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Introduction 
 
The trainer guide of the Leonardo da Vinci project: European supplementary 

qualification in tourism management. Concept to integrate European 

supplementary qualifications into national systems of vocational training is a 

guide in two respects; on the one hand, using selected examples, it provides 

information for trainers, lecturers and experts on how to enrich the structures and 

contents of the supplementary qualification with materials for teaching purposes. 

In this point the trainer manual thus fulfils the classical view and expectation of 

making teaching materials available to professional users. 

On the other hand, however, and even more so, it is a guide, created in 

European co-operation, that takes the reader through a vocational education and 

training project that has elaborated highly flexible structures for a supplementary 

qualification on the topic of tourism. This project aimed at enabling its application 

in different national systems of vocational education and training appropriate to 

the respective requirements of the national and international market. 

This very demanding and ambitious objective pursued by eight partner 

institutions from seven European countries has ultimately led to a situation 

where, for some users, the results of the project presented in the form of a 

modular supplementary qualification and a trainer manual are possibly still too 

abstract and not sufficiently user-oriented for them to be implemented directly in 

training courses and lessons. The aim of enabling the “European Supplementary 

Qualification in Tourism Management” to dovetail with national vocational 

education and training systems rather suggests that the elaborated structures, 

target groups and market-oriented possibilities for qualification need to be 

supplemented by suitable national materials that meet specific requirements. In 

other words, this trainer manual does not relieve trainers and lecturers of the 

responsibility of using or researching their own teaching material. Even so, we 

provide Information on these both in this trainer manual and in the modules 

themselves. 

 

Being a guide through a European vocational training project that claims to be 

highly flexible, adaptable and dynamic, and no longer exclusively following linear 

but rather networked thinking, the trainer guide also cannot avoid repeating these 

structures. Readers and users can therefore select and combine individual 
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chapters in any way they wish or indeed read it straight through from beginning 

to end, in other words, taking a linear approach. The method applied here, or the 

model of modularity and combinability developed within the framework of a 

European supplementary qualification in tourism management, makes no claim 

to uniqueness, either. There are already too many examples from other fields, for 

example, the modular construction and platform strategies of the automobile 

manufacturers. But these facts in turn also indicate how this guide is to be 

understood. Content-wise it is for the most part a manual for trainers, experts and 

teachers in the tourist sector. But, in addition, it also contains ideas on how it 

may be transferred to other sectors, because it takes the reader through 

structures, ways of thinking and possible combinations, one might say, by using 

the example of a supplementary qualification in tourism management. But this 

model is also transferable: it offers possibilities, not only of a link-up with national 

tourist vocational education and training systems, but also link-ups with other 

sectors. 

 

The possibility of a link-up with other sectors is therefore a central category that 

is meant to be guaranteed through the structure of the supplementary 

qualification. For this reason we want our first chapter to provide a brief overview 

of current European vocational education policy. Our intention is to give the user 

a meta-perspective, so to speak, on where we allocate this project in the 

discussion about the internationalisation of vocational education and training, 

about a European training area, about lifelong learning, about transparency and 

recognition of educational processes. In other words: at what points can it be 

linked to current European developments? 

 

In the second chapter we turn to the tourist sector. Here our concerns are the 

kind of developments and requirements that make a European supplementary 

qualification in tourism useful and the point at which the development of a 

qualification should start. 

The fact that the professional capacity to act needs to be a central starting point 

for professional qualifications is demonstrated in Chapter 3, where the training 

field orientation of the supplementary qualification is described. Only after that 
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are the qualification contents differentiated according to target groups (Chapter 

4), followed by a brief description of the trainer requirements (Chapter 5). 

The general information on training methods (Chapter 6) links up to the structure 

of the supplementary qualification. It shows how core and special qualifications in 

European tourism are to be understood and how certain tourist forms of offer are 

defined as a further element of a differentiation of special requirement profiles. 

Chapter 8 and 9 then describe the methodological and didactical structure of the 

EU-EQT supplementary qualification in detail leading over to the development of 

target group-specific training courses. This part of the trainer manual also 

presents new teaching material not included in the training fields and modules 

provided so far. In other words, in addition to the materials in the modules, 

teachers and trainers are shown how they can specifically design a lesson, for 

example on team development for people working in the tourist business. 

 

The trainer manual ends with an overview of the basic bibliographic references 

and important Internet addresses that can help the users of EU-EQT to 

consolidate the material offered and this is once again clearly summarised in an 

information package. This final sequence is supplemented by an outlook 

(Chapter 10) that discusses the possibilities of an integration of European 

supplementary qualifications in national vocational education and training 

systems in connection with the introductory chapter: Internationalisation/ 

Europeanisation of vocational education and training – the possibilities of an 

integration of European supplementary qualifications in national vocational 

education and training systems. 

 

 

1. Internationalisation/Europeanisation of Vocational Training 

 
The continuing internationalisation and globalisation of economic activities is 

leading more than ever to a dynamic interdependence of educational and 

employment systems. Whereas the internationalisation of economic action is 

spreading at an ever increasing speed and is also generating new requirements 

in the advanced industrial states on account of the transition to the information 

and knowledge-based society, there is a growing danger that the qualification 
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requirements of industry and the qualifications available on the job market are 

drifting further and further apart. The internationalisation of vocational education 

systems is thus becoming increasingly important in the states and knowledge-

based societies of the European Union. 

 

The European Union has, among other things, responded to this development 

with the so-called Lisbon Process. One of the objectives formulated here is the 

creation of a European training area by 2010 and the promotion of life-long 

learning. With the aim in mind of developing into the most efficient knowledge-

based society, there is an emphasis on the importance of education, especially of 

vocational education. Even if the European Commission has meanwhile become 

more sceptical about the amount of time required for achieving this projected 

goal a development has nevertheless been initiated the aim of which aim is to 

promote the capacity of national educational systems to come into line with the 

qualification requirements of international economic action. 

Although the requirements and requisite competences of international economic 

action can be agreed upon relatively quickly (see box below), nevertheless, the 

national vocational education and training systems have been, and sometimes 

still are, rather sluggish in responding to these demands, one of the reasons 

being that they do not want to give up their own identities. 

 

 

An insight that is only gradually asserting itself is that diversity of educational 

traditions constitutes a strength only if the differences do not turn into barriers 

and demarcation lines and the internationalisation of vocational education and 

training does not necessarily have to imply uniformity. 
 

Elements of International Qualifications on the Basis of: 
“Internationalisierung der Berufsbildung“ 

Berichte zur beruflichen Bildung, Heft 257. Bonn 2003 
 

§ Foreign language skills 
Ability to communicate in at least one foreign language. 

 
§ Intercultural skills 

When encountering members of a foreign culture, the ability to cultivate a 
reflective communication style marked by understanding, acceptance and 
tolerance of the unfamiliar and the foreigner. 
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§ International specialized business skills 
Profession-related communication with foreign customers and suppliers in 
business-transaction situations. 

 
§ Net skills 

Encompass internationality, i.e. cross-border professional action and the use of 
cross-border information and communication media that are also in principle 
cross-border. The net skills required when dealing with professional tasks are 
in no way limited to the technical skill of handling the Inter- und Intranet, i.e. 
working with nets. They are characterised in principle by the absence of 
borders and therefore also require the ability to work successful in nets, 
whether through personal contact or “only” contact by technical means. The 
ability to decide on which forms of contact to choose is itself a part of these 
global skills. 

 

 

One sub-system, namely the university sector, played a particularly pioneering 

role when it came to opening up the vocational education and training systems. 

Induced by the so-called Bologna Process of the EU, it proved possible to 

achieve an internationalisation of academic training contents and degrees 

(including those of Master and Bachelor), as well as the introduction of a Credit 

Point System (ECTS1). Meanwhile, and subsequent to this process, the national 

systems of vocational education and training are at last also moving in the 

direction of developing a European training area – albeit at different speeds. 

 

The challenge of enabling national qualification courses in vocational education 
and training to open up on a European scale and to present themselves on a 

more international and more competitive scale, is pursued in a national 

dimension in a variety of ways: in the Netherlands, as well as in the Scandinavian 

countries, for example, the international argument played a central role when it 

came to the reorganisation of recognised training occupations: the acquisition of 

foreign languages (3 languages) and the promotion of mobility are integrated 

here. Even Germany’s dual system of vocational education and training (along 

with Austria a special case of European vocational training), which so far has 

been rather less responsive to change, is meanwhile proving capable of 

modernisation. Among other things, the reform of the Vocational Training Act of 

2005 is now encouraging, for the first time, the completion and recognition of 

training periods abroad. Combined cross-border training programmes as well as 

the development of bi-national qualifications (for example, between Germany and 

                                                                                                                                                 
1 ECTS – European Credit Transfer System 
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Austria and currently being planned between Germany and France) are playing a 

role when it comes to the opening of the vocational education and training 

systems in Europe. What is more crucial, however, is the basic attitude of the 

European Union: it wants to create a European area for life-long learning not 

through standardisation but through transparency and the recognition of 

training qualifications as well as by promoting mobility (e.g. exchange 

programmes), thus doing justice to the internationalisation of qualifications and 

competences. 

In the field of vocational education this route is called the Bruges-Copenhagen-
Maastricht-Process. 

This process ranges from the general political objective of a European area of 

learning (Bruges-Copenhagen) to the adoption of specific implementation steps 

(Maastricht) in the debate about transparency and recognition. The Maastricht 
Communiqué (2004) sets the course for structural changes with regard to 

vocational education and training in Europe for the first time. At the heart of it is 

the agreement about a European Qualification Framework (EQF), a European 

credit point system for vocational training and education (ECVET) as well as 

sectoral approaches in European vocational-training co-operations. 

 

The EQF (European Qualification Framework) is meant to become a central 

instrument in this context – a communication and translation instrument – 

creating transparency and compatibility among qualifications that are acquired 

not only in different vocational education and training systems, but also in 

different employment systems. It is planned to develop a joint classification 

system (consisting of different levels), in which the competences and 

qualifications are described according to the type (formal, non-formal, informal), 

the length and the location of the learning process. The aim is to promote 

mobility and increase the attractiveness of life-long learning. 

 

Closely following the developments of the European qualification framework, a 

second instrument aims at bringing about more transparency and a 

comprehensible description of learning phases: ECVET. As a counterpart to the 

ECTS (university sector), ECVET, the European Credit Transfer System in 

Vocational Education and Training, is designed, so Klaus Fahle, head of the 
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national agency for Europe, “to function in principle like a secondary currency, 

i.e. it does not encroach upon existing national structures but makes it possible to 

take qualifications acquired within those structures and to transfer them to other 

educational systems and sectors“. Using a basic model, and initially restricted to 

the domains of formal vocational education courses, ECVET orients itself on 

learning outcomes and facilitates the allocation of credit points to learning 

performance and results. Applied to its full extent, ECVET thus promotes national 

interchangeability (vertical professional mobility) within the educational system, 

as well as the horizontal mobility of employees in a European job market. In this 

way ECVET is also linked with the new Europass (Euro-curriculum vitae, Euro-

language portfolio, Euro-mobility, Euro-diploma supplement, Euro-certificate 

supplement), which is an additional and up-to-date document for promoting the 

transparency of qualifications. 

 

What has been said above clearly shows that European vocational education 

policy aimed at the internationalisation of vocational education and training, the 

creation of a European training area and the promotion of lifelong learning is a 

long-term and complex process which, although not yet completed, provides 

important impulses for innovations and quality development in vocational 

education and training systems. 

 

Special mention needs to be made here of the systematic promotion of 

innovations in vocational education and training systems by the Leonardo da 

Vinci action programme of the European Commission. 

Here, priorities are established according to the status of the European 

vocational education policy of the European Commission. These are then worked 

on in transnational projects. The following topics are currently (2005/2006) being 

promoted in the form of projects: 

§ The promotion of the transparency of qualifications 

§ The promotion of the quality of the systems and practices of vocational 

education and training 

§ The development of relevant and innovative contents for E-learning 

§ Advanced training for teachers and trainers 
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§ The eligibility of training services in the sphere of vocational education 

and training 

§ The validation of formal and informal learning processes 

 

The objective here is usually to strengthen the connection between the 

vocational education system and the requirements of working life. A necessary 

precondition to enable people to benefit from the development of the European 

economic and educational area is an international professional capacity to act. It 

comprises basic technical qualifications such as school education, professional 

specialist training, professional experience and computer knowledge as well as 

key qualifications and personal characteristics such as the capacity for 

teamwork, communicative competence, willingness to achieve, ability to cope 

with stress, willingness to learn (cf. box above) 

Meanwhile these objectives are being implemented to an increasing extent in 

sector-specific and occupational group-oriented projects. 

 

 

2. The EU-EQT Leonardo da Vinci Project: European Supplementary 
Qualification in Tourism Management 

 

The European tourist industry is characterised by stable and continuous growth. 

The WTTC (Word Travel & Tourism Council) assumes that the enlargement of 

the European Union has a potential for an additional 3 million jobs. Even so, the 

tourist sector has to face many challenges and problems. 

 

These are, on the one hand, the social and economic framework conditions: 

§ Lifecycles of products and customer requirements are becoming 

increasingly shorter 

§ High investment speed 

§ Increasing internationalisation and globalisation of markets 

§ Lifelong learning as an integral component of change 
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Internal factors, on the other hand, are playing a role in many sub-sectors: 

§ Partly unfavourable terms and conditions of employment) 

§ Low qualification levels and a lack of possibilities for development 

§ High staff turnover and a lack of qualified personnel 

§ Non-existence of a truly European labour market owing to the lack of cross-

border recognition of qualifications and acquired skills 

§ Insufficient service quality owing to poor qualifications 

 

The European Commission regards the increase in employees’ expert 

knowledge in the tourist sector as a key factor for when it comes to making 

optimal use of the job opportunities this economic sector has to offer. 

 

Initial professional training is a major instrument in developing a qualified work 

force. The organisation of vocational education and training in Europe’s tourist 

sector varies a great deal: it ranges over dual systems of vocational education 

and training (Germany, Austria), exclusive off-the-job training (e.g. Greece, 

France), and unregulated “training-on-the-job” models (e.g. Italy, Spain). Against 

this background, remedies for qualification deficits can be provided, on the one 

hand, by the development of the initial vocational education and training courses 

in the respective countries or, on the other hand, by the development of a 

supplementary qualification in tourism that needs to be able to link-up to the 

different national vocational training schemes and also fulfils the respective 

current requirements of the tourist industry. This is the point at which the 

Leonardo da Vinci EU-EQT (European Supplementary Qualification in Tourism 

Management) pilot project starts. The highly flexible structure of a modular 

system of a vocational supplementary qualification in tourism enables it to 

respond to the qualification requirements of the European tourist industry and 

facilitates a link-up with different European training systems. 

The project takes account here of three main focal points that are also highly 

prioritised in the EU initiative EQUAL2 for developing the European job market: 

§ Employability 

§ Adaptability 

                                                                                                                                                 
2 http://europa.eu.int/comm/employment_social/equal/index_de.cfm 
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§ Entrepreneurial spirit 

 

The training fields defined within the framework of EU-EQT, the developed 

modules and qualification components support, in their differentiation, the 

continued employment of personnel, open up chances for the reintegration of 

job-seekers and promote the opportunity for business start-ups in the tourist 

sector. The supplementary qualification thus facilitates life-long learning and 

fosters individual “change-competence“. 

 

At the national level, Germany is responding to the requirements of the tourist 

industry by reshaping existing occupational images and developing new 

occupational images (Kaufmann/Kauffrau für Tourismus und Freizeit – 

Businessman for tourism and leisure) 

 

 

2.1  Rationale behind the project and innovative approach of EU-EQT 

 

Based on the latest research findings on vocational education and training (BIBB 

2002: Impuls 01), on dissemination experience of the project sponsor acquired in 

an earlier Leonardo project (EU-Service Management) and current studies by the 

tourist industry on market developments, requirements and personnel 

requirement profiles in an increasingly globalised market (Homann 2001: Die 

Zukunft des Tourismus), the project pursued the following objectives: 

§ Development of a modular qualification system for people working in the 

tourist sector to enable trainers and experts to respond swiftly, 

dynamically and extremely flexibly to the qualification requirements of the 

tourist industry. 

§ Facilitation of life-long learning on the job for people working in the tourist 

sector 

§ A strong market orientation and segmented target group orientation of the 

qualification modules 

§ Ability to integrate developed modules into a very wide variety of national 

training and advanced training schemes 
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§ Dissemination of the results through European and corresponding national 

advisory structures and social dialogue 

 

 

2.2 Study on training trends in European tourism 

 

To ensure that the supplementary qualification to be developed and its training 

fields and modules actually meet the requirements of the European tourist 

industry the University of Gießen was commissioned in spring 2003 by the 

German project sponsor (Deutsche Angestellten-Akademie Mittelhessen) to 

conduct a requirements survey for determining future qualification needs. Within 

the framework of a two-phase Delphi study with professionals from the tourist 

sector from seven European countries (Austria, France, Germany, Greece, 

Hungary, Italy and Lithuania) a survey was made of future qualification 

requirements. Experts, personnel managers and managers of tourist companies 

were interviewed about the qualification requirements of employees of tour 

operators, travel agencies, hotels and small boarding houses as well as 

employees of tourist information offices. 

 

The findings of the study reveal that the qualification systems in Europe’s tourist 

sector are highly differentiated systems in terms of their organisation. The range 

covers academic as well as non-academic training and advanced training offers. 

A wide range of national disparities can also be observed. The following themes 

crystallised out from the analysis of the interviews with experts about the 

components necessary for training and advanced training in the tourist sector:  

§ Life-long learning in tandem with work in order to respond quickly to a 

dynamic and continuously changing tourist sector 

§ Clearly increased practical relevance of training and advanced training in 

the tourist sector 

§ Improvement of the marketing and networking of tourist offers 

 

The standardised survey generated the following essentials and challenges for 

the further development of European training and advanced training systems: 
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§ The findings of the standardised survey confirmed the deficits in the field 

of marketing already stated by the experts. 

§ When it came to the question of the core topics for training and advanced 

training in tourism the most important themes mentioned were sales 

training, intercultural communication and management, foreign languages, 

customer orientation, new market forms, new media, social and personal 

competence and personnel management. The rather more theoretical, 

transnational, European topics such as, for example, business-law know-

how were, on the other hand, rated as less important. This also reflects 

the wish for increased practical relevance of the training and advanced 

training schemes. 

§ The special themes were without exception rated as very important. The 

special theme of ecological tourism, however, seems to be problematic as 

a form of tourism in its own right because aspects of sustainability, 

environmental friendliness and social acceptability can be a cross-

sectional topic of all tourist offers. 

 

It must also be stated that the types of tourism defined in the study often do not 

occur in practice in their pure form. Tourist offers are quite often a combination of 

these types (e.g. business tourism and wellness tourism), which in theory seem 

to be opposed but which complement each other in the specific form on offer and 

are capable of developing a quality of their own. The combination of different 

tourist offers (e.g. sport and culture in Tuscany, skiing and wellness in Austria) 

make it possible to create more attractive offers and regions for consumers. This 

combination of diverse offers lastingly improves interest and demand. As regards 

the possibilities for integrating newly developed, European-oriented, tourism-

specific contents in already existing or future national training and advanced 

training the following implementation priorities can be deduced from the analysis 

of the interviews with experts as well as from the standardised survey: 

§ Actively shaping the training of multipliers / trainers 

§ Supporting the process of integration by means of: 

- European exchange programmes 

- the recognition of modules in a Europass (“passport of skills”) 
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- the bilateral recognition of training and advanced training courses in 

the tourist sector 

- a self-organised certification agency recognised throughout Europe 

§ These priorities should be supplemented and supported by: 

- marketing and public relations work 

- dissemination via the Internet. 

 

 

2.3 Conclusions based on the study 

 

The multitude and complexity of the qualification requirements named by experts 

and practitioners prompted the partners and advisory committees in the project to 

draw the conclusion not to develop an exclusively linear curriculum for the 

training and advanced training of people working in the tourist sector. Rather, it 

was decided to select a modular construction aimed at making it possible to 

combine training fields, modules and components in a flexible way. There was 

also a differentiation of target groups for the field of special qualifications (c.f. 

4.2). Modules were developed, on the one hand, for outgoing professions (tour 

operators/travel agents) and, on the other hand, for incoming professions 

(hotels/small boarding houses). 

 

 

3.  Training field orientation in EU-EQT 

 

The structure of the supplementary qualification in tourism, EU-EQT, is oriented 

on the training field concept of the German Standing Conference of the Ministers 

of Education and the Arts of the Laender (Kultusministerkonferenz, KMK) 

adopted in Germany after 1996 as a binding structural parameter for the 

development of curriculum guidelines. Uniform regulatory instruments were to be 

created for all German Laender as regards the dual system of vocational 

education and training. The objective was to reduce the existing variety of 

training structures in Germany owing to the primacy of the Land authorities in 

matters of educational and cultural policy. 
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Along with these considerations of educational policy the training field concept is 

also a reaction to the radical changes in the professional and working world since 

the beginning of the 90s. Some keywords in this context are: 

§ Europeanisation/internationalisation 

§ Service-oriented thinking  

§ Importance of communication 

§ Reduction of hierarchies in companies 

 

In view of these changes the following general criteria emerge for the training 

and the qualification profiles of specialised staff: 

§ Action orientation 

§ Process orientation 

§ An integrated approach 

§ Inter-disciplinary lessons 

§ Problem-oriented learning 

§ Self-monitored learning 

§ Key qualifications 

 

Above all, action orientation plays a particular role as a leading concept. The idea 

behind action orientation is to enable independent learning and working. The 

following aspects for the basis of the design of action orientated instruction: 

§ Learning for doing 

§ Learning through doing (at least understood as a mental construct) 

§ Independent planning, execution and checking of actions by learners 

§ Integrated coverage of professional reality 

§ Integration of actions into the experiences of the learners 

§ Incorporation of social processes into actions 

 

The training field concept in vocational training was a result of criticism regarding 

the insufficient way in which instructional contents dovetail with the specific 

requirements of everyday working life. Taking their practical relevance into 

account the training field concept brings together individual topics and special 



 
 

 
 

 

15

 

Trainer Guide – European Supplementary Qualification in Tourism Management 

fields to form one training field which in turn is subdivided into individual learning 

situations. 

 

Right from the start, the development of training fields, modules and components 

for the supplementary qualification in tourism management oriented itself on 

business processes in the tourist sector. Business processes consist of a 

connected, self-contained sequence of activities necessary to fulfil a company 

task. 

A crucial point of reference for business processes in professions relating to the 

tourist sector is the customer. The customer triggers the business process, he 

determines the type and scope of the service and consequently the added value 

as well. The customer ends the business process in regarding the customer 

requirement as being satisfied. 

 

 

4. Target Groups for the Supplementary Qualification 

 

The training fields, modules and components of the supplementary qualification 

in tourism management are meant for teachers, trainers and experts. They can 

use this material to prepare themselves for the planning and carrying-out of 

training and advanced training measures for employees of companies in the 

tourist sector. 

The supplementary qualification is suitable for the qualification of the following 

target groups: 

§ Employees of tour operators 

§ Employees of travel agencies 

§ Employees of hotels 

§ Employees of small boarding houses 

§ Employees of tourist information offices 

§ Other fields of work with an affinity to tourism  

 

This comprehensive differentiation of target groups takes into account outgoing 

professions (tour operators/travel agents) as well as incoming professions 

(hotels/small boarding houses). 
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5.  Trainer Requirements 

 

The EU-EQT training fields and modules have been developed for teachers and 

trainers who already have experience in training and advanced training in the 

tourist sector. The material is structured in such a way that the trainers are, on 

the one hand, meant to function as lecturers and, on the other hand, also take 

over the task of a moderator. The material does not represent a training course 

fully organised in every detail. 

 

The task of the trainer is to develop target group- and participant-specific training 

courses based on the available structures and contents and to supplement the 

material for teaching purposes. This makes it necessary to create or research 

country- or region-specific material for lesson planning. 

 

 

6. General Information on Training Methods 

 

The hours specified in EU-EQT are only approximate values for purposes of 

orientation. In many cases, especially with on-the-job trainings, the number of 

hours must be kept relatively small. This is necessary from the point of view of 

time (non-availability at work), as well as with regard to costs. The scope of the 

qualification is also highly dependent on the respective group of learners. It is, for 

example, possible to design intensively targeted training courses for 

specialisation purposes with a relatively small number of hours for participants 

with broad previous knowledge. The supplementary qualification is, on the other 

hand, also suitable for a very comprehensive qualification of returnees who also 

have requirements with regard to basic themes. 

Special module- and component-related information on training methods can be 

found in Section 4 of each module: Details on Training Methods. This section 

contains suggestions with regard to the method suitable to achieve the learning 

objectives in the respective module: 

§ Seminars/E-learning/Blended Learning 

§ Case studies 

§ Team work/Project work/Role play 
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§ Internet research 

§ Brainstorming 

§ etc. 

 

 
7. Organisation of the EU-EQT Supplementary Qualification 
 
The European Supplementary Qualification in Tourism Management, EU-EQT, is 

divided into: 

 Core qualifications of European Training and Advanced Training in Tourism 

 Special qualifications of European Training and Advanced Training in Tourism 

 

This structure is, on the one hand, the result of the analysis of the interviews with 

experts conducted during the study in consultation with the partners and 

European advisory committees. 

On the other hand, this structure oriented itself on the four international education 

and qualification elements named in the current discourse on educational policy 

already mentioned above: 
 

Elements of International Qualifications on the Basis of: 
“Internationalisierung der Berufsbildung“ 

Berichte zur beruflichen Bildung, Heft 257. Bonn 2003 
 

§ Foreign language skills 
Ability to communicate in at least one foreign language. 

 
§ Intercultural skills 

When encountering members of a foreign culture, the ability to cultivate a 
reflective communication style marked by understanding, acceptance and 
tolerance of the unfamiliar and the foreigner. 

 
§ International specialized business skills 

Profession-related communication with foreign customers and suppliers in 
business-transaction situations. 

 
§ Net skills 

Encompass internationality, i.e. cross-border professional action and the use of 
cross-border information and communication media that are also in principle 
cross-border. The net skills required when dealing with professional tasks are 
in no way limited to the technical skill of handling the Inter- und Intranet, i.e. 
working with nets. They are characterised in principle by the absence of 
borders and therefore also require the ability to work successful in nets, 
whether through personal contact or “only” contact by technical means. The 
ability to decide on which forms of contact to choose is itself a part of these 
global skills. 
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7.1 Core qualifications of European training and advanced training in 
tourism 

 

In consultation with the partners and advisory committees and as a result of the 

studies on training trends in European tourism (cf. 2.2 and 2.3) 5 training fields 

were determined as components of a so-called European core qualification in 

tourism. The core qualifications comprise training fields that are not exclusively 

relevant to professions in tourism. The training fields of the core qualifications 

segment reflect skills and competences that are of great importance for 

professional action in many commercial occupations and other service 

occupations.Learning modules relevant to the respective profession were 

allocated to the learning fields. 

   

 

 Core Qualifications 
Training Fields Modules 

Key qualifications Social Skills 
Method Skills 
Media Skills 

Marketing 
 

Marketing Basics 
Low Budget Marketing Instruments 
Online Marketing 
Development of new Services 
Marketing Actionplan 

Customer Relationship 
Management 

Change of values and quality of touristic Services 
New Media and Tourism 
Polarisation of Markets 
Customer Value 
Measurement of Customer Satisfaction 
The Customer as King / Customer Clubs 
Communication in the field of Customer Loyality 
Customer Win-back 

Human Resource Management Legal-organisational frame of Personnel work 
Personnel Management / Management Concepts 
Human Resource Development 

Language and Culture Intercultural Learning 
English for Employees in Tourism 
- Reception 
- Restaurant 
- Tourist-Information 
- Tour Operator 
- Applications 
Preparation of Practical Training Abroad 
Support for Individual foreign Language Training 
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The training fields and modules of the core qualifications are enriched with 

examples of use and material from the practical professional domains of people 

working in the tourist sector. 

 

 

7.2 Special qualifications of European training and advanced training in 

tourism 

 

The so-called special qualifications relate to certain tourist forms of offer and thus 

comprise target-group-oriented specialised knowledge or expert knowledge in 

combination with job-relevant / work-process-oriented capacities to act. Each 

training field of the special qualifications contains four modules. The modules 

provide target-group-specific material. 

  

 

Special Qualifications 

Training Fields Modules / Target Groups 

Business Tourism Tour Operator 
Travel Agency  
Hotel  
Non-Hotel 

Health Tourism/ 
Wellness Tourism 
 

Tour Operator 
Travel Agency  
Hotel  
Non-Hotel 

Cultural Tourism Tour Operator 
Travel Agency  
Hotel  
Non-Hotel 

Event Tourism Tour Operator 
Travel Agency  
Hotel  
Non-Hotel 

Sport Tourism Tour Operator 
Travel Agency  
Hotel  
Non-Hotel 
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The modules of the special qualifications were developed to relate, on the one 

hand, to the content, the tourist form of offer, and, on the other hand, to the target 

group by which they are used, employees of companies in the tourist sector. The 

emphases of the modules were adapted in terms of their contents to the 

professional fields of action of the four named target groups. 

 

The special qualification modules each take up and consolidate the relevant 

contents of the key qualifications. The 5 main themes of the special qualifications 

represent the most important tourist forms of offer at the time of the project and 

these are briefly defined in the following. 

 

 

7.2.1 Definition: business tourism 

 

Business tourism in this context means: “Trips over a distance of more than 50 

km, e.g. to trade fairs, meetings, seminars, congresses or to visit customers – 

that is all trips that are connected with one’s job in the broadest sense.” (Source: 

Wirtschaftswoche, Geschäftsreiseklima 2002) Business trips are usually 

production-related and can be distinguished as follows: 

§ Preparation of business deals 

§ Production 

§ Advanced qualification of employees 

§ Trade fair and exhibition trips 

§ Congress, meeting, seminar tourism 

§ Incentive trips 

 

7.2.2 Definition: health tourism / wellness tourism 

 

Two forms of health tourism can be distinguished: 

On the one hand there is classic health tourism, which is on the decline: the so-

called cure at a health resort. The following aspects play a special role in this 

context: 

§ Natural healing properties of the soil 
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§ Typical cure facilities 

§ Typical health resort characteristics 

§ Natural healing waters 

The aim of the stay at the health resort is the prevention of illnesses, 

rehabilitation after accidents and operations or the treatment of chronic illnesses. 

Stays at health resorts are always coupled with a certain length of stay. 

 

On the other hand there is the modern form of health tourism, also called 

“wellness”. Wellness tourism is a health-oriented holiday form combining 

relaxation and pleasure. The objective is the restoration of physical and mental 

well-being through (short-term) stays at a centre for health tourism. This centre 

can either be a classic health resort, spa or special hotel. Important components 

are offers in the key areas: 

§ Health and Food 

§ Beauty and Vitalisation 

§ Anti-stress and Relaxation 

§ Fitness and Exercise 

 

 

7.2.3 Definition: cultural tourism 

 

Cultural tourism is almost always associated with a culture-tourism offer. The 

term can be divided up into two categories: 

The first category means culture in its narrower sense, in other words mainly the 

art-historical offer of a region (sights such as old buildings, museums etc.). 

The second category means culture in its broader sense, in other words customs 

and traditions of the indigenous population, language, culinary offer, etc. (cf. 

Heinze 1999). 

Cultural tourism is therefore the term used to define all trips in which the reasons 

for the journey are mainly cultural activities (cf. Dreyer 1996). The following types 

of culture trips can be distinguished: 

§ City trips 

§ Study trips 
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§ Language trips 

§ Theme trips 

 

The term cultural tourism is thus applied to trips whose rationale can be an 

interest in refined cultural forms as well as in everyday and regional culture. 

 

 

7.2.4 Definition: event tourism 

 

Event Tourism is characterised by events, limited to a certain length of time, of 

local, regional or supra-regional importance that provide the consumers with a 

certain experience. This includes, for example, the following offers: 

§ musicals 

§ open-air concerts 

§ theatre and concerts 

§ amusement parks3 

§ exhibitions and trade fairs 

§ art exhibitions of supra-regional importance 

§ national and international sporting events 

 

 

7.2.5 Definition: sport tourism 

 

Sport tourism does not mean attending a sporting event as a spectator but 

engaging in sporting activity oneself. Whereas a few years ago the term sport 

tourism was applied only to stays for professional athletes or semi-professionals 

for rest or training purposes sporting activities have increased a great deal at 

amateur level as well. Whether a holiday destination is selected or not depends 

to an increasing extent on the possibility to engage in sporting activities. Where 

sports like canoeing, sailing, mountain hiking, diving, golfing are concerned, the 

offer of a holiday destination is often geared to the natural resources of the 

region. On the other hand there is also an increasing number of offers or centres 

                                                                                                                                                 
3 Amusement parks are usually offered all-year-round but only used by the target groups for a 
limited period of time. 
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for sports that do not depend on natural resources, e.g. for tennis, archery or 

dancing. The term sports tourism covers indoor as well as outdoor activities, in 

other words sporting activities that take place indoors, in a restricted space or 

sporting activities that are pursued in the open air in natural surroundings. 

 

 

8. Methodological-didactic Structure of Training Fields and Modules 

 

Each training field and module was developed on the basis of a model containing 

six structural components: 

1. Targets/target groups: Skills and competences of the participants after the 

completion of the module 

2. Definition of the training field/Definition of the module: Term, history, 

statistics. For example: What are media skills? 

3. Scenarios and examples: One or several examples from practical people 

for practical people to illustrate the benefit to the user 

4. Information on training methods: What are the targets to be achieved in 

this module using which methods? Example: seminars, E-learning, project 

work, team work, etc. 

5. Content of the training field/Content of the module: total extent, lessons 

and organisation. Section 5 of each module contains the qualification 

components and contents. 

6. Bibliographic references and other sources: Further examples, 

bibliographic references and Internet resources 

This uniform structure ensures that the users can orient themselves quickly. 

Training field descriptions comprise the description of the contained modules and 

the methods and examples. The user finds concrete training contents at the 

module level. Section 5 of each module provides an overview of the qualification 

components including the scheduled number of hours: 

e.g.: Sport tourism for Travel Agents – Content of the module: 

§ Market research (6 hours) 

§ Product development (6 hours) 

§ Marketing (6 hours) 

§ Trend research (2 hours) 
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The user can find the learning contents and examples of application at the level 

of the qualification components. 

 

In the following two selected examples taken from the fields of core and special 

qualifications demonstrate the methodological-didactic structure of the training-

field descriptions. 
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8.1  Training-field description: Core qualification – key qualifications 
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8.2 Training Field Description: Special Qualification 
 – Sports Tourism for Travel Agencies 
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9. Development of Target Group-specific Training Courses by Means of 
EU-EQT 

 

The EU-EQT training fields and modules can support or achieve the following 

objectives within the framework of a qualification: 

 

§ Facilitation of access to or of the return to the job market (employability) 

§ Facilitation of business start-ups (entrepreneurial spirit) 

§ Promotion of life-long learning and support of continued employment 

(adaptability) 

§ Promotion of the adaptability of companies and employees to structural 

economic change as well as of the use of information technology and 

other new technologies 

 

The possible target groups of the EU-EQT supplementary qualification can also 

be deduced from these objectives. Here we distinguish between funding 

providers and participant target groups. 

Possible funding providers are public institutions (job agencies, provinces, 

municipalities, etc.) as well as companies from the tourist sector. 

The flexible and modular structure of EU-EQT facilitates the offer of long-term 

and comprehensive advanced training courses (e.g. for the purpose of 

professional reintegration into the job market) as well as short, strongly theme-

related  and work-process-oriented training courses aiming at adapting 

employees quickly to changing conditions in their working environment. 

 

Narrowing down the training fields and modules developed within the EU-EQT 

framework we find the following target groups: 
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§ Employees of tour operators 

§ Employees of travel agencies 

§ Employees of hotels 

§ Employees of small boarding houses (non-hotel) 

In addition, the qualification contents of the key qualifications are easily 

adaptable to the requirements of employees of other, strongly customer-oriented 

professions in the service sector. The contents of the special qualifications are 

also suitable for employees of tourist information offices and regional tourist 

organisations. Employees of tourist organisations (offices, regional 

administrations, ministries, associations) that are in charge of the regional 

development of tourist offers or of regional marketing in general can be further 

qualified and specialised by means of EU-EQT. 
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9.1 Examples of the development of training courses by means of EU-EQT 

 

The examples given under 9.1.1 to 9.1.4 demonstrate the flexible manner in 

which the EU-EQT modular system can be used. It is possible to design training 

courses for very different target groups with very different training requirements 

and scopes. 

 

 

9.1.1 Example1: Compact training course "Sports Tourism for 
Employees of Travel Agencies" 

 

The first example illustrates the possibility of using the modular EU-EQT system 

to design a compact training course for employees of travel agencies focusing on 

sports tourism. The suggested length of the course in this example is 80 hours. 

To begin with, some modules and components are selected from the field of the 

key qualifications relevant to employees of tourist companies in order to make 

efficient and customer-oriented use of their special knowledge. 
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Social skills such as, for example, the capacity for teamwork and communicative 

skills are selected as the key component of this training course. Selected from 

the Customer Relationship training field are the components "Polarisation of 

Markets" and "Customer Value" with 16 hours duration. 

This exemplary training course deals with the specialisation and focus of the 

travel agent on sports tourism. The module for employees of travel agencies is 

therefore selected from the sports tourism training field. 

 
 

All in all, this provides an 80-hour training course for travel agents consisting of 

the polishing-up of social skills, aspects of customer relationship management 

and a specialisation on sports tourist offers. 
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9.1.2 Example 2: Wellness Tourism for business start-ups in Bed & 
Breakfast 

 

The second example is also a relatively compact qualification. What has been 

designed here is a compact training course with the aim of establishing and 

running a Bed & Breakfast business. The Bed & Breakfast business could for 

example be established in Tuscany and addresses tourists interested in wellness 

offers as potential customers. The complete Social Skills module is selected from 

the key qualifications field supplemented by the components "Media Use" and 

"Media Design" from the Media Skills module. Owners of small boarding houses 

(Bed & Breakfast) usually communicate with their customers themselves via E-

mail and design their own small web presence. This is why it is especially 

important for operators of small boarding houses to have the necessary know-

how to design, on their own, their electronic communication with customers, 

online marketing and the production of advertising materials. 
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By selecting the 40-hour module "Wellness Tourism for Non-Hotel", the user can 

specialise on one form of tourist offer, in this case, wellness tourism.  
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The module "Wellness Tourism for Non-Hotel" contains 5 components each 

lasting 8 hours: 

   - Business start-up 

  - Planning and development of offers 

  - Management and organisation 

  - Marketing management 

  - Network management 

The contents of the target-group-oriented special modules in part take up the 

contents of the key qualifications and consolidate these with respect to the target 

group. 

This training course, covering a total of 114 hours, can provide useful, concrete 

assistance for people setting up their own businesses in the Bed & Breakfast 

segment in a relatively short period of time. It goes without saying that the scope 

and content are also always geared to the financial resources of the customers 

and the requirements of the target group. In other words, people paying for the 

course themselves would probably opt for a compact version whereas it would at 

any rate make sense for people receiving public funding to increase the 

proportion of key and special qualifications. 
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9.1.3 Example 3: Training for returnees to the tourist industry 

 

Unlike the above two examples of compact training courses for employees of 

travel agencies and people founding their own businesses, the third example 

could help to facilitate the return of jobseekers to occupations in the tourist 

sector.  

A qualification offer for jobseekers is usually far more comprehensive than offers 

for people who are already employed. What is necessary is an especially 

comprehensive form of training in the field of key qualifications to create a good 

basis for work characterised by communication and customer orientation. 

Using the solid basis of the "Social Skills", "Method Skills" and "Media Skills" 

modules from the Key Qualifications training field, the selected contents of the 

other training fields can be combined into a longer re-entry training course for 

jobseekers. A short profiling could be useful for the trainer and participants in the 

choice of specialisation because the training fields and modules relating to the 

special qualifications are offer- and target group-oriented. 

The result of the profiling should, on the one hand, show clearly the personal 

professional preference of the participant and, on the other hand, it should be 

linked with the current job-market requirements by means of matching. It would 

also be necessary in this context to ascertain whether the participant intends to 
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work rather in the outgoing business (tour operator, travel agency) or in the 

incoming business (hotel, small boarding houses) in future. 

 
We assume in this example that the participant has a preference for the outgoing 

business and that the job market matching also favours a qualification in the 

direction of a tour operator/travel agency. 1-2 modules from the special 

qualifications for tour operators or travel agencies should therefore be selected. 

Also, to achieve a certain variety on the offer side, the modules should be taken 

from different training fields that could possibly be combined with regard to the 

form of offer. What could be selected, for example, are the modules "Culture 

Tourism for Tour Operators" and "Sports Tourism for Travel Agencies". Culture-

tourist offers can today be very well combined with the sports-tourist offers that 

are much in demand at many destinations in Europe. 
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All in all, the third example comprises a training offer covering a total of approx. 

300 hours. 

 
 

 

9.1.4 Example 4: Training for employees aged 50+ focusing on tour 
operators/wellness 

 

The fourth example is meant for "older employees" (50+) of tourist companies. 

This draft of a training course primarily focuses on adaptability, i.e. the updating 
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of qualifications and creation of new possibilities in a dynamic market. The Media 

Use component from the Media Skills module is selected from the Key 

Qualifications section. This component is used for updating skills in the field of 

Internet and online marketing. The component "Developing new services" is 

added from the Marketing training field. The focus here is the evaluation of trends 

in the tourist sector and, subsequently, the deduction and development of new 

offers. The “English for Tour Operators” module helps employees to brush up 

their specialised English terminology. 

 
In any case, in view of the wide variety of tourist markets, concentrating on just a 

few specialised topics suggests itself as an appropriate course of action. This 

fourth example suggests a specialisation on the wellness and sports segment. 

Wellness and sports are two currently very trendy tourist offers. Both segments 

are distinguished by a very strong internal differentiation when it comes to 

creating concrete offers. In other words, very different offers are often brought 

together under the terms of wellness holiday and health holiday. On the one 

hand, we still find the classic offers, e.g. massages and gymnastics, and, on the 

other hand, there is the growing segment of "lifestyle-wellness" offers for 

customers more concerned with finding a meaning in their lives and relaxation. 



 
 

 

 

42

 

Trainer Guide – European Supplementary Qualification in Tourism Management 

 
The result is a refresher course for employees of about 100 hours duration, of 

which 20 hours respectively are earmarked for the specialisation. The special 

modules can be spread out over separate periods of time and can therefore be 

offered ideally as a qualification parallel to the participants’ jobs. 
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9.2. Using Training Fields and Modules to Design EU-EQT Training 

Courses 

 

The following provides two specific examples of implementation showing what 

contents can be used in target-group-specific and topic-specific training sessions. 

The examples already provided in the modules are augmented here to show 

trainers/users the possibilities for designing classes that are both flexible and 

target-group oriented. 

 

 

9.2.1 Example 1: Training practical social skills for employees in the 
tourist business  

 

This example of how to design the contents of a training course in social skills for 

employees in the tourist business, describes a possible method of designing 

teaching units. 

Here we refer to the following contents of EU-EQT: 

1. Development of the capacity for teamwork (cf. Training field: Key 

Qualifications – Module: Social Skills – Component: Capacity for 

teamwork) 

2. Development of communicative skills (cf. Training field: Key qualifications 

– Module: Social Skills – Component: Communicative skills) 
 
1: Component – Capacity for teamwork (10 hours) 
 
Introduction: 

The creation of new programmes for international all-inclusive trips requires a high level of social 

skills. The contents of new programmes are usually developed by working as a team. New trends 

(e.g. wellness) or even countries need to be tackled in a new way (e.g. the Baltic States in the 

Nineties) and existing products need to be improved in terms of customer-orientation. To achieve 

this, it is advantageous to bring as many different types of personalities together in a team to be 

able to take into account diverse views, opinions and experiences by means of effective 

interaction. 

 

“Today, many companies see teamwork or group work as one of the decisive success factors in 

their own competitiveness. (...) According to these ideas the introduction of group work is 
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intended to lead to a constant process of improvement in which workflows and procedures are 

optimised and costs reduced. (...) Apart from these economic advantages, group work is also 

meant to help produce motivated employees and a more humane work form, so the euphoria that 

can currently be observed does not come as a surprise at all.” (Antoni 2000)  

 

Teamwork is usually understood as several persons acting in combination for the purpose of 

pursuing joint interests or goals. The major advantages of group work over individual work are 

reciprocal combined action and mutual influence. Communication and an active exchange of 

interests are necessary to facilitate successful working. To achieve this, an appropriate 

framework needs to be created with joint rules that each member should help formulate. 

Competences and roles must be clearly defined. And yet none of this necessarily guarantees the 

successful functioning of the team. The ability to cooperate and solve conflicts, along with self-

organisation and empathy, are crucial qualification characteristics for the individual members.  

 

Contents: 

§ Formulation of team goals 

§ Team composition (selection of team members, selection of the team leader, ideas about 

the ideal team size) 

§ Role assignments in the team, familiarisation with ideal-type roles (prototyper, doer and 

motor, workhorse, helper, observer of details, archivist and collector, idea-generator, 

visionary) 

§ Team development phases (forming, storming, norming, performing) 

§ Recognition and elimination of interference with communication patterns (video checks) 

§ Team rules, feedback-rules 

§ Games that foster the capacity for teamwork 

§ Familiarisation with models that encourage working in teams 

 

Methods: 

§ Trainer input 

§ Role play 

§ Video checks 

§ Work sheets 

§ Games 

§ Group work 

 

 

Example 1: Team objectives 

There is no definite answer to the question of how many goals a team can cope with, without too 

much being expected of it. Among other factors, it depends on the number of team members and 
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their qualifications. But the main goal should be clearly formulated and posted. Niermeyer 

establishes the following guidelines for the determination of goals:  

§ The goals to be determined have to be realistic and demanding at the same time. 

§ They should be capable of making a clearly recognisable and reasonable contribution to 

the corporate objectives. 

§ Make a note of the goals in writing. 

§ Ensure that the goals are measurable. 

 
Apart from this, the team members should be aware of the main and subordinate goals. Each 

member, working separately, should fill in the following work sheet for purposes of control. The 

group should then compare the sheets in order to find out whether it is necessary to establish a 

consensus or where further information is required.  

 
 

Which of your business objectives are most important for the work of your team? 
 
 
 
 
 

What is your team’s exact job? 
 
 
 
 
 

What are your team’s sub-goals? 
 
 
 
 

 

Example 2: Innovation in the team 
The participants stand in the centre of the seminar room. The trainer hands a tennis ball over to 

one of the participants and gives the group the following task: all participants are to touch the 

tennis ball once within 5 seconds maximum. 

The participants consult with one another briefly. 

Then they stand in a row and throw the ball to one 

another in turn. After five seconds a maximum of four 

participants have held the ball in their hands The first 

attempt has failed. Now the participants stand in a 

circle so as to be able to pass the ball to one another. 

This attempt fails as well. In this way one attempt 

follows the next. Suddenly one participant has an 

idea: all the participants must hold their hands over one another so that they can all touch the ball 

at once. 
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A modification of the above-mentioned task could be: All the participants must touch the tennis 

ball once in a maximum of five seconds. In so doing only one person is allowed to touch the ball 

at the same time.  

Solution: All the participants hold their hands above one another to form a tube. Then one of the 

participants lets the ball slide down the tube. In three or four seconds everyone has touched the 

ball with their hands. 

 

 

Example 3: Designing an offer/chain reaction 

The participants watch a video about a selected destination and are provided with information 

material on what it has to offer (image brochures, list of available accommodation, flyers and so 

on). Then, to start with, each participant has to think about possible gaps in the offer on his own 

or what kind of offers might augment the existing offer to make it more attractive. 

After that each member looks for a partner to discuss the individual results. Then groups of four 

are formed where the facts that have been discovered are discussed once again. To finish off, 

each group’s results are then presented and the course arrives at a final judgement by means of 

evaluation, by weighing up the advantages and disadvantages and possibly by means of vote. 

The aim is to bring the participants into contact with one another. Different social forms are used; 

working alone, in small groups and in a plenary session. The participants are forced to examine 

the suggestions of others and to articulate and stand up for their own ideas. 

 

 

Example 4: Stages of team development 

The development of a team is primarily a process of change and growth in a group of individuals 

brought or put together whose orientation is on a joint objective or a joint task. Through targeted 

team development a group can experience a clear change in how its sees itself and in its 

performance. At the beginning – often following instructions from ‘above’ – there is only a loosely 

connected group of persons without a joint identity, without a joint aim and without the bundling of 

existing strengths and resources. This bunch of people only develops into an efficient team (given 

favourable framework conditions and suitable development impulses) over a certain development 

period. This process does not take place of its own accord. It requires time, energy, responsibility 

and, time and again, measures to consolidate the achieved development stage and to stimulate 

further progress in the development.  

 

Within the course of its “life and development history” every team goes through a sequence of 

clearly distinguishable development stages that need to be considered and shaped by the team 

leader. 

Stage 1: Forming 

Designates the initial stage during which the group constitutes itself and looks at its task for the 

first time. The structure of the team at this stage is characterised by a high degree of uncertainty. 

Everything is new, the future of the group for the most part undetermined. The members try to 
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figure out what kind of behaviour is acceptable in the situation and primarily concentrate on 

cutting a good figure. The group is very dependent on a formal leader who structures, initiates 

and decides. It is important for the group that sub-tasks, rules and suitable working methods are 

clearly defined. 

 

Stage 2: Storming 

Once a group has established itself a phase of turmoil and critical rebellion follow. Conflicts 

between sub-groups break out, opinions polarise, members clearly compete with one another, 

ambitions in terms of power and status come openly to light. The members struggle for their 

position in the group. At this stage the team rejects formal control and clearly opposes the leader. 

Emotionally the group rejects the tasks it is supposed to perform. 

 

Phase 3: Norming 

During this phase the team agrees on rules and establishes team norms and its own 

organisation. A sense of community and cohesion take shape. Resistance to the authority of the 

leader and interpersonal conflicts are reduced or eliminated. When it comes to solving tasks 

behaviour is characterised by an open exchange of opinions and feelings. Co-operation evolves. 

 

 

 

 

 

 

 

 

 

 

Phase 4: Performing 

The team is now optimally structured for the fulfilment of its task. Interpersonal problems have 

been solved or for the most part straightened out. The role behaviour in the team is flexible and 

functional. Tasks are worked on in a constructive manner, problem solutions and orientation on 

objectives have priority. The energy of the team is completely devoted to the task (main work 

phase). 

 

Bibliographical references: 

§ Birker, G.: Teamentwicklung und Konfliktmanagement. Effizienzstrategie durch 

Kooperationen. Berlin 2001 

§ Francis, D. /Young, D.: Mehr Erfolg im Team: ein Trainingsprogramm mit 46 Übungen zur 

Verbesserung der Leistungsfähigkeit in Arbeitsgruppen. Hamburg 1996 

§ Thäler, H.: Teamwork in Organisationen. Stuttgart 2001 

 

The team clock 
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2: Component – Communicative skills (8 hours) 

 

Introduction: 

The aim of the training unit is to provide insights into the regularities of interpersonal 

communication and to sensitise people to differences. The ability to successfully communicate 

with other people, whether they are customers, colleagues, business partners or seniors, is a skill 

that can be learned. When first contact is established the body language will already map out the 

ensuing conversation. The more authentic the communication, i.e., the more the content, 

intonation, facial expression, gestures, action and basic motivation correspond the more it 

promises to be successful. Apart from a familiarity with non-verbal communication, however, 

knowledge of communication theories and rules is the most important precondition for productive 

communication. 

 

Contents: 

§ Communication basics (verbal/non-verbal communication, rules of communication) 

§ Styles of communication 

§ Identifying blockages in conversation 

§ Analysis of communication processes 

§ Communication through active listening 

§ Interpretation of body language 

§ Putting questions that match the situation 

§ Self-assertion through I-messages, etc. 

 

Methods: 

§ Communication exercises 

§ Role play 

§ Panel discussion 

§ Discussion 

 

Example 1: Active listening 
Misunderstandings within the communicative process can be avoided through active listening. 

Sender and receiver have to check whether they have understood each other correctly. Groups 

are formed each consisting of three people of whom two are supposed to discuss a selected 

topic. In this case the topics might have to do with tourism: 

§ Can mass tourism be of high quality? 

§ How do cheap flight offers influence the tourist market? 

§ Are traditional travel agencies still in keeping with the times? 

The third person is the arbiter. During the discussion each person is allowed to voice his own 

arguments only after repeating those of the other person in his own words. After approx. ten 

minutes the participants switch roles so that everybody can take part in the discussion and 
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everybody can be arbiter. Afterwards each player evaluates the discussion and the way it went 

and analyses which passages have been especially problematic and why. 

 

Example 2: Sales talk 

The participants form pairs and simulate discussions between tour operators. 

§ Participant I: You are a package-tour operator and want to include the Mirasol Hotel on 

the east coast of Spain in your programme for the next season. So far, you have a hotel 

brochure and the homepage available for information (the participants have copies). 

Think about what other aspects may also be of interest for your planning and calculation.  

§ Participant II: You are head of the sales department at the Mirasol Hotel (east coast of 

Spain) and receive a telephone call from package-tour operator XY from Germany who 

possibly wants to book capacities in your hotel next season (hotel brochure and 

homepage are available for information). He also requires information which he wants to 

clarify with you by phone. At the same time the conversation gives you the opportunity to 

ask about transaction modalities, etc. 

 

Bibliographical references: 

§ Klippert, Heinz: Kommunikationstraining. Übungsbausteine für den Unterricht. 

Weinheimund Basel 2004 

§ Thomas, A./Kinast, E.-U./Schroll-Machl, S (Hg.): Handbuch interkulturelle Kommunikation 

und Kooperation. Göttingen 2003 

§ Vopel, K.W.: Kommunikation und Kooperation. Ein gruppendynamisches 

Trainingsprogramm. Salzhausen 2001 

 

 

9.2.2 Example 2: Training of employees of travel agencies with a focus on 
sports tourism 

 

The second example shows the design of a training course for employees of 

travel agencies. The aim is the development and improvement of knowledge in 

the fields of market research and knowledge of offers. This example contains the 

components: 

1. Market research (cf. Training field: Sports Tourism – Module: Sports 

Tourism for Travel Agencies) 

2. Knowledge of offers (cf. Training field: Sports Tourism – Module: Sports 

Tourism for Travel Agencies) 
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1: Component – Market research (6 hours) 

 

Introduction: 

To begin with, it is important for employees of travel agencies to familiarise themselves more 

closely with the target group of sports tourists / sports holiday makers. Closer definition of the 

customers: it is necessary to define the customer more precisely by means of various analyses 

that ask the following questions: 

§ Who is travelling? – e.g. singles, couples, families, age groups, etc. 

§ What means of transport is used? – e.g. car, railway, airplane, motorcycle 

§ What are the motives for a trip? – e.g. fitness, active sport, recreation, adventure, nature 

§ What does the decision for a trip, the booking pattern, look like? 

§ How great is the scope of the trip? – duration, price, etc. 

§ When? – time of booking, time of travel, travel frequency 

§ Where? – place of booking: direct or at travel agency 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The above chart shows the distribution of sport-oriented holiday trips of Germans among the 

categories alpine sports, winter and summer sports. 

 

Contents: 

§ Target-group analysis for diverse sports-tourist offers 

§ Demand analysis 

§ Motivations of selected target groups 

§ Forms of offer 

 

Methods: 
§ Trainer input 

§ Internet research 

§ Discussion 
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§ Work sheets 

Example: Sport theme-oriented market research – golfing holidays 

Travel agencies need to identify market potentials and new trends at an early point of time so as 

to be able to integrate them in current and future marketing activities as well. The golf market in 

Germany and the golfing-tourist activity of German sports tourists is growing continuously 

according to all of the studies and forecasts. For example, 66.3% of all German golfers (that is 

approx. 246,000 persons) went on one holiday at least in 2000 during which they have played 

golf. Each person went on 2 holidays on average. The average duration of these trips was 11 

days, for which the golfer had to pay a total of 1,805 EUROS on average. In 2000 German golfers 

thus generated gross primary sales of more than 900 million EUROS. Dream destinations for 

golfing on long holidays are: USA (48.7%), Spain (28.7%), Portugal (23.4%), South Africa, 

Scotland, Ireland, Italy, Australia and New Zealand. In fact, in 2000 German golfers mainly 

travelled to the following countries: Spain (27%), Germany (13.5%), North Africa (9%), Portugal, 

Austria. 

Targeting customers, the preparation of offers and the arrangement of golfing holidays can be 

optimised by taking different types of golfers (target groups) into account. 

 
Differentiation of golfers based on dominating motives. Source: GTC 2001 

 

Based on the information researched on the Internet the participants should try, in groups of two 

or three people, to develop a special customer approach and a questionnaire for the targeted 

customer interview for each of the target groups listed above. 
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Component: Knowledge of offers in the field of sports tourism (6 hours) 

Employees of travel agencies addressing customers should have a comprehensive knowledge of 

offers and, in part, also specialist knowledge of certain fields, as well as knowing the technical 

vocabulary. It is in any case important to give the customer the impression that the holiday and 

travel advice is honest and based on the exact knowledge of travel offers. Today customers 

sometimes already have extensive prior knowledge themselves (for example, from the Internet) 

so it is strongly advisable not to sell a customer a trip “on the spur of the moment”, based on 

inaccurate knowledge about an offer. As far as the addressing of customers is concerned it is of 

central importance to signal competence and to use the respective technical vocabulary correctly, 

in terms of the contents it refers to, and sometimes to be able, if necessary, to explain terms 

impromptu as well. 

Exact knowledge about sports-tourist offers are the basis for customer-oriented and enduringly 

successful advice. Competent advice is supplemented by detailed information on additional travel 

costs that might become due at the destination. This means that the quality of the 

accommodation, the sports offer and the costs of the journey there should in no way be looked 

upon as isolated terms. Employees should rather provide the customer with prices of food and 

beverages and prices for the beach, sports and excursions. Only in this way is it possible to plan 

a trip so that the customers can calculate the overall costs. 

If travel agencies, or employees of travel agencies want to devote themselves more to the subject 

of sports holidays they need to acquire a knowledge at least of the following fields: 

§ Cycling holidays 

§ Golf trips 

§ Riding holidays 

§ Running holidays 

§ Diving 

§ Hiking, climbing, trekking 

§ Outdoor and adventure 

§ Training trips for groups 

As a rule, there is also a good assortment of helpful Internet pages on each special-interest field 

to enable employees of a travel agency to acquire specialised theoretical knowledge. 

 

Example 1: Golf trips 

Advising golf tourists, for example, calls for a very comprehensive knowledge of technical terms 

and of the many specialties involved in the booking of a golf holiday. For golf tourists the quality 

of the golf course, green fees and offered tee-off times are usually crucial. The tee-off times often 

have to be booked well in advance before the journey begins. With very popular and highly 

frequented golf courses, or because the tee-off times have been reserved for club members it is 

often only possible to offer very limited tee-off times. 

Important technical terms to be considered when counselling golf tourists: 

§ Green-fees – charge 

§ Tee-off times 
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§ Driving range 

What is also important when it comes to addressing the customer competently is an exact 

knowledge of the types of tourist offers for golfers that need to be distinguished: 

 
The participants could simulate talks with customers by playing different roles (employee of travel 

agency – customer interested in a golfing holiday). After a first evaluation of the examples of the 

sales talk conducted in this way the employee of the travel agency should use the identified 

deficits to develop a strategy for talking with the customer and, for example, draw up a check list 

to clarify the customer requirements. Such a list could include the following questions: 

§ Where do you want to go? 

§ What do you want to experience? 

§ Which sport do you intend to pursue primarily? 

§ Which other sports and recreational offers should be available? 

§ What is especially important to you? 

§ Will you travel on your own, otherwise who will accompany you? 

§ What kind of experience have you had with sports trips? 

In different working groups, these questions can be adapted to the requirements of specific target 

groups with various types of sporting preference. 

 

Example 2: Online research on the topic of sports trips 

Along with catalogues and information from tour operators, the Internet also offers assistance for 

employees of travel agencies in providing customers with extensive information about possible 

sports trips. The Internet enables rapid access to many resources and documents. But the ability 
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to conduct targeted searches requires training. For each document it is also necessary to check 

whether the provided information originated from reliable sources. 

 

Online research on the topic of diving holidays: 

§ Looking for and comparing of providers of diving holidays 

§ Looking for destinations 

§ Collecting information on rental equipment, submersibles, diving computers, escort, 

conservation (fees), etc. 

§ Diving courses (PADI training programme) 

§ Processing information, creating and filing documents, preparing a glossary 

 

 

Bibliographical references: 

§ Dreyer, A./Krüger, A. (Hg.) 1995: Sporttourismus. München/Wien 

§ Gammon, S. and Jones, I. (2001): Sports tourism: An introduction, Continuum, London 

§ GTC: Golfstudie – Golfmarkt der Zukunft 2005. Lüneburg 2005 

§ Kurtzman, Joseph/Zauhar, John (1993): "Research - Sport as a Touristic Endeavour", 

Journal of Sport Tourism, Vol.1, No.1 

§ Reiseanalyse 2004. Forschungsgemeinschaft Urlaub und Reisen e.V.. http://www.fur.de/ 
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10. Outlook: Integration, Acknowledgement and dissemination in the 

context of the european education area 

 

The Leonardo da Vinci project: “European supplementary qualification in tourism 

management. Concept for integrating European supplementary qualifications into 

national systems of vocational training”, as presented here, not only sets out to 

develop appropriate qualifications for meeting the training requirements of the 

tourist market but also partially to explore the possibilities for, and constraints 

imposed upon, an integration of the developed supplementary qualification into 

national vocational education and training systems. Project advisory-committee 

structures were therefore set up in all participating countries in order to support 

the project partners’ dissemination and valorisation activities and to examine the 

possibilities for integration into the national vocational training systems. With 

regard to the last mentioned problem it quite soon became apparent, however, 

that the different structures of the vocational training systems of the participating 

countries were an obstacle to an integration of a “European Supplementary 

Qualification in Tourism Management“, when looked upon as a self-contained 

system. The vocational education and training systems of the participating 

countries range from completely off-the-job training offers in schools through dual 

systems of vocational training down to training-on-the-job structures. Additionally, 

different players and levels are involved in the shaping of the vocational 

education systems1. In France, for example, titles and diplomas, as well as 

contents, are determined by a governmental “Commission d‘ Homologation”, in 

Italy, a commission allocates regionally defined “capitalisable educational units“ 

at regional level, the players in Germany and Austria with the most influence in 

the tried-and-tested dual system of vocational education and training are the 

unions and employers, and in Greece, for example, vocational education and 

advanced training are a relatively new social phenomenon in which the social 

dialogue has only a non-binding role to play. These differences in the vocational 

education and training systems, only partially described here, demonstrate 

                                                
1 An up-to-date overview of the different vocational education and training systems of 30 OECD 
states is provided by the OECD study: Bildung auf einen Blick 2005 (Education at a Glance 2005). 
See also: www.bmbf.de 
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clearly that it is very difficult to establish a formal link-up and integration of the 

European supplementary qualification based on its recognition in the respective 

systems. This is why, at system level, the possibility of a link-up had to be found 

for the EU-EQT project that did justice to the respective peculiarities of the 

national training and advanced training systems. The solution and consequently 

the concept for integrating the supplementary qualification into national 

vocational education and training systems was, and still is, the development of an 

open system characterised by modularity, adaptability and flexibility. In formal 

terms, this construction makes it possible to link up the advanced education and 

training as a whole, as well as individual segments of training fields/modules 

and/or components in particular. This is possible, for example, through the 

marketing of EU-EQT advanced training courses adapted to the respective 

national requirements and markets or through an, initially, informally recognised, 

later, formally recognised integration of training contents into existing training 

courses or even through a formal integration of contents/methods, etc. in the 

case of pending restructuring procedures. 

The partner institutions participating in the project have pursued, and continue to 

pursue, these different integration strategies. The partnership has agreed, 

however, to give the marketing strategy priority over the recognition strategy. 

This orientation is based on the judgement that the EU-EQT supplementary 

qualification is a product that is distinguished by its market orientation and that 

can be used in a wide variety of contexts relating to qualifications in tourism, that 

is, for advanced training. The first training courses in the segment of non-hotel 

business start-ups are already being offered in Italy and are currently being 

prepared in other – not exclusively partner – countries. Further strategies for 

marketing are being considered in this context and cover everything from quality 

control measures through product training courses for trainers down to the 

setting-up of a franchise system for EU-EQT. 

But, in addition to this, the “formal” strand of integration and recognition of the 

project results is also being pursued further. In this case, connectivity in the 

domains of training and advanced training is to be sought mainly via the 

European discussion on the transparency, permeability and evaluation of 

learning performance (see Chapter 1). The project partners are, however, also 
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sceptical, given the background of the universities’ experience with the ECTS; 

they foresee great co-ordination problems when it comes to the implementation 

of the ECVET. As a temporary expedient, the project partners have developed a 

joint certificate – also in the sense of the adopted marketing strategy – which, 

however, in no way corresponds to the requirements of the Europass or even the 

ECVET strategy. The EU-EQT product, as a modular system, and owing to its 

content-wise orientation on work processes and its methodological concentration 

on the acquisition of skills and competences, is nevertheless ideally suited for 

evaluating learning outcomes to which credit points are allocated – also at 

different levels. 

An important precondition for promoting its recognition would therefore be the 

development of a sector network of relevant partners in the tourist industry which 

takes up the European debate on lifelong learning, on the creation of one 

European training area, the transparency, permeability and recognition of 

qualifications, and translates these into concrete results in the tourist sector. It is 

only this form of networking, the European dialogue among the different sectors, 

that will be able to promote Europe as an education and training area on a 

sustainable basis. 
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