time students learn the principles in tourism and how to
recognize and respect the cultural differences in order to provide the best possible
customer experience.
In Australia, we observe that the VET providers share the same perception regarding the
necessary skills for an employee in the demanding Hotel and catering sector. Several VET
institutions provide programmes in the aforementioned sector including courses for the use
of technological tools and at the same time the give emphasis in the communication and
intercultural skills.
The International College of Management – Sydney (ICMS) provides courses aiming to train
in an appropriate level students to use Social Media and exploit their capabilities. Moreover,
the programme introduce students in e-commerce and the advantages of technology in the
industry. Furthermore, the College introduce students to principles of communication and
human relations in order to provide the best possible services to the guests.
The Cambera Institute of Technology (CIT) in its programme’s curriculum provides the
necessary training regarding the use of Social Media, while it highlights the importance of
intercultural skills providing courses in social and cultural sensitivity. Therefore, the
programme identifies the needed skills in the Hotel and Catering sector and aims to provide
to its students the necessary elements in order to address demand of the industry.
Finally in Canada, several VET providers having perceived the needs in the demanding
tourism industry introduced in their programme’s curricula specific courses regarding digital
and intercultural skills.
Centennial college in the programme entitled “Hospitality and Tourism Administration”
provides the ability to its students to acquire the necessary skills in technology and they
learn how to use Social Media in order to ameliorate the provided services. As far as the
intercultural skills concerned, the programme introduce students to the principles of social
analysis and how to utilize this knowledge in order to provide the best customer experience
respecting the cultural elements of each person.
In addition, Fanshawe College also promotes programmes aiming to cultivate and train the
necessary skills to the potential employees of Hotel and Catering sector. The students in this
programme are taught how to utilise technology’s abilities and how to treat to each
customer taking into consideration the possible different cultural elements and aiming to
serve the guests in the best possible way. Therefore, students acquire the needed digital
skills and learn how to approach each customer though a set of good behavior.
The above mentioned and described best practices in different regions of the world
designates that digital and intercultural skills are identified from the total of VET providers
as important factors in the demanding Hotel and Catering industry. These best practices
highlight the consequence of these skills, given the fact that a potential employee has to
meet the demands of the aforementioned industry in order to achieve a successful career in
the Hotel and Catering sector. The following table depicts the necessary details of each
described programme.
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Table 3: International Best Practices in Hotel & Catering sector related VET Programmes
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4.6 Existing Skills Needs analysis for Greece and Germany,
4.6.1 Greece: The current situation in the Travel and Catering sector
Tourism in Greece has been a key tool of the economic activity in the country and is one of
the country's most important economic sectors. Greece has been a major tourist destination
and attraction in Europe since antiquity, for its rich culture and history, which is reflected in
large part by its 18 UNESCO World Heritage Sites, among the most in Europe and the world
as well as for its long coastline, many islands, and beaches.

This significant influence of tourism sector in Greece is depicted in its contribution in the
country’s GDP. Specifically, tourism is a leading driver in the Greek economy, accounting in
2017 the 19,7% of country’s GDP, more than 35 billion euros, with a projection to reach by
2028 the 28,7%19, otherwise ¼ of Greek GDP. The decisive impact of the tourism in the
country’s GDP is proven by the fact that Greece’s GDP had been sharply declined during the
period 2009-2016 with an annual average of -4,3%, but the Tourism contribution to GDP
during these years was gradually increased by 2,04% , on annual average.20 This is an
explanation that even in one of the worst economic periods in Greek history tourism had a
positive contribution in the country’s GDP.
Apart from its contribution to the country’s GDP, the tourism sector has also a great impact
in the employment of the workforce. According to data obtained by WWTC, in 2017 more
than 459,000 jobs, the 12,2% of the employment in Greece, were directly related with the
travel and tourism sector. The overall number of jobs will have reached the 592,000 by
19

The Tourism contribution to GDP during the period 2009-2016 to Greece was on annual average
World Travel & Tourism Council, Travel & Tourism, Economic Impact Greece 2018, for more
information
please
see
https://www.wttc.org/-/media/files/reports/economic-impactresearch/countries-2018/greece2018.pdf
20
Knoema, Greece –Contribution of travel and tourism to GDP as a share of GDP, for more
information please see https://knoema.com/atlas/Greece/topics/Tourism/Travel-and-Tourism-TotalContribution-to-GDP/Contribution-of-travel-and-tourism-to-GDP-percent-of-GDP .
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2028, highlighting the importance of the sector for Greek economy. Another fact that it is
worth mentioning is that both direct and indirect jobs related to tourism will have surpassed
almost the 1,266,000 by 2028.
The impact of tourism on total employment in Greece is of major importance as the
unemployment rate remains the highest in Europe. In particular, the total unemployment
rate in Greece in August 2018 was 19,1%21 and the corresponding rate in youth
unemployment was recorded in 39,7% in May 2018.22
Within this context, the job opportunities in the tourism sector could be an effective tool
for the elimination of the unemployment rate. Taking into account that the employment
rate of the age group 15-24 in 2017 was only 11,8%23 of the overall workforce in the tourism
sector, it is obvious that the tourism sector could be a catalyst for the tackling of youth
unemployment. Concerning the investments related to the tourism sector in Greece, these
exceeded the 3,1 billion euros in 2017 and for 2018 it is expected an increase of 3,6%.24
As far as the tourist arrivals are concerned, according to a survey of INSETE more than 27,2
Table 4: Arrivals of non-resident by country of origin
Countries of Origin
Eurozone
Austria
Belgium
France
Germany
Spain
Italy
Cyprus
Netherlands
Others
EU countries outside Eurozone
Denmark
United Kingdom
Romania
Sweden
Czech Rebuplic
Others
Other Countries
Albania
Australia
Switzerland
USA
Canada
Russia
Others
Total arrivals**

Arrivals of non-residents by country of origin (in thous.)
2010
2011
2012
2013
2014
6.147
6.622
5.903
6.379
7.457
338
310
236
236
285
340
433
327
345
409
868
1.149
977
1.152
1.463
2.039
2.240
2.109
2.268
2.459
155
155
156
92
136
844
938
848
964
1.118
575
440
425
399
448
528
561
478
581
657
460
395
347
342
480
4.065
4.105
3.900
4.148
5.793
241
245
205
202
240
1.802
1.758
1.921
1.846
2.090
258
224
230
279
543
281
334
320
369
338
295
309
289
287
348
1.188
1.235
935
1.164
2.234
4.795
5.701
5.714
7.392
8.784
242
411
469
505
488
108
116
118
129
183
274
361
300
347
377
498
485
374
467
592
113
142
103
187
146
451
739
875
1.353
1.250
3.107
3.446
3.476
4.406
5.748
15.007
16.427
15.518
17.920
22.033

2015
8.189
327
483
1.522
2.810
94
1.355
470
639
489
6.785
238
2.397
540
352
437
2.822
8.625
491
183
391
750
182
513
6.114
23.599

2016
8.935
359
467
1.314
3.139
203
1.387
652
771
644
8.282
242
2.895
1.026
413
280
3.426
7.583
722
169
438
779
153
595
4.726
24.799

2017
9.863
396
527
1.420
3.706
164
1.441
632
947
631
8.720
279
3.002
1.149
493
339
3.457
8.611
829
324
449
865
198
589
5.358
27.194

Source: Bank of Greece
21

Eurostat,
Unemployment
statistics,
2018,
for
more
information
please
see
https://ec.europa.eu/eurostat/statistics-explained/index.php/Unemployment_statistics
22
Eurostat,
Euro-area
unemployment at 8,2%, for more information please see
https://ec.europa.eu/eurostat/documents/2995521/9105310/3-31082018-AP-EN.pdf/772f244974be-415d-b4b0-351f31982720
23
SETE, The employment in the tourism sector in Greece, 2017, for more information please see
http://sete.gr/media/10223/insete-infographic-meletiapasxolisis.png?width=242.64705882352942&height=500
24
https://www.naftemporiki.gr/finance/story/1339148/tourismos-sta-31-dis-euro-oi-ependuseis-tou2017

WP 2.2 - Report on collection of Current VET Curricula

Page 30

million tourists arrived to Greece, with a total revenue of 14,2 billion euros.25 In 2017 the
tourist arrivals recorded an increase of 9,7% from the previous year and the total revenue
an increase of 11,7%.26 Also, by 2020 it is expected that the tourist arrivals in Greece will
have reached the 35 million.27 As it is depicted in the following table 1 tourist arrivals in
Greece are multicultural including a wide range of different countries.
This intensified the need of intercultural communication and skills for the employees in the
hospitality and catering sector. Germany and UK are the top countries of tourist arrivals in
Greece. Moreover, the potential increase of tourist arrivals from China is going to change
the tourism environment in Greece. In 2017 150,000 tourists from China came to Greece
and an increase of 50% is expected in the upcoming future.28
Another major factor that it is appropriate to be mentioned is the impact of the new online
platforms for travel arrangements and other tourism related services. The following image
includes the 4 most usual platforms Tripadvisor, Booking.com, Expedia and Airbnb and the
data regarding the registration of the provided services related to tourism and catering in
Greece.

Type of Services
Hotels
Restaurants
Vacational Rentals
Properties

Tripadvisor

Expedia Booking Airbnb
1,185
2,260
23,862

1,900
16,381

23,173

Taking into consideration that the overall number of the Hotels in Greece is estimated on
9,730, it is inferred that there is need in more familiarization with the new platforms in
order to advertise them online.29 Furthermore, given that most of the tourist arrivals in
Greece are from European countries employees and stakeholders in Greece should
ameliorate their ICT skills as:




34% of internet users bought or ordered holiday accommodation and/or other travel
arrangements
55% of the trips booked online by residents in EU
4 out of 10 Europeans looking online for travel related information

25

SETE Intelligence, The contribution of tourism in the Greek economy, 2017, for more information
please see http://www.insete.gr/Portals/0/meletes-INSETE/01/2018_SymvolhTourismou-2017.pdf
26
Ibid.
27
Greek City Times, Tourism to Greece will be triple the population as 35 million expected in 2020, for
more information please see https://greekcitytimes.com/2017/09/13/tourism-greece-will-triplepopulation-35-million-expected-2020/
28
DW, Chinese tourists boost Greek economy, 2017, for more information please see
https://www.dw.com/en/chinese-tourists-boost-greek-economy/av-39851247
29
Research Institute for Tourism, Structure and Characteristics of Hotel sector in Greece, 2017
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ICT skills in Tourism and Catering sector in Greece
At a global level, tourism has been changing as a result of the digital transformation. A wide
range of new companies such as Expedia, Tripadvisor, Booking.com and others have
completely altered the way that tourists travel, reserve accommodations and other services.
Within this context, tourism related companies and employees should integrate in their daily
operations the digital perspective not only to meet the needs of the customers but also to
maximize their efficiency according the new trends of the sector.
As it had been mentioned before, digital skills have been more than necessary for
employees, especially in Greece where tourism constitutes a significant part of the
country’s GDP this perspective is of major importance. Consequently, the employees
should update their skills in the ICT sector so as to respond in the customer needs and sector
trends. For this reason the first step is to map the current situation in the ICT skills in Greece
in order to identify which are the weaknesses.
Under this framework, digital sector in Greece ranks 26th out of 28 in Digital Economy and
Social Index 2017. Overall, Greece did not make much progress compared to other EU
Member States. Its low performance in digital skills risks acting as a brake to the further
development of its digital economy and society and this will also affect the tourism sector
as the new trends require digital skills.30
According to DESI report, Greece belongs to the cluster of low performing countries, as it is
noticed in the table below.
Figure 1 Digital Economy and Social Index ranking 2017

Source: Digital Economy and Social Index, Greece 2017

Especially, Greece’s performance in the 5 related areas has been analyzed as follows:


Connectivity: Greece features wide availability of fixed broadband, but take-up is
progressing slowly. Price is relatively high, the transition to fast broadband
connections is slower than in other EU countries. Greece remains last in NGA
coverage per household.

30

European Commission, Digital Economy and Society Index Greece ,2017, for more information see
file:///R:/%CE%9D%CE%AD%CE%BF%CF%82%20%CF%86%CE%AC%CE%BA%CE%B5%CE%BB%CE%BF%
CF%82/GreeceDESIcountryprofile%20(2).pdf
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Human Capital: More people are online, but skills levels remain low. However, the
number of science and technology graduates is relatively high and this is a good
promise for Greece's digital future.



Use of Internet: Greeks are active internet users of social networks and online
content. Over the past year more and more users have been engaging in online
banking.



Integration of Digital Technology: Greece is progressing slowly. Companies use
social media but are less prone to take up new technologies such as cloud and
RFID. More and more SMEs use electronic sales channels, although not for crossborder sales.



Digital Public Services: Greece has progressed in the provision of Open Data,
although not as fast as other European countries. The number of e-Government
users is also slightly progressing, but the delivery of online public services is well
below EU average.

Moreover, according an OECD survey, approximately 17.4% of adults in Greece reported no
prior experience with computers (compared to the OECD average of 10.0%) and 2.8% failed
the ICT core test (compared to the OECD average of 4.7%). A large proportion of adults
opted out of the computer-based assessment (11.2%, compared to an average of 9.6%).
47.9% of adults scored at or below Level 1 in problem solving in technology rich
environments31, higher the OECD average of 42.9%. Older adults were much more likely
than average to report no prior computer experience or to fail the ICT test (46.9%, compared
to the OECD average of 31.8%), and were more likely to opt out of the computer assessment
(24.5% compared to the average of 17.6%).
As far as the results from Digital Agenda Scoreboard 201432 are concerned, the most critical
digital areas with identified weaknesses in Greece related also to tourism sector are the
following:




Digital skills
E-commerce indicators
ICT use in SME’s

Especially in 2012, according to Eurostat, 65% of individuals in Greece had low or no digital
skills, while the EU average was about 47%. Concerning the digital skills in the workforce,
data obtained from Eurostat in 2012, 55% of employees exhibited low or no digital skills,
with the EU average to be on 39%.33
An important fact that could be also noticed is that in the field of SMEs in Greece only 8% of
them sell online when the EU average is on 14%.
More precisely, an analysis provided by Accenture concerning the digital maturity of
companies in Greek tourism showed that Greek companies are in lower level than other
competitive countries. Especially Greece’s digital maturity is below than others competitive
countries in the tourism sector such as Italy.

31

OECD, Greece-Country Note-Skills Matter: Further Results from the Survey of Adult Skills, 2016, for
more information see http://www.oecd.org/skills/piaac/skills-matter-greece.pdf
32
Foundation for Economic & Industrial Research, ICT Adoption and Digital Growth in Greece, 2014,
for more information please see http://iobe.gr/docs/research/RES_03_10062015_REP_ENG.pdf
33
Ibid.
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Figure 2: Digital maturity of companies in Tourism

Source: Oxford Economics, Accenture Analysis

Companies in Greek tourism are in particular less mature in digital ways of working,
therefore they need to further invest in digital skills, training and use of tools and
technologies in order to maximize their efficiency. Greek companies should also ameliorate
their hardware and software assets and to increase the usage of emerging technologies such
as cloud and analytics according to the survey of Accenture.34
ICT Needs in the Tourism and Catering sector in Greece
The constant and rapid changes in tourist sector, with the development of new and more
demanding tourists markets as well as new, more specialized tourist products, requires a
more specialized and trained staff, especially in ICT skills.
Regarding a survey provided by Accenture35, Greece is on the last position regarding the
contribution of digital sector in tourism. Specifically, its rate is below the EU average of
12,6%, when the contribution of digital sector in Greece is only 8,3%. The survey examined
international industries in the tourism sector and among the EU tourist industries UK was in
the first place with 15,8% and German second with 13,6%.
What has been identified from the analysis so far is that the tourism sector is changing, as
the ICT perspective is becoming an effective tool for a wide range of services. However,
Greece is lagging in this sector given that only 17% of tourism related revenues are from
trips organized or booked online, when the average EU rate is on 56%.36 Taking into
consideration the fact that 55% of tourists in EU booked online for their tourist services and
that the majority of tourist arrivals in Greece is from EU countries, a more specialized staff in
ICT sector is required. Moreover, the influence of ICT sector in tourism has been identified
through the aforementioned platforms such as Tripadvisor, Expedia, Booking, Airbnb, which
have changed the approach both for tourists and employees operations.
Within this context, specific needs have emerged due to this growing demand of ICT skills
in the tourism sector. These needs should be recorded before they could be translated into
educational programs in order to prepare the workforce not only to meet the customer
requests but also to increase their ability to cope with the existing circumstances of the
tourism sector.

34

Accenture, Digital Greece: The path to growth tourism industry digital state, for more information
please see http://www.sev.org.gr/Uploads/Documents/50550/Tourism_Industry.pdf
35
Accenture, Digital Greece: The path to growth tourism industry digital state, for more information
please see http://www.sev.org.gr/Uploads/Documents/50550/Tourism_Industry.pdf
36
Ibid.
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As the online booking have been increased and customers have developed their skills in the
online services, employees in the Hospitality and Catering sector should ameliorate their
competencies in the corresponding field. For this reason from the desk research in the
European and national level the following needs and tools have been identified as the most
crucial:




Knowledge of data management system (Customer Relationship Management).
CRM entails all aspects of interaction a company has with its customer, whether it is
sales or service related. It even uses technology to streamline processes that impact
customer loyalty, service delivery and quality management.37
Use of Social Media. Social media has made a huge impact on the tourism industry.
Consumers engage with social networking sites to research trips, make informed
decisions about their travels and share their personal experiences of a particular
hotel, restaurant or airline. TripAdvisor in particular has had a wide-reaching effect
on the industry. The new platforms such as Tripadvisor, Expedia, Booking, Airbnb
have been widespread and employees should have the ability not only to
communicate with customers but also to promote their services online.

Within this context, the employees should acquire, according to CEDEFOP, basic and
intermediate skills:38


Basic ICT skills: using a PC, tablet or mobile device for email, internet browsing



Moderate ICT skills: Word-processing, using or creating documents and/or
spreadsheets

Also, according a survey for digital skills in the workplaces, it has been identified that
employees in the tourism sector should acquire specific digital skills, especially from 1 to
5:39
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Using a word processor (e.g. Word)
Create a spreadsheet (e.g. Excel)
Search, collect and process information using ICT(Internet)
Communicate through ICT using email
Communicate through ICT using social media, Skype/video calls
Use software for design, calculation or simulation
Undertake programming and software development
Design and maintain ICT architecture for the workplace
Programing and use CNC machines (3D printer)
Programing and use robots

Also, other specific needs that should be faced are the following:




Security of online transactions in a tourism website: The key for the commercial
success of a travel website, besides the variety of online services, is to provide
customers with a safe environment in order to fulfil their online transactions
without the fear of losing their personal data.
Promotion of e-tourism Websites: There are hundreds or even thousands websites
including travel ones that remain invisible because of their inability to effectively

37

UKEssays, Customer Relationship Management in the Hospitality Industry, for more information
please see https://www.ukessays.com/essays/tourism/customer-relationship-management-inhospitality-industry-importance-tourism-essay.php
38
European Commission, ICT for work: Digital skills in the workplace, (2015), pg.20
39
Ibid.
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advertise the site itself, as well as its products and services. Due to the radical
change of the travel marketplace and customer behaviour, the critical decision for
most tourism businesses is to develop their business character so that is compatible
the new information era. What is proposed is the use of internet which enables
tourism businesses to improve their flexibility, interactivity, efficiency and
competitiveness. The future of tourism is electronic and information technology will
play a leading role in the transformation of the whole sector
All the above mentioned needs in the tourism and catering are in correlation with the needs
and challenges identified in CEDEFOP, Digicomp, OECD and national context. The tourism
sector has been changing as a result from the ICT penetration. Given that tourism
constitutes a major part of the country’s GDP and taking into consideration the increase in
the tourist arrivals in the upcoming future, Greek tourism sector should integrate more the
ICT perspective and the employees to update their abilities in order to maximize their
efficiency.
4.6.2

Germany: The current situation in the Travel and Catering sector

Tourism in Germany has been growing for years as the country remains a popular
destination. Positive forecasts for the European economy and in particular for Germany as
one of the biggest source markets for international tourism have given the sector a boost,
while unemployment has sunk to historically low figures. According to figures of the Federal
Statistical Office the positive mood among companies in the Hotel sector continues to result
from the good economic situation in Germany. In particular, city tourism and business
travel continued to be exceptionally strong. In addition to the desire to travel, the good
price- performance ratio in the German hotel industry compared to international standards,
also led to growth.

According to the Federal Statistical Office, the number of overnight stays guest nights grew
in the period from January to December 2017 by 2.7 per cent to 459.5 million. Thus the
hotel sector continues to grow just like in the last eighth years. The number of overnight
stays of foreign guests increased by 3.6 percent to 83.9 million; those of domestic guest

WP 2.2 - Report on collection of Current VET Curricula

Page 36

rose by 2.5 percent to 375.6 million. According to the Federal Statistical Office, sales
increased for the last quarter of 2017 by 2.3 percent. In the first quarter of 2018, the
industry even realized a plus of 1.5 percent (real -0.8 percent).40 According to the World
Travel & Tourism Council the sector generated 3,144,000 jobs directly in 2017, which
accounts for 7.1% of total employment.41
The German tourism industry is dominated by small and medium-sized enterprises.
According to industry figures, more than 2,500 tour operators, around 4,000 coach
companies and a bit less than 10,000 travel agencies are operating in Germany. In addition
to this, there are more than 221,000 businesses in the hotel, restaurant and catering
industry, including around 44,120 providers of accommodation and 163,400 catering
businesses. 42
Despite those positive development underpinned by recent figures, the ecomomic situation
in some parts of the industry is not as stable as perceived. For example in spring 2018
DEHOGA Bundesverband (German Hotels and Restaurants Association) reported that the
earnings situation in the hotel industry remains tense for some companies depending on
their seize, scope and productivity. According to their business survey in spring 2018, 38.5
percent of companies had to cope with declining earnings (previous year: 36.6 percent).
27.0 percent of hoteliers surveyed were able to generate higher income (previous year:
28.9 percent). The hotel market in Germany continues to be characterized by strong
predatory competition and high cost pressure. The dominance of large onbline booking
platforms and related costs further reinforce this trend. In addition, general price increases
depress returns. 43
In this business survey among hoteliers in the season of spring 2018 they were asked to
recall main problems they had to face. Interestingly 60.4 percent of the interviewed
entrepreneurs see the acquisition of qualified personnel as the biggest challenge in
everyday operations, thus the shortage of skilled workers is perceived as a real concern. In
second place increased operating costs were mentioned (41.5 percent of entrepreneurs).
The increase in regulatory requirements in terms of excessive bureaucracy (39.1 percent of
entrepreneurs) ranked on place 3.44
Shortage of skilled workers
The hotel and catering sector is characterized by a visible shortage of skilled workers. In
this sense not the right qualification or the right skills are in question but human resources in
terms of the amount of workers who are:
a) willing to work in this sector and
b) bring along a core set of competences.
Federal Statistical Office, monthly survey – winter term 2017/2018 , see also:
https://www.destatis.de/DE/Publikationen/Thematisch/BinnenhandelGastgewerbeTourismus/Touris
mus/MonatserhebungTourismusHj2060710185314.pdf?__blob=publicationFile
41
World Travel & Tourism Council, Travel & Tourism, Economic Impact Germany 2018, see also:
https://www.wttc.org/-/media/files/reports/economic-impact-research/countries2018/germany2018.pdf
42
BMWI,
Dossier
in
tourism
in
Germany,
see
also:
https://www.bmwi.de/Redaktion/EN/Dossier/tourism.htm l
43
DEHOGA
Business
Survey
spring
2018,
see
also:
https://www.dehogabundesverband.de/fileadmin/Startseite/04_Zahlen___Fakten/07_Zahlenspiegel___Branchenberichte
/Branchenbericht/DEHOGA-Branchenbericht_Fru__hjahr_2018.pdf
44
Ibid.
40
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This is valid both for acquisition of skilled workers but also apprentices.
The tourism industry has fifteen dual training occupations at its disposal. Despite this wide
range of training occupations and the importance of dual training in the tourism sector, the
industry is increasingly having problems filling vacancies. For example, the total number of
trainees in the twelve occupations of the tourism industry has fallen from 85,649 in 2011 to
53,107 in 2017 and the number of newly concluded training contracts dropped from 36,159
in 2011 to 24,153 in 2017.45
An online company survey conducted by the German Association of Chambers of Industry
and Commerce (DIHK) on education in 2016 confirms that, by comparison with the rest of
the industry, the hospitality industry has by far the greatest problems in attracting young
people to vocational training and filling apprenticeship vacancies. 57 percent of companies
in the hospitality industry had difficulties in finding enough apprentices in 2017 (58 percent
in 2016 and 52 percent in 2012).46
With regards to these difficulties a lot of activities have been initiated by the goverment,
sector specific associations, competent bodies and companies:






The willingness of companies in the hospitality industry is the highest compared to
other industries to provide students not fully fulfilling the requirements a chance for
training. This willingness requires more and more private tutoring efforts from the
companies in order to lead these young people to a vocational qualification. About
14 percent of companies currently train refugees and 16 percent offer introductory
or internship opportunities.47
With long-term student internships, companies try to catch up on school deficits
with potential apprentices.
Employment Agencies and Job Centers support the companies through trainingaccompanying aids and through paying for initial qualifications for the benefit of
young people in need of assistance.
According to the DIHK survey in 2018, 72 percent of the companies consider IT skills
of young people to be an important recruitment criterion in the future. Also
communication skills, structured work and independent work become more
important when recruiting apprentices. Therefore, more than every second
enterprise already promotes interdisciplinary work, e.g. through trainee projects.48

The demographic trends make the situation even more complicated. Hence the project
consortium proposes to concentrate on two approaches to take into consideration for the
projects results:
a. Raise the attractiveness of training programmes by modern training
schemes that include technological trends and emphazise work-basedlearning phases.
b. Understand the hotel and catering sector as sector with particularly high
opportunities to integrate young refugees into (dual) vocational training.
Vocational training is considered to be an important opportunity for a
successful integration of young people with a migrant background and
45

DEHOGA training report for 2017, see also: www. dehoga-bundesverband.de/zahlenfakten/ausbildungszahlen/
46
Vocational training survey of DIHK in 2018, see also https://www.dihk.de/themenfelder/aus-undweiterbildung/ausbildung/ausbildungspolitik/umfragen-und-prognosen/dihk-ausbildungsumfrage
47
Ibid.
48
Ibid.
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refugees coming to Germany. It is supposed to open up long-term career
prospects and good conditions for inclusion. In Germany more than 16
million people have a migrant background. Until now, however, young
people from immigrant families have been underrepresented in initial
vocational training under the dual system.49 With additional efforts
successful placements of migrants can be achieved, which can be of great
value for empoyers considering the benefits such as additional language
competences of migrants, additional comfort for guests with a similar
background or new intercultural approaches to get tasks done.
Tourism 4.0 and related ICT skills
Digitization has profoundly changed the tourism sector in the EU and also in Germany. The
use of the internet is relevant for the entire journey. 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 of the
Internet 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.
The tourism industry uses digital distribution channels more often than the overall
economy. At the top are accommodation establishments with 66 percent, followed by
travel agents with 59 percent and the catering sector with 41 percent. According to a survey
by the German Association of Chambers of Industry and Commerce (DIHK), the average
value across all economic sectors is 28 percent. Being well prepared for digitization pays off
for tourism providers. The DIHK estimates that nearly a quarter of tourism businesses
offering their products online are already generating more than 50 percent of their revenue
through digital channels. 50
The digitization has to be in line with the skills and mind set of employees which are the
basis for any organisational transformation. In this context the approach of ”Initiative D21”
is worth to be mentioned.51 They carry out annual studies since 1999 in order to identify and
monitor society’s digital needs, expectations and competences. Using the European Digital
Competence Framework as a baseline, the study analysis access to, use, competence and
openness of Germans towards digital technologies. For the study 2017/2018 it covers
answers of about 22.000 face-to-face and telephone interviews of randomly selected people
above 14 years living in Germany. The following study results presents the country at an
intermediate digital level with some weaknesses regarding mobile forms of working,
openness towards intelligent applications and interest in own digital improvement.
The key results have been:


Little increase in the use of internet compared to the year 2015 – 81% make use of
it, 64% use mobile device to connect to the internet.

49

BMWI, Online dossier on vocational training, see also:
https://www.bmwi.de/Redaktion/EN/Dossier/vocational-training-and-work.html
50
Bundesministerium für Wirtschaft und Energie (BMWi): Tourismuspolitischer Bericht
der Bundesregierung, 18. Legislaturperiode, see also:
https://www.bmwi.de/Redaktion/DE/Publikationen/Tourismus/tourismuspolitischerbericht.pdf?__blob=publicationFile&v=26
51
InitiativeD21, see also: https://initiatived21.de/

WP 2.2 - Report on collection of Current VET Curricula

Page 39









The society becomes digital – for the first time there is a decline of less digital
familiar groups (25%) in favour of digital pioneers (34%).
Smart phones and notebooks are widely in use, tablets less.
84% of the respondents say they are not familiar with mobile working in the sense
of working idenpendently of work place and time by using the appropriate devices
and software.
Roughly half feel uncomfortable when using intelligent applications like digital
assistants (for work and at home).
The openness towards digital applications and media is increasing: Two-thirds of
Germans expect the use of digital media and programming skills are already taught
at school.
Services are increasingly being ordered online, especially in the travel sector.
Interestingly a systematic acquisition of knowledge through training, etc. is hardly
taking place, the interest in continuing education on digital matters is low.52

Even though the results are based on self-assessment of respondents a general tendency
towards a digital maturity can be identified in terms of digital applications entering every
day life. On the other hand there is potential for improvement in particular in what
concerns the transformation of the private use of digital devices and applications to
professional contexts. This continues in the area of training and very new technologies such
as artificial intelligence. The study is interesting because it reflects the perspective of
individuals compared to entities at system level like companies. Their perpective is described
in the following chapter.
Tourism 4.0 and related ICT needs
The tourism industry in general is overwhelmed by the high dynamics and in many ways has
still to catch up. So far, it has not adequately met the challenge of digitization and thus does
not fully exploit it. Digitization can help to streamline internal processes and save
resources. At the same time it offers the opportunity to address guests even more optimally
and individually - because it is data-based.
Here, the tourism companies need personnel with the necessary digital skills. However, in
some fields machines cannot and should not replace staff. Especially where the guest
requires services or where innovative ideas are in demand, the human factor will continue
to play a decisive role in the future.
Tourism organizations are most likely to feel the changes brought by digital
transformation in three key areas:




Brand management: communicate relevant content to guests, knowledge about
values of the destination and the guests, in a second step to know (digital) channels
and use them professionally
Data management: digitizing offers, linking and sharing data, implementing
performance measurement using key figures
Guest Services: Improve the analogue holiday experience with digital services,
identify touchpoints along the customer journey and optimize the service process
(service design)

Tourism companies have largely understood the importance of digitization, but they often
tend to shift their responsibility for strategic development into their marketing
52

D21 Digital Index 2017/2018, see also: https://initiatived21.de/app/uploads/2018/01/d21-digitalindex_2017_2018.pdf
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departments. Chances in data processing, internal operating and management processes as
well as innovative service design are currently often not seized. Many hotel and catering
companies are still running behind the digital revolution. Hence it is comprehensible that
the first influencing factor on skills needs is identified as expectations of guest:
For the Report on the labour market in tourism53 company representatives of the sector
were asked to assess future requirements towards the skills and competences of employees.
They considered the skills needs primarily resulting from the demands and expectations of
guests. The interview partners named different trends in guest behavior, which they believe
will influence tourism now and much more in the future:










Overall, demographic change has an impact on the tourism industry in that the
different needs of the generations will continue to be specified and, consequently,
rising expectations of ever smaller groups must be addressed. The services to and,
accordingly, the competences of the staff need to be adapted to changed
circumstances.
The industry will increasingly be characterized by a specialization and
differentiation of services. More niches are to be expected. For example, the topics
of "precautionary tourism" and equipment suitable for the disabled are playing an
increasingly important role, as is activity and health tourism.
In addition, the environmentally conscious behavior of the guests is increasing, so
that the "gentle" tourism is growing again. The gentle tourist adapts in his habits
and behavior to the circumstances of the holiday destination. Here the topic
sustainability in tourism als plays a key role, for example in the form of the
integration of tourist destinations into "new mobility concepts".
Furthermore the internet speeds up processes. As a result, employees must be able
to deal with social networks and booking programmes. Because even regarding
booking request, guests expect quick reactions. The changing, online-based
information and booking behavior of the guests require an increased flexibility both
of of entrepreneurs and employees. The planning horizon in the accommodation
segment is shortening, and it even happens that a reservation for the following day
is given up the day before.
In addition to the increased flexibility, the requirements for communicative
competences rise, for example, a good and intensive advice to the guest, to inform
him beyond the hotel services about regional particularities, events, premises to eat
and drink etc.

But as described before, topics such as data processing, online marketing as well as
innovative service design have not yet been translated into strategic improvements of
business processess and related employees’ skills.

Bildungswerk der Sächsischen Wirtschaft gGmbH: Project report
Analysis of the Labour market and situation of skilled workers in tourism, 2014, see also:
http://www.tourismus-fachkraefte.de/projektergebnisse/
53
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4.7 Comparative synthesis skills and competences gap in the Tourism
Sector
The Hotel & Catering sector is a thriving sector in Europe given that there are more than 2
million enterprises in Europe covering 5% of the total workforce in the core industry and 8%
in the related economy. Also, the number of tourists will be increased in more than 720
million tourists. In order to analyze in depth the existing situation in the Tourism & Hotel
Catering sector a thorough desk research was conducted taking into consideration
numerous reports in national and European level.
The new trends that have emerged due to the diversity of tourists’ arrivals and the ICT
influence in the Hotel & Catering sector require a more skillful staff. Within this context, all
the aspects have been covered analyzing reports from Cedefop Panorama Series, World
Travel and Tourism Council in order to identify the existing situation in skills. Furthermore,
considering that UK is a thriving economy in Europe, emphasizing in skills mismatches, we
analyzed reports to map its policy context in the Hotel & Catering sector. The comprehensive
analysis of skills in Hotel & Catering sector included also the country’s specific context in
Greece and Germany in order to identify the specific needs and challenges in the constantly
changing Hotel & Catering Sector.
Taking the above into consideration, 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 DESI Index is on the 14th position instead of the 26th of
Greece. However, both employees do not have expertise in the ICT sector and they lack of
soft skills also which will facilitate the communication with the tourists.
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

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 now 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
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SMEs sell online and in Germany this percentage is approximately 22%54, above the EU
average but it could be also increased in the upcoming future.
Within this framework, the lack of skills in both countries have intensified the need for
more training in the Hotel & Catering sector. In order to identify in a comprehensive way
the competences gap among the European context and the country’s specific context we
have created the following table which depicts all the skills that should be improved in the
Hotel & Catering sector according the desk research.
Employees in Hotel & Catering sector do not have the appropriate ICT literacy and their
limited soft skills hamper their ability to meet the needs and the challenges in its working
environment. The skills that have been highlighted in European level are based on the ICT
sector and soft skills. As it had been mentioned in this survey the employees in Hotel &
Catering sector should ameliorate their competences in the above mentioned hard 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 ICT skills and
communicative skills consider of major importance for the employees.

54

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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5. Occupational Profiles in the Tourism Sector for Greece and
Germany
5.1 The concept of Occupational Profiles
Occupational skills profiles and job requirements explain the underlying concepts of job and
occupation. An occupational profile55 includes the appropriate characteristics and
information regarding a given job. The level of education and training, the field of
education and training are involved in the description of the occupational profile for each
job. The main aim of the occupational profiles is the analysis and recording of the content of
the occupation as well as the ways of acquiring the qualifications required for the exercise
of each occupation.
Each profession is also accompanied by a professional profile which provides a number of
useful pieces of information about it. Profiles explain the profession through a description,
an explanatory note and a definition. Moreover, profiles include the knowledge, skills and
abilities that experts perceive to be relevant from a terminological perspective for the
profession in question on a European scale.
Within this context, the ESCO classification56 (European Skills, Competences, Qualifications
and Occupations) identifies and categorizes the relevant skills competences, qualifications
and occupations which are appropriate for the European labour market, education and
training.
The occupational profile description is necessary for the improvement of the
communication between the education and training and the needs and challenges within
the European labour market. Also, having defined the skills which are essential for a job the
geographical and occupational mobility in Europe are facilitated.
The three main interrelated pillars for the description of an occupation profile are as
following:




Occupations
Skills
Qualifications

Also, it is worth mentioning the difference between the meaning of the occupation and of
job. According to the ESCO Handbook57, the main difference is based on their definition as
following:



Occupation is a set of jobs whose main tasks and duties are characterized by a high
degree of similarity
Job is a set of tasks and duties carried out, or meant to be carried out, by one person
for a particular employer, including self-employment.

Moreover, of major importance in this framework is the ISO/IEC 17024 regarding the
harmonization of the various procedures used around the world for certifying the
55

Cedefop, Quantifying skills needs in Europe, for more information please see
http://www.cedefop.europa.eu/files/5530_en.pdf
56
European Skills/ Competences, qualifications and Occupations, for more information please see
https://ec.europa.eu/esco/portal
57
European Commission, ESCO Handbook, European Skills, Competences, Qualifications and
Occupations, please see https://ec.europa.eu/esco/portal/document/en/0a89839c-098d-4e34-846c54cbd5684d24

WP 2.2 - Report on collection of Current VET Curricula

Page 44

competence of personnel in different occupations or professions. The ISO/IEC 1702458 was
designed to harmonize the personnel certification process worldwide and its activities could
be described as following:


Defining what it is you examine (the competencies)



Knowledge, skills and personal attributes



Examination must be independent



Examination must be a valid test of competence

The updated ISO/IEC 17024:2012 standard helps organizations that certify individuals in a
variety of occupations and professions by protecting the integrity and ensuring the validity
of individual certification programmes.

5.2 Hospitality and Catering Sector Related Occupational Profiles for
Greece
In Greece the responsible organization for the Occupational Profiles is the National
Organization for the Certification of Skills & Career Guidance, which in cooperation with
the social partners develops and certifies the Occupational Profiles. The number of the
Occupational Profiles in Greece are 204, with 10 to be relevant with the Hospitality and
Catering Sector.
The Hospitality and Catering sector is one of the key drivers in the labor market o Greece,
both direct and indirect jobs related to tourism will have surpassed almost the 1,266,000 by
2028. For this reason, it is necessary to identify the most relevant to this sector Occupational
Profiles in order to proceed to the development of tailor-made Curricula.
As far as the relevant Ministerial Act is concerned the Occupational Profile in Greece have
been categorized in 4 units, as following:59





Title and Definition of the Occupation
Occupational Analysis
Knowledge, Skills and Qualifications
Proposed action of skills acquirement

According to the National Organization for the Certification of Skills & Career Guidance the
most related Occupational Profiles in Greece are the following:60







Tour Operators
Cook
Barman
Barista
Housekeeper
Waiter

58

International Organization for Standardization, New and improved ISO/IEC 17024 standard for
personnel
certification
programmes,
for
more
information
please
see
https://www.iso.org/news/2012/07/Ref1625.html
59
Government
Newspaper
(FEK),
for
more
information
please
see
https://www.eoppep.gr/images/EP/PistopoiisiPerigrammaton.pdf
60
National Organization for the Certification of Qualifications & Vocational Guidance,
https://www.eoppep.gr/index.php/el/search-for/professionaloutlines#%CE%BF%CF%81%CE%BF%CF%86%CE%BF%CE%BA%CF%8C%CE%BC%CE%BF%CF%82
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5.2.1

Administrative Employee of Tourist Enterprises
Office Clerk
Hotel Receptionist
Tourist Entertainer
The Occupational profiles in the Tourism Sector for Greece

The mapping of the Occupational Profiles related to the Hospitality & Catering sector in
Greece is a necessary prerequisite for the development of a tailor-made Curriculum. The
identification of their description and the skills requirements of each Occupational Profile
will be the core of this subunit.
Tour Operators
Tour Operator is defined as a professional who designs, organizes, promotes and evaluates
after sales packages, including business trips. The majority of Greek travel agencies employ
between 6 and 15 employees. On the contrary, the percentage of enterprises in the industry
employing over 30 employees is extremely small.
His duties usually include:






Collecting information on the availability, cost and comfort of different modes of
transport and accommodation
Make and confirm reservations for transportation and accommodation
Organization of integrated group tours for business or tourist purposes and support
for sale to groups of individuals or individuals
Exercise of related activities
Supervise and coordinate the people involved in these tasks

According the Occupational Profile of the Tour Operator which is thoroughly described in the
National Centre for the Accreditation of Lifelong Learning Providers (EKEPIS)61, the most
appropriate Skills, Competences and Knowledge for the Tour Operator are the following:
Profession

Skills
Communication
Negotiations
Coordination
Tour Operator
Maths
Critical Thinking
Decision Making

Competences
Oral Comprehension
Classification of information
Time management
Synthetic Thinking
Written Comprehension
Reading Comprehension

Knowledge
Use of Internet
Computer Skills
Use of Software
Tourism advertisment
Tourism marketing
Management of Customer Complaints

Cook
Cook is the professional who knows cooking and pastries and works in the kitchen of the
food unit, cares and organizes the operation of the kitchen, prepares and prodives food for
small and large groups of people according to the specified food quality standards and the
planned hygiene levels. This kitchen can be indoors or outdoors.
Within this framework, the main duties and responsibilities of the Cook are the following:



The preparation and presentation of the dishes of every kind and variety based on
the recipes prepared by him
Quality control, maintenance and utilization of raw materials and dishes

61

EOPPEP, Certified Occupational Profile, Tour Operator, for more information please see
https://www.eoppep.gr/images/EP/EP_8.pdf,
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The distribution, slicing of raw materials, their preparation and their use for the
preparation and presentation of the dish.
The composition of the menu based on market rules and rules of gastronomy,
The organization and administration of the kitchen

According to a 2014 survey62 the Cooks in Greece by 2020 will have been increased
approximately by 40,5%, more than 50,626 professionals. For this reason, new skills are
needed for the Occupational Profile of the Cook in order to be harmonized in the new
environment by 2020.
The most appropriate Skills, Competences and Knowledge for the Cook63 are the following:

Profession

Cook

Skills
Organization
Human Resources Techniques
Communication
Decision Making
Time management

Competences
Memorization
Smell
Taste

Knowledge
PC skills
Supervisor of the Staff
Time management
Foreign Language
Use of Internet

Barman
Another crucial Occupational Profile for the Hospitality and Catering sector is the role of the
Barman.






Prepares the bar area for serving drinks and ready-made meals
Welomes customers at the bar and implements pre-service procedures
Communicates with the customers and manages its complaints
Produces and offers beverages using the appropriate equipment and applying the
established ethics rules
Ensures the supply of raw materials from the warehouse

The profession of Barman in the Hospitality and Catering Sector has a special dynamic and
its importance in the economic development has been recognized globally. This is even
more important in countries such as Greece64, where tourism is the most dynamic sector of
the economy and the most promising for the future.
The most appropriate Skills, Competences and Knowledge for the Barman65 are the
following:

Profession

Barman

Skills
Decision Making
Communication
Time Management
Initiative
Discretion

Competences
Self-Control
Taste
Smell
Concentreation

Knowledge
Foreign Language
Fluency in Oral Communication
Sales
PC Skills
Use of electronic order machines

62

Edujob.gr, How many Cooks will be employed in the Greek economy in 2020, for more information
please see, http://edujob.gr/prooptikes-epaggelmatwn/mageires-apascholisi--ellhnikh-oikonomiaews-to-2020
63
EOPPEP, Certified Occupational Profile, Cook Operator, for more information please see
https://www.eoppep.gr/images/EP/EP72.pdf
64
EOPPEP, Occupational Profiles, for more information please see https://bit.ly/2Cz3DYA
65
EOPPEP, Certified Occupational Profile, Barman, for more information please see
https://www.eoppep.gr/images/EP/EP127.pdf
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Barista
One of the most important professions in the Hospitality and Catering sector is the
profession of the Barista. The main purporse of the Barista is to prepare the buffet in
restaurants and cafes (cafes,bars,hotels,clubs,organizations, etc.), to prepare the order
received by the waiter according to the gastronomic rules and hygienic and safety rules and
to satisfy the customer so as to become a regular customer.

The main responsibilities of the barista are the following:




Knowledge of basics cooking and pastry, mainly drinks, juices, hot and cold snacks
and some sweets (waffles, crepes, etc.)
Preparation of soft drinks and some beverages (beers, packed alcoholic cocktails,
energy drinks)
Cooperation with the kitchen department to take care of the breakfast buffet

Profession

Barman

Skills
Decision Making
Communication
Time Management
Initiative
Discretion

Competences
Self-Control
Taste
Smell
Concentreation

Knowledge
Foreign Language
Fluency in Oral Communication
Sales
PC Skills
Use of electronic order machines

Housekeeper
Housekeeper is the worker -in hotel businesses operating in urban centers, in places of
summer stays, in baths and in archaeological sites all over the country, in the form of a
hotel, furnished apartments , tourist resorts (bungalows) resorts, motels for a tourist
pavilion and a resort-holiday and camping center.
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The main responsibilities of the Housekeeper are the following:


Cleaning and arranging the rooms of a hotel, offering customers a comfortable stay
in a clean, healthy, comfortable and quiet environment

The tourism sector, which includes the profession of Housekeeper is particularly dynamic,
especially in countries like Greece, where tourism is the most dynamic sector of the
economy and the most promising for the future.
The most appropriate Skills, Competences and Knowledge for the Housekeeper66 are the
following:

Profession

Skills
Competences
Communication
Discretion
Time Management Observeness

Knowledge
Foreign Language
Customer Support Principles
Professional Ethics

Housekeeper

Waiter
Waiter is a professional, who knows the restaurant and gastronomy and wine-making rules,
and serves food and drinks to the customers (hotels, restaurants, catering, refreshments,
clubs, cafes, etc.).

The main purpose of the waiter's profession is to arrange the preparation of the restaurant
and leisure area to provide the appropriate services for serving food and drinks to the
customers, creating a friendly environment to encourage them to become regular visitors
and finally to carry out the collection procedures accounts and participate in the completion
of the closure procedures of the restaurant and recreation area.
66

EOPPEP, Occupational Profiles, Housekeeper,
https://www.eoppep.gr/images/EP/EP127.pdf
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Taking into consideration the contribution of the Hospitality and Catering sector in the
Greek Economy, the profession of the waiter is one of the most crucial in this sector given
that it is on the core of the business.
The most appropriate Skills, Competences and Knowledge for the Waiter67 are the
following:
Profession
Waiter

Skills
Competences
Decision Making
Use of electronics machines
Communication
Concentration
Time Management
Politeness

Knowledge
Foreign Language
Fluency in Oral Communication
Maths
PC skills

Administrative Employee of Tourist Enterprises
The Administrative Employee of Tourist Enterprises is the employee who has the necessary
horizontal knowledge, competences and skills to provide supportive administrative work
in the administrative sector of the entire tourist business / organization that applies
modern methods and practices in planning, organization, management and control.
The main responsibilities of the Administrative Employee of Tourist Enterprises
are the following:






Support management to achieve the goals of the tourism business
Support the application of scientific and administrative methods and practices in the
production, distribution and promotion of tourist products
Support the financial planning and economic activity of the tourist business
Support the human resources management of the tourism business
Knowledge of modern computer applications in tourism, in general

The most appropriate Skills, Competences and Knowledge for the Administrative Employee
of Tourist Enterprises68 are the following:
Profession

Administrative
Employee of
Tourist Enterprises

Skills

Competences

Knowledge

Critical Thinking
Communication
Coordination
Organization

Aranging information
Time Management
Maths
Selective attention

Foreing Language
Computer
Use of Internet
Use of Software
Tourism Marketing
Sales
Basic Principles of Communication

Office Clerk
In the Greek labor market, the term Office Clerk refers to a very broad category of
employees with different educational levels, knowledge, skills, competencies, duties and job
responsibilities due to the significant gaps in regulation of the professions in the country
(whether it concerns the legislative framework agreements or collective agreements).

67

EOPPEP,
Occupational
Profiles,
Waiter,
for
more
information
please
see
https://www.eoppep.gr/images/EP/EP_31.pdf
68
EOPPEP, Occupational Profiles, Administrative Employee of Tourist Enterprises, for more
information please see https://www.eoppep.gr/images/EP/EP_26.pdf
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The following two levels of professional hierarchy have been selected on the Occupational
Profile:



Office Clerk
Management Secretary

The most appropriate Skills, Competences and Knowledge for the Office Clerk69 are the
following:
Profession

Skills
Competences
Use of email
Arranging information
Time Management
Office Clerck Organization
Teamwork
Effective use of Office

Knowledge
Computer skills
English Language
Filing
Principles of Communication
Professional Ethics

Hotel Receptionist
The Hotel Receptionist aims at ensuring the efficient operation of reception and hospitality
services in accordance with the regulations, policy and procedures applicable to
accommodation and hospitality facilities as well as the quality system designed to meet the
client’s expectations.

In the context of hosting and communicating with the customer, the Hotel Receptionist shall
make the necessary arrangement in order to meet the customer’s expectations.
The main responsibilities of the Hotel Receptionist are the following:



69

Coordination and management actions related to invoicing
Supervision of the quality of the provided services
Monitoring of the client’s file

EOPPEP, Occupational Profiles, Office
https://www.eoppep.gr/images/EP/EP_50.pdf
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Implementation of the commercial policy
Participation in the promotional actions

As it has been mentioned in the Chapter 4.5.1 “Greece: The current situation in the Travel
and Catering Sector” in Greece there are 9,730 Hotels and the Tourism sector is expected to
thrive in the upcoming years. Within this context, the profession of the Hotel Receptionist is
going to be of major importance and an improvement in the skills is required in order to
meet the needs according the new trends.
The most appropriate Skills, Competences and Knowledge for the Hotel Receptionist70 are
the following:

Profession

Skills
Communication
Critical Thinking
Hotel Receptionist Time Management
Organization
Teamwork

Competences
Written Comprehension
Reading Comprenehsion
Inductive Reasoning
Reaction Time
Problem Identification

Knowledge
Foreign Language
Use of Computer
Customer Psychology
Data Protection
Sales Procedures

Tourist Entertainer
The tourist entertainer’s responsiblities and tasks refer to the preparation, organization,
entertainment and realization, under the logical and economic-administration, of
entertainment, artistic, pedagogical and sports activities which pertain to tourists of any
origin or age group and take place in hotels or any other type of accommodation and in
areas of varied travel interest.
Specifically, the main responsibilities of the Tourist Entertainers71 are the following:





Care for tourists recreation, mental and physical relaxation during the holiday
season
Organization of dance, theatrical and athletic events, festive evenings, juggling
shows, games, painting and clay sculpture, entertainment for infants and children
Organization and implementation of tourist or other cultural events, as well as
specialized activities (conferences, exhibitions etc)
Adaption of the provided services to a specific category of tourists with special
needs (children, young, adults, elderly)

The sector is dynamically developing, while the new needs and trends in the field of
organized international tourism for the provision of targeted entertainment services for
tourists have led to an increase in the interest of hotels in the employment of new
specialties such as Tourist Entertainers.

70

EOPPEP, Occupational Profiles, Hotel Receptionist, for more information please see
https://www.eoppep.gr/images/EP/EP_52.pdf
71
EOPPEP, Occupational Profiles, Tourist Entertainer, for more ifnromation please see
https://www.eoppep.gr/images/EP/EP130.pdf
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The most appropriate Skills, Competences and Knowledge for the Tourist Entertainer72 are
the following:
Profession

Skills
Time Management
Fluency in Communication
Tourist Entertainer Use of Computer
Coordination
Organization

Competences
Creative Thinking
Accuracy
Observation
Verbal Skills
Perceptive Ability

Knowledge
Basic Knowledge of ICT
English Language
Another Foreing Language
Principles of Communication
Use of Software

5.3 Tourism Sector Related Occupational Profiles in Germany
In Germany the pathway of students aquiring an official certificate in one of the 15 tourism
related occupational profiles is regulated by two legal framworks, one for VET school
education and the other for complimentary in-company training. Thus the legal basis for all
occupational profiles are the Ordinance on Initial Vocational Education and Training
(company) and the Resolution of the Standing Conference of the Ministers of Education and
Cultural Affairs of the Länder in the Federal Republic of Germany (school).
Teaching of the knowledge, skills and competences needed for an occupation is based on
the typical requirements of work and business processes and prepares the trainees for a
specific job. The training is provided in a company and at part-time vocational school: In the
company, the trainees acquire practical skills in a real working environment. On one or two
days per week, the trainees attend part-time vocational school, where they are taught
general and vocational knowledge related to their training occupation.
There are several officially recognized ways of acquiring a certificate. The most common
one is passing the final examination administered by the competent body after completion
of dual training in a company and at part-time vocational school. Other options are to pass
the final examination after retraining in a recognized training occupation or in form of an
external examination for working people without formal vocational qualifications or persons
who have been trained at full-time vocational schools or other vocational training
institutions.
The tourism industry offers a range of interesting and varied apprenticeship occupations
both in the hospitality industry and in the field of tourism. In the following part 15
occupational touristic profiles will be presented as they are enlisted as touristic professions
by DIHK.73 The description draws back to information about the different profiles given in
the official BiBB Certificate Supplements74.
Swimming pool lifeguard
Swimming pool lifeguards are employed in private or public swimming facilities such as
outdoor and indoor pools, seaside and beach resorts, spa resorts and leisure pools. The
competent body awarding the certificate is a special competent body for vocational training
in the civil service.

72

EOPPEP, Occupational Profiles, Tourist Entertainer, for more information please see
https://www.eoppep.gr/images/EP/EP130.pdf
73
See also: https://www.dihk.de/branchen/tourismus/aus-undweiterbildung/ausbildung/service/ausbildungsberufe-im-tourismus
74
See also: https://www.bibb.de/en/occupationsinfo.php/certificate_supplements/en
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With this certificate students gain access to the next level of education as certified master
craftsman for swimming facilities.
The main skills and competences students will acquire, are:















Supervise bathing operations and swimmers, particularly in the immediate vicinity of
the pool area
Identify emergencies
Rescue people from the water or initiate life-saving measures in the water
Maintain vital functions of people who have been involved in incidents, e.g. by
performing resuscitation procedures, and carry out first aid
Look after and advise swimmers and organise sporting and leisure arrangements
Give theoretical and practical swimming instruction
Ensure the technical equipment at the pool is operating properly and control water
treatment processes
Initiate emergency plans in the event of technical faults and carry out measures to
rectify such faults
Look after and maintain equipment in swimming and leisure facilities
Apply pertinent legislative and administrative provisions
Carry out administrative duties involved in the pool operation and participate in
public relations work
Monitor and participate in cleaning and disinfectant works
Maintain safety of bathing operations
Measure physical and chemical values.

Specialist in the hospitality services industry
Specialists in the hospitality services industry work predominantly in hotels, restaurants or
bed & breakfast establishments. The body awarding the certificate is the Chamber of
Industry and Commerce.
With this certificate students can get access to next level of training as specialist in the
hospitality services industry, professional caterer, specialist in the hotel business, restaurant
specialist, bar master, hotel master and restaurant master.
The main skills and competences students will acquire, are:










Prepare and serve simple dishes, serve food and beverages
Dispense beverages
Prepare infusions and hot drinks
Set up hospitality rooms
Store goods and control stocks
Carry out administrative work
Participate in sales campaigns
Accept reservations
Welcome and look after guests.

Specialist in the hotel business
Specialists in the hotel business mainly work in hotels, restaurants or bed and breakfast
establishments. As they also gain insights into basic hotel processes sometimes they are also
responsible for operational tasks in the restaurant or room service. The body awarding the
certificate is the Chamber of Industry and Commerce.
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With this certificate students can get access to next level of training as bar master, hotel
master and restaurant master.
The main skills and competences students will acquire, are:











Welcome and advise guests
Conduct correspondence with guests
Calculate and prepare offers
Prepare guests' bills
Operate the hotel cash desk
Develop and carry out marketing campaigns
Monitor the results of marketing activities
Check and set up hospitality rooms
Prepare specific staffing plans for particular departments
Serve food and beverages.

Hotel clerk
Hotel clerks mainly deal with administrative tasks in hotels. Again the body awarding the
certificate is the Chamber of Industry and Commerce.
With this certificate students can get access to next level of training as master craftsman in
hotel services and restaurant master.
The main skills and competences students will acquire, are:











Prepare invoices and carry out payment transactions
Evaluate key business indicators
Keep business statistics
Calculate costs and revenues
Calculate sales prices
Handle procurement processes
Carry out human resources planning
Handle staffing procedures
Conduct correspondence
Advise guests and engage in discussion with guests.
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Tourism and leisure agent
Tourism and leisure agents work in tourism and leisure companies. These include regional
and national tourism and leisure organizations, local and regional tourism bodies with

different legal forms, industrial tourism federations, leisure pools, leisure and holiday parks,
camping sites, marinas, incoming companies, tourism-oriented transportation companies,
other institutions and operators involved in the marketing of tourist attractions as well as
health companies and health and beauty spa organizations. The body awarding the
certificate is the Chamber of Industry and Commerce.
The certificate provides access to next level of training to become a certified senior tourism
clerk, certified controller, certified management accountant or certified specialist
commercial clerk for marketing and human resources.
The main skills and competences students will acquire, are:












Develop, arrange and sell tourism and leisure products and services
Coordinate regional and local tourist products in accordance with customer
requirements
Provide target group specific information on tourist services and attractions
including in a foreign language
Provide customer advice and care, provide services
Instigate campaigns and conduct events
Assist in the development and implementation of marketing measures
Cooperate with local and regional partners
Assist in commercial management and monitoring
Guarantee service quality and comply with environmental standards
Use information and communication systems
Assist in securing the functionality of technical machinery and equipment.

Cook
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Cooks work in the hotel and restaurant trade in such establishments as hotels, bed and
breakfast hotels and restaurants. They also find employment in social institutions such as
hospitals and old peoples' homes and in the industrial sector in canteens. The body awarding
the certificate is the Chamber of Industry and Commerce.
With this certificate students can attend further education and training to become a master
chef.
The main skills and competences students will acquire, are:











Make soups and sauces
Prepare fish, shellfish and crustaceans
Prepare meat, offal, game and poultry
Prepare vegetables, salads and side dishes
Prepare desserts, egg dishes and dishes made from dairy products
Prepare hors d'oeuvres and cold and hot dishes
Possess basic business calculation skills
Prepare menu proposals and advise guests
Master technical work and culinary procedures and apply hygiene regulations
Accord due consideration to nutritional physiology, economic and ecological
aspects.

Air traffic management assistant
Air traffic management assistants work for companies in the air traffic and logistics sectors.
The body awarding the certificate is also the Chamber of Industry and Commerce.

The certificate provides access to next level of training to become a certified senior clerk for
cargo transport and logistics, a certified senior clerk for passenger transport and mobility, a
certified senior tourism clerk or a state-certified business economist in relevant specialisms.
The main skills and competences students will acquire, are:











Use commercial management and monitoring instruments
Establish customer relations and sale of services
Assist with the development of marketing concepts and implement marketing
measures
Support passenger and aircraft ground handling
Coordinate air freight handling processes
Implement air safety stipulations
Organize personnel management processes
Assist with contractual arrangements and carry out procurement processes
Organize terminal processes
Specialized use of the English language.

Service employee in air traffic
Service employees in air traffic work for companies which operate in the air traffic sector.
The body awarding the certificate is the Chamber of Industry and Commerce.
The certificate provides access to next level of training to become a certified senior clerk for
cargo transport and logistics, a certified senior clerk for passenger transport and mobility, a
certified senior tourism clerk or a state-certified business economist in relevant specialisms.
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The main skills and competences students will acquire, are:













Coordinate processes for the ground handling of aircraft
Check in and board passengers
Accord due consideration to the needs of particular groups of persons and to sociocultural characteristics in advising and looking after passengers
Carry out baggage tracing and process complaints
Indicate possible solutions in conflict situations
Inform customers of safety facilities and instigate measures in emergency situations
Implement marketing measures
Process payment and settlement procedures
Process customer complaints
Specialised use of the English language
Sell products and services
Support personnel management processes.

Restaurant specialist
Restaurant specialists find employment in the hotel and restaurant trade, in particular in
restaurants, hotels and cafés. They also work in restaurants on ships, for catering companies
serving congress venues and canteens and for service companies such as caterers and party
service providers. The body awarding the certificate is the Chamber of Industry and
Commerce.
The certificate provides access to next level of training to become a bar master, hotel master
or restaurant master.

The main skills and competences students will acquire, are:









Welcome and look after guests
Advise guests on the menu and corresponding drinks
Sell food and beverages
Present and serve food and beverages according due consideration to various types
of service
Prepare food and drink at guest tables
Plan events and celebratory occasions and assist in their implementation
Organise service procedures
Prepare bills.

Ice cream maker
Ice cream makers work in craft trades companies which manufacture ice cream, in ice cream
cafés, in ice cream parlours and in pastry shops. The body awarding the certificate is the
Chamber of Industry and Commerce.
The certificate allows for an access to next level of education and training in: foodstuffs, as
certified industrial foreman in confectionary goods, as master pastry cook or as master
craftsman in restaurant management.
The main skills and competences students will acquire, are:




Manufacture ice cream using various procedures
Use ice cream to manufacture various products and design such products
Manufacture products using biscuit, waffle, wafer and meringue mixtures
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Produce clear and thickened soups, varieties of toast and salad, baked dishes, pasta
dishes and pastries as required
Arrange retail sales area in a customer friendly manner
Serve customers at table, at the counter and at the buffet
Apply hygiene, safety and health regulations and accord due consideration to quality
assurance measures
Plan the deployment of staff and work within a team
Apply pricing methods and the basics of bookkeeping
Conduct advertising measures
Accord due consideration to relevant legal regulations and environmentally related
aspects.

Sports and fitness administrator
Sports and fitness administrators are mainly employed in companies in the fitness and
leisure industry such as gyms or fitness centres. They also, however, work for sports
associations, sports clubs or government sports bodies. Again the awarding body of the
certificate is the Chamber of Industry and Commerce.
Afterwards and additionally to some years of practical experiences students can obtain the
following up-skilling qualifications: specialist commercial clerk for marketing, specialist
commercial clerk for advertising and communication, business economist (state certified) for
marketing, business economist (state certified) for advertising, business economist (public
administration) and certified senior clerk for fitness.
The main skills and competences students will acquire, are:

















Assist in the development and creation of concepts for sport and other service
provision
Assist in the planning and coordination of daily sports operations and secure
provision of the necessary technical facilities (sports equipment, rooms, playing
fields)
Use social and communicative skills
Plan organisational and administrative processes
Work as part of a team and in a customer-oriented manner
Employ work planning and control methods
Deal with accountancy operations and carry out calculations
Use information and communication systems
Inform, advise and guide members, customers and interested parties
Observe market events and draw up marketing concepts
Compile, evaluate and present statistical information
Deal with human resources matters
Assist in the planning, organisation and execution of sporting events
Monitor compliance with safety standards in the field of sport
Assist in the administration of sports venues
Procure goods and services.
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Sports specialist
Sports specialists work in the sports industry, in particular in commercial, sports and training
operations provided by sports clubs and associations and in sport and fitness studios. The
body awarding the certificate is the Chamber of Industry and Commerce.
The certificate allows for an access to next level of education and training to become a
senior sports clerk or senior fitness clerk.
The main skills and competences students will acquire, are:















Inform, advise and support members and customers with regard to sports offers and
the health aspects of sport and nutrition
Develop and draft concepts for leisure and competitive sports
Ensure that the organisation of sport, training and competition operations runs
smoothly
Train and advise sportspersons in a particular sport and apply the rules specific to
the sport in question
Plan, coordinate, organise and run training and competitive events for all sports and
for specific sports
Create training and competition conditions which comply with requirements and
which are suitable for the specific situation
Support sports persons with regard to training and competition, monitor progress
and draw conclusions
Arrange for sports equipment and venues and related systems to be maintained and
serviced
Be in possession of the necessary skills, knowledge and ability to implement training
and support activities which conform to licensed German Sports Studio Association
fitness trainer standards and to the “C-Licence”, “Trainer C Licence” and “Trainer B
Licence” issued by the German Olympic Sports Committee DOSB
Procure sports equipment, goods and services
Process business transactions in the field of accounting and conduct calculations
Compile, evaluate and present statistical information
Work in a team and customer oriented way using social and communicative
competences.

Tourism services management clerk (management clerk for individual holidays and
business trips)
Tourism services management clerk work in particular at companies in the tourism branch
such as travel agencies and tour operators and in the field of business trip management.
They also find employment with service providers within the tourism branch. The awarding
body of the certificate is the Chamber of Industry and Commerce.
The certificate allows for an access to next level of education and training to become a
certified senior tourism clerk.
The main skills and competences students will acquire, are:



Advise on, arrange or sell tour operator holidays, individual holidays and group
holidays applying their knowledge of the destination areas and of tourism service
providers
Plan and execute tour operator holidays, individual holidays and group holidays or
organisation and management of business trips
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Determine and calculate prices
Process payment and settlement procedures
Market and sell products, services and additional services
Cooperation with internal and external partners
Communicate in a foreign language
Coordination of cooperation within the tourism added value chain
Development, planning and implementation of marketing measures
Determine, evaluate and use key indicators
Use information, communication and booking systems
Accord due consideration to general legal conditions and environmental aspects.

Event manager
Event managers are deployed by such companies as concert promoters, artists’ agencies,
events agencies or companies staging congresses and conferences. They may, however, also
work for trade fair and exhibition companies or in areas of local government such as
municipal and multi-purpose venues, council marketing departments and cultural and young
people’s services offering a diverse range of events. The awarding body of the certificate is
the Chamber of Industry and Commerce.
The certificate allows for an access to next level of education and training as specialist
commercial clerk for marketing, specialist commercial clerk for advertising and
communication, business economist (state certified) for marketing, business economist
(state certified) for advertising, business economist (public administration) or certified senior
clerk for trade fairs and congresses.
The main skills and competences students will acquire, are:




















Design, organise, implement and perform follow-up management for events
Work within a team in a customer and project oriented manner and make
commercial decisions
Display a motivation to provide service, show creativity and improvisational talent
Observe market events, draw up and implement marketing concepts
Inform, advise and guide customers
Use social and communicative competence, assist in the development of target
appropriate event concepts
Present concepts and results
Calculate and evaluate event risks
Develop and implement process and organisational plans
Cooperate with such persons as artists, architects, designers, technicians, producers
and agents
Accord due consideration to the technical requirements and circumstances
governing an event
Comply with statutory regulations governing events, tax and deductions
Draw up and check events agreements
Use information and communication systems
Design and coordinate organisational processes and administrative procedures
Process commercial business operations and carry out calculations
Assist in cost and revenue planning
Employ work planning and control methods
Deal with human resources matters
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Work within an international environment using foreign languages.

Professional caterer
Professional caterers find employment in self-service restaurants, at fast food chains, in
service areas, public catering establishments, e.g. canteens and at catering companies. The
awarding body of the certificate is the Chamber of Industry and Commerce.

The main skills and competences students will acquire, are:











Organize all areas of a restaurant according to a centrally defined catering concept
Ensure compliance with the given standards
Regulate the workflows in purchasing, in warehousing, the kitchen, in the service, in
the customer care and in sales
Take over the personnel planning
Monitor the quality of the products
Monitor cost development
Plan and implement marketing measures
Look after guest
Handle complaints
Ensure compliance with hygiene and safety regulations.

With this certificate students can attend further education and training to become a
restaurant master.
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5.4 Occupational Profiles and Skills Needs
The analysis of Occupational profiles related to the Hotel & Catering sector was of
fundamental importance in order to identify the existing situation in the partner countries –
Greece and Germany. There are more than 10 Occupational profiles in the Hotel &
Catering sector in Greece and more than 14 in Germany. We delved into this issue so as to
understand per country what skills consider important for each occupation and which skills
mismatches should be eliminated.
The occupational profile description is necessary for the improvement of the
communication between the education and training and the needs and challenges within
the European labour market. Also, having defined the skills which are essential for a job the
geographical and occupational mobility in Europe are facilitated. 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.
The description of the Occupational profile in both countries is not totally correlated with
the existing needs and an update is required in order to be adapted with the current needs.
The increase of international tourists arrivals and the impact of online services have changed
the pathway of the employees. For this reason, particular attention should be paid on the
intercultural communications skills, generally soft skills, of employees, given that their daily
interaction with tourists from different countries and backgrounds will be increased.
Apart from this, the influence of the ICT sector in most of the Occupational profiles in
Greece and 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 platforms such
as –indicatively mentioned- Tripadvisor, the social media and other related tools such as
Customer Relationship Management are not described in a comprehensive way in the
Occupational profiles. It is necessary these tools to be included in the description of each of
the Occupational profiles, as they are the most important skils that an employee should
have in the Hotel & Catering sector.
The mapping of the Occupational Profiles related to the Hospitality & Catering sector in
Greece and Germany was a necessary prerequisite in order to design and develop a tailormade Curriculum. The identification of the most important skills and requirements of each
Occupational Profile will be the core of the Curricula.
Within this context, in the following table we have gathered the 10 most common and
important skills that employees in Germany and Greece should acquire in order to meet the
needs and new trends in the Holte & Catering sector. These 10 skills have been identified by
the Occupational Profiles which have described in a thorough way in the unit Occupational
Profiles in the Tourism Sector for Greece and Germany.
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Skills
ICT literacy
Time management
Use of software
Problem solving
E-marketing
Communication
Organization
Data management
Teamwork
Critical Thinking

Ge
rm

an
y

Most important skills
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The above mentioned skills have been identified as the most important concerning the
description for each of the related Occupational profiles. It is obvious that the most
common are the most important skills such as ICT literacy, Softwares, E-marketing and
Communication. These skills not only should be taken into account for the development of
the Curricula in Greece and Germany but also they should strengthen and enrich with the
findings of the competences gap. The competences gap has been thoroughly described in
the Comparative synthesis skills and competences gap in the Tourism Sector.
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 face the common problem of not
having employees with expertise in the ICT sector and without intercultural communication
skills. These skills mismatches should be tackled in the Occupational profiles in order to be
updated and more related to the needs of employees and tourists.
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6. Existing Tourism VET Training Schemes in Greece and
Germany
6.1 VET Provision in Greece. A systemic approach
The VET system in Greece demonstrates a limited approach from the students as they tend
to prefer tertiary education. As it had been mentioned in a thorough way earlier in the Unit
The VET Structure in Greece. Basic Elements, young people consider the vocational
education as their last option for education and training. Although the enrollment in VET
programs is not a common issue in Greece, people with more technical background have
better options to find a job than those with general education.
The structure of VET system in Greece is divided as following:







Upper Secondary Vocational Education programmes (EPAL-Level 4)
Upper Secondary Apprenticeship programmes (mostly offered by the Hellenic
Manpower Organization-OAED- Level 5)
Post-secondary Apprenticeship programmes (EPAL apprenticeship class-Level 5)
Post-secondary VET programmes (Level 5)
Continuing vocational education and training (Level 4-5)
Other forms of vocational training (GSEE, GSEVEE, ADEDY, NCHC, SEV-Level 5)

VET programmes related to the Hotel & Catering sector are common to the VET system in
Greece. Most of them could be identified in the post-secondary VET programmes (IEK) and
in tertiary level VET programmes in higher professional schools. These kind of schools
operate under the supervision of Ministry of Tourism. Continuing Vocational Education and
Training offers also VET programmes directed to tourism studies and cross-cultural
communication. Moreover, VET programmes related to tourism sector are provided by
other forms of vocational training such as (GSEE, GSEVEE, ADEDY, NCHC, SEV).
In Greece there are numerous tourism related VET programmes under the NQF 5 and 6.
Specifically, there 24 VET Programmes, 10 of them related to the Level 5 and 14 of them
related to the Level 6.
6.1.1

Level 5 VET Training Schemes

The first NQF level for tourism VET Training Schemes in Greece is the level 5, Upper
Vocational Secondary School. Specifically, 10 VET Training Schemes are offered in the Level
5 in Greece by the following providers:




Public Vocational Training Institute under the Supervision of the General Secretariat
for Lifelong Learning
The General Secretariat for Lifelong Learning
Private Institutional Vocational Training AKMI, OMIROS, DELTA

The programme level is post-secondary educatio, including 5 semesters and they are
related with the following topics:





Administration and the Economy in the Tourism sector
Tour Operator & Hosting Business
Hospitality business
Hospitality technician
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From the 10 VET Training Schemes none of them offers in its Curriculum specific courses for
the Intercultural Communication. What it has been identified from the Focus Groups and
the Desk Research is that due to the increase of international tourists in Greece more
emphasis should be paid to those skills. This lack in intercultural communication skills
should be tackled promptly through a new innovative and tailor-made Curriculum for
Greece.
As far as digital skills are concerned, there is also lack in training material in the VET Training
Schemes in Greece. Only 1 out of 10 provides digital skills, especially in digital marketing
and software programmes. Digital skills will play a fundamental role in the Hotel & Catering
sector in the upcoming years, as most of the transactions (payments, online booking) and
the marketing tools (social media, new platforms such as Tripadvisors) require employees
with familiarity in ICT sector. This lack of digital skills courses in tourism related VET
programmes in level 5 should be eliminated in order the employees to be more efficient and
to meet the needs of the tourists.
In the following table, there are all the VET programmes offered in Greece in Level 5,
divided in the following areas:









Provider
Category provider
Curriculum
Programme level
NQF Reference
Digital skills
Intercultural communication skills
Program webpage

The total list of the VET, including more information regarding the VET programmes in Level
5 and Level 6 in Greece has been annexed to this Report under Annex 1.
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Table 4: VET Programmes in Greece

Curriculum

Programme
Level
NQF

NQF Ref #

Intercultur
al Skills

Digital
Skills

Reference webpage

Head of
Administratio
n and
Economy in
the Tourism
Sector

Post Secondary
Education

5

No

No

https://bit.ly
/2AcRcQJ

The General Secretariat for Lifelong
Learning

Tour Operator
&Hosting
Business
Vocational
(Reception
Training Institutes service -Floor
service Commodity
knowledge)

Post Secondary
Education

5

No

No

https://bit.ly
/2IXJAUQ

The General Secretariat for Lifelong
Learning

Vocational
Training Institutes

Guardian for
the Museum
and
Archaeologica
l Sites

Post Secondary
Education

5

No

No

https://bit.ly
/2J0pglW

Institutional Vocational Training AKMI

Private Vocational
Training Institute

Technician of
tourist units
and
hospitality
business

Post Secondary
Education

5

No

No

Institutional Vocational Training AKMI

Private Vocational
Training Institute

Head of
Administratio
n and
Economy in
the Tourism
sector

Post Secondary
Education

5

No

No

Category of
Provider

Provider

Public Vocational Training Institutes under
Vocational
the supervision of the General Secretariat
Training Institutes
for Lifelong Learning

Tour Operator
and
Hospitality
Technician
Private Vocational
(Reception
Institutional Vocational Training OMIROS
Training Institute
Service - Floor
Service Commodity
Knowledge)

Institutional Vocational Training OMIROS

Private Vocational
Training Institute

Cruise Ship
Executive

Post Secondary
Education

Post Secondary
Education

Head of
Administratio
Private Vocational
n and
Institutional Vocational Training OMIROS
Training Institute Economy in
the Tourism
Sector

Post Secondary
Education

Institutional Vocational Training DELTA

Tour Operator
and
Hospitality
Technician
Private Vocational
(Reception
Training Institute
Service - Floor
Service Commodity
Knowledge)

Post Secondary
Education

Institutional Vocational Training DELTA

Head of
Administratio
n and
Private Vocational
Training Institute Economy in
the Tourism
Sector

Post Secondary
Education

5

5

5

5

5

https://iekakmi.edu.gr/in
dex.php/tomei
s/toyristikaepisitistika/ks
enodoxeiaka
https://iekakmi.edu.gr/in
dex.php/tomei
s/toyristikaepisitistika/yp
allilostoyristikoygrafeioy

No

https://www.o
miros.gr/sxolitouristikonepaggelmaton/
xenodoheiakahotelmanagement/

No

No

https://www.o
miros.gr/sxolitouristikonepaggelmaton/
krouazieraiek/

No

Yes
The learner
will be
taught the
use of
digital
marketing
and
sooftwre
programme
s in the
sector of
tourism

https://www
.omiros.gr/sx
olitouristikonepaggelmato
n/dioikisitourismos/

No

https://www
.iekdelta360.
gr/spoydesxenodocheia
kon

No

https://www.ie
kdelta360.gr/s
poydestoyristikoygrafeioytoyristikoipraktores

No

No

No
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6.1.2

Level 6 VET Training Schemes

The most common NQF level in Greece, with the most VET Training programmes is the Level
6, which is referred to Higher Education. Specifically, 14 VET Training Schemes are offered in
Level 6 in Greece by the followign providers:





Vocational Training School under the supervision of Ministry of Tourism (Higher
School of Tourism Education of Rhodes, Crete)
Private Vocational Training Schools (Centre for LifelongLearning KEME)
E-learning Programmes of the Training and Lifelong Learning Centre (National and
Kapodistrian University of Athens)
E-learning programmes (University of Piraeus, Aegean University)

The programme level is Higher Education, including courses from 35 hours to 7 semesters
and they are related with the following topics:











Hotel Techniques
Scientific Tourism
Hotel Receptionist
Associate Hotel Director
Hotel Digital Marketing
E-tourism
Management of travel agencies
Tour Operators
Management of tourist enterprises
Tourism and Digital tools

The 14 VET programmes provided in Higher Education level offer a wide range of
opportunities to students and employees to ameliorate their skills. However, these VET
programmes have limited references to the intercultural communication courses. Only 2 of
them have emphasized on the intercultural education and communication in the tourism
sector. It has been identified therefore a lack in a crucial part of skills for the employees of
Hotel & Catering sector. The role of each customer and the intercultural stereotypes should
analyzed in order an employee to be able to communicate and to meet all the needs and
challanges of the customers. This lack in intercultural communication skills should be
tackled promptly through a new innovative and tailor-made Curriculum for Greece.
As far as digital skills are concerned, 7 of the VET programmes offered in Higher Education
include digital and ICT skills courses for the students. Some of the programmes, as you can
see in the following table, provide specific and important tools regarding the digital sector.
The most related and important digital skills that offered in Higher Education in Greece are
the following:







ICT skills
E-marketing
Hotel Information Systems
Social Networking and Technologies
Digital Tourism
Use of Google, Tripadvisor, Internet tools
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However, these tools are offered in 7 out of the 14 VET programmes in Higher Education in
Greece and more emphasis should be paid. Moreover, only 2 out of the 14 VET programmes
offer Apprenticeships or WBL programmes, highlighting the fact that Greece is lagging in
this sector.
In the following table, there are all the VET programmes offered in Greece in Level 6,
divided in the following areas:









Provider
Category provider
Curriculum
Programme level
NQF Reference
Digital skills
Intercultural communication skills
Program webpage

The total list of the VET, including more information regarding the VET programmes in Level
5 and Level 6 in Greece has been annexed to this Report under Annex 1.
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Table 5: VET Programmes in Greece
Provider

Higher School of Tourism
Education of Rhodes

Category of
Provider

Curriculum

Vocational Training
School under the
supervision of
Ministry of Tourism

Sector of General
and Special
Infrastructure,
Sector of Scientific
Tourism, Sector of
Hotel Technique

Programme
Level
NQF

Higher
Education

NQF
Ref #

Intercultural Skills

Digital Skills

Reference webpage

6

Yes
Only one related Course is offered.
Intercultural education and
communication in tourist sector.
The learner is introduced in basic
principles of intercultural
communication emphasizing in the
culture of each customer and the
role of the cultural stereotypes in
the framework of communication

No

http://asterodos.
edu.gr/

6

Yes
Only one related Course is offered.
Intercultural education and
communication in tourist sector.
The learner is introduced in basic
principles of intercultural
communication emphasizing in the
culture of each customer and the
role of the cultural stereotypes in
the framework of communication

No

http://astecrete.e
du.gr/

Higher School of Tourism
Education of Crete

Vocational Training
School under the
supervision of
Ministry of Tourism

Sector of General
and Special
Infrastructure,
Sector of Scientific
Tourism, Sector of
Hotel Technique

Higher
Education

Center for Lifelong Learning KEME

Private Vocational
Training School

Hotel & Tourist
Professions Receptionist

Higher
Education

6

No

Center for Lifelong Learning KEME

Private Vocational
Training School

Hotel & Tourist
Professions Associate Hotel
Director

Higher
Education

6

No

Higher
Education

6

No

Higher
Education

6

No

No

https://bit.ly/2
P0M1eL

No

Yes:
1. Information
and
Communcation
Tchnologies
2.Global
Distribution
Systems
3. E-Marketing
4. Search
engines, portals,

https://elearn.
elke.uoa.gr/sho
w_programs.ph
p?catID=all&prI
D=317

Center for Lifelong Learning KEME

Private Vocational
Training School

Center for Lifelong Learning KEME

Private Vocational
Training School

HOTEL DIGITAL
MARKETING | Google
Adwords, Social
Media, e-mail
Marketing, Booking
Engines
Hotel & Tourist
Professions - F&B
Executive

Yes
1.Ermis 8 (WIN)
https://bit.ly/2
Hotel Software
Ch0Nau
2. Protel Hotel
Software
Yes
1.Basic
principles of https://bit.ly/2
web design,
AdhOBj
especially for
Hotels.
2.Search
YesEngine
1.Internet
Marketing
https://bit.ly/2
2. Advertising
pRbRE2
techniques
using web tools
and social

National and Kapodistrian
University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

E-Tourism (Online
Transactions in
Tourism)

Higher
Education

National and Kapodistrian
University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Management of
Travel Agencies &
Tour Operators

Higher
Education

6

No

No

National and Kapodistrian
University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Rooms Division
Management

Higher
Education

6

No

No

National and Kapodistrian
University of Athens

E-Learning
Tourism and Digital
Programme of the
Tools: Web Design
Training and Lifelong and Management,
Learning Center
Digital Marketing

Higher
Education

6

No

National and Kapodistrian
University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Higher
Education

6

No

National and Kapodistrian
University of Athens

E-Learning
International
Programme of the
Hospitality and
Training and Lifelong
Tourist Environment
Learning Center

Higher
Education

6

No

E-Learning in
Administrion ervices

Higher
Education

6

No

University of Pireaus

Aegean Univesity

Lifelong Learning
Programmes of the
"Training and
Lifelong Learning
Center"

Tourism
Management and
Marketing

Diploma in Tourism

Organization and
Management of
Tourism Enterprises

Higher
Education

6

6

No
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https://elearn.
elke.uoa.gr/sho
w_programs.ph
p?catID=all&prI
D=5
https://elearn.
elke.uoa.gr/sho
w_programs.ph
p?catID=all&prI
D=738
https://elearn.

Yes
1.Tourism and elke.uoa.gr/sho
"e-business"
w_programs.ph
2. Social Media
3. Web και Web p?catID=all&prI
D=522
Usability

https://elearn.
elke.uoa.gr/sho
w_programs.ph
p?catID=all&prI
https://elearn.
elke.uoa.gr/sho
No
w_programs.ph
p?catID=all&prI
Yes
D=588
The courses 1 https://ems.uni
and 4 include
pi.gr/homedigital skills
tourism/
No

(Social Mdia,
Yes
New
technologies
and their
applications in
the organization
and
management of

http://eepimorfosi.aeg
ean.gr/course/
%cf%84%ce%bf
%cf%85%cf%81
%ce%b9%cf%83
%ce%bc%cf%8c
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6.2 VET Provision in Germany. A systemic approach
The VET system in Germany is well-organized and is based on the ”dual” system of the
vocational education and training in Germany. Instead of Greece, in Germany the upper or
post-secondary level qualifications are more common and this is also justified by the fact
that Germany is above the EU average with 59,1% compared to 46,5%. The dual system
which has been analyzed in a thorough way in the Unit ”VET in Germany. A thriving structure
and the ”Dual System” introduces a close cooperation between the Federal Government,
the federal states and companies in order to provide to young people with training in
nationally recognized occupations.
Access in dual vocational training programmes is available in every young person who has
completed full-time compulsory education. Dual system, enforced by law, bases its policy in
the cooperation between mainly small and medium sized companies and funded
vocational schools. The apprenticeship last three years and provides the opportunity to
trainees to workf for a specific time period in companies in order to obtain the appropriate
qualifications. The procedure has been simplified as the companies sign contracts with
applicants uder private law and train them according to the binding provisions of vocational
training directives which guarantee a national standard.
In Germany there are approximately 330 occupations which require formal training with
tourism related to be 15 of them. The tourism related VET programmes vary in NQF Levels
from 3 to 6, providing a wide range of opportunities to students and employees to
ameliorate their skills and to meet the needs of the constantly changing Hotel & Catering
sector.
6.2.1

Level 3 VET Training Schemes

The first NQF level for tourism VET Training Schemes in Germany is the level 3, dual VET 2
year training courses, a full-time vocational school75. Specifically, 1 VET Training Schemes is
offered in the Level 3 in Germany by the following provider:


Public vocational training schools and training companies

The programme level is post-secondary education, with 2 years duration and it is related
with the following topics:


Specialist in the Hospitality services industry

Within this context, the hospitality professionals are trained to serve guests in variety
catering settings. The trainees combine the theoritical approch with the practical approach
in a company. Regarding the most interesting areas of the new Hotel & Catering sector it has
been noticed that no intercultural communication skills are provided through this course,
only some lessons for digital skills.

75

Cedefop, Germany European inventory on NQF 2016, for more information please see
http://www.cedefop.europa.eu/files/germany_-_european_inventory_on_nqf_2016.pdf
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In the following table there is a brief description of this course:
The total list of the VET, including more information regarding the VET programmes from
Level 3 and Level 6 in Germany have been annexed to this Report under Annex 2.
Provider

Training companies and
public VET schools (Dual
System) all over Germany
under the regulation of
Federal Institure for
Vocational Education and
Training (in-company
curriculum) and the Standing
Conference of the Ministers
of Education and Cultural
Affairs of the Länder in
Germany (school based
curriculum)

6.2.2

Category of Provider

Public vocational training
schools and training
companies

Curriculum

Specialist in the
hospitality services
industry

Programme Level
NQF

NQF Ref #

Post-secondary
education

Intercultural
Skills

Digital Skills

No

Yes:
Foundation:
1) Manage card
files and computer
files, and use both
in carrying out
work tasks; back up
files
2)) Apply legal and
company
regulations relative
to data privacy
3) Accept
reservations and
enter them into the
system
4) Process
payments

3

Level 4 VET Training Schemes

VET trainining schemes regarding the tourism sector are also provided through the Level 4 in
NQF. In this Level, three-year Dual VET programmes are offered throug full-time vocational
schools. There are 4 VET Training Schemes programmes in the Level 4 in Germany provided
by the following category provider:


Public vocational training school and training companies

The programme level is post-secondary education, with 3
programme are related with the following topics:





years duration and the

Specialists in the Hotel business
Hotel Clerck
Restaurant Specialist
Professional Caterer

Through these VET training schemes, training is provided in a company and at part-time in a
vocational school. In this way, the trainees have the ability to acquire more practical skills
and hands-on experience in the above-mentioned topics. The 4 VET training schemes in level
4 provide courses lessons for digital skills which are of major importance for the employees
in the Hotel & Catering sector.
Specifically, the main part is related with the online services regarding the tourism sector.
However, no intercultural communication skills are offered throug the 4 VET training
schemes. This is a crucial issue, as the number of international tourists arrivals will be
increased the upcoming years.
In the following table there is a brief description of Programmes:
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The total list of the VET, including more information regarding the VET programmes from
Level 3 and Level 6 in Germany have been annexed to this Report under Annex 2.
Provider

Category of Provider

Curriculum

Programme Level
NQF

NQF Ref #

Intercultural Skills

Training companies and public VET
schools (Dual System) all over
Germany under the regulation of
Federal Institure for Vocational
Education and Training (in-company
Public vocational training
curriculum) and the Standing
schools and training companies
Conference of the Ministers of
Education and Cultural Affairs of the
Länder in Germany (school based
curriculum)

Specialist in the hotel
business

Post-secondary education

4

No

Training companies and public VET
schools (Dual System) all over
Germany under the regulation of
Federal Institure for Vocational
Education and Training (in-company
Public vocational training
curriculum) and the Standing
schools and training companies
Conference of the Ministers of
Education and Cultural Affairs of the
Länder in Germany (school based
curriculum)

Hotel clerk

Post-secondary education

4

No

Training companies and public VET
schools (Dual System) all over
Germany under the regulation of
Federal Institure for Vocational
Public vocational training
Education and Training (in-company
schools and training companies
curriculum) and the Standing
Conference of the Ministers of
Education and Cultural Affairs of the
Länder in Germany (school based
curriculum)

Restaurant specialist

Post-secondary education

4

No

Training companies and public VET
schools (Dual System) all over
Germany under the regulation of
Federal Institure for Vocational
Public vocational training
Education and Training (in-company
schools and training companies
curriculum) and the Standing
Conference of the Ministers of
Education and Cultural Affairs of the
Länder in Germany (school based
curriculum)

Professional caterer

Post-secondary education

4

No
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Digital Skills
Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2)) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments
Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2)) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments
Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2)) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments
Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2)) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments

Page 73

6.2.3

Level 5 VET Training Schemes

VET trainining schemes regarding the tourism sector are also provided through the Level 5 in
NQF. In this Level, 1 6-days (48 hours) VET programme is offered through private training
providers. There is 1 VET Training Scheme in the Level 5 in Germany provided by the
following category provider:


Private training providers, with different thematic focuses (Training Centre of
Chamber of Commerce Potsdam)

The programme level is continuing training-certified course, with 6-days duration (48
hours)_ and the programme is related with the following topics:


This VET programme isa addressed to employees ,already working in respective
companies, interested in upgrading their knowledge in terms of quality and
personnel management.

Through this VET training scheme, training is provided mainly in decision makers in the
tourism sector, senior staff and HR Managers. In this training scheme intercultural
communication skills are not offered in its Curriculum, which are of fundamental importance
in the Hotel & Catering sector. As far as digital skills are concerned a scarce reference took
place in the Curriculum but not explicitely mentioned.
In the following table there is a brief description of the training scheme:
The total list of the VET, including more information regarding the VET programmes from
Level 3 and Level 6 in Germany have been annexed to this Report under Annex 2.
Provider

Category of Provider

Curriculum

Programme Level
NQF

NQF Ref #

Intercultural
Skills

Digital Skills

Different private training
proiders, each sets
different thematic focusses,
ie. Training centre of
Chamber of Commerce
Potsdam

Training centre of the Chamber ->
private offer

Quality and personnel
management in tourism
(IHK)

Continuing training certified course

4/5

No

Implicitely during the
application of different tools to
fulfill his/her tasks, but not
explicitely set in the curriulum
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6.2.4

Level 6 VET Training Schemes

VET trainining schemes regarding the tourism sector are also provided through the Level 6 in
NQF. In this Level, 4 VET programme areoffered through different training providers.
Specifically, the 4 VET Training Schemes are provided by the following category providers:


Different Private training providers, with different thematic focuses

The programme level is post-secondary education after a certain amount of years of
experiences as skilled worker. The duration is part-time with 1 day per week over a period
of 3 years (i.e 600 hours) and the full-time up to 2 years. The programme are related with
the following topics:





Master craftsman qualification in Hotel services
Restaurant master
Kitchen master
Certified Tourism Expert

These VET Training Schemes do not provide any specific references to intercultural
communications. This is one of the most fundamental skills for the employees in the Hotel
& Catering sector and more emphasis is needed. As far as digital skills are concerned, only
in 1 out of 4 VET Training Schemes there is a reference of this crucial tool but not explicitely
mentioned. Therefore, this gap in intercultural and digital skills should be covered.
In the following table there is a brief description of the training scheme:
Provider

Category of Provider

Different private
Preparatory courses for
training providers the specialist exam take
that offer a so
place at different private
called preparatory
training institutions.
course for the final
Learning venues are:
exam, it is
for full or part-time
recommended to
courses: training rooms
attend this course
in distance learning:
of about 600 hrs. at home possibly training
rooms during attendance
Different private
Preparatory courses for
training providers the specialist exam take
that offer a so
place at different private
called preparatory
training institutions.
course for the final
Learning venues are:
exam, it is
for full or part-time
recommended to
courses: training rooms
attend this course
in distance learning:
of about 600 hrs. at home possibly training
rooms during attendance
Different private
Preparatory courses for
training providers the specialist exam take
that offer a so
place at different private
called preparatory
training institutions.
course for the final
Learning venues are:
exam, it is
for full or part-time
recommended to
courses: training rooms
attend this course
in distance learning:
of about 600 hrs. at home possibly training
rooms during attendance
Different private
Preparatory courses for
training providers the specialist exam take
that offer so called place at different private
preparatory course
training institutions.
for the final exam, it
Learning venues are:
is recommended to
for full or part-time
attend those course courses: training rooms
of about 600 hrs.
in distance learning:
at home possibly training
rooms during attendance

Curriculum

Programme Level
NQF

NQF Ref #

Intercultural Skills

Digital Skills

Master craftsman
qualification in hotel
services

Post-secondary
education after a
certain amount of years
of experiences as
skilled worker

6

No

No

Restaurant master

Post-secondary
education after a
certain amount of years
of experiences as
skilled worker

6

No

No

Kitchen master

Post-secondary
education after a
certain amount of years
of experiences as
skilled worker

6

No

No

Certified Tourism
Expert

Post-secondary
education after a
certain amount of years
of experiences as
skilled worker

6

No

Implicitely during the
application of different
tools to fulfill his/her
tasks, but not explicitely
set in the curriulum

The total list of the VET, including more information regarding the VET programmes from
Level 3 and Level 6 in Germany have been annexed to this Report under Annex 2.
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6.2.5 Other short-term programmes and courses
VET trainining schemes regarding the tourism sector are also provided through other shortterm programmes and courses in Germany. Specifically there 3 VET Training Schemes
In this Level, 4 VET programme areoffered through different training providers. Specifically,
the 3 VET Training Schemes are provided by the following category providers:



Different Private training providers (Training Centre of Chamber of Commerce,
Catering Training Centre of Commerce
FenAkademie Touristik

The programme level is continuing training and no formal initial vocational training. The
duration is from 7 days to 7 months. The programme are related with the following topics:




Tourist Guide
Barkeeper
Hotel Receptionist

These VET Training Schemes do not provide any specific references to intercultural
communications. This is one of the most fundamental skills for the employees in the Hotel
& Catering sector and more emphasis is needed. As far as digital skills are concerned, only
in 1 out of 4 VET Training Schemes there is a limited reference of this crucial tool but not
explicitely mentioned. Therefore, this gap in intercultural and digital skills should be
covered.
Provider

Category of
Provider

Curriculum

Programme
Level
NQF

NQF Ref #

Intercultural Skills

Digital Skills

Different private training
proiders, each sets
different thematic focusses,
ie. Training centre of
Chamber of Commerce
Potsdam

Training centre of
the Chamber ->
private offer

Tourist Guide (IHK)

Continuing training - no specific level
certified course

No

No

Different private training
proiders, each sets
different thematic focusses,
ie. Caterin training centre
of Chamber of Commerce
Koblenz

Training centre of
the Chamber ->
private offer

Barkeeper

Continuing training no specific level

No

No

FernAkademie Touristik

Private vocational
training provider

Hotel receptionist

Level 2 - no formal
initial vocational
training required

No

Yes:
1) Introduction - Function
and Importance of
Systems
2) Technical requirements

no specific level

The total list of the VET, including more information regarding the VET programmes from
Level 3 and Level 6 in Germany have been annexed to this Report under Annex 2.
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7. Identification of shortages and areas for improvement
Our analysis took into consideration a wide range of aspects in order to identify and to map
the current situation in the Hotel & Catering sector. The structure of this dynamic and
constantly changing industry has changed from the traditional pathway of 1980s and
1990s. The harmonization between the new trends in the Hotel & Catering and the skills
that employees should acquire is of major importance in order this sector to be updated.
These changes have great impact in the daily operations of each occupational profile in the
tourism industry, therefore the skills mismatches should be eradicated and a more skillful
staff is necessary.
Within this framework, new platforms and new markets have radically changed the Hotel
& Catering sector, having as a repercussion the skills shortages for the employees. In the
previous decade and more platforms such as Airbnb, booking.com, Tripadvisor and E-food
were not so widespread or they did not exist. Nowdays, their influence is of major
importance and they define the Hotel & Catering sector structure. The traditional pathway
of booking tickets, accommodation or other tourism related services have been limited
since the development of these innovative ideas.
Moreover, the increase of international tourist arrivals will intensify the need of more skills
in intercultural communication for the employees in the Hotel & Catering sector. The
different cultural background of the tourists is an important factor that should be faced, in
order the communication among the employees and the tourists to be more effective.
For this reason, our analysis structured within a comprehensive context in order to include
all the necessary information and data in European and country level. We included all the
aspects that are of major importance for the VET Curricula in the Hotel & Catering sector,
through this we identify all the shortages and skills mismatches that should be eliminated.
Initially, we analyzed the current VET system in both countries (Greece, Germany) and we
identified the peculiarities, the effectiveness and the providers of VET education.
Furthermore, through our comprenehsive and thorough desk research we identified the
existing situation in European level. The desk research analysis was of major importance in
order to map which are the most important trends and shortages in the Hotel & Catering
sector and what could be improved. Digital skills shortages and soft skills –with most
important the intercultural communication- are the main findings of our study. Numerous
reports from European Commission, Cedefop and World Travel and Tourism Council are
included in the desk research in order to have an holistic approach regarding the
identification of shortages and areas for improvement.
Apart from the mapping of the existing situation in European level, we analyzed the specific
country’s context and what shortages have emerged in partner countries (Germany,
Greece) through national reports. For this reason we took into consideration reports drafted
by European Commission, DESI Index and national relevant stakeholders. The findings from
partner countries report included that digital skills shortages and intercultural
communication are the 2 main areas which need to be improved.
Digital skills, ICT skills overall (hard skills) and the intercultural communication (soft skills)
are necessary for each Occupational Profile in Hotel & Catering Industry in Greece and
Germany. The improvement in these skills are of fundamental importance for the
employees, as they will have the opportunity to be updated and harmonized with the
current trends and needs. The existing Occupational profiles not only need to be more
specific in their description of each occupation but also it is important to incorporate in their
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content all the challenges and the new trends which have changed the traditional pathway
of Hotel & Catering sector.
The rapid development of Hotel & Catering sector have made the current Curricula outdated
with no or few references and lessons to be in accordance with the new trends. This is the
main problem that should be tackled and requires improvement in the upcoming future.
Digital skills and intercultural communication skills should be in the main core of the new,
modern and tailor-made Curricula which could strengthen the skills and competences of
current and potentional employees in the thriving Hotel & Catering sector.
Additionally, we made a comprehensive collection of all the relevant VET Training Schemes
related to the Hotel & Catering sector. What we have identified is that none of the offered
programmes (just few references) in Greece and Germany include lessons regarding the
improvement digital skills and intercultural communication skills.
Consequently, it is inferred that the new trends and challenges in the Hotel & Catering
sector have not been faced by the current Curricula. The constantly changing tourism
industry should emphasize more on the digital skills and intercultural communication
skills, as they are the main shortages which deteriorate the ability of employees to meet the
needs of customers.

7.1 Set of recommendations to inform the design of the curricula.
The main purpose is not the design and development of a new Curricula for the Hotel &
Catering sector given that the tourism industry is a thriving and constantly changing sector.
A new Curriculum which will include all the appropriate skills is not the unique solution but a
change in the structure is needed with a holistic approach. The design of new Curricula will
be more risky as the rapid development of ICT sector in Hotel & Catering industry is likely to
cause new needs and challenges in the sector in the upcoming future.
What is needed and appropriate is a restructure of the Curricula desing and a cost-effective
harmonization with the current trends and challenges in the industry. For this reason
during the design of the Curricula we should take into consideration that a new toolbox is
necessary to be established. Within this context, the Curricula should be flexible to change
according the new trends, needs and challenges in the sector, so as to ensure a costeffective process.
This could be achieved through a modular approach, emphasizing in the digital skills and
intercultural communication skills of the employees. Tailor-made modules will enhance the
skills of the employees and they could be easily adapted to possible changes in the Hotel &
Catering industry.
A modular approach is of major importance for the design and development of the
Curricula, as it simplifies the course updates. Through the modular approach any possible
changes or improvement could be made in a cost-effective way, without to be necessary
to overhaul all the courses. With a modular approach, for example, textbook changes might
mean simply reordering the modules to match with the new needs and the challenges in the
Hotel & Catering sector.
In this way, the quality and the flexibility of the Curricula will be ensured as Tourism Industry
is a constantly changing sector. The harmonization with the new trends is easier to be
achieved therefore through the modular approach, as no new Curricula will be designed.
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Eurostat, Unemployment statistics, 2018, for more information please see:
https://ec.europa.eu/eurostat/statistics-explained/index.php/Unemployment_statistics
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https://www.eoppep.gr/index.php/el/search-for/professionaloutlines#%CE%BF%CF%81%CE%BF%CF%86%CE%BF%CE%BA%CF%8C%CE%BC%CE%BF%CF%
82
OECD, Greece-Country Note-Skills Matter: Further Results from the Survey of Adult Skills,
2016, for more information please see:
http://www.oecd.org/skills/piaac/skills-matter-greece.pdf
German Federal Ministry for Economic Affairs and Energy – BMWI, Reform of the Vocational
Training Act, 2005, for more information please see:
https://www.bmbf.de/pub/The_2005_Vocational_Trainin9g_Act.pdf
Research Institute for Tourism, Structure and Characteristics of Hotel sector in Greece (2017)
Matthew Williams, Aoife Ni Luanaigh, Richard Garrett, Sector Skills Insights: Tourism,
Evidence Report 55, Institute for Employment Studies, UK Commission for Employment and
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http://dera.ioe.ac.uk/15965/1/evidence-report-55-tourism.pdf
SETE Intelligence, The contribution of tourism in the Greek economy, 2017, for more
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http://www.insete.gr/Portals/0/meletes-INSETE/01/2018_SymvolhTourismou-2017.pdf
Greek Tourism Confederation SETE, The employment in the tourism sector in Greece, 2017
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Europe - 2016 country report, 2017 for more information please see:
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9. Annexes
9.1 Annex 1: VET Programmes in Germany regarding Hotel & Catering Sector
9.2 Annex 2: VET Programmes in Greece regarding Hotel & Catering Sector
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Country

Germany

Germany

Germany

Germany

Germany

Provider

Category of
Provider

Training companies and public VET schools (Dual
System) all over Germany under the regulation of
Public vocational
Federal Institure for Vocational Education and
training schools and
Training (in-company curriculum) and the
training companies
Standing Conference of the Ministers of
Education and Cultural Affairs of the Länder in
Germany (school based curriculum)

Training companies and public VET schools (Dual
System) all over Germany under the regulation of
Federal Institure for Vocational Education and
Public vocational
Training (in-company curriculum) and the
training schools and
Standing Conference of the Ministers of
training companies
Education and Cultural Affairs of the Länder in
Germany (school based curriculum)

Training companies and public VET schools (Dual
System) all over Germany under the regulation of
Federal Institure for Vocational Education and
Public vocational
Training (in-company curriculum) and the
training schools and
Standing Conference of the Ministers of
training companies
Education and Cultural Affairs of the Länder in
Germany (school based curriculum)

Training companies and public VET schools (Dual
System) all over Germany under the regulation of
Public vocational
Federal Institure for Vocational Education and
training schools and
Training (in-company curriculum) and the
training companies
Standing Conference of the Ministers of
Education and Cultural Affairs of the Länder in
Germany (school based curriculum)

Training companies and public VET schools (Dual
System) all over Germany under the regulation of
Public vocational
Federal Institure for Vocational Education and
training schools and
Training (in-company curriculum) and the
training companies
Standing Conference of the Ministers of
Education and Cultural Affairs of the Länder in
Germany (school based curriculum)

Curriculum

Specialist in the hospitality
services industry

Specialist in the hotel
business

Hotel clerk

Restaurant specialist

Professional caterer

Germany

Preparatory courses
for the specialist exam
take place at different
private training
institutions.
Different private training providers that offer a
Master craftsman
Learning venues are:
so called preparatory course for the final exam,
for full or part-time qualification in hotel
it is recommended to attend this course of about
services
courses: training
600 hrs.
rooms
in distance learning:
at home, possibly
training rooms during
attendance phases

Germany

Preparatory courses
for the specialist exam
take place at different
private training
institutions.
Different private training providers that offer a
Learning venues are:
so called preparatory course for the final exam,
for full or part-time Restaurant master
it is recommended to attend this course of about
courses: training
600 hrs.
rooms
in distance learning:
at home, possibly
training rooms during
attendance phases

Germany

Preparatory courses
for the specialist exam
take place at different
private training
institutions.
Different private training providers that offer a
Learning venues are:
so called preparatory course for the final exam,
for full or part-time Kitchen master
it is recommended to attend this course of about
courses: training
600 hrs.
rooms
in distance learning:
at home, possibly
training rooms during
attendance phases

Germany

Preparatory courses
for the specialist exam
take place at different
private training
institutions.
Different private training providers that offer so
Learning venues are:
called preparatory course for the final exam, it is
for full or part-time Certified Tourism Expert
recommended to attend those course of about
courses: training
600 hrs.
rooms
in distance learning:
at home, possibly
training rooms during
attendance phases

Germany

Different private training proiders, each sets
Training centre of the
different thematic focusses, ie. Training centre of Chamber -> private
Chamber of Commerce Potsdam
offer

Quality and personnel
management in tourism
(IHK)

Programme
Level
NQF

Post-secondary
education

Post-secondary
education

Post-secondary
education

Post-secondary
education

Post-secondary
education

NQF Ref # Brief Description of Curriculum

3

4

4

4

4

Learning Outcomes

1. vocational training, labour law and collective bargaining law,
2. the structure and organisation of a training organisation,
3. safety and health protection in the workplace,
4. environmental protection,
Hospitality professionals are trained to serve guests 5. dealing with guests, advising and sales,
in a variety of catering settings. They learn how to 6. use of equipment, machines and consumer goods, work planning,
serve drinks, serve in the restaurant, prepare events 7. hygiene,
and build buffets, make hotel rooms, take care of
8. kitchen area,
the laundry and help out in the kitchen.
9. service area,
10. office organisation and communications,
11. merchandise management,
12. advertising and sales promotion,
13. housekeeping services.
Foundation:
1. vocational training, labour law and collective bargaining law,
2. the structure and organisation of a training organisation,
3. safety and health protection in the workplace,
4. environmental protection,
5. dealing with guests, advising and sales,
6. use of equipment, machines and consumer goods, work planning,
Hotel professionals can work in all departments of
7. hygiene,
a hotel. After their training they are able to serve
8. kitchen area,
drinks, serve in the restaurant, furnish rooms or
9. service area,
prepare events. They are also employed in
10. office organisation and communications,
administration department, where they take care
11. merchandise management,
of bookkeeping, warehousing or human resources.
12. advertising and sales promotion,
13. housekeeping services.
Additionaly according to his/her specification:
1. dealing with guests, advising and sales,
2. reception,
3. marketing,
4. housekeeping services.
Foundation:
1. vocational training, labour law and collective bargaining law,
2. the structure and organisation of a training organisation,
3. safety and health protection in the workplace,
4. environmental protection,
5. dealing with guests, advising and sales,
6. use of equipment, machines and consumer goods, work planning,
Hotel clerks learn to coordinate the interrelations
7. hygiene,
of accommodation, restaurant, kitchen, warehouse
8. kitchen area,
and administration departments. They are trained
9. service area,
to work in any of these areas at any time, but are
10. office organisation and communications,
mainly responsible for commercial tasks in
11. merchandise management,
organization, accounting, purchasing and human
12. advertising and sales promotion,
resources.
13. housekeeping services.
Additionaly according to his/her specification:
1. human resources management,
2. office organisation and communications,
3. commercial management and control,
4. merchandise management,
5. dealing with guests, advising and sales.

Restaurant experts basically get to know how to
serve the guests in restaurants. First and foremost,
they advise on the selection of food and drinks,
serve and cash, but also prepare larger events. In
hotel companies, they also work in the floor
service.

Specialists in system gastronomy learn to
implement a standardized, centrally controlled
catering concept in all areas of a restaurant. They
ensure that in their restaurant, offer, quality and
services do not deviate from the established
regulations.

Foundation:
1. vocational training, labour law and collective bargaining law,
2. the structure and organisation of a training organisation,
3. safety and health protection in the workplace,
4. environmental protection,
5. dealing with guests, advising and sales,
6. use of equipment, machines and consumer goods, work planning,
7. hygiene,
8. kitchen area,
9. service area,
10. office organisation and communications,
11. merchandise management,
12. advertising and sales promotion,
13. housekeeping services.
Additionaly according to his/her specification:
1. dealing with guests, advising and sales,
2. working at guests' tables,
3. organisation of festivities and events,
4. management of a station.
Foundation:
1. vocational training, labour law and collective bargaining law,
2. the structure and organisation of a training organisation,
3. safety and health protection in the workplace,
4. environmental protection,
5. dealing with guests, advising and sales,
6. use of equipment, machines and consumer goods, work planning,
7. hygiene,
8. kitchen area,
9. service area,
10. office organisation and communications,
11. merchandise management,
12. advertising and sales promotion,
13. housekeeping services.
Additionaly according to his/her specification:
1. system organisation,
2. marketing,
3. dealing with guests, advising and sales,
4. human resources,
5. management and control of the service-provision process.

Duration

2 years

3 years

Apprenticeship or WBL
Yes, Dual Training scheme:
The training is provided in a company
and at part-time vocational school. In
the company, the trainees acquire
practical skills in a real working
environment. On one or two
days per week, the trainees attend
part-time vocational
school, where they are taught
general and vocational knowledge
related to their training occupation.

Yes, Dual Training scheme:
The training is provided in a company
and at part-time vocational school. In
the company, the trainees acquire
practical skills in a real working
environment. On one or two
days per week, the trainees attend
part-time vocational
school, where they are taught
general and vocational knowledge
related to their training occupation.

Foundation/Re
Intercultural Skills
vision Year

1998

1998

No

No

Digital Skills

Reference - webpage

Yes:
Foundation:
1) Manage card files and computer files, and use both in
carrying out work tasks; back up files
2)) Apply legal and company regulations relative to data
privacy
3) Accept reservations and enter them into the system
4) Process payments

https://www.bibb.de/dok
umente/pdf/VO_Berufsau
sbildung_Gastgewerbe_E
nglish.pdf

Yes:
Foundation:
1) Manage card files and computer files, and use both in
carrying out work tasks; back up files
2)) Apply legal and company regulations relative to data
privacy
3) Accept reservations and enter them into the system
4) Process payments

https://www.bibb.de/dok
umente/pdf/VO_Berufsau
sbildung_Gastgewerbe_E
nglish.pdf

Additionally:
1) Process reservation plans, and make room assignments
2) Manage correspondence
3) Prepare guests' invoices and collect payment

3 years

3 years

3 years

Yes, Dual Training scheme:
The training is provided in a company
and at part
time vocational school
: In the company, the trainees acquire
practical skills in a real working
environment. On one or two
days per week, the trainees attend
part
time vocational
school, where they are taught
general and vocational knowledge
related to their training occupation.

Yes, Dual Training scheme:
The training is provided in a company
and at part
time vocational school
: In the company, the trainees acquire
practical skills in a real working
environment. On one or two
days per week, the trainees attend
part
time vocational
school, where they are taught
general and vocational knowledge
related to their training occupation.

Yes, Dual Training scheme:
The training is provided in a company
and at part-time vocational school. In
the company, the trainees acquire
practical skills in a real working
environment. On one or two
days per week, the trainees attend
part-time vocational
school, where they are taught
general and vocational knowledge
related to their training occupation.

1998

No

Yes:
Foundation:
1) Manage card files and computer files, and use both in
carrying out work tasks; back up files
2)) Apply legal and company regulations relative to data
privacy
3) Accept reservations and enter them into the system
4) Process payments
Additionally:
1) Use information and communication techniques in keeping
with specific tasks
2) Manage correspondence
3) Carry out payment transactions
4) Keep operational statistics

1998

No

Yes:
Foundation:
1) Manage card files and computer files, and use both in
carrying out work tasks; back up files
2)) Apply legal and company regulations relative to data
privacy
3) Accept reservations and enter them into the system
4) Process payments

https://www.bibb.de/dok
umente/pdf/VO_Berufsau
sbildung_Gastgewerbe_E
nglish.pdf

https://www.bibb.de/dok
umente/pdf/VO_Berufsau
sbildung_Gastgewerbe_E
nglish.pdf

Additionally:
1) Prepare guests' invoices and collect payment
2) Carry out accounting for daily receipts

1998

No

Yes:
Foundation:
1) Manage card files and computer files, and use both in
carrying out work tasks; back up files
2)) Apply legal and company regulations relative to data
privacy
3) Accept reservations and enter them into the system
4) Process payments
Additionally:
1) Process and check receipts and relevant documents
2) Carry out cost control, and propose suitable relevant
measures
3) Use a merchandise management system

https://www.bibb.de/dok
umente/pdf/VO_Berufsau
sbildung_Gastgewerbe_E
nglish.pdf

In the hotel area learning outcomes are:
1) Arranging, pursuing, managing and deploying products; Compliance with quality
requirements and relevant legislation; Arranging for the proper storage of goods,
materials and aids; Checking the stock; Arranging the maintenance of equipment,
machinery, equipment and household goods;
2) Independent planning, execution and control of guest-oriented services; Performing
cost accounting and pricing; Monitoring cost development and work performance;
Manufacture of gastronomic products taking into account nutritional aspects;
3) Creating marketing concepts; Planning and conducting promotions; Advising guests
and conducting sales talks;
4) Employing staff to ensure timely and economical work in accordance with food and
hygiene regulations; Working towards smooth cooperation in the business process;
Cooperation with other business units, companies and institutions;
5) Transferring tasks taking into account subject-specific, economic and social aspects to
the employees according to their qualifications, performance and suitability; Motivate,
lead and promote the employees; Promoting vocational education and training of
employees; Cooperation with the management and works council;
6) Carrying out required measures of infection protection, occupational safety and
health, in particular safety and occupational health care and accident prevention, in
coordination with the occupational safety and health departments and persons inside
and outside the company; Recognition of operational environmental pollution and
compliance with environmental regulations

part-time, ie.
one day per
week over a
No
period of 3
years,
recommendat
ion of 600 hrs.

2003

No

No

https://wis.ihk.de/weiter
bildungsprofil/gepruefterhotelmeistergeprueftehotelmeisterin.html

In the restaurant area learning outcomes are:
1) Arranging, pursuing, managing and deploying products; Compliance with quality
requirements and relevant legislation; Arranging for the proper storage of goods,
materials and aids; Checking the stock; Arranging the maintenance of equipment,
machinery, equipment and household goods;
2) Independent planning, execution and control of guest-oriented services; Performing
cost accounting and pricing; Monitoring cost development and work performance;
Manufacture of gastronomic products taking into account nutritional aspects;
3) Creating marketing concepts; Planning and conducting promotions; Advising guests
and conducting sales talks;
4) Employing staff to ensure timely and economical work in accordance with food and
hygiene regulations; Working towards smooth cooperation in the business process;
Cooperation with other business units, companies and institutions;
5) Transferring tasks taking into account subject-specific, economic and social aspects to
the employees according to their qualifications, performance and suitability; Motivate,
lead and promote the employees; Promoting vocational education and training of
employees; Cooperation with the management and works council;
6) Carrying out required measures of infection protection, occupational safety and
health, in particular safety and occupational health care and accident prevention, in
coordination with the occupational safety and health departments and persons inside
and outside the company; Recognition of operational environmental pollution and
compliance with environmental regulations

part-time, ie.
one day per
week over a
No
period of 3
years,
recommendat
ion of 600 hrs.

2003

No

No

https://wis.ihk.de/weiter
bildungsprofil/gepruefterrestaurantmeistergepruef
terestaurantmeisterin.html

Post-secondary
education after
a certain
6
amount of years
of experiences
as skilled worker

In the kitchen/catering area learning outcomes are:
1) Arranging, pursuing, managing and deploying products; Compliance with quality
requirements and relevant legislation; Arranging for the proper storage of goods,
materials and aids; Checking the stock; Arranging the maintenance of equipment,
machinery, equipment and household goods;
2) Independent planning, execution and control of guest-oriented services; Performing
cost accounting and pricing; Monitoring cost development and work performance;
A qualified, excellently trained master in this
Manufacture of gastronomic products taking into account nutritional aspects;
business can take on high positions in the
3) Creating marketing concepts; Planning and conducting promotions; Advising guests
hospitality industry with responsibility, leadership
and conducting sales talks;
and leadership of staff, which can be be the
4) Employing staff to ensure timely and economical work in accordance with food and
location of a banquet manager.
hygiene regulations; Working towards smooth cooperation in the business process;
Cooperation with other business units, companies and institutions;
Providing gastronomic services at the highest level 5) Transferring tasks taking into account subject-specific, economic and social aspects to
that is the training goal of the certifiedkitvhen
the employees according to their qualifications, performance and suitability; Motivate,
master. The guest-oriented planning, production
lead and promote the employees; Promoting vocational education and training of
and marketing of gastronomic products and
employees; Cooperation with the management and works council;
services is the focus of the training. Furthermore,
6) Carrying out required measures of infection protection, occupational safety and
the guidance of employees and the use of the
health, in particular safety and occupational health care and accident prevention, in
kitchen staff to ensure a cost-effective way of
coordination with the occupational safety and health departments and persons inside
working are being taught.
and outside the company; Recognition of operational environmental pollution and
compliance with environmental regulations

part-time, ie.
one day per
week over a
period of 3
No
years,
recommendat
ion of 600 hrs.

2003

No

No

https://wis.ihk.de/weiterbildu
ngsprofil/gepruefterkuechenmeistergeprueftekuechenmeisterin.html

Post-secondary
education after
a certain
6
amount of years
of experiences
as skilled worker

Certified tourism experts are trained to find their
position in various sectors of the tourism industry,
especially in tourism companies and tourism
associations, in order to carry out specialist tasks of
planning, controlling independently, using business
and human resources management tools. They
learn to work customer- and service-oriented and
guide and motivate trainees, employees and teams.
Furthermore tourism experts will be qualified to
design and implement a service process that meets
the requirements of cooperation with internal and
external partners. In controlling and optimizing all
operational processes, they observe ethical, social,
economic, legal and ecological principles and take
into account regional, national and international
framework conditions.

2012

No

Implicitely during the application of different tools to fulfill
his/her tasks, but not explicitely set in the curriulum

https://wis.ihk.de/weiter
bildungsprofil/geprueftertourismusfachwirtgepruef
tetourismusfachwirtin.html

Continuing
training certified course

This curriculum is addressed to employees already
working in respective companies interested in
upgrading their knowledge in terms of quality and
personnel management. Qualification in the
company. The target groups are decision makers
from all sectors of the tourism industry, HR
managers, personnel officers, senior staff and
trainers.

Post-secondary
education after
a certain
6
amount of years
of experiences
as skilled worker

Post-secondary
education after
a certain
6
amount of years
of experiences
as skilled worker

Hotel masters will be enabled to plan, control and
supervise the work processes in hotels and
restaurants. In addition to their administrative
tasks, they lead employees and apprentices.

Catering to guests with respect for high-quality
standards as well as the preparation of food and
drinks in guest rooms, presenting them in a
sophisticated way and serving them in a customerfriendly way are all qualities that characterize the
certified restaurant master. Accordingly, the
restaurant master will become a specialist and
manager in the planning, production and marketing
of gastronomic services.
Additionally guests are looked after and advised by
trained restaurant masters. He will be equipped
with the competences to manage and promote
employees and to organize processes effectively.

The kitchen master will be trained to take over the
full responsibility for running the kitchen and the
complete organization of a kitchen operation in a
catering establishment.

4/5

1) Recognizing trends and developments in the tourism market,
2) Designing touristic servicees
3) Design, implementation and follow-up of marketing activities,
4) Developing, implementing and evaluating projects, including the planning and execution
of tourist events,
5) Preparing and implementing entrepreneurial decisions and developing goals for their
own area of responsibility,
6) Determining and assessing control-relevant data,
7) Preparing budget and investment planning, developing and implementing financing and
investment concepts,
8) Planning, organizing, controlling and optimizing business processes
9) Implementation of control and controlling instruments for the collection, evaluation
and optimization of service creation processes,
10) Leading, promoting and qualifying employees through training and further education,
11) Performing quality management processes.

part-time,
different,
depending on
the training
provider:
Full time: 3- No
14 months
Part time: 2
years
Distance
learning: 4-7
months

Block I: Quality Management
1) successful tools and models of corporate governance and how to
implement them effectively in the company
2) quality processes related to guests and employees
3) complaint management
4) self-evaluation reg. quality standards
Block II: Personnel Management
5) personnel marketing
6) employee retention in times of Generation YZ
7) leadership

6 days => 48
Hours

No

not verifiable

No

Implicitely during the application of different tools to fulfill
his/her tasks, but not explicitely set in the curriulum

https://www.ihkpotsdam.de/produktmark
en/WEITERBILDUNG/LEHR
GAeNGE/qualitaets--undpersonalmanagement-imtourismus--ihk-/3844888

2weeks => 76
hours

Yes, 16 hours of work-based, practical
training

not verifiable

No

No

https://www.ihkpotsdam.de/produktmark
en/WEITERBILDUNG/LEHR
GAeNGE/Tourist-Guide-IHK_3/3604360

7 days => 56
hours

No

not verifiable

No

No

https://www.gbzkoblenz.de/ihk_gbz/Semi
nar/10/PK/4264/barbarkeeper-barmixercocktail-barschule/

6-7 month,
online
learning (selfstudy)

No

latest adaptation in
No
2016

Practical part:
Expert discussion / presentation at the end

Germany

Germany

Germany

Different private training proiders, each sets
Training centre of the
different thematic focusses, ie. Training centre of Chamber -> private
Chamber of Commerce Potsdam
offer

Different private training proiders, each sets
different thematic focusses, ie. Caterin training
centre of Chamber of Commerce Koblenz

Training centre of the
Chamber -> private
offer

FernAkademie Touristik

Private vocational
training provider

Tourist Guide (IHK)

Continuing
training certified course

no specific
level

Barkeeper

Continuing
training

no specific
level

Hotel receptionist

Level 2 - no
formal initial
no specific
vocational
level
training required

The course provides essential basic knowledge to
make city tours professional and successful. It is in
line with the European standard DIN EN 15565 and
the guidelines of the Federal Association of Tour
Guides in Germany. Students are getting trained in
factual knowledge, ability to tell a story to sights,
speaking loudly and intelligibly, paying attention to
the traffic and possible dangers as well as calmly
and confidently reacting to disruptions. In the age
of Wikipedia, the seriousness and verifiability of the
knowledge imparted by the guide is as much a
quality criterion as the guide's abilities as an
entertainer. He solves conflicts, is an entertainer
and acts as a mediator between cultures, showing
the holiday destination from its most beautiful side.
He will be equipped with the skills to promote
respectful and responsible tourism.

1) role of the Tourist Guide
2) content preparation of a guided tour
3) legal questions for tour guides
4) methodology, Didactics, Communication
5) self Management and Marketing
6) personality and appearance

The course imparts relevant knowledge and skills to
aspiring bartenders to be able to act as
entertainers, listeners and consultants. They will
learn to apply their social skills such as empathy
and sociability. Above all that they will also be
taught the necessary technical expertise, a
sophisticated working technology and a wealth of
knowledge about classic, international and modern
recipes.

1) working materials at the bar and its handling
2) working technology
3) types of glasses
4) facilities of a bar
5) setup and closedown training
6) speed training
7) pour training
8) classic, international and modern recipes
9) international goods and beverages
10) accountancy for bars

With this course students are getting the
relavant knowledge and skills to comply all
tasks at the reception, which is the "control
and service -center" for hotel guests,
restaurant visitors, employees and the
corporate management. A priority study
objective lies in the competence to
indepently organize work processes at the
reception and delegate tasks were
necessary.

1) business organization, structure of a hotel
2) tasks and organization in the working area reception
3) internal information and reservation systems
4) external reservation systems
5) check-in and check-out, accounting
6) service and support of guests: complaint management, protocoll, events
7) IT use in the hotel: front office systems
8) primary and secondary markting strategies

Yes:
1) Introduction - Function and Importance of Systems
2) Technical requirements
3) microsFIDELIO - User handling in practice
4) Web-based reservation systems
5) Internet reservation with "Bookhotel"
6) Electronic cash register systems

https://www.fernakademi
etouristik.de/fileadmin/us
er_upload/Dateien/Daten
/PDF/HotelrezeptionistIn.
pdf

Category of
Provider

Curriculum

Programme
Level
NQF

NQF Ref Brief Description of
Learning Outcomes
#
Curriculum

Duration

Apprenticeship or
WBL

Foundati
Intercult
Digital Skills
on/Revisi
ural Skills
on Year

Country

Provider

Germany

Training companies and
public VET schools (Dual
System) all over Germany
under the regulation of
Federal Institure for
Vocational Education and
Training (in-company
curriculum) and the Standing
Conference of the Ministers
of Education and Cultural
Affairs of the Länder in
Germany (school based
curriculum)

Public
Specialist in the
vocational
hospitality services
training schools industry
and training
companies

Post-secondary
education

3

Hospitality
professionals are
trained to serve guests
in a variety of catering
settings. They learn
how to serve drinks,
serve in the restaurant,
prepare events and
build buffets, make
hotel rooms, take care
of the laundry and help
out in the kitchen.

1. vocational training, labour law 2 years
and collective bargaining law,
2. the structure and organisation
of a training organisation,
3. safety and health protection in
the workplace,
4. environmental protection,
5. dealing with guests, advising
and sales,
6. use of equipment, machines
and consumer goods, work
planning,
7. hygiene,
8. kitchen area,
9. service area,
10. office organisation and
communications,
11. merchandise management,
12. advertising and sales
promotion,
13. housekeeping services.

Yes, Dual Training
1998
scheme: The training is
provided in a company
and at part-time
vocational school. In
the company, the
trainees acquire
practical skills in a real
working environment.
On one or two days
per week, the
trainees attend parttime vocational school,
where they are
taught general and
vocational knowledge
related to their training
occupation.

No

Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments

https://www.bibb.de/
dokumente/pdf/VO_B
erufsausbildung_Gastg
ewerbe_English.pdf

Germany

Training companies and
public VET schools (Dual
System) all over Germany
under the regulation of
Federal Institure for
Vocational Education and
Training (in-company
curriculum) and the Standing
Conference of the Ministers
of Education and Cultural
Affairs of the Länder in
Germany (school based
curriculum)

Public
Specialist in the
vocational
hotel business
training schools
and training
companies

Post-secondary
education

4

Hotel professionals can
work in all
departments of a hotel.
After their training they
are able to serve
drinks, serve in the
restaurant, furnish
rooms or prepare
events. They are also
employed in
administration
department, where
they take care of
bookkeeping,
warehousing or human
resources.

Foundation:
3 years
1. vocational training, labour law
and collective bargaining law,
2. the structure and organisation
of a training organisation,
3. safety and health protection in
the workplace,
4. environmental protection,
5. dealing with guests, advising
and sales,
6. use of equipment, machines
and consumer goods, work
planning,
7. hygiene,
8. kitchen area,
9. service area,
10. office organisation and
communications,
11. merchandise management,
12. advertising and sales
promotion,
13. housekeeping services.
Additionaly according to his/her
specification:
1. dealing with guests, advising
and sales,
2. reception,
3. marketing,
4. housekeeping services.

Yes, Dual Training
1998
scheme: The training is
provided in a company
and at part-time
vocational school. In
the company, the
trainees acquire
practical skills in a real
working environment.
On one or two days
per week, the
trainees attend parttime vocational school,
where they are
taught general and
vocational knowledge
related to their training
occupation.

No

Yes:
Foundation:
1) Manage card files and
computer files, and use
both in carrying out work
tasks; back up files
2)) Apply legal and
company regulations
relative to data privacy
3) Accept reservations
and enter them into the
system
4) Process payments

https://www.bibb.de/
dokumente/pdf/VO_B
erufsausbildung_Gastg
ewerbe_English.pdf

Additionally:
1) Process reservation
plans, and make room
assignments
2) Manage
correspondence
3) Prepare guests'
invoices and collect
payment

Reference - webpage

Country

Provider

Category of
Provider

Curriculum

Programme Level
NQF

Foundation/Re
vision Year

Intercultural Skills

Digital Skills

Reference - webpage

2013

No

No

https://bit.ly/2AcRcQJ

2013

No

No

https://bit.ly/2IXJAUQ

2013

No

No

https://bit.ly/2J0pglW

7 Semesters

Yes
35 Hours compulsory Apprenticeship
or WBL in the last semester, thus
learners have the ability to develop
initiatives and to take
responisibilities in the framework of
the job. The hotel manager and the
department manager are responsible
to supervise and evaluate the
learner during his
apprenticeship/WBL, while the latter
has to apply his aquired knowledge

1956

Yes
Only one related Course is offered. Intercultural education
and communication in tourist sector. The learner is
introduced in basic principles of intercultural communication
emphasizing in the culture of each customer and the role of
the cultural stereotypes in the framework of communication

No

http://asterodos.edu.gr/

1995

Yes
Only one related Course is offered. Intercultural education
and communication in tourist sector. The learner is
introduced in basic principles of intercultural communication
emphasizing in the culture of each customer and the role of
the cultural stereotypes in the framework of communication

No

http://astecrete.edu.gr/

Yes
1.Ermis 8 (WIN) Hotel Software
2. Protel Hotel Software

https://bit.ly/2Ch0Nau

NQF Ref #

Brief Description of Curriculum

LO1:Organization and Operation of a Tourist Office.
LO2: Front/Back Office.
LO3: Air transport. Inbound / Outbound Tourism
LO4: Management.
LO5: Airfares - Ticket Issuing - Reservation Systems.

5 Semesters

5 Semesters

Learning Outcomes

Duration

Apprenticeship or WBL
Yes
6 months (960 hours) compulsory
Apprenticeship or WBL
Supervision, co-ordination, quality
assurance and evaluation of
apprenticeship/WBL are carried out
under the responsibility of the
Director of VIT or another designated
person as a Coordinator.

Greece

Public Vocational Training Institutes under the
supervision of the General Secretariat for
Lifelong Learning

Vocational Training
Institutes

Head of Administration and Economy
in the Tourism Sector

Post Secondary Education

5

The learner supports management in achieving the goals of the tourism
business, supports the application of scientific and administrative
methods and practices
in the production, distribution and promotion of tourist products.He
supports financial planning and economic activity of the tourist
business, the human resources management of the tourism business
and he uses modern computer applications in tourism

Greece

The General Secretariat for Lifelong Learning

Vocational Training
Institutes

Tour Operator &Hosting Business
(Reception service -Floor service Commodity knowledge)

Post Secondary Education

5

The learner operates the following: Reception of customers at the
Hotel, work on the floors and rooms of the Hotel, supply and
management of the stock of goods and equipment, sale and serving of
food and wine at the restaurant and preparation and serving of
cocktails and alcoholic or non-alcoholic beverages. The learner is
responsible follw the instructions and the guidelines of the Hotel's
administration regarding the reception, the floors and the rooms of the
hotel, stock material, restaurant and bar halls

LO1:Plans and guides personnel activities
LO2: Carry out an inventory of raw materials
LO3: Human relations and communication
LO4: negotiates on behalf of the business with suppliers
LO5: solves customer problems
LO6: promotes the tourist product

The General Secretariat for Lifelong Learning

Vocational Training
Institutes

Guardian for the Museum and
Archaeological Sites

5

The learner has the knowledge, skills and professional abilities that
make him able to work as a Guardian of Museums and Archaeological
sites, both in the public and private sectors. The guardian is
responsible for the protection of the monuments and the exhibitions,
he supervises the place and is responsible for the implementation of
visiting rules, and he participates in preventive checks providing the
safety of the visitors.

LO1: Knowledge and Appreciation of the elements of art
LO2: Knowledge the basic principles of museological theory
and practice
LO3: Application of basic prevention measures using electronic
security systems
LO4: Knowledge of the basic rules of first aid and hygiene
LO5: Knowledge of at least one foreign language

Higher School of Tourism Education of Rhodes

Vocational Training
School under the
supervision of
Ministry of Tourism

Sector of General and Special
Infrastructure, Sector of Scientific
Tourism, Sector of Hotel Technique

6

The learner has the necessary scientific, technological knowledge and
skills to be able to work professionally in all areas of the subject.The
learner is introduced in the basic principles and demands of tourism
sector. He aquires knowledge ragarding the business plan and
administration of tourist enterprise, the legal framework, the marketing
and the framework of customer service

LO1: Hotel supply
LO2: Business planning of tourism businesses
LO3:
Keeping customer accounts (Main Courante)
LO4: Tour
Leaders
LO5:Exercise of supervision and administration of the staff of
the tourism enterprises.

Greece

Higher School of Tourism Education of Crete

Vocational Training
School under the
supervision of
Ministry of Tourism

Sector of General and Special
Infrastructure, Sector of Scientific
Tourism, Sector of Hotel Technique

Higher Education

6

The learner has the necessary scientific, technological knowledge and
skills to be able to work professionally in all areas of the subject..The
learner is introduced in the basic principles and demands of tourism
sector. He aquires knowledge ragarding the business plan and
administration of tourist enterprise, the legal framework, the marketing
and the framework of customer service

LO1: Hotel supply
LO2: Business planning of tourism businesses
LO3:
Keeping customer accounts (Main Courante)
LO4: Tour
Leaders
LO5:Exercise of supervision and administration of the staff of
the tourism enterprises.

7 Semesters

Yes
35 Hours compulsory Apprenticeship
or WBL in the last semester, thus
learners have the ability to develop
initiatives and to take
responisibilities in the framework of
the job. The hotel manager and the
department manager are responsible
to supervise and evaluate the
learner during his
apprenticeship/WBL, while the latter
has to apply his aquired knowledge

Greece

Center for Lifelong Learning - KEME

Private Vocational
Training School

Hotel & Tourist Professions Receptionist

Higher Education

6

The programme aims to meet the needs for training of specialized
personnel related to tourism enterprises, and more specifically in the
Reception section. The programme aims to introduce and train the
learners in a variety of important subjects in the tourism sector. The
learners aquire the appropriate knowledge in order to work as
executives in the tourism sector, to enrich the knowledge about the
tourism sector and be able to succesfully organise, operate and
Manage a Tourist Unit

LO1: Knowledge of the requirements and the responisibilities of
a Receptionist.
LO2: Easily handle the various software and web tools used in
Hotel's services

2 Months

No

1988

No

Greece

Center for Lifelong Learning - KEME

Private Vocational
Training School

Hotel & Tourist Professions Associate Hotel Director

Higher Education

6

The programme aims to meet the needs for training of specialized
personnel related to tourism enterprises.The programme aims to
introduce and train the learners in a variety of important subjects in the
tourism sector. The learners aquire the appropriate knowledge in order
to work as executives in the tourism sector, to enrich the knowledge
about the tourism sector and be able to succesfully organise, operate
and Manage a Tourist Unit

LO1: Knowledge of the requirements and the responisibilities of
a Receptionist.
LO2: Work and coordination tasks as responsible in the various
departments of any hotel unit or tourist accommodation.
LO3: Apply the acquired knowledge of the holistic organization
and operation of the hotel units

6 Months

No

1988

No

Greece

Greece

Post Secondary Education

Higher Education

Greece

Center for Lifelong Learning - KEME

Private Vocational
Training School

HOTEL DIGITAL MARKETING | Google
Adwords, Social Media, e-mail
Marketing, Booking Engines

Higher Education

6

The programme aims to meet the needs for training of specialized
personnel related to tourism enterprises. Hotel Digital Marketing aims
to familiarize students with the basic principles of designing a
successful hotel website, aiming at learning web advertising
techniques using the Google AdWords advertising tool and Facebook,
as well as building a Newsletter for the most effective mail marketing.

Greece

Center for Lifelong Learning - KEME

Private Vocational
Training School

Hotel & Tourist Professions - F&B
Executive

Higher Education

6

The programme aims to meet the needs for training of specialized
personnel related to tourism enterprises.The programme aims to
LO1: Restaurant Art
introduce and train the learners in a variety of important subjects in the
LO2: Oenology
tourism sector. The learners aquire the appropriate knowledge in order
LO3: Customer Service
to work as executives in the tourism sector and they are specialized in
the sector of Food and Beverage

Greece

Institutional Vocational Training AKMI

Private Vocational
Training Institute

Technician of tourist units and
hospitality business

Post Secondary Education

5

The Tourism Management and Economy Executive is able to serve the
diverse needs of its clients, as well as provide the necessary
information for their travel, accommodation and entertainment in their
chosen travel destination. The learner will be introduced in organizing
and managing hotel and tourism-related businesses, he will acquire
knowledge of the most up-to-date tools and customer service
procedures and he will gain significant experience in the largest
tourist business.

Greece

Institutional Vocational Training AKMI

Private Vocational
Training Institute

Head of Administration and Economy
in the Tourism sector

Post Secondary Education

5

Greece

Institutional Vocational Training OMIROS

Private Vocational
Training Institute

Tour Operator and Hospitality
Technician (Reception Service - Floor
Service - Commodity Knowledge)

Post Secondary Education

Greece

Institutional Vocational Training OMIROS

Private Vocational
Training Institute

Cruise Ship Executive

Greece

Institutional Vocational Training OMIROS

Private Vocational
Training Institute

Greece

Institutional Vocational Training DELTA

Greece

LO1: Traveler’s online journey
LO2: Websites for Hotels
LO3: Advertising skills and content marketing
LO4:Web analytics

5 Semesters

Yes
6 months (960 hours) compulsory
Apprenticeship or WBL
Supervision, co-ordination, quality
assurance and evaluation of
apprenticeship/WBL are carried out
under the responsibility of the
Director of VIT or another designated
person as a Coordinator.

Yes
6 months (960 hours) compulsory
Apprenticeship or WBL.
Supervision, co-ordination, quality
assurance and evaluation of
apprenticeship/WBL are carried out
under the responsibility of the
Director of VIT or another designated
person as a Coordinator.

Yes
1.Basic principles of web design, especially for Hotels.
2.Search Engine Marketing (SEM & SEO)
3.Mobile Marketing / Travel Applications
4.Booking engines for direct bookings - Electronic
Reservation Systems

https://bit.ly/2AdhOBj

Yes
1.Internet Marketing
2. Advertising techniques using web tools and social media
3. SEO techniques

https://bit.ly/2pRbRE2

1 Month (32 Hours)

No

1988

No

35 Hours

No

1988

No

No

https://bit.ly/2P0M1eL

LO1: Organization and functioning of a tourist office
LO2: Business Administration
LO3: Marketing
LO4: Oenology
LO5: Customer Service
LO6: Foreign Languages

4 Semesters

Yes
In the last semester the learner has
the ability to work in a a tourist
business environment and the
learner will be able to implement his
aquired knowledge

1993

No

No

https://iekakmi.edu.gr/index.php/tomei
s/toyristikaepisitistika/ksenodoxeiaka

The head of administration and economy in the tourism sector is able
to serve the diverse needs of its clients as well as to provide the
necessary information for their travel, accommodation and
entertainment in their chosen travel destination. The learner will be
introduced in specialized software for hotel units and travel agencies,
the market of airline, coastal, road companies and travel in general and
market of services at various domestic and foreign destinations.

LO1: Organization and functioning of a tourist offeice
LO2: Basic principle of tourism and tourist policy in EU
LO3: Marketing
LO4: Management of incoming-outbound tourism
LO5: Customer Service
LO6: Foreign Languages

4 Semesters

No

1993

No

No

https://iekakmi.edu.gr/index.php/tomei
s/toyristikaepisitistika/ypallilostoyristikoy-grafeioy

5

The tour operator and hospitality technician is a fully trained
professional who can work at a very high level in tourism businesses
and hotels. He has the opportunity to learn foreign languages free of
charge, learns online hotel reservation systems, conducts training
seminars on specialized subjects and comes in direct contact with the
tourist market ensuring his professional rehabilitation.

LO1: Organization, Operation of Hotels
LO2: Business Administration
LO3: Hotel Applications with PC Use
LO4: Hotel Business Accounting
LO5: Marketing
LO6: Foreign Languages

4 Semesters

Yes
In the last semester the learner has
the ability to work in a a tourist
business environment. He has the
ability to develop the aquired skills
in a a high level tourism business

1946

No

No

https://www.omiros.gr/sxolitouristikonepaggelmaton/xenodoheiakahotel-management/

Post Secondary Education

5

The curriculum prepares future cruise ship executive. learners acquire
knowledge in a wide range of specialized cognitive subjects necessary
for working on cruise ships: organization and operation of the cruise
ship, catering, personnel administration, organization of events,
housekeeping, supply of goods and materials.

LO1: Customer service & effective communication
LO2: Industry of floating tourism hospitality
LO3: Cruise Ship Operation and Management
LO4: Human Resource Management
LO5: Event Marketing & Sales
LO6: Cruise ship operation

4 Semesters

No

1946

No

No

https://www.omiros.gr/sxolitouristikonepaggelmaton/krouazieraiek/

Head of Administration and Economy
in the Tourism Sector

Post Secondary Education

5

The curriculum prepares future head of administration in economy in
the tourist sector. The learner will get the knowledge on how to run a
tourist business in the financial, legal and sales area (marketing with
emphasis on the promotion of tourist units through digital marketing),
will be taught the use of specialized software programs and improve
the knowledge of foreign languages English, German, French) with free
teaching.

LO1: Tourism terminology and foreighn laguages
LO2: Organization and Operation of a Tourist Office
LO3: Basic principle of tourism and tourist policy in EU
LO4: Customer Service
LO5: Front/ Back Office
LO6: Management of incoming-outbound tourism

4 Semesters

No

1946

No

Yes
The learner will be taught the use of digital marketing and
sooftwre programmes in the sector of tourism

https://www.omiros.gr/s
xoli-touristikonepaggelmaton/dioikisitourismos/

Private Vocational
Training Institute

Tour Operator and Hospitality
Technician (Reception Service - Floor
Service - Commodity Knowledge)

Post Secondary Education

5

The tour operator and hospitality technician is a fully trained
professional who can work at a very high level in tourism businesses
and hotels. He has the opportunity to learn foreign languages free of
charge, learns online hotel reservation systems, conducts training
seminars on specialized subjects and comes in direct contact with the
tourist market ensuring his professional rehabilitation.

LO1: Business Administration
LO2: Marketing
LO3: Hotel Applications with PC Use
LO4: Hotel Business Accounting
LO5: Hygiene & Safety
LO6: Foreign Languages

4 Semesters

Yes
In the last semester the learner has
the ability to work in a a tourist
business environment. He has the
ability to develop the aquired skills
in a a high level tourism business

1966

No

No

https://www.iekdelta360
.gr/spoydesxenodocheiakon

Institutional Vocational Training DELTA

Private Vocational
Training Institute

Head of Administration and Economy
in the Tourism Sector

Post Secondary Education

5

With friendliness, sociability and communication skills, the tourist
agent guides the client to suit his needs and wishes accordingly,
depending on the reason of the trip and the circumstances. Modern online booking and ticketing systems offer many alternative options to
choose the right solution for the occasion. In addition, the tour operator
is able to organize multi-day group touring packages for groups by
integrating all points of interest of the Points of Interest (POI).

LO1: Organization and functioning of a tourist offeice
LO2: Basic principle of tourism and tourist policy in EU
LO3: Marketing
LO4: Customer Service
LO5: Management of incoming-outbound tourism
LO6: Front/ Back Office

4 Semesters

No

1966

No

No

https://www.iekdelta360.gr/
spoydes-toyristikoy-grafeioytoyristikoi-praktores

National and Kapodistrian University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

E-Tourism (Online Transactions in
Tourism)

6

The e-Tourism training programme aims to provide an interdisciplinary
dimension to issues such as: Impact of internet use across the entire
spectrum of the tourism industry-Web 2.0, e-commerce in tourismstrategy infrastructure and security, e-marketing in tourism and MTourism, ICTs in the aviation industry, strategic implications of etourism for the consumer of the future, e-tourism impact on
destinations and the public sector, travel 2.0 and exploration of new
technologies, effects of social networks in tourist sites.

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=317

Greece

National and Kapodistrian University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Management of Travel Agencies &
Tour Operators

Higher Education

6

The programme aims to deepen knowledge particularly useful in the
organization and management of busines travel agencies and tour
operators. In particular, after the completion of the specific program,
the trainee will have acquired a comprehensive and comprehensive
picture of the organization, management and operation of the activities
and services provided by the tourist trafficking business as well as of
the appropriate tools and methods aimed at business success and
profitability

Greece

National and Kapodistrian University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Rooms Division Management

Higher Education

6

The training programme "Rooms Division Management" aims to
provide the necessary facilities to learners in order to upgrade their
professional prospects in the hotel sector and in particular in the hotel
division of the hotel business. In particular, there are presented and
analyzed issues related to: Rooms Division, room reservations, arrival
and departure procedures, customer accounts, customer service, sales
of hotel services, room cleaning and communal areas of the hotel,
hotel maintenance and safety, and customer relationship management.

Greece

National and Kapodistrian University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Tourism and Digital Tools: Web
Design and Management, Digital
Marketing

Higher Education

6

Greece

National and Kapodistrian University of Athens

E-Learning
Programme of the
Training and Lifelong
Learning Center

Tourism Management and
Marketing

Higher Education

Greece

National and Kapodistrian University of Athens

E-Learning
International Hospitality and Tourist
Programme of the
Environment
Training and Lifelong
Learning Center

Higher Education

Greece

Higher Education

5 Months

No

2001

No

Yes:
1. Information and Communcation Tchnologies
2.Global Distribution Systems
3. E-Marketing
4. Search engines, portals, Viewdata and Teletext
5. Social Networking and technologies WEB 2.0
6. Enterprise Resource Planning
7. Property Management Systems, PMS
8. Intelligent Transport Systems and Community Informatics
9.Environment Management Information Systems
10. Hotel Information Systems

5 Months

No

2001

No

No

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=5

LO1: Room Division Organization and Administration Functions
LO2: Room reservation
LO3: Arrival, stay and departure procedures of the customers
LO4: Keeping customer accounts
LO5: Service Disabled customers
LO6: Clean rooms and communal areas of the hotel and hotel
maintenance and safety
LO7: Customer Relationship Management

3 Months

No

2001

No

No

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=738

Thel programme "Tourism and Digital Tools: Website Design and
Management, Digital Marketing" offers the trainer all the knowledge,
theoretical and practical, regarding the use of electronic tools in the
field of tourism, digital marketing and design and management
website. Through a structured way of presenting the latest
developments on this subject, it is possible to present the tourist unit
in the online market. A particular innovation of this program is Live
Streaming training.

LO1: Market analysis
LO2: Principals of marketing e-marketing
LO3: Classification of electronic transactions
LO4: The use of social media in business (advertising campaign
in Google Facebook etc)
LO5: Revision and adjustment of promotional activities
according to the public's response

6 Months

No

2001

No

Yes
1.Tourism and "e-business"
2. Social Media
3. Web και Web Usability
4. Website Design Precession
5. Live-Streaming
6. Digital Tourism

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=522

6

The programme "Tourism Management and Marketing" was designed
and developed with the ultimate aim of providing both academic and
practical knowledge regarding the more efficient management and
visibility of tourism businesses. The learner will acquire significant
resources in the management of the tourist and hotel units, in the
management of the human resources employed in them, and will
expand his / her knowledge of issues related to his / her deceptions of
the most efficient projection according to the modern methods of
promotion of services which have dominated the international level.

LO1: Business Planning of Tourism Management
LO2: Strategic Planning of Human Resources
LO3: Tourism Management
LO4: International Tourism Marketing and Tourism Marketing
for Sustainable Development
LO5: Τοur Operating
LO6: Business Finance

7 Months

No

2001

No

No

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=196

6

The programme "International Hospitality and Tourism Environment"
program aims to provide students with the theoretical background in all
the major areas of the International Hospitality, developing and
deepening their knowledge and understanding of the International
Hospitality industry.The International Hospitality Industry includes,
among others, hotel, food and conference facilities, theme parks,
carriers, as well as International Organizations and Agencies aiming at
strengthening the global tourism industry, protecting the environment,
sustainable development, promotion and management of tourist
destinations.

LO1:Tourist Economy
LO2: Knowledge of the Industry of International Hospitality
LO3: Strategic Choices - Strategic planning
LO4: International Tourist Marketing
LO5: Human Resources Management
LO6: Quality Management

7 Months

No

2001

No

No

https://elearn.elke.uoa.g
r/show_programs.php?ca
tID=all&prID=588

Diploma in Tourism is awarded after the successful completion of 3
certificates. The offered certificates by the Programme are the
following:
1. Certificate in Tourism Marketing
2. Certificate in Tourism Management
3. Certificate in Tourism Finance and Accounting
4. Certificate in Travel Agency Management
5. Certificate in Tourism Business Operations
The aim of each course is to provide a stable theoretical framework,
starting with definitions and explanation of the concepts and
progressing step by step on more practical issues. The design of each
certificate is clearly oriented to the presentation of best practices by
international and Greek tourism entrepreneurship.
The learners who successfuly complete Diploma in Tourism have the
ability to participate and study in the 2nd year of the BA (Hons)
Tourism Management of Manchester Metropolitan University

1. Certificate in Tourism Marketing:
LO1: E - Marketing in Tourist Businesses
LO2: Use of Social Media
LO3: Use of Electronic Tools (TripAdvisor, Google)
LO4: Business modeling and e-services
2. Certificate in Tourism Management
LO1: Basic principles of management
LO2: Successful management of people and work issues
LO3: Motivating people, evaluating performance, effective
communication and conflict management.
LO4: Immplentation of a Business Plan
3. Certificate in Tourism Finance and Accounting
LO1: Costing Systems & Cost Management
LO2: Budget & Decision Making
LO3: Basic methods of financial analysis of the financial
statements of tourist enterprises.
LO4: Basic functions of Financial Management
4. Certificate in Travel Agency Management
LO1: Travel product sales techniques
LO2: Personalized and Qualitive Services to customer
LO3: Organization and Operation of tourist buinesses
LO4: Use of Social Media and Internet Tools for the promotion
of a tourist business
5. Certificate in Tourism Business Operations
LO1: Rooms Division Management
LO2: Basic Principles of toursm
LO3: Hotel management / leadership

Each ccertificate
lasts
4 Months

No

N/A

No

Yes
The courses 1 and 4 include digital skills (Social Mdia, Trip
Advisor, Google and Internet Tools)

https://ems.unipi.gr/hom
e-tourism/

LO1: Modern developments and trends that characterize the
tourist phenomenon and affect the external environment of the
operation of tourism enterprises
LO2: The parameters for modifying the tourist offer and
demand
LO3: Strategic management of tourism businesses
LO4: Human resources management of tourism businesses
LO5: Marketng
LO6: New information and communication technologies (ICT) in
the organization and management of tourism enterprises

6 Months

No

N/A

No

Yes
New technologies and their applications in the organization
and management of tourism businesses, as well as the
promotion of e-business.

http://eepimorfosi.aegean.gr/co
urse/%cf%84%ce%bf%cf
%85%cf%81%ce%b9%cf
%83%ce%bc%cf%8c%cf
%82-3/

Greece

University of Pireaus

E-Learning in
Administrion ervices

Diploma in Tourism

Higher Education

6

Greece

Aegean Univesity

Lifelong Learning
Programmes of the
"Training and Lifelong
Learning Center"

Organization and Management of
Tourism Enterprises

Higher Education

6

The aim of the programme is to provide modern and quality lifelong
learning, through e-learning, to the Organization and Management of
Tourism Enterprises.The ambition of the programme is the functional
linking of the theoretical - scientific knowledge to the practice in a way
and to the extent that the participants will benefit from knowledge and
skills directly applicable in the labor market. The Programme is
implemented under the auspices of the Greek Chamber of Commerce

LO1: Implementation of ICTs in the tourism sector in Greece
and worldwide
LO2: Evolution stages of ICTs
LO3: Tools and Application of ICTs
LO4: E-tourism, the digitization of all tourism industry and
infrastructure and and the impact on the economic activity of
tourism
LO5: Computer Reservation Systems, CRS and Global
Distribution Systems, GDS.

LO1: Principles of service management
LO2: Knowledge of modern methods of organization and
administration
travel agencies and tour operators
LO3: Techniques for developing work and creative skills
LO4: Methods of organizing incoming and outgoing activities
and functions to be applied by tourist trafficking businesses
LO5: Methods and tools of financial management
LO6: Principles and methodology of planning and implementing
organized excursions and tours
LO7: Marketing travel agencies and tour operators

Country

Greece

Greece

Provider

Category of
Provider

Curriculum

Program
NQF Ref
rief Description of Curriculu
me Level
#
NQF

Public Vocational
Training
Head of
Institutes under
Post
Administration and
Vocational
the supervision
Secondary
Economy in the
Training Institutes
of the General
Education
Tourism Sector
Secretariat for
Lifelong Learning

Tour Operator
&Hosting Business
The General
Post
(Reception service Vocational
Secretariat for
Secondary
Floor service Training Institutes
Lifelong Learning
Education
Commodity
knowledge)

5

5

Learning Outcomes

The learner supports
management in achieving
the goals of the tourism
business, supports the
application of scientific and
administrative methods and LO1:Organization and Operation of a
Tourist Office.
practices
LO2: Front/Back Office.
in the production,
LO3: Air transport. Inbound /
distribution and promotion
Outbound Tourism
LO4:
of tourist products.He
Management.
supports financial planning
LO5: Airfares - Ticket Issuing and economic activity of
Reservation Systems.
the tourist business, the
human resources
management of the tourism
business and he uses
modern computer
applications in tourism
The learner operates the
following: Reception of
customers at the Hotel,
work on the floors and
rooms of the Hotel, supply
and management of the
LO1:Plans and guides personnel
stock of goods and
activities
equipment, sale and serving
LO2: Carry out an inventory of raw
of food and wine at the
materials
restaurant and preparation
LO3: Human relations and
and serving of cocktails and
communication
alcoholic or non-alcoholic
LO4: negotiates on behalf of the
beverages. The learner is
business with suppliers
responsible follw the
LO5: solves customer problems
instructions and the
LO6: promotes the tourist product
guidelines of the Hotel's
administration regarding
the reception, the floors
and the rooms of the hotel,
stock material, restaurant
and bar halls

Foundati Intercult
on/Revis
ural
ion Year
Skills

Duration

Apprenticeship or WBL

5 Semesters

Yes
6 months (960 hours)
compulsory Apprenticeship or
WBL
Supervision, co-ordination,
quality assurance and
evaluation of
apprenticeship/WBL are
carried out under the
responsibility of the Director
of VIT or another designated
person as a Coordinator.

2013

5 Semesters

Yes
6 months (960 hours)
compulsory Apprenticeship or
WBL
Supervision, co-ordination,
quality assurance and
evaluation of
apprenticeship/WBL are
carried out under the
responsibility of the Director
of VIT or another designated
person as a Coordinator.

2013

Digital
Skills

Reference webpage

No

No

https://bit.ly/2
AcRcQJ

No

No

https://bit.ly/2
IXJAUQ

Country

Include the country
where the Cource /
Curriculum is offered

Provider

Insert the name
of the provider
that is offering
the Course /
Curriculun

Category of Provider

Choose the Category of the Provider,
bewteen the following options:
1. Vocational Training Institutes
2. Higher Education Institutes
3. Other Institutes (please specify)

Curriculum

Programme
Level
NQF

Provide the NQF
Provide the name / Title equivalent name of
the Curriculum (3of the Curriculum
6)

NQF Ref #

Provide the
Number of
NQF
equivalent

Brief Description of
Curriculum

Please provide a brief
description of the
Curriculum, not
exceeding the length of
1.000 characters

Learning Outcomes

Duration

Apprenticeship
/ WBL

Foundation /
Intercultural
Revision
Skills
Year

Digital Skills

Reference webpage

Please identify the
Learning Outcomes of the
Curriculum in the
Please answer Please answer
following format:
Please
Please answer with Please provide
Please insert
with "Yes/No". with "Yes/No".
LO1: Learning Outcome describe the "Yes/No" and for the Foundatio/
the official
For answer
For answer
description
duration of
answer "Yes"
Revision Year
website link
"Yes" please
"Yes" please
LO….: Learning Outcome
the
provide a brief
of Provider's
of each
describe briefly describe briefly
description
curriculum
description
curriculum
curriculum
these skills
these skills
LOx: Learning Outcome
description

