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[bookmark: _Toc513046455]1.Executive summary

In this report, the author discusses the variety of industry skills required in the tourism sector and a job advertisement within this. The skills that have been analysed are communication skills, customer service, organisational and time management skills as well as other generic skills for the industry. The skills that have been outlined will link in with the TUI advertisement as well as other tourism jobs and how these skills can be acquired.






























Table of Contents
1.Executive summary	1
2. Introduction	3
3.Main body	3
3.1 communication skills	3
3.2 Customer service skills	3
3.3 Organisation skills and time management.	4
3.4 other industry skills linked to the role	4
4. Conclusion	5
5. appendices	5
Appendices 2	6
Appendices 3	9
6. Bibliography	11




















[bookmark: _Toc513046456]


2. Introduction

The tourism industry is increasing rapidly in the United Kingdom. Since 2010, the tourism industry has been the fastest expanding sector in the United Kingdom for employment cited from the website Visit Britain (2018). The tourism industry has a reputation of producing jobs annually and mentioned in Visit Britain (2018), in 2013 3.1 million were employed in the tourism industry. The sector is predicted to grow annually of a rate of 3.8% right through to the year 2025. There are a variety of job skills required in the tourism industry and in this report, the job skills description that is being discussed is destination service co-ordinator for the organisation TUI.

[bookmark: _Toc513046457]3.Main body

[bookmark: _Toc513046458]3.1 communication skills

For employees, it is beneficial to have good communication skills. In order to promote products and to work with a range of audiences, communication is essential for this industry. Todd (2014) suggests that employees need to be energetic, enthusiasm, confident and have good oral communication skills. The job description from TUI (2018) states that the employee will be working directly with customers on a daily basis. Therefore, Weiler and Black (2014) cited in the article Potočnik-Topler Jasna, (2017) emphasise how crucial the role of tourism is in order to be a professionalism in the tourism industry. Communication skills are expected as employees need to sell the right product with clear information to sell it. The individual who is applying for this job role must have good communication skills, so this is beneficial for the job roles in tourism.

[bookmark: _Toc513046459]3.2 Customer service skills

Tourism is majority a customer service-based job. Providing customers with a good customer service is to provide customers with a good experience. The job description from TUI as seen in appendices 3 states that employees will need to have good customer service as the job involves working directly with customers. From reading the article by Claridy (2009), excellent customer service is the capability of outpace the customers expectation. In order to be successful in the tourism industry, the employee needs to be able to provide for the wants and needs for the customer.

 In any situation, a professional manner should be undertaken as having excellent customer service skills is going beyond to provide an excellent experience for the guest. A staff member on the cruise line of TUI must be able to deal with complaints and to take bookings for products that will be sold on the ship.  In most job roles in tourism, employees must be able to deal with complaints and correct the situation.
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3.3 Organisation skills and time management.

In the tourism sector, being organised is important as employees need to plan their time effectively. The reason for this is that cruise ship job requires their employees to be able to multitask on a regular basis. This skill will look great on a CV and an attribute to help attract employees. The job advertisement from TUI Group (2018) states that employees need to have organisational skills and the person who is applying for this job will need to be organised in order to be successful.

Being organised and time management go together. Forsyth (2013) suggests that if employees are organised this will create a great time environment in order to reach deadlines for the job, this will be crucial to getting the job done. Aeon and Aguinis (2017) give evidence that time management is crucial for an employee to perform well at work. The job requirement for operations in TUI, the employee needs to take full responsibility in the sales and promotion of the cruise. Therefore, organisational skills and time management will need to be essential for this job.
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3.4 other industry skills linked to the role

Experience in the travel industry is required for most jobs in the tourism industry. Work experience is essential for this job on a cruise ship because it’s important that employees have had experience in this work environment so if a situation occurs the employee will know how to deal with it. Additionally, flexibility is required as this job involves creating itineraries for customers. Not every itinerary is the same, especially when working on a cruise ship. Additionally, employees need to be able to work with flexible hour is the industry as the hours will differentiate daily.  Additionally, a key skill that are required is team work. Many jobs will involve working as part of a team or working alone. So, it Is essential for anyone who is applying for a job, they are able to work in a team. Garlick (2010) cited in Guchait et al (2016) states that to create a positive experience in the tourism industry, everyone must work together.

[bookmark: _Toc513046462]4. Conclusion 

Overall, many of the skills that have been discussed in this report are essential to working in the tourism industry. In order to be a successful company, staff members will need to have these skills as mentioned in the main body of this report because its advantageous that customers will have the experience they desire when on a cruise ship. Employees will need to be able to communicate with guests, other colleagues and managers for a variety of reasons. Other skills that were discussed was organisational and time management skills.  Both these skills are important ensuring deadlines and goals are met in the department.



[bookmark: _Toc513046463]









5. appendices



Covering letter

To the organisation TUI, Destination services co-ordinator.

Address: 1 Llwyncelyn
                    Castle morris
                   Haverfordwest 
                   Pembrokeshire
                       SA625EP

Date: 24/04/2018.

Dear Hiring manager,
    
I am writing this letter to apply for the job role for operations co-ordinator. I am interested in the job role as I have good communication skills and customer service skills which will be beneficial for the job role. The job role involves working in a team and directly with the customers and creating and promoting itineraries which will be exciting. If accepted, I can start the job as soon as possible.
    I am attracted to this type of work because I have always enjoyed working with customers and being creative. The travel industry has always interested me because it lets you meet new people and to see the world while you work. I am interested in the company TUI because it’s the world’s leading travel and tourism organisation. Also, TUI take care of their customers and employees and clearly sets out their goals and objectives. I would like to learn how to progress in this industry and to learn more about the cruise industry.
    The key skills that I already have is communication skills and customer service skills. From work experience and from doing presentations, I am confident in communicating with others and creating the best experience from anyone who is listening. Additionally, I have experience in working with a team. From working as part of a team in my previous job, this has helped understand the importance of team work. Other skills that I have which is essential for this job role is motivation and ambition. I have always been motivated to learn new things and get the job done at the right level. From previous work experience, I have experience in working in the tourism and hospitality industry. I have worked in a restaurant and shop which has involved dealing with customers and creating a positive experience. The strengths I can bring to this company is that I am motivated to learn new things and contribute effectively with team members.
     I would like to meet up in person at any date and time. I have enclosed my CV on the application form and thank you for reading, I am looking forward from hearing back from you.

Yours sincerely,
 Rebecca.
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Appendices 2



                                                       Rebecca Reynolds 
                                   1 Llwyncelyn Castle Morris, Haverfordwest,
                                                   Pembrokeshire, SA625EP
                                             Email: becksreynolds1@gmail.com
                                                        Tel: 07527373754

Personal summary
 I am well mannered, articulate and conscientious person who is able to converse in a polite and courteous manner. Can contribute extensively to teamwork and always displaying a willing and helpful manner.


Education and qualifications

Currently studying first year international travel & tourism management in university of Wales Trinity St.Davids.

2014- 2016 St.Davids secondary school, Pembrokeshire
A levels: 
physical education C
History C 
Religious studies B

2009 – 2014 St.Davids secondary school, Pembrokeshire.
Gcse’s: 8 GCSE’S passes including maths, English and science 

Work experience

March 2013 -  Present  Restaurant waitress/ bar assistant/ housekeeping, Crug Glas country house, Pembrokeshire
                       I am responsible for meeting and greeting customers to the     
                      main events room and taking their coats and showing them where 
                      everything is. I also work as front of house waitressing where I take 
                      peoples orders and working quickly as part of a team to ensure   
                      customer waiting times are kept to minimum. Additionally, I do some  
                      housekeeping in the rooms guests stay at making sure everything is 
                      clean and in order. I also do bar work when there is a function on.
.

           Summer 2016       Shop assistant, Caerfai farm, St.Davids
                                      In this temporary position I stocked shelves, assisted customers 
                        and used the till and ordering systems. Being friendly with                
                        children and their families were an important part of this role.

              Summer 2012     Waitress, The Farmers arms, Pembrokeshire
                                      In this role I served customers, using the till and general       
                        cleaning duties. This was a busy environment where I had to   
                        work quickly and efficiently to ensure excellent customer    
                        service.

           June 2013      Volunteering, Haverfordwest leisure center
                                     As part of my welsh baccalaureate qualification I did volunteering in 
                        the leisure center. This experience helped me develop my 
                       communication and leadership skills and how to work effectively in a 
                       team. During my placement, I helped take a fitness class which     
                       gained my confidence in public speaking.


Skills profile
Leadership
    As team captain for various teams in football and hockey, I demonstrated strong leadership skills in this role; motivating and leading the team to perform well.
   I have worked in a restaurant and on many occasions, I have led the waitress team. I have further developed my leadership skills in this role.

Motivation and ambition 
  I have always had a part- time job alongside my studies, or in the summer holidays. This demonstrates personal motivation to continually develop skills and myself. Additionally, I am able to perform well in high- pressure environments, as I am very competitive with strong motivation to succeed. An example of this was leading our school’s rugby team in a final of a tournament. Even though we were losing, I did my best to keep the teams heads held up high after all the training we had put into the tournament.

Team working 
  Working as an effective team is essential to the success of an organisation. Also working in a team of coaches as I have done volunteering in primary schools in sports days and tournament. It’s important to work as a team for the children so they have the best experience and enjoyment from these sports days.
  I am an active member and will contribute to a team’s ideas and outcomes. I recognize it is important to work together as a collective and to try and encourage those who may not be as confident as others. In a university debate, I worked with a team of students to come up with a debate in class.

Additional skills and achievements 

IT Skills: 
- Confident in Microsoft Office packages
- Experienced in web content 

Interests and hobbies
  Enjoy volunteer work in coaching, teaching children and conservation work. I have coached football to U12’s girl’s football team as well as primary school children.
  Received the bronze Duke of Edinburgh award in which a gained valuable experience in working in a team.
  Interests are in waters ports, hockey and football.
I have also had a placement this summer to be a general camp counsellor for camp America.
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Destination Services Co-ordinator/Future
Cruise Sales Advisor, Cruise, Fixed Term,

Onboard Cruise
Ref: CRU00023

Business Area: Operations
Contract: Fixed Term

“The main princple of the Future Cruise Sales Advisor s 10 generate
revenue from future cruise bookings from passengers aeady on board
and to support the defivry and eficient running ofthe Destinaton
Senvices operation.

‘What you will be doing

- Offer an informative, sales focused presentation delaling fleet
ineraries and on board offers.

+ Ganry out daly desk dutes o fake future crise bookings s wel as
excursion bookings and enuiies about independent acivities and
facilles at each port.

- Promote the Future Cruise Sales Advisor (FCSA) service by
announcements in the Cruise News and PA announcemenis made
by Gruise Director o promote the service.

+ Balance sales with customer service and effectve PR.

+ Take full responsbilty of everything that concens the Future Cruise
promolions and sales actvly inclucing all adminisiration and
weekly reports.

+ Assist with emberkation and other ad hoc dutles as directed.

+ Attend social events, oin half day excursions, tabies for lunchidinner
with passengers in order to raise profile of the FCSA and PR with
customers.

‘What we are looking for

+ Previous trave retal experience essental,

+ Should be fully conversant with the TOPAWISH booking system and be
able 1o use effectively.

+ The FCSA must have an excellent knowledge of the fleet and il
tineraries s wellas keeping fully updated with all curent offers.
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+ Be able to demonsrate good customer service working with a diverse
range of customer profies.

+ Experience of promoting Services and products to custormers.

- Abilty 10 present 10 a variety of audiences.

- Excellent nterpersonal skils with an enthusiastic and positive manner.

+ Resilient and flexble approach with the abilty to respond to customer
and company needs.

- Abilty o thrive n a team environment.

+ Attention to detail i essential with strong administrative and
organisational skils.

‘Self motivated, abilty 1o work without supervision.

» Vald medical certificate ENG1 and Saety certiication — STOW 95 &
‘Growd Management will be arranged upon successful application)

‘Working within TUI group

TUL UK ang Irland i the UK farges tour operator with key brands including
TUL st Choie, Haralla Crises and Crystal ki Hlidays. Sub brands inclice
‘Sensatos, Sosun, ane Famiy Lfe, 55 well 2 First Croice Holicay Vilsges and
R Niok Aesarc. ur arine i ta UK tar laroesk it 6 a¥caaf
Sperating 9 over 53 destination i 30 countrcs. i nave a tearm of more than
157500 ermplayaes sering over 5.5 millan customers i year

How to apply

Apoy onlin, e ot neci e el oy o CY.

a5 hot should ou b Succesehlfor s T your emplayment company
willoe Crew Pecple Intermation! L1 (CPIL), ths ol s waring on bosrd
Masal Cuises.
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