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Abstract:

Tourism is a market in continuous change, even more in Romania where tourism has
started to develop very rapidly. This makes room for everybody, but also we have to
find the best of them. The difference is not given by the hotel offered for tourism
anymore, or by the program. The tourist is more and more educated and has more
and more experience. The tourist knows what to request and to appreciate what
he/she is offered. Thus, the difference comes from the attitude, from the degree of
information, from the capacity of listening to others and of knowing to satisfy the
desires of the guest who walks through your door. If you know and offer an extra
nuance related to the services paid, you will have the certainty that the tourist will
choose the same place for his/her holiday, or will recommend it to others. As you
may know, a satisfied tourist brings other 10 next times!
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The qualified personnel for tourist activities are crucial to the successful
development of tourism and to ensure that high level of service that tourists expect and
pay for.

The training covers all categories of personnel, both staff performance and the
Board of directors. Also, the development and improvement of the behavior towards
tourists of some categories of personnel are necessary, such as: customs personnel,
immigration service staff, taxi drivers and retailers. The training involves organizing
short courses for the existing staff (these may take place in the country or abroad),
regular training programs in hospitality and catering, organized by the institutes for
training in tourism, art and vocational schools, academic institutes related to tourism.

Often, large international hotels perform their own training, but it will not be
sufficient to provide all training needs in hospitality and catering. Typically, a school
for training in hospitality and catering will run in the respective tourist area, if sufficient
demand is met locally. Such institutions require a considerable investment of capital and
resources to be developed properly and often require foreign assistance for the initial
work.

Each area must improve the education in tourism and training needs and must
determine how to meet them. If the relevant national or regional institutions exist, local
authorities should encourage local people to attend them. f it is estimated that the local
area is a major tourist area, the creation of a local institute of tourism or a tourism
department at a vocational school may be appropriate. The Tourism Office will have to
work with the private sector enterprises to develop the most appropriate programs. The
Tourism Office will have to identify opportunities for its own staff, for it to receive the
training needed in tourism management, often through regional, national or
international programs. The World Organization for Tourism can assist the tourist office
in providing training, may recommend training institutions and international programs,
including short-term programs for tourism management.
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Hospitality and tourism represent a profession, and to understand hospitality and
tourism means to have certain skills, requiring training and experience in the field.
However, many people are involved in it directly or indirectly and must know the basic
principles.

Local planning authorities, regional and national planning authorities of almost
all ministries and departments are in some way directly or indirectly involved in the
organization and development of tourism. Some decisions of planning are in opposition
with the objectives of tourism development; some development strategies affect the
sustainable development of tourism.

Tourism Awareness represents the understanding of the basic principles of
hospitality and tourism, the benefits and consequences of tourism development and
tourism to the country, a basic understanding of visitor satisfaction and concern towards
the client and the preconditions of tourism and sustainable access. The general level of
awareness in the public sector of hospitality and tourism is low. Also, the degree of
understanding of the conditions and of the needs to develop safe and sustainable internal
and international tourism is low.

Most officials and the public sector at national, regional or local levels do not
have a clear understanding of the basic principles of visitor satisfaction, of the
marketing approach, of the behaviour of visitors and the objectives of the trade with
tourism products.

Tourism development is something very sensitive, because tourism is one of the
most competitive business activities in the world. Tourism development is not
automatic, because it is linked to the image and reputation. The sustainable and
successful tourism requires cooperation between all the factors of responsibility and
requires the formation of partnerships between the public sector, which should support
tourism, and the private sector, which should provide facilities and services for different
markets and market segments. The main objective for the hospitality industry for a
tourist destination is to generate the satisfaction of tourists who have enjoyed a positive
experience and are willing to return and tell others. They leave the country for the
following reasons:

% Many young people do not feel respected by the older generations and the
current legal system, laws and complicated regulations.
% The educational system is quite outdated, focused more on teaching and
obtaining diplomas than on learning and competence, more theory than practice.
% Extremely low wages, particularly in the hospitality and tourism sectors.
% Lack of practice training at the work place to improve operational performance
and skills.
¢+ The image of a bad job in the service sector is still weak.
% The development of tourism in Romania is still weak.
And yet, the future of hospitality and tourism in Romania depends largely on the
young generation.

Another imperious aspect of the presence of waste in the country, especially
trash in rural areas, in addition to the tourist attraction areas and access roads to tourist
areas. The amount of garbage (especially plastic drums and also bottles, metal cans,
etc.) that pollute rivers, brooks, roads and paths is enormous.

Around rural settlements there are masses of rubbish which have been simply
thrown into ditches and forests. Generally, this creates a strong negative impression on
tourists. It is an important part of the public awareness of tourism and tourism
awareness of the local authorities.

The waste does not represent only the negative aspect in relation with tourism,
but it is also related to health and public safety, as well as the environment in general.
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1. THE NECESSARY EDUCATIONAL FUTURE

It is very difficult to quantitatively identify future needs for skilled workforce
necessary for the hospitality and tourism in Romania. Currently a large number of
people, who have completed a training program or university, go to find a job abroad.
Also, a large number of people who have begun their career in one of the major
international chains, after graduating from school, leave Romania after a few months of
practical experience.

It is estimated that less than 20% of graduates of high schools or universities
specialized in tourism with tourist projects end up working in the hospitality and
tourism sector in Romania.

The main reasons for this percentage are:

e The current skills acquired is low, because the quality of the course curricula and
of the courses is poor, teachers do not have the necessary qualifications and also
as a consequence of the fact that most courses are not practical but mostly
theoretical.

e The value of the diploma has dropped considerably

e Relatively low wages in the hospitality sector.

e Lack of career opportunities due to lack of preparation and practice in the
workplace

e The incorrect perception of university graduates in tourism that must also begin
their career as managers.

Romanian staff is very popular in many countries in Europe and abroad. They
learn quickly and are willing to make a lot of effort at the work place. Salaries in the
hospitality and tourism sector are usually much higher than in Romania, where average
net monthly wage for a waiter, receptionist or a maid is almost 140 Euro.

The figures referring to the number of staff departing overseas and to their level
of training do not exist. Also, there are no figures referring to the average duration of
their stay. Also, there are no figures on the average duration of their absence. A rough
estimation of the number would be between 10 and 20% of those with basic education
in tourism and a diploma offered by one of the existing high schools that provide
training programs in tourism.

What the hospitality sector needs in particular is trained personnel and not
graduates with university theoretical training.

1.1. THE INSTITUTIONALISED PROFESSIONAL TRAINING NEEDS OF THE
WORKFORCE IN THE HOSPITALITY SECTOR

In 2007 the number of staff employed in the hospitality sector was estimated at
approximately 88,000 employees, of which 67,000 in hotels, 16,000 in recorded hostels
and 5000 in other types of accommodation units.

There are approximately 6,000 management positions, including the owners of
hostels , 9000 positions of supervisors, 20,000 positions of skills (cooks) and
approximately 17,000 positions of skilled execution that require a form of qualification
in the hospitality sector and around 33,000 positions of unqualified workers who do not
require any form of institutionalized training.

Currently there are several new hotels in Bucharest and other cities and towns
across the country under construction, and a number of other places are planned. All
these new hotels and hostels require qualified personnel.

Given the number of hotel units newly constructed and rapidly increasing
number of hostels in rural areas, it is estimated that if we include the substitute
personnel, the future needs for annual training in the hospitality sector will be
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approximately 12-15%.

Management positions 800-1000

Supervisors 1000-1400

Specialists 3000-4000 (for kitchens)

Qualified workers ~ 2000-2500 (cleaning, reception and restaurant services)

They cover approximately 55% of the annual additional staff in the hospitality
sector. Approximately 45% of necessary manpower is not qualified by an institution and
may be trained at the work place, especially cleaning staff, the staff serving meals,
reception staff and support staff. Most specialized staff does not need institutionalized
training.

It is clear that these percentages differ for hotels which comply with
international standards and pensions in the rural areas. In principle, the need for training
iIs much greater, since the available data on the number of units of accommodation does
not cover unregistered hostels and many hotels and hostels built in 2007 and subsequent
years. Also, the large number of independent restaurants is not known, and their staff
certainly needs institutionalized training safety.

It is also implied that an increasing number of young people are ready to leave
Romania to work abroad in the hospitality sector, as long the image of working in the
hospitality services and salary are still weak.

A restructuring of the training situation in the hospitality sector at the
institutional level is required not only based on the need for training, but must also be
based on available resources and realistic possibilities.

1.2. THE FUTURE NEEDS HAVE INSTITUTIONALISED TRAINING IN
TOURISM

Pre-qualified number of staff in tourism and travels depends largely on the
tourism development and on the increased tourist travel sector, the tourism operators of
incoming and outgoing, the travel agents and additional tourist guides.

The main requirements refer to the capacities of the specialised personnel of the
tour operators and tourist guides, and improve curriculum of study in accordance with
relevant standards in force. Also, regarding the tourist institutionalized training; the
courses should be more focused on preparation and practice adapted to the needs of the
travel and tourism sector.

In principle, institutionalized training in travel and tourism sector should be
accomplished through multi-professional training programs to offer the graduates a
wider perspective to find a work place. Thus the following should be required:

* The qualification of the tourist guides

The main activity of a tourist guide is accompanying groups of foreign or
internal visitors, in the visits to the domestic sightseeing objectives, museums and
monuments in the region or city in question, and to interpret inspirationally and
interactively in the native language of the visitor / visitors, the cultural and natural
elements of the heritage and the environment.

In terms of visitors, the tourist guide is a person employed directly or through an
operator, a private tourism organization or state travel agency, to inform, advise and
provide instructions to the tourists before and during their journey.

The tourist guide also has an important role for the presentation and should help
his interlocutors to understand and appreciate the country. All the aspects must be
presented in a lively manner by the tour guide. He or she should present the realities of
the country in the best manner possible.
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The tour guide’s task is not just that of repeating a series of facts providing
information as audio tape, but to create an image of the country for visitors in a properly
and attractively manner.

The tour guide should have a range of qualifications, especially language skills
and general knowledge of history, geography, art and architecture, political economy,
sociology and religion of the country and / or his or her region.

The tour guide is much more than a person who informs, presents, and provides
instructions during visits. For most foreign visitors, the tour guide is the person with the
nationality of that country and with whom they spend most of the time.

The tour guide is also an organizer and a manager for managing and organizing
a tour or for a group or for individual tourists. Those organizational skills and skills for
the organization of tours are less important for guides specialized in specific tourist
attractions, museums, monuments, etc.

These tasks require skills and expertise acquired through practice and theoretical
training.

1.3. THE FUTURE REQUESTS OF THE TOURISM TRAINING AT THE WORK
PLACE

The permanent training at the work place for maintaining and improving staff
skills and the performance of the existing personnel from the hospitality sector represent
an urgent requirement. If operational skills are not well supervised and guided, and if
skills are not developed through continuous training and upgrading, performance will
decrease, affecting the quality of services.

First of all, the general level of supervision and management (middle) should be
developed, both in terms of their professional and practice skills to train, lead and
motivate the staff to achieve better results.

This will solve the big part of the shortage of staff problem and also will
improve the overall quality of the hospitality services sector in the following years.
Improving middle management of independent hotels and restaurants must go hand in
hand with further professional and behaviour training of the existing operational staff.

This will be a huge challenge because many people are involved, but it
represents a big step forward to a competitive position of Romania as a sustainable
tourist destination on the internal and international markets.
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