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2.	Introduction
The main aim of this report is to identify the key skills which are needed for the travel and tourism industry. One of the position advertised was for a Swissport as a Customer Service Agent and the another was as a Cabin Crew in Virgin Atlantic. According to Success at school (2018), the key skills are described as employability skills that the potential worker needs to have nearly everywhere to know how to communicate in an appropriate way. By exploding employability skills, you are closer to get a job and thriving in your career. The travel and tourism industry is a huge dynamic segments.
 As a result of this Eurostat Statistics Explained (31 July 2017) shows that the tourism industries employ 12 million people in the EU. 
 


















3.	Main Findings
This section on main findings will identify and explain some of the main key skills which are required for both jobs. 
According to statistics both companies are fast growing industries who present big figures of people to provide the excellent service employed by them. Refer to Swissport (2018), in the aviation sector, they have around 68,000 workforce. Also, Statista (2018), shows how many employers has the Virgin Atlantic Airways nearly 8,875 the statistic  showed in 2016.

3.1	Key Skills Travel And Tourism Industry
Working in the travel and tourism industry give the opportunity for the potential employer to work and meet people from around the world. Whether if you work on the land-bases or on the board still you need to expect to deal with different types of people and their culture. As a result of this the key skills are required for a particular role is usually dependant on the role that you will be having. The most common key skills that the companies are looking for are communication skills (verbal and written).
Therefore, the applicant needs to have a good communication in writing as the first step to apply for any jobs is to have a CV which is an example located in (Appendix 2). In this part   you are able to present any qualifications and degrees you gained during your whole life. 
Also, its important to write a formal cover letter with your best skills to show that you are the right  candidate to get the  position that you are applying for. An example of a cover letter is located in (Appendix 1). 

The first job advent was used in this report is located in (Appencix 4).The role of that position is a Customer Service Agent. The job advertisement points some essential skills which are required for this position:-
· Self motivated and able to work independently.
· Excellent communication skills (written and verbal).
· Must be able to learn airline specific computer systems.
To demonstrate the differences between two jobs adverts the key skills  in the travel and tourism industry. This is another example of the position of advertisement for a Cabin Crew in Virgin Atlantic Airways. This advert can be found in (Appendix 3). The job advertisement points some essential skills which are required for this position:-
· Be fluent in both written and spoken English.
· Ability to work under pressure.
· Able to work independently or as a team.
Both jobs advert are not on the higher positions. In this case, the applicant is more likely to get a job without higher qualifications but the minimum qualification GSCE’s are required. One of the best things about working within the travel and tourism industry especially in those two companies are the opportunities to have different types of trainings to gain better knowledge of the business where you might work for  and the key skills roles as well. 

3.2   Necessary Key Skills For Work
Working with people especially in the travel and tourism industry, the applicant should have the most basic key skills which may be required. This section explains what the key skills necessary to have before applying and get a job finally. Here are the main four key skills where your future employer would expect before to employ you. 
Verbal communication skills
Verbal communication skills are very important. It is essential to be able to use the spoken words to get your point across simply.
Non-Verbal communication skills
Non-verbal communication is often described as ‘body language’.Using this skills while talking with someone shows our interest and engagement in the conversation. Most of the time we use our posture ,facial expression and eye contact to show our emotions as well. 

Written Communication skills
It is important to have a good written communication skills when you write letters or emails to others. You need to be aware of how grammar, spelling and punctuation. 

Teamwork skills 
To become a good team worker, it means being able to listen others  and well communicate.



4.	Conclusion
To finalise this report it shows that if you apply for any job in the travel and tourism industry, you may need to demonstrate your strengths especially in communication with other people that could be applied in the workplace. The travel and tourism industry is enough wide to make career progression in different sectors or higher positions. However, it’s necessary for both jobs to have passionate about customer service as most of the time you will be dealing with different types of customers/people. 
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6. Appendices 
Appendix 1:- Covering letter to Swissport for the Customer Agent job.  



Roksana Szymanska 
3 Gomer Road Townhill,
Swansea , West Glamorgan,
SA1-6QY

07456181010
roksanita4@gmail.com


1th March 2018




Swissport International Ltd. 
Corporate Communications
P.O. Box
CH-8058 Zurich-Airport






                                                                                    
Dear Mrs Josh Davies,                                                                               

Thank you for the opportunity to apply for the Customer Service Agent (Passenger Services) role at  Swissport in UK Birmingham Airport. After reviewing the job summary, responsibilities and requirements associated with the role, I am the right person that can perform them confidently. 
I have the most important skills to successfully do the job and preform above the expectations. 
 
I am a hard-working person and I am going to finish my first year of  International Travel and Tourism Management  in University of Wales Trinity Saint David. During the course of the academic year I had the opportunity to managed to  work as a cleaner for City and County of Swansea. From this role of the work I gained valuable professional skills such as customer satisfaction. 
Also, I learned from sessions at the university how to work as a team, be organised and communicate in different types of level. 
I hope,  I am the type of competent and the right candidate that you are looking for. Also, I attached my CV, where you will be able to familiar with my experiences and qualifications.  
Please do not hesitate to contact me if you require further information.
Thank you for your consideration and I look forward to hearing from you soon. 
Sincerely, 

ROKSANA SZYMANSKA
Print Name
Appendix 2: Personal CV






























Appendix 3:- Cabin Crew Job 
 
Cabin Crew - Virgin Atlantic Airways
Virgin Atlantic
Other jobs by Virgin Atlantic (1)
Cabin Crew Air Stewards United Kingdom Airbus
Apply now
Published on: 2018-04-20
Valid to: 2018-05-31

Job Role:
Cabin Crew, Air Stewards
Location:
United Kingdom
Type:
Contract
Aircraft type:
Airbus A330, Airbus A340, Boeing B747-400, Airbus A350, Boeing B787

Job description
Do you aspire to be the friendly, smiling and professional face of the world’s most iconic airline and do you want to do it with style? Yes? Then you're in the right place!

Virgin Atlantic Cabin Crew have a determined goal to make every customers' in-flight experience as memorable as the adventure that awaits them at their destination. We invite you to be part of our exciting team and embark on a journey that can last a lifetime.

Our crew don’t just have a job, they have an invaluable lifestyle, an adventure and an extraordinary opportunity to craft a personalised experience for our customers.

Our award-winning crew make each one of our customers on every flight feel special. With enthusiasm, tons of resilience and a real passion for people, we deliver an outstanding service that has made us quite rightly world-famous.


Requirements
You will have a proven past of delivering irresistible customer service.
We are looking for people with the below requirements to meet the needs of this role:
18 years of age is the minimum requirement, we have no other age restrictions
Have an arm reach of 210cm (assessed at assessment stage without shoes)
Be able to brace with your feet flat on the floor whilst sitting in our jump seat which is 45cm off the floor (which we will also assess at assessment stage without shoes)
Have no live criminal convictions or cases pending, including drink-driving convictions
We require a minimum of three GCSE or equivalent level passes
Be fluent in both written and spoken English
Have the right to live and work in the UK
Be a confident swimmer; you will need to demonstrate that you can swim 25 metres unaided and tread water whilst putting on and manually inflating a life jacket - tested during training
Be committed to undertaking a rigorous, five week training programme.
There is a required five week intensive training course, taking daily exams requiring an 88% pass mark. These exams must be passed in order for you to continue with the course. This course will be intense, challenging but just as equally rewarding.
We would like you to complete approximately 20 hours of e-learning modules before you start your course - this will be a great foundation which will see you prepped and ready to begin the training.
Our elite training teams will give you all of the skills and knowledge required to successfully complete your role as Cabin Crew.
After graduating from your wings ceremony with your friends and family cheering you on, you'll be ready to take your smile sky-high, putting all your fantastic training into practice. It really will be time to fly!

Please apply online via our careers site using the link below.




















Appendix 4:- Customer Service Agent 
Customer Service Agent-1812502
Primary Location
-Europe-UK-Derby-East Midlands Airport (EMA)
Employee Status-Fixed Term
Schedule
-Part-time
Unposting Date
-May 17, 2018, 11:59:00 PM 
Organization
-Ground Handling  
Job Summary
 
Minimum 30 Hours Per Week @ £8.05 Per Hour
 
To provide all necessary help and support to passengers as required by our customer airlines which may include check in, baggage processing, reservations and ticketing, boarding of flights, air-bridge operation, greeting arriving passengers, handling of VIPs, provide special passenger assistance, handle customer complaints and other duties as assigned.
 
Job Responsibilities
 
The following responsibilities are associated with this job role: 
· Assist passengers with self-service check-in kiosks
· Inspect and verify passenger documentation
· Issue boarding passes and reschedule passengers affected by flight interruptions or cancellations
· Manage passenger baggage processing including handling and fee calculation if applicable
· Assist passengers as needed through arrival and check in processes including support for passengers with special requirements such as unaccompanied minors (UM), VIP passengers and passengers needing wheelchair assistance
· Direct passengers through Customs, Immigration, and quarantine as required
· Make public address announcements as required
· Assist colleagues in other areas of the airport to ensure that wheelchairs, strollers and gate checked bags (cleared through security) are made available for loading upon departure and delivery to passengers upon arrival
· Comply with all UK/Ireland/EU legislation as well as airport authority and carrier security requirements
· Comply with Swissport Standard Operating Procedures (SOP’s)
· Operate computers and specialist equipment such as air-bridge, scanners and airline specific software
· Produce work-related documentation when required
· Maintain the highest standards of safety and security at all times
· Other duties as assigned
Career Progression
 
You will commence the role as a Grade 1 Agent Level 1, after successful completion of 12 months service subject to passing the probationary period and demonstrating competence in all basic and intermediate tasks, you will become a Grade 2 employee. Following a further period of development and subject to job vacancies arising you will have the opportunity to apply for other positions /promotion.

COMPANY TRAINING MODULES (to include)

GE01 / UK19                                       Company Induction / Equality, Diversity and Data                                                                       Protection
UK20A                                                Emergency Response Procedures Customer facing
GE03A                                                Health & Safety Pax Specific
GE15                                                  Manual Handling
DG05                                                  Dangerous Goods
UK02                                                  Baggage Reconciliation
UK08                                                  GSAT
GE-UK-07                                           Fire Awareness
Airline Product Knowledge                   Customer Specific
PAX01                                                Dealing with Special Passengers and PRM
PAX02                                                Flight Disruption / Irregularity Handling
PAX03                                                Arrival Function / Procedures
PAX05                                                Boarding Gate
PAX06                                                Travel Documentation
PAX07                                                Basic Check In and Baggage Allowance
PAX08                                                Sales
PAX10                                                Passenger Seating
PAX11                                                Manual Check In

Tasks and Activities

MANDATORY
· Corporate Induction
· Departmental Induction (Inc Principles of Flight)
· Emergency Procedures Awareness
· Health & Safety Awareness
· Manual Handling
· Dangerous Goods Regulations (DGR) Awareness
· Accounting and Authorising (AAA)
· General Security / Fire Awareness (GSAT)
· Airline product Knowledge
· Animal (AVI) & Weapons Awareness
· Announcements
· Arrivals Segregation & Presentation
· Baggage Check & Processing (Both Hand & Hold)
· Basic Flight/ Ticket Disruption Handling Awareness
· Check-In Procedures (Manual)
· Distribute Issue Light Refreshment Vouchers
· Passenger Boarding Procedures
· Passenger with restricted Mobility (PRM) Services
· Passport & VISA Checks
· Seating Allocation at Check-In
· Special Assistance Duties (UM etc.)
· Travel Services Product Sales (Lounge/Concierge etc.)
· Airline Check-In Systems
· Passenger Marshalling (Inc Pass Guidance Systems)
OPERATIONAL
· Aircraft Cleaning (Internal)
· Airline Revenue Payments
· Check-In Procedures (Open & Close)
· Departure Gate Control/ Oversee Activities
· Equipment Checking
· Gate Bag payment Handling
· Introduction to Lounge Services
· Kiosk Hosting / Bag Drop Supervision
· Passenger with Restricted Mobility (PRM) Services
· Property Irregularity Reports (PIR)
· Assist with Dispatch Duties as Required
NOTE: This is not exhaustive and may vary depending on location and operational / local customer requirements.
 
Qualifications & Competencies 
· In possession of at least three GCSE’s / O Level or Leaving Cert (and equivalent)
· Flexible to work on various shifts (days, evening, nights, weekends, and holidays)
· Ability to speak and understand the English language
· Ability to travel to the airport at times where public transport is not available
· Excellent communication skills (written and verbal)
· Must be able and willing to type and learn airline specific computer systems
· Ability to follow processes and procedures and apply flexible approach when required
· Willingness to work in inclement weather if required
· Passionate about customer service
· Commitment to continuous improvement
· Self motivated and able to work independently
· Previous experience working in an aviation environment is desired
· Ability to speak additional languages is desired
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