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WHAT ARE SOFT SKILLS ?





SOFT vs HARD SKILLS



▪ Tourism sector is about providing SERVICES

▪ MEMORABLE experiences 

▪ The excellence of SERVICE and focus on 

CUSTOMER SERVICE RELATIONSHIP are 

of great significance 

THE ROLE OF SOFT SKILLS IN THE TOURISM CONTEXT 



Tourism employers recognize the relevance of 
soft skills, on businesses’ performance and 
competitiveness.

SOFT SKILLS as  EMPLOYABILITY SKILLS  



PROBLEM ACKNOWLEDGEMENT 



▪ Current educational offer shows a deficit

in what concerns Soft Skills

▪ Education providers have a limited 

understanding of employers requirements 

and needs 

▪ Mismatch between market needs and 

students performance

PROBLEM ACKNOWLEDGEMENT 



… social and personal key competences 

are hardly to be acquired in lectures, 

frontal teaching and self-learning. 

PROBLEM ACKNOWLEDGEMENT 



WHAT INCOME PROJETC IS TRYING TO DO…

The INCOME Tourism aims at  developing a new 

learning approach based on a cooperative

learning process joining higher education and 

tourism businesses/organisations applied to 

soft skills development,  to be incorporated in 

the last year of the Tourism Bachelor (EQF6).



INCOME Consortium



WHAT DOES IT INVOLVES?

Close consultation

with the Businesses



THIS PAPER ADRESSES…
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METHODOLOGY 



Source: http://bit.ly/2NK849X accessed 23.09-18 

INITIAL POOL 305 items 

http://bit.ly/2NK849X




Leadership 



Interpersonal



Conceptual  



Interviews

Target group
HEI representatives Stakeholders

Prrofessional
context

I1, I2 and I3 Tourism Course 
Coordinators (lecturers) of 3 

diferent HEIs in Portugal 
covering from north to south, 

with 20+ years experience  

I4 manager of 4* hotel with 50 rooms (30+
years experience)

I5 owner/manager of Travel agency (15+
years experience in the TA businesses

I6 Owner/manager of boat rental
company/ 4* hotel

Gender 2  female
1 male

2 female
1 male

Educational
background

All have PHD in Tourism Degree in Tourism/Hotel management 



How satisfied are T&H 
employers with the 

soft skills that, in their 
experience, graduate 

employees have? 

What emphasis is given 
to learning soft skills in 
the T&H curricula today

Over the years a drop in the level of soft skills
university graduates possess.
Graduates seem strong in statistics and numbers
but fall short on emotional intelligence
A lot can be done.

Some subjects/courses cover some soft skills;
But bigger efforts could be placed on that.



How are soft skills now 
learned and evaluated 

in the HEI system/ 
courses? 

How should soft skills be 
learned and evaluated in 

the HEI courses ?

Problem Based Learning, oral presentations,
internships, field visits, conferences, and inviting
guest speakers.

internships, role-playing, simulations, videos,
field visits, oral presentations, contact with
professionals, conferences, seminars and group
works. contact with the industry / market is
essential



How can T&H 
employers facilitate the 
process of learning soft 
skills by undergraduate 

students? 

Accepting them for internships
Participating in the definition of the curricula

Internships
Practical placements / work based learning





HOW SATISFIED ARE THE STUDENTS ABOUT THE CONDITIONS 
COURSES OFFER TO LEARN/AQUIRE SOFT SKILLS ?



RESULTS POINT TO…



THE KEY WORD…                         COOPERATION 



INVOLVEMENT OF BUSINESSES IS A GREAT CHALLENGE…

Tourism Businesses’ 
profile

▪ Mainly micro and small businesses

▪ The perception about the “benefits”

▪ Lack of resources (human resources) - often

there isn’t a Human Resources department

or manager

.



BUT, IF WE SUCCED, IN THE LONG TERM…

▪ Qualification with higher employability

potential, due to the matching skills exercise

and the work based model

▪ Greater integration of young people into the

labour market

.
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