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DIGITAL MARKETING SKILL GAPS AND TRAINING NEEDS IN SMALL AND
MEDIUM-SIZED TOURISM ENTERPRISES

1.0 Introduction

This report is the first intellectual output of the project titled 'Development of the
Digital Marketing Competence of Adult Learners for Small and Medium-Sized Tourism
Enterprises (SMTES) in Europe' (2019-1-TR01-KA204-074619). The first purpose of
the report is to review the status of the existing occupations/vocations, education and
training programs for digital tourism marketing in project partner countries, namely
Turkey, Greece, Belgium, and Spain. The second aim of this report is to rank the
required knowledge, skill and competence areas in terms of importance for training a
digital tourism marketer. In line with these objectives, the occupations, education and
training programs related to digital tourism marketing are reviewed and the results of
a survey research to find out the relative importance of various digital tourism

marketing knowledge, skill and competence areas in partner countries are presented.
2.0 Overview of International Tourism in Project Partner Countries

According to the United Nations World Tourism Organization (UNWTO) (2020),
tourism is the third-largest export category in international trade after chemicals and
fuels. Furthermore, tourism exports are responsible for 7% of global exports and 28%
of the world's services exports. In other words, tourism generates $5 billion a day in
exports. International tourism continued to increase throughout the world in 2019
(UNWTO, 2020). Total international tourist arrivals reached 1.46 billion by increasing
3.8% and total international tourism exports reached $1.74 trillion (i.e. $1.48 trillion
international tourism receipts + $255 billion passenger transport) by increasing 3% in
2019 compared to 2018. Figure 1, Figure 2, and Figure 3 show regional tourism results
in 2019 throughout the world.
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Figure 1. International Tourism Arrivals in 2019 (UNWTO, 2020)
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Figure 2. International Tourism Receipts in 2019 (UNWTO, 2020)
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As Figure 1 shows, Europe accounts for half of the international tourism arrivals
(51% of international arrivals) followed by Asia and the Pacific (25% of international
arrivals). In other words, two of every four arrivals in the international tourism arrivals
took place in Europe and one in Asia and the Pacific region in 2019. As Figure 1 and

2 indicate, the share of Europe in international tourism receipts is 39% while Europe’s’
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Figure 3. Outbound Tourism by Region of Origin in 2019 (UNWTO, 2020)
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Table 1: Tourism Statistics in the Partner Countries in 2019

Variable

Greece Belgium Spain

International Tourist
Arrivals

51,192,000 31,348,000 9,343,000 83,509,000

International Tourist
Receipts

$29,829,000,000 $20,351,000,000 $8,870,000,000 $79,708,000,000

Number of People
Directly Employed in
The Tourism Sector

2,222,378 381,800 260,104 2,604,899

Share of International
Tourism Receipts in
Exports (%)

17 28 2,4 16,3

Share of Tourism in
Gross Domestic
Product (GDP) (%)

Growth Rate of
International Tourism
Arrivals (%)

12 4 3 1

Growth rate of
International Tourism
Receipts (%)

18 7 - 3

Source: OECD, 2020; World Tourism Organization, 2020; World Data Bank, 2020

share is 51% in terms of international tourism arrivals. Europe accounts for almost half

of outbound tourism, followed by Asia and the Pacific with 26% share. Table 1 presents

some tourism statistics in 2019 as an outlook in Turkey, Greece, Belgium, and Spain,

shortly named as the partner countries in the report. Spain and Turkey are among the

top ten destinations in terms of international tourism arrivals in 2019 and They rank in
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the 2nd and the 6th place respectively. Spain ranks 2nd in terms of international
tourism receipts in 2019 in the world. On the other hand, none of the project partner

countries are among the top ten countries by international tourism spending, China is

the largest country with one fifth of international tourism spending in the world.

3.0 The Need for New Occupational Profiles and Educational Programs in Digital

Tourism Marketing

According to the United Nations World Tourism Organization (2019), travellers’

experiences are shaped by digital technology and it highlights two points:

e Artificial Intelligence is transforming tourism, from virtual assistants to
companies being able to offer hyper-personalized customer experiences and
improve business performance.

e An increasing number of destinations are measuring tourism in real time for a

better management of visitor flows.

Technological challenge is stated as one of the main challenges for the
European tourism industry under the title '‘Overview of the EU Tourism Policy' and the
challenge is explained by European Commission (2020a) as "Technological
Challenge: keeping up to date with IT developments caused by the globalization of
information and advances in technology (IT tools for booking holidays, social media
providing advice on tourism services, etc.)". Furthermore, other challenges are listed
as security and safety, markets and competition, and economic competitiveness that
includes finding and keeping skilled staff.

Europe needs to maintain and improve its service quality in order to maintain its
leadership in the world tourism market. For this reason, the European Commission
supports initiatives that will contribute to the skills of employees working in the tourism
industry. In particular, it supports initiatives related to global digital networks and
tourism entrepreneurs managing their businesses (European Commission, 2020b).
The Organization for Economic Co-operation and Development (OECD, 2020b) has
published a policy highlights report titled "'The OECD Tourism Trends and Policies
2020' supported by the European Union. The benefits of digital transformation and
sustainable tourism policies are highlighted as two important issues facing

governments in managing tourism in this report. Moreover, three key policy messages
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including preparing tourism businesses for the digital future are listed in the same
report (OECD, 2020b: 4):

e Actively champion the digital transformation of tourism, by promoting a
digital mindset, modernizing regulatory frameworks and strengthening
capacity of SMEs to participate in digital ecosystems.

e Encourage uptake and investment in new technologies, skills and
innovation and support existing tourism SMEs to take advantage of the
benefits of the digital transformation, and promote the development of
smart tourism destinations.

e Foster digitally-enhanced tourism business models, value chains and
ecosystems, through the adoption of data analytics and other enabling
technologies, optimization of business practices, and the expansion of

accessible digital infrastructure, tools and solutions.

The United Nations World Tourism Organization, the European Commission,
and the Organization for Economic Co-operation and Development, the leading
organizations throughout the world, have highlighted digital transformation, digital
technology, digital tourism, etc. Therefore, it is necessary to pay attention to
digitalization for tourism businesses in particular small and medium-sized enterprises
(SMESs) in order to compete with rivals around the world. Employees and managers of
the SMEs might not have sufficient competency on digital issues (e.g., digital

marketing).
3.1 Digital Tourism Marketing Related Occupations in the Partner Countries

In this part of the report, the occupations related to digital tourism marketing are
explained in project partner countries. Table 2 summarizes the kind of occupations,
associated with digital marketing, digital tourism marketing, and social media
marketing that exist in project partner countries. It appears that amongst the partner
countries, Spain does not have any occupations related to digital marketing while
Greece and Belgium have occupations associated with digital marketing, digital
tourism marketing, and social media marketing (Table 2). Vocational standards are
usually set by vocational/occupational national authorities. There is no occupational

standard set by National Qualifications Authority in Turkey directly for digital marketing,
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digital tourism marketing or social media marketing. On the other hand, there are some
occupations, regarding Marketing Personnel and Marketing Supervisor which are

related to general

Table 2: Occupations Associated with Digital Tourism Marketing in the Partner

Countries
Occupation Turkey Greece Belgium Spain
1-Digital o Marketing Personnel Digital Marketer Digital Marketer -
Marketer e Marketing Supervisor
2-Digital Tourism - Digital Tourism Digital Tourism -
Marketer Marketer Marketer
3-Social Media - Social Media Social Media -
Marketer Marketer Marketer

marketing and social media marketing in Turkey (Table 1). In terms of knowledge, skill,
responsibility and autonomy, aforementioned vocations include implementing IT-
based enterprise resource planning systems, contributing to the establishment of the
marketing information system, knowledge and ability to use computer and social

media, conducting corporate communication and promotion activities, etc.

There are occupational standards, set by national qualifications authority in
Greece, related to digital marketing, digital tourism marketing and social media
marketing. These occupations are digital marketer and digital tourism marketer
certified by the National Organization for the Certification of Qualifications and
Vocational Guidance-EOPPEP (Table 1). Some of the tasks of these vocations include
planning, development and execution of national digital programs and campaigns,
including online advertising, web site strategy and design, social media, mobile
marketing, and deliverables.

In Belgium, there are occupational standards, set by national qualifications
authority, related to digital marketing, digital tourism marketing, social media marketing
(Table 1). Moreover, there are some occupational standards set by local/regional
authorities in Belgium as well. These occupations are certificated after a vocational

training program and an exam by local/regional authorities.

In the case of Spain, there seems to be no occupational or vocational standards
set by the respective national authorities, which is the Ministry of Education and

vocational or regional authorities. While marketing does not fall under the category of
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regulated professions in Spain (like law, medicine and engineering) it is recognized in
the Catalogue of National Professional Qualifications under the family of Commerce
and Marketing. Within this group the following qualified professions are recognized at
level 2: Sales, Management Activities of Small Enterprises, and at level 3:
Administrative And Financial Management of International Trade, Customer Service,
Assistance on Market Research, Control and Training in Consumption, Commercial
Sales Management, Marketing and International Sales, Marketing and Communication
Management. None of these have a digital marketing component in the title or establish
a specific connection with tourism, meaning that no occupational or vocational
standards exist at present for digital marketing, digital tourism marketing or social
media marketing specifically, as set by the national occupational authority in Spain.
That said, qualifications like Marketing and Communication Management do include
digital components in-keeping with today's technological advances, but these are
elements within the qualification, not the main focus of it. There is nothing directly

related to digital marketing and tourism specifically either.

3.2 Education and Training Programs for Digital Tourism Marketing at Secondary

Schools

Table 3 summarizes programs associated with digital marketing, digital tourism
marketing, and social media marketing at secondary school level in project partner

countries.

Table 3: Programs for Digital Marketing at Secondary Schools

Program Turkey Greece Belgium Spain
¢ Digital Strategy

1-Digital ¢ Digital Marketing Mix

Marketing ) ) e Online Marketing i
o Digital Market from Ato Z

2-Digital Tourism e Fundamentals of Digital Travel

Marketing ) ) Marketing i

o Marketing, Sales and Social Media
¢ Social Media
e Social Media Consultant
- - e Successful Posting on Social -
Media
e Social Media Professional
e Social Media Marketing

3-Social Media
Marketing

9
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As Table 3 indicates, Turkey, Greece and Spain do not have such programs at
secondary school level. But there are some programs associated with digital
marketing, digital tourism marketing, and social media marketing at secondary school
level in Belgium. In terms of knowledge, skill, responsibility and autonomy, the related
vocations' course contents include digital strategy, digitization of business processes,
Google analytics expert, introduction to social media & native advertising, proper use

of social media, e-marketing, content management, monitoring, etc.

3.3 Education and Training Programs for Digital Tourism Marketing at Associate

Degree Level

Table 4 shows the programs associated with digital marketing, digital tourism
marketing, and social media marketing at 2-year associated degree level in project
partner countries. As can be seen from Table 4, the partner countries have some
programs associated with digital marketing, digital tourism marketing, and social

media marketing at associated degree level.

Table 4: Programs for Digital Tourism Marketing at Associate Degree Level

Program Turkey Greece Belgium Spain
¢ Digital Media e Marketing ¢ Digital Marketing and ¢ International

and Marketing and Communication Digital Marketing
1-Digital Economy e Online Marketing
Marketing and Digital

Strategy

2-Digital e Tourism and e Marketing and
Tourism - - Recreation Digital Strategy
Marketing Management
3-Social Media e Online Web Marketing e Communication

Marketing and Social Media and Social Media

In the case of Turkey, there is a program related to digital marketing at associate
degree level at two universities, Istanbul Kultur University and OSTIM Technical
University, although it does not directly relate to digital tourism marketing. Some of the
courses offered in these programs are digital advertising, social media, mobile
marketing, key concepts in digital media, web application development, IT law, SEO,
SEA, web designing, etc. After the students graduate, they get some titles including

Digital Marketing Specialist, SEO Specialist, Web Content Specialist, Digital
10
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Advertising Specialist, etc. There is a program related to digital marketing at associate
degree level in Greece. Some of the courses of this program are digital marketing and
social media, marketing analysis and internet, digital tourism marketing, digital tourism

distribution strategies, marketing in tourism and consumer behaviour, introduction to

international hospitality and tourism market, etc.

In Belgium, there are some programs for digital marketing, digital tourism
marketing, social media marketing at associate degree level and contents of these
programs’ modules/courses include Google analytics, digital advertising, digital
marketing strategy, web editor, e-reputation manager, search engine optimization, e-

mail marketing and automation, web marketing, etc.

There are some programs for digital marketing, digital tourism marketing and
social media marketing at associate degree level in Spain. Courses offered in such
programs include e-marketing, e-commerce, international digital marketing, social
networks, pay per click strategies, web traffic analysis, social media advertising,
nonverbal communication, etc. After the students graduate, they get some titles
including ‘Technician in Marketing and Digital Strategy’, and ‘Communication and

Social Media Technician’.

3.4 Education and Training Programs for Digital Tourism Marketing at Undergraduate

Degree Level

Table 5 shows the programs that have digital marketing, digital tourism
marketing, and social media marketing contents at undergraduate degree level in
project partner countries. Although there are many undergraduate programs regarding
tourism and hospitality management in Turkey, there is no courses related to digital
marketing, digital tourism marketing, social media marketing at undergraduate

(Bachelor) degree level (higher education four-year programs) in Turkey.

In Greece, Hospitality and Tourism Management, Tourism Studies, Marketing
and Tourism, Economy and Tourism Management Programs at undergraduate
(Bachelor) degree level have some courses related to digital marketing, digital

tourism

11
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Table 5: Programs for Digital Tourism Marketing at Undergraduate Degree

Level
Program Turkey Greece Belgium Spain
¢ Hospitality and e Business e Marketing and
1-Digital ) Tourism Management Digital
Marketing Management Specialization on Communication
e Tourism Studies Marketing
2-Digital Tourism . Mark.etlng and . Egropean D!ploma of e Global Marketing
. - Tourism Higher Studies in Management
Marketing .
Tourism and Hotel
3-Social Media . Econ.omy and ¢ Social Medla
. - Tourism Marketing -
Marketing
Management

marketing and social media marketing. Some of these courses are tourism business
and internet travel market, digital marketing for the tourism market, new technologies
in tourism, e-tourism and m-tourism in the international environment, digital marketing
in tourism, data and information management, e-business, communication and

entrepreneurship.

In the case of Belgium, Business Management, European Diploma of Higher
Studies Tourism and Hotel, Digital Media Manager programs at undergraduate degree
level, have some courses related to digital marketing, digital tourism marketing and
social media marketing. Some of these courses are advanced marketing, data driven
marketing, Google analytics and e-mail marketing, branding, digital media

management, etc.

In Spain, the majority of university courses in digital marketing are offered at
master or postgraduate level, with no specific undergraduate university degree in
digital marketing offered at any Spanish university at present. What you can find at
undergraduate level however, are generic marketing courses that include modules in
digital marketing, some of which are digital marketing strategies, digital marketing
metrics and analytics, digital footprint, e-markets, digital ecosystem, SEO/SEM

positioning, e-commerce, etc.

12
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3.5 Informal, Non-formal Courses and Training for Digital Tourism Marketing

Vocational education providers, lifelong learning centres, universities and
other organizations also offer informal and non-formal courses leading to a certificate
in many vocational areas. Table 6 shows informal/non-formal courses and training
associated with digital marketing, digital tourism marketing, and social media
marketing at all levels in project partner countries. Except for Spain, there are some
non-formal and informal training programs associated with digital marketing, digital

tourism marketing, and social media marketing in project partner countries (Table 6).

Table 6: Nonformal Education & Training for Digital Tourism Marketing

Training Turkey Greece Belgium Spain
e Digital Literacy e E-Learning ¢ Digital Marketing Course
Courses ¢ Digital Marketing
¢ Development of Academy
Digital Competences ¢ Digital Marketing
1-Digital e Digital Media and Training Course )
Marketing Social Media e Internet Marketing
Marketing
¢ Digital Media
Education and
Training
2-Digital Tourism . Diplqma in e Tourism and Recreation
Marketing - Tourism Management -
e Digital and Social ¢ Social Media Marketing
3-Social Media Medi.a Ma.rk.eting . e Social MedFa Train.ing
Marketing . Appl.|ed Dlglté.l|/.SOCIa| - e Use of Soqal .Medla for -
Media Advertising Your Hospitality
Business

In Turkey, there is no a specific course and training for digital tourism marketing
at any levels leading to a certificate (e.qg., lifelong learning courses, university courses).
Nevertheless, there are some non-formal courses and training related to digital
marketing and social media marketing listed in table 7 below. In terms of knowledge,
skill, responsibility and autonomy, the related vocations' contents include digital media
planning, social media content management, mobile marketing, website traffic, Google

13
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Table 7: Overview of Digital Tourism Marketing Occupations, Programs &

Training in the Partner Countries

Program &

Training Turkey Greece Belgium Spain
e Marketing
alglti\lting R E/I(;rrioert]irr]lzl o Digital Marketer e Digital Marketer -
Vocation/ Supervisor
Occupation ’E)Algltal Tourism ) « Digital Tourism Digital Tourism Marketer )
arketing Marketer
,\SAC;?:iltmgd'a - ¢ '\S/Ic;(;:(a;tl(\ellredla ¢ Social Media Marketer -
Education
Level
 Digital Strategy
Digital » Digital Marketing Mix )
Marketing ) ) « Online Marketing
 Digital Market from A to Z
Digital Tourism Fundamentals of Digital
Marketing ) ) Travel Marketing )
Secondary e Marketing, Sales and
Schools Social Media
* Social Media
Social Media ) ) ¢ Social Media Consultant )
Marketing e Successful Posting on
Social Media
» Social Media Professional
* Social Media Marketing
e International Digital
Digital * Digital Media and e Marketing and » Digital Marketing and Marketing
. Marketing Marketing Economy Communication ¢ Online Marketing
Agzgfge and Digital Strategy
(2-year) Digital Tourism ) ) e Tourism and Recreation e Marketing and Digital
Marketing Management Strategy
Social Media e Online Web Marketing and ¢ Communication and
Marketing ) ) Social Media Social Media
eHospitality and .
Digital Tourism ¢ '\B/Iachelor of Busme_ssl_ .__e Marketing and Digital
Marketing ) Management anagement Specialization Communication
. . on Marketing
eTourism Studies
OSSN oguaowsn | akeingand e HOTAd 1 ciob waketng
Marketing Tourism and Hotel Management
. . eEconomy and
'\Sﬂoual l_\/Iedla - Tourismy eSocial Media Marketing -
arketing
Management
» Digital Literacy « Digital Marketing Classes
Courses o Digital Marketing Academy
e Development of ¢ Digital Marketing Training
Digital Course
Digital C_ompetenc_es _ o Internet Marketing
Marketing . DIgIFa| Med_la and eE-Learning -
Social Media
Marketing
et + il edi
Training Edqcfaltlon and
Training
Digital Tourism eDiploma in eTourism and Recreation
Marketing ) Tourism Management i

Social Media

Digital and Social
Media Marketing

e Social Media Marketing
e Social Media Training

) o Applied - e Use Social Media for Your -
Marketing Digital/Social Hospitality Business
Media Advertising

14
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algorithms, consumer rights, word of mouth marketing, marketing strategies, crisis and
online reputation management, visual advertising, etc. In the case of Greece, Diploma
in Tourism, E-learning, and Lifelong Learning Programs offer some courses regarding
digital marketing, digital tourism marketing, and social media marketing at all levels.
Some of the modules and content of these modules and courses are e-marketing and
tourism businesses, tourist and consumer behaviour, communication techniques,

visual messages, software tools, and digital culture.

As far as Belgium is concerned, Digital Marketing Classes, Internet Marketing,
Social Media Marketing, and Social Media for Your Hospitality Business are the
programs that offer courses in digital marketing, digital tourism marketing, and social
media marketing at all levels. Some of the contents of modules/courses include digital
marketing strategy, the future of e-mail, SEO-SEA, website usability and design,
mobile marketing, from SMS to WhatsApp, creative writing online, Instagram

marketing, online advertising, social media etc.

In Spain, Digital Marketing and Social Media, Digital Tourism Marketing,
Strategy in Social Media and Digital Marketing are the programs that offer courses for
digital marketing, digital tourism marketing, social media marketing at all levels. Some
of the contents of modules/courses include Web 2.0, information exchange and
content creation, open source, YouTube and streaming content, Facebook use in
depth, SEM positioning strategies, augmented reality, marketing in the 215t century,

positioning, monitoring, branding on the internet, e-commerce techniques, etc.

Table 7 combines all the occupations and education and training programs
that are related to digital and social media marketing at all levels in project partner

countries.

4.0 A Survey of Skill Shortages and Training Needs for Digital Tourism Marketing in

Project Partner Countries

We designed and conducted empirical research to find out the views of the
managers in the tourism sector on the lack of skills and training needs in digital tourism
marketing in project partner countries. A questionnaire (Appendix 1) that had
structured and open-ended questions, and a scale that consisted of digital marketing

15
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knowledge and skill set was prepared and conducted online due to Covid-19 limitation.
The participants were asked if there was skill shortages and training needs in digital
tourism marketing domain in their country and how the given knowledge and skill set
were important. The participants consisted of managers of small and medium sized
tourism enterprises and 68 participants from 4 project partner countries (24 from
Belgium, 21 from Spain, 10 from Greece and 13 from Turkey) responded to the survey.
Responding managers worked for hotels (f=15), tour operators & travel agencies
(f=10), food and beverage businesses (f=7), digital marketing agency (f=3), adventure
& sports facility (f=1), resort (f=1) and 31 participants did not want to reveal their type
of organizations. Nevertheless, those who did not identify the type of organization were

in the tourism and hospitality industry.

Below, we first present the findings regarding the views of participants on the
skill shortages, education and training needs for digital tourism marketing. After that
the importance given to various knowledge, skill and competence areas with respect

to digital tourism marketing by the industry representatives were given.

4.1 Analysis of Skill Shortages and Education and Training Needs in Digital Tourism

Marketing Domain

The participants answered six structured and two open ended questions about
the skill shortages, education and training needs, qualified employees, education and
training programs and certification regarding digital tourism marketing domain.

Table 8. Difficulty of Finding and Recruiting Qualified Digital Tourism Marketers

Country (f)

BE ES EL TR  Total Percent
Yes 7 14 8 10 39 57.4
No 9 6 1 2 18 26.5
Noidea 8 1 1 1 11 16.2
Total 24 21 10 13 68 100

16
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Figure 4. Difficulty of Finding and Recruiting Qualified Digital Tourism

Marketers

Yes
57%

No
27%

The first structured question was about the difficulty of finding and recruiting
gualified digital tourism marketers (DTMs) for SMTEs. As Table 8 indicates, majority
of the participants, except for participants from Belgium, agreed that it is difficult to find
and recruit qualified DTMs. This finding can clearly be seen in the distribution of the
answers (Figure 1). It appears that this is not a big problem in Belgium as 9 of the 24
participants from Belgium selected "no" which means it is not so difficult. But it is still
a problem to find qualified digital tourism marketing people for the countries of the

project partners.

The second structured question asked whether there was skill shortages and
training needs regarding digital tourism marketing. Most of the participants from all
partner countries agreed that there were skill shortages and training needs in the area

of digital tourism marketing for tourism and hospitality businesses (Table 9).

Table 9. Skill Shortages and Training Needs in the Area of Digital Tourism

Marketing
Country (f)
BE ES EL TR Total Percent
Yes 11 16 9 12 48 70.6
No 5 4 0 0 9 13.2
No idea 8 1 1 1 11 16.2
Total 24 21 10 13 68 100
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Figure 5. Skill Shortages and Training Needs in the Area of Digital Tourism
Marketing

No idea
16%

No
13%

Yes
71%

The third structured question was about the sufficiency of available programs

for developing digital tourism marketing competence. The majority of the participants

agreed that there were not enough programs for training of DTMs for SMTEs (Table

10, Figure 6). This finding can be interpreted that there is a need for developing

education and training programs for digital tourism marketing for SMTESs.

Table 10: Availability of Sufficient Educational and Training Courses and

Programmes for Digital Tourism Marketers

Country (f)
BE ES EL TR Total Percent
Yes 4 5 2 4 15 22.1
No 7 8 6 8 29 42.6
Noidea 13 8 2 1 24 35.3
Total 24 21 10 13 68 100
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Figure 6: Availability of Sufficient Educational and Training Courses and

Programmes for Digital Tourism Marketers

Yes
No idea 22%
35%

No
43%

Table 11. Development of Adequate Knowledge and Skills through Existing
Training Programmes for Digital Tourism Marketing

Country (f)
BE ES EL TR Total Percent
Yes 2 2 3 2 9 13.2
No 6 8 2 8 24 35.3
Noidea 16 11 5 3 35 515
Total 24 21 10 13 68 100

The fourth structured question asked whether existing education and training
programs were adequate for the development of required competence for digital
tourism marketing. The majority of the participants had no idea and 35.3% of the

participants thought that existing programs were not good enough. It means that

Figure 6. Development of Adequate Knowledge and Skills through Existing
Training Programmes for Digital Tourism Marketing

Yes
13%

No idea |

0,
52% No

35%
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approximately one-third of the participants do think that available programs do not
reach their objectives. Therefore, there is a need to develop better education and
training programs for digital tourism marketing for SMTEs This finding also indicates
that that most of the participants do not have detailed knowledge of digital tourism
marketing education and training programs.

The fifth structured question was about the certification of the digital tourism
marketers in digital tourism marketing. The majority of the participants have agreed
that digital tourism marketers should be officially certified by a national
vocational/occupational qualification authority after completing an
educational/vocational and training course/program. This finding means that most of
the participants expect that national authorities should accredit possible future

programs and related occupations.

Table 12: The Need to Certify Digital Tourism Marketers

Country (f)
BE ES EL TR Total Percent
Yes 15 16 6 12 49 72.1
No 6 4 3 1 14 20.6
No idea 3 1 1 0 5 7.4
Total 24 21 10 13 68 100

Figure 7. The Need to Certify Digital Tourism Marketers

No idea
7%
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The sixth and final structured question asked whether it was essential to employ
gualified digital tourism marketers in SMTEs. Two thirds of the respondents agreed
that it is necessary to recruit and employ a qualified person responsible for digital
tourism marketing in SMTES. Interestingly, more than half of the participants from
Belgium did not see a need to recruit additional personnel for digital tourism marketing.
As emphasized above, this may reflect the widespread existence of digital marketing
and digital tourism marketing courses offered at every level in Belgium and that many
people are already equipped with digital marketing skills and it has become generic

skills.

Table 13. The Need to Employ Qualified Digital Tourism Marketer in SMTEs

Country (f)
BE ES EL TR Total Percent
Yes 6 19 8 12 45 66.2
No 15 2 1 1 19 27.9
Noidea 3 0 1 0 4 5.9
Total 24 21 10 13 68 100

Figure 8. The Need to Employ Qualified Digital Tourism Marketer in SMTEs

Yes
66%

As for the open-ended questions, we asked the participants what they
considered as the most important skill shortages and training needs in digital tourism
marketing for small and medium sized tourism enterprises in their respective countries.
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Social media management, digital marketing, website management, mobile app
development, search engine optimisation search engine marketing and online travel
agencies were the most cited areas in term of skill shortages and training needs (Table
14). Another open-ended question was about the required knowledge and skill areas
where existing formal or informal digital tourism marketing education and training
failed. The participants indicated that marketing practice (f=1), digital marketing for
tourism (f=1), experienced educators (f=1), Google ads (1), tips and tricks (1) and real-
life experiences and examples (f=1) were the areas current education and training

programs did not address adequately.

Table 14: Skill Shortages and Training Needs in Digital Tourism Marketing

Domain

Skill Shortages and Training Needs
Social media management

Digital marketing

Web site management

Mobile app development

Search engine optimization

Search engine marketing

Online travel agencies

Virtual reality

Augmented reality

Attractive content

Occupancy/vacancy management
Internet of things for facilities (digital keys etc.)
Staff quality and education

Digital literacy

Online price parity and price differentials
Mobile keys and digital check-in

Data collection

Data analysis

Customer views and comments analysis
Communication skills

Creating awareness

Gaining visibility & reputation

RRrpRRRRRRRRRRRRRNMNNDNOOWOOOO™

4.2 Relative Importance of Digital Tourism Marketing Knowledge, Skill and

Competence Areas

In order to find out the most important digital marketing knowledge and skill set
for training digital tourism marketers, we have compiled a list of knowledge and skills

from the literature and asked the respondent to rank them in terms of importance.
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Table 15. Answers of Participants for Importance of Competence Areas for Digital Tourism Marketer for SMTEs

Answers
No Idea Not Important Moderately Very Important *Relative
Important Importance
(Mean)
Competence Areas f % f % f % f % Rank
1. Basic digital skills 1 15 1 15 3 4.4 63 92.6 1(2.88)
2. General knowledge of 2 2.9 0 0 17 25.0 49 72.1 2 (2.66)
marketing concepts, marketing
process and digital marketing
3. Search engine optimization 0 0 4 5.9 16 235 48 70.6 3(2.65)
4. Social media marketing 0 0 2 2.9 17 25.0 48 70.6 3 (2.65)
5. Digital (paid, display, social 0 0 2 2.9 22 324 44 64.7 4(2.62)
media, video) advertising
6. Online public relations and 2 2.9 2 2.9 16 23.5 48 70.6 4(2.62)
reputation management
7. Online travel behaviour and 1 15 3 4.4 19 27.9 45 66.2 5 (2.59)
marketing channels
8. Online content marketing 2 2.9 2 2.9 24 35.3 40 58.8 6 (2.50)
9. Search engine marketing 1 15 3 4.4 27 39.7 37 54.4 7(2.47)
including remarketing and
affiliate marketing
10. E-mail Marketing 7 10.3 22 324 39 57.4 7 (2.47)
11. Electronic customer 3 4.4 3 4.4 21 30.9 41 60.3 7(2.47)
relationship management
12. Mobile marketing 1 15 8 11.8 20 29.4 39 57.4 8 (2.43)
13. Website and electronic 1 15 5 7.4 27 39.7 35 515 9(2.41)
service quality evaluation
14. Web site design and 1 15 12 17.6 26 38.2 29 42.6 10 (2.22)
development
15. Web analytics and digital 13 191 5 7.4 16 235 34 50.0 11 (2.04)

performance management

*Scale: 3= Very Important, 2= Moderately Important, 1= Not Important, 0= No idea / Not sure
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Figure 9. The Mean Values of Knowledge, Skills and Competence Areas

Fifteen knowledge and skill area are presented in Table 15 in terms of their relative
importance. The first 8 knowledge and skill area in Table 15 were found to be very
important and the rest was found to be important. The results of empirical study on
required digital tourism marketing knowledge and skills very much overlapped with
modules of the second intellectual output of the project which will develop
teaching/training material for the digital tourism marketing training programs.

5.0 Conclusions and Implication

Both review of education and training programs and survey research in partner
countries show that that there is a shortage of education and training programs
regarding digital tourism marketing as well as qualified digital tourism marketers. These
results support the importance and the value of the project. The participants confirm
the target competencies of the project. Therefore, the first intellectual output
successfully defines the knowledge and skill shortages, and education and training
needs for digital tourism marketing in project partner countries. These knowledge, skill

and competence areas are:

v Basic digital skills

v" General knowledge of marketing concepts, marketing process and digital
marketing strategy

v" Online travel behaviour and marketing channels

v' Website and electronic service quality evaluation
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Web site design and development
Online content marketing
Search engine optimization
Social media marketing
Digital (paid, display, social media, video) advertising
Online public relations and reputation management
Search engine marketing, including remarketing and affiliate marketing
E-mail Marketing
Electronic customer relationship management

Mobile marketing

AN NN Y N U N U N N

Web analytics and digital performance management

These results provide a concrete base for other intellectual outputs, namely
development of training modules (102) and qualification framework for digital tourism
marketer (I03). Based on the review of literature regarding existing digital tourism
marketing education and training programs, and survey research on skill shortages,
education and training needs in the digital tourism marketing domain in partner
countries, we have added two more modules to 102. These modules are online public
relations and reputation management, and electronic customer relationship
management. These findings will be used while developing teaching/learning units

and qualification framework for digital tourism marketing.
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Appendix 1: Survey Questionnaire

SKILL SHORTAGES AND TRAINING NEEDS FOR DIGITAL TOURISM
MARKETERS

INTERVIEW/SURVEY QUESTIONNAIRE

Dear Sir/Madam,

The DIGITOUR project, (Erasmus + project Ne — 2019-1-TR01-KA204-074619),
supported by the European Commission and Turkish National Agency, aims to develop
a specific digital tourism marketer competence profile for small and medium-sized

tourism enterprises (SMTES) in Belgium, Greece, Spain and Turkey.

With this questionnaire, we aim to identify required competences (knowledge,
skills, responsibility and autonomy) that digital tourism marketers in hospitality
businesses should have in order to capture business opportunities through online
marketing and achieve competitive advantages. Based on your feedback we will
develop a specific training program which aims to enhance the competences of
managers and employees of hospitality and tourism businesses which will be

supported by a specific occupational profile framework and teaching/learning material.

Please be as concrete as possible in order to support the development of
specific education and training programs and materials for a digital tourism marketer

occupation.

Thank you in advance.

Q.1. Do you think it is difficult to find and recruit qualified digital tourism marketers for

small and medium sized tourism enterprises?

OYes CONo COONo idea / | don’t know / Not sure
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Q.2. Do you see any skill shortages and training needs in the area of digital

marketing for small and medium sized tourism enterprises?
OYes CONo CONo idea / | don't know / Not sure

Q.3 If your answer to Q2 is 'Yes', what are the areas of skill shortages and training

needs in digital tourism marketing for small and medium sized tourism enterprises?

Q.4. Do you think there are enough educational and training courses and programs
for the education and training of digital marketers for small and medium sized tourism

enterprises?
OYes COONo OONo idea / | don’t know / Not sure

Q.5. Do you think that the existing formal or informal education and training programs
offered for digital tourism marketing, if any, are good enough to make learners

competent in that domain?
OYes CONo OONo idea / | don’t know / Not sure

Q.6. If your answer to Q5 is 'No', what are the required knowledge and skill areas

where existing formal or informal digital tourism marketing education and training fail?
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Q.7. Do you think that digital tourism marketers should be officially certified by a

national vocational/occupational qualification authority after the completion of an

educational/vocational and training course/program?

OYes CINo

COONo idea / | don’t know / Not sure

Q.8 Do you think that small and medium sized tourism enterprises should employ

someone who is qualified in digital tourism marketing?

OYes CINo

[ONo idea / | don’t know / Not sure

Q.9. Please rate how important you personally think the following competence areas

(knowledge, skill, responsibility/ autonomy related to digital tourism marketing) are for

the education and training of a qualified digital tourism marketer. Please put an X in

the grid of your choice.

No
Very Moderately | Not idea/not
COMPETENCE AREAS important important important | sure

1-Basic digital skills (working with
PCllaptop/tablet/smartphone software, word
processing, internet surfing etc.)

2-General knowledge of marketing concepts,
marketing process and digital marketing

3-Online travel behaviour and marketing
channels

4-Online content marketing

5-Web site design and development

6-Website and electronic service quality
evaluation

7-Search engine optimization

8-Search engine marketing including
remarketing and affiliate marketing

9-Digital (paid, display, social media, video)
advertising

10-Social media marketing

11-Mobile marketing

12-E-mail Marketing

13-Online public relations and reputation
management

14-Electronic customer relationship
management

15- Web analytics and digital performance
management
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