An Introduction to Travel & Tourism

PASSPORT TO THE WORLD

“ACTIVITY WORKSHEETS
AND HANDOUTS.
.. A )

UNIT 5

CAREERS




1of4

PASSPORT TO THE WORLD

—-u..._:n—|
TRAVEL & TOURISM POSITIONS AVAILABLE continued on next page

Topic:

Title:

Time Needed:

Materials:

Steps in the Activity:

Follow up:

Comments:

Jobs
Travel & Tourism Positions Available

15 minutes to introduce the activity, and, after
students have worked at home on their letters,
additional class time to discuss their work.

Handouts with advertisements similar to the
ones shown below.

1. AsR students to review the handout and picR
a job that interests them

2. Each student should prepare a letter to the
potential employer stating why they want the job
and his/her qualifications. Each student should
prepare a resume (C.V.) to accompany the letter.

1. Students can exchange letters and resumes
(C.V.s) and offer suggestions to each other

Many students have never prepared a resume

(or curriculum vita—C.V.) and this activity provides an
opportunity to learn how to prepare a succinct summary
of education and experience. If the student has had

an opportunity to work as an intern, this experience
should be included on the resume.

Reviewing the ads is a good opportunity to
discuss the range of jobs that are
available in Travel & Tourism.
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GLOBAL EMPLOYEE QUESTIONNAIRE
This questionnaire lists attitudes and skills that might or might not be expected of entry-level employees in a global company.

Please read the questions and think about whether you agree or disagree with the statements. Note that the first questionnaire first asks you
to think about employees who will be in direct contact with customers —for example, working at a hotel front desk or working as a travel
agent.

The second part asks you to think about employees who do not come in direct contact with customers but who work in a technical area —for
example, scheduling flights or coordinating reservations.

Please indicate if you agree or disagree with the following statements by checking the appropriate column.

When you have finished your answers, you will be able to compare them with the answers that were given by senior executives in the Travel
& Tourism industry.

FRONT LINE GLOBAL EMPLOYEES QUESTIONNAIRE

Strongly Agree Am Disagree | Disagree
PLEASE ANSWER THESE QUESTIONS IN TERMS OF agree neutral strongly

WHAT YOU THINK EMPLOYERS EXPECT FROM “FRONT
LINE” EMPLOYEES WHO HAVE DIRECT CONTACT WITH

CUSTOMERS.

QUESTIONS RELATED TO “BACK ROOM” OR
OPERATIONS EMPLOYEES ARE INCLUDED AT THE END
OF THIS QUESTIONNAIRE.

1. FRONT LINE Global employees must:

Be interested in learning about other cultures & people

Willing to work in other countries

Learn to be aware of their own cultural attitudes

Learn to identify and respect the unwritten rules and attitudes
of other cultures

Have an open mind about how people from other cultures
conduct themselves

2. Attitude vs Skill

A positive employee attitude is more important than skills

Good skills are more important than attitude
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SUMMARY OF GLOBAL EMPLOYER RESPONSES

Executives responsible for human resources in a number of global Travel & Tourism companies were asked to fill in the questionnaire that
students filled in. The answers the employers gave are shown below. The number shown are calculated as a percent of the total answers for
the question.

FRONT LINE GLOBAL EMPLOYEES

Strongly Agree Am Disagree | Disagree
WHAT EMPLOYERS EXPECT FROM “FRONT LINE” agree neutral strongly
EMPLOYEES WHO HAVE DIRECT CONTACT WITH
CUSTOMERS.

1. FRONT LINE Global employees must:

Be interested in learning about other cultures & people 25 75

Willing to work in other countries 25 50 25

Learn to be aware of their own cultural attitudes 50 50

Learn to identify and respect the unwritten rules and attitudes 100
of other cultures

Have an open mind about how people from other cultures 75 25
conduct themselves

2. Attitude vs Skill

A positive employee attitude is more important than skills 75 25

Good skills are more important than attitude 25 75

3. Communication/Learning Skills. New employees
should:

Recognize that learning and acquiring new skills will be a life- | 100
long process
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Learn the importance of asking the right questions when 75 25

dealing with customers and co-workers from other cultures

If English is their native language, speak another language 50 25 25

Speak English effectively in addition to their native language 50 50

Read and write effectively in their native language 50 50

Read and write effectively in English 75 25

Develop the ability to listen carefully 100

4. Technical Skills. Employees need to know:

Word processing 75 25

Presentation software like Power Point 25 50 25
Spreadsheet software like Excel 75 25
5. Numeracy. Employees should know how to:

Make arithmetic calculations without a calculator 75 25

Know how to use a calculator 25 75

Be able to solve mathematical problems 100

6. Education

To advance in my company, a university degree is essential 25 75
A secondary school graduate can advance in my company 25 75

without going on to further education

A graduate degree is necessary to advance to senior 75 25

management levels in my company
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BACK ROOM OR OPERATIONAL GLOBAL EMPLOYEES

WHAT EMPLOYERS EXPECT FROM ENTRY LEVEL Strongly Agree Am Disagree | Disagree
EMPLOYEES WHO WILL BE WORKING IN OPERATIONS agree neutral strongly
OR BACK ROOM JOBS, NOT JOBS IN DIRECT CONTACT

WITH CUSTOMERS

1. OPERATIONAL Global employees must:

Be interested in learning about other cultures & people 25 75

Willing to work in other countries 50 25 25

Learn to be aware of their own cultural attitudes 50 50

Learn to identify and respect the unwritten rules and attitudes 25 75

of other cultures

Have an open mind about how people from other cultures 25 75

conduct themselves

2. Attitude vs Skill

A positive employee attitude is more important than skills 50 50

Good skills are more important than attitude 50 25 25

3. Communication/Learning Skills. New employees

should:

Recognize that learning and acquiring new skills will be a life- | 75 25

long process
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Strongly Agree Am Disagree | Disagree

agree neutral strongly -
Learn the importance of asking the right questions when 75 25 -t
dealing with customers and co-workers from other cultures -
If English is their native language, speak another language 25 25 25 25 h—4
Speak English effectively in addition to their native language 25 25 50 ::
Read and write effectively in their native language 25 75 et
Read and write effectively in English 50 50 =
Develop the ability to listen carefully 75 25
4. Technical Skills. Employees need to know:
Word processing 25 75 ]
Presentation software like Power Point 25 75 §
Spreadsheet software like Excel 25 75 =
5. Numeracy. Employees should know how to: =
Make arithmetic calculations without a calculator 75 25 :
Know how to use a calculator 25 75 o
Be able to solve mathematical problems 100 |
6. Education 1)
To advance in my company, a university degree is essential 50 25 25 S
A secondary school graduate can advance in my company 50 50 @@
without going on to further education ;
A graduate degree is necessary to advance to senior 25 50 25 mI
management levels in my company =

1

Additional comment: s

Although cultural communication and adaptation is important in hospitality, some recent research suggests that attitude and approach may be
as important in meeting guests’ expectations and perceived levels of service.
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ENTREPRENEURIAL QUESTIONNAIRE
Questions About Yourself

Under each question, check off the answer that best describes your thoughts and
attitudes. You are the only person who will see your answers, so be frank with
yourself!

Are you a self starter?
I like to do things on my own. Nobody has to push me.
If someone gets me started, | keep going all right.
| like it better if someone else starts a project and | join in.

How do you feel about other people?
| really don’t need anyone else in order to enjoy myself or my work
| like people. | can get along with most people | meet.
| have a lot of friends and I like to be with them a lot.

How do you feel about leading others?
| can get most people to do the work | want them to do.
| can give orders but | like it when someone tells me what should be done.
| like it better if | can work with a group of people.

What is your approach to responsibility?
| like to take charge of new things and get them going well.
| can manage things, but I like it better if someone else is responsible.
There are a lot of people around who want to be president; I'd rather have
more time off.

What is your view of organizing things?

| like to have a plan before | start. | am usually the one who makes a list of
the things that are needed, and the one who starts working.

Sometimes | make a plan or a list, but not always.

| like to plan things as they come along, not in advance. Otherwise, you
make a plan and you usually get interrupted.

How do you feel about working hard?

| keep going as long as | need to. | don’t mind working hard for something
| want.

| can work hard, but | don’t want to work overtime every day.

| work just as hard as the next person. | will work as long as | am told to.

What do you do about decisions?
| can make my mind up quickly if | have to.
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| can make decision, but | don’t like to decide too quickly, or | will question
whether | made the right choice.
| don’t like to be the one who has to decide everything.

When a job turns out to be very difficult, what do you do?

If I make up my mind to do something, | don’t let anything stop me.

| usually finish what | start. When it doesn’t go well, | might stop. It
depends.

If it doesn’t go well, | prefer to have some help figuring out what to do
next.

How much energy do you have?

| never run out of energy.

| have enough energy for the things | like to do.

| have enough energy, but | want to have time for things outside my
regular job.

Count up the answers you have checked. How many do you have beside the first
answer to each question?

the second answer?

the third answer?

If most of your checkmarks are beside the first answers, you probably would
enjoy setting up and running your own business because it is a job that takes 24
hours a day, seven days a week.

If you have checks mainly beside the second answers, you might not enjoy doing
it all alone. So, if you want to start a business, you might look for a partner who is
good in the areas where you think you would like to have some support.

If most of your checkmarks are beside the third answers, you might not enjoy
running an entrepreneurial business. You might prefer to work for somebody in a
bigger business or with more people around you so you can be involved in your
job, but also have time for other interests.

Think about these things:
* How important is my independence?
* How important is structure to me?
* How do I feel about risk?
* How comfortable am | with uncertainty?
* Dol like to have someone who can show me how to do things?
*  What makes me happy when | work?

When you interview people in the Travel & Tourism business, keep your answers
to these questions in mind. They can help you choose the right career path for
yourself.




PASSPORT TO THE WORLD JOB RESEARCH INTERVIEW RECORD SHEET Continued on next page

Job Research Interview Record Sheet
In order to understand what is involved in the job you are researching, you will

need to ask the person you are interviewing to answer questions that will let you
fill in the information below.

Name of person interviewed:

Job title:

Circle the answer below that best fits the question:
Number of years the interviewee has held this job:

1 2 3 4 5 between 6-10 more than 10

What education or training did the interviewee have after secondary school?

A technical/vocational course university degree graduate degree such as
MBA

How long did the training take?

1-6 months 7-12 months 1 year 2 years 3 years 4 or more years
How much time is spent directly dealing with customers?

No time 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
How important is the ability to use a computer in doing this job?

Not important somewhat important  very important  essential
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Which of the following personality traits and characteristics are necessary to
have if you want to be a success in this job?

Not important

Somewhat
important

Very
important

Essential

An outgoing
personality

Ability to work
in a team

Creativity

Knowledge of
the Travel &
Tourism
industry

Ability to work
under
pressure

Mathematical
ability

A memory for
names and
faces

Another
language in
addition to
your native
language

Physical
fitness and
stamina

A sense of
humor

Writing skills

Speaking
ability
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Starwood Human Resources
Topic: CAREER POLICIES AT STARWOOD
Title: STARWOOD HUMAN RESOURCES

The time needed for the activity: 1 hour in class plus 1 hour preparation time prior to
class

Materials Needed: Access to the Starwood web site

Preparation Needed: Pass out the Handout (below) and ask the students to go the
careers sections of the Starwood web site
(http://www.starwoodhotels.com/corporate/careers/index.html) where they will
review the current job openings to see the location and variety of jobs available, and to
learn how Starwood thinks about its employees.

Steps in the Activity: 1. Before class (orin class if feasible) review the information on
the web site using the categories on the Handout.

2. Group the class into small groups to discuss their findings. It is important the students
recognize the wide variety of career paths available in global companies like Starwood.

3. Ask each group to present their views on what Starwood is doing to become the
“Employer of Choice” in the hotel world. The web site summarizes the policies which
include, among other elements:
Evaluations and guidance that help each person develop as a person and as an
employee
Above average pay scales
Benefits like affordable health insurance and dental and vision insurance
Vacations
Training
Ability to move to jobs throughout the world and throughout the various brands
A sense of family that includes all employees
Recognition for outstanding performance
Savings on hotel stays (as low as $29 night in a luxury hotel)
Discounts on meals in the hotel when traveling and free or discounted meals in
the employee cafeteria that are prepared by the chefs who prepare guest meals
Discounts on hotel products: soaps, towels, even mattresses
Discounts with partners who provide new cars and car rentals, magazines,
computers, electronics, etc.
Community involvement

Note that Starwood’s website allows a prospective employee to register to
receive email notifications if a job opens that meets the prospective employee’s
stated interests. This is called “JobAlert” and is outlined on the web site.
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Starwood Human Resources

HANDOUT: Starwood Human Resources

Pascal Leprou, a Le Meridien executive, summarized his human resources philosophy
by saying:

Hire for Attitude, train for Skill
Develop talent for growth

Diversity in every sense

Attitude: Attitude is reflected in behavior, and Mr. Leprou believes that if a person has
the right attitude, he or she can learn the skills needed to succeed on the job. One
simple way Mr. Leprou helps new staff members understand how important it is to have
a friendly attitude is to ask them to visit the most expensive store in the area. He asks
them to walk in and see how they are treated. After they visit the store, he asks them to
discuss whether they were treated in a friendly fashion or ignored, perhaps because
they looked like they couldn’t afford to shop there. He asks them how they felt about the
way they were treated. And he asks them to think about how they treat every person
who walks into the hotel. This is a very small example of customer service training for
Starwood employees, but it underscores the view that Starwood employees need to
understand their customers, and appreciate and respond to their customers’ feelings in
order to achieve the highest levels of customer satisfaction.

Develop talent: Starwood’s philosophy is that people need training, feedback on how
they perform, and opportunity to develop their talents. Everyone has an opportunity to
assess their colleagues, including their boss, the people they work beside, and the
people who report to them. This feedback, which comes from every direction is called
360 degrees. It helps all employees—from the most senior to the most junior --
understand how others see them, and what attitudes and skills they have that are really
good and which ones could use improvement. And there are many courses, including
on-line courses, that employees can take to improve their attitudes and skills.
Employees can focus on a city or region they really like to work in, or they can focus on
a particular function such as food and beverage, human resources, or marketing. There
is even a specialized career area called “Six Sigma” which is for employees who focus
on developing innovative ideas that can be used throughout the company to improve a
guest’s experience and seeing that those ideas get implemented.

Diversity: Starwood wants employees who have different backgrounds, experience,
talents and opinions. The company also wants to be part of the communities where it
has hotels and resorts. And it recognizes that having diverse employees who are
enthusiastic and feel appreciated is the key to being successful with travelers who come
from every country and every culture in the world—just as Starwood’s employees do.

Go to the Starwood website and research the jobs that are currently available. Go to:
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Starwood Human Resources

http://www.starwoodhotels.com/corporate/careers/index.html. Click on “Search
Current Job Openings.” Find 6 that you think you would like and list these by:

Function:
Geographic area:

What can you do if you are looking for a job at Starwood, but don’t see one that would
work for you?

Review the policies that are listed on the web site in the “Careers” section of the site.
Compile a list of at least 8 policies that Starwood has with respect to its employees.

PN~ LN =

Which of these are most interesting to you? Why? Are there some that do not appeal
to you? Why?
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HANDOUT: The Range of Jobs in Travel & Tourism

Listed below are some of the many jobs available in Travel & Tourism; some are
“front line” jobs where you have direct contact with customers. Others are jobs
where you work more with technology, including the Internet. Some jobs involve
both working with technology and with customers.

Air Cabin Crew
Exhibition Organizer
Manager (all sectors)
Retail assistant
Airline manager
Farm Holiday Staff
Marketing Officer
Room attendant
Airport Staff

Fast Food Staff
Secretary

Motorway services Staff
Art Gallery Staff
Ferry Staff

Security Staff
Finance/Accounts Staff
Bar Staff

Bingo Hall Staff
Gardener

Museum Staff

Boat Hire Staff
Museum Curator
Sports Coach

Box Office Staff
Sports Centre Staff
Disco Staff

Night Club Bouncer
Grounds man/woman
Night Porter
Steward/Stewardess
Nurse/Doctor
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Taxi Driver
Caravan/Camping Park Owner
Guest House Owner
Foreign Exchange Staff
Computer Technician
Park Attendant

Chef

Receptionist

Lifequard Entertainer
Interpreter

Coach Driver
Housekeeper

Catering Manager

Tour Guide

Waiter/ Waitress
Computer Operator
Conference Organiser
Courier

Electrician

Kitchen assistant
Railway Staff

Tour Operator
Engineer

General Manager — Hotels & Tourist Attractions
Carpenter

Tourism Officer

Pilot

Baggage Handler
Cashier

Cinema Staff

Park Attendant

Public Relations Officer
Reservations Assistant
Resort Representative
Theatre Manager
Tourist Information Staff
Wine Bar Staff

Zoo & Wildlife Staff
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Topic: Employment Opportunities

Title:  SRills, Knowledge and Aptitudes Needed for Em-
ployment

Time Needed: At least 2 45-minute classes and homeworR time

Materials: No special materials needed,
but access to a computer is useful

Steps in the Activity: 1 Divide the students into small groups

2. AsR the ¢roups to choose one of the following
areas and subgroups:

* Front line
Hotel (Front DesR Agent)
Motel (House Keeping Room Attendant)
Restaurant (Food and Beverage Server/Bartender).
Attractions (Local Tour Guide) / (Camp Ground Attendant)

* Operations
Restaurant (Chef, Line CooR)
Airline (Help desR operator for reservation
systems, web site designer)
BooRstore (inventory manager)

* Management
Hotel, Bed and Breakfast or nn (Sales Manager)
Airline (MarReting Manager)
Museum (Director)
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Steps in the Activity: 3. Research and compare the sRills and knowledge you
need to have if you worR in this job. Are there any
particular aptitudes necessary to be successful?
Prepare your findings about three careers
of your chosen area and subgroups

4. Interview someone worRing in the job and ask
them to comment on your findings.

5. Present your findings in computer generated text
and tables or typed text and graph tables.
Offer analytic opinions of this employability opportunity.




