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Abstract 
 
In today’s fast-changing business environment, companies tend to lose competitiveness if their 
executives and employees cannot keep pace with advancing knowledge in their disciplines. 
Today’s organizations are realizing how important human nature is to determine business 
outcomes and hence rely on training to manage increasing levels of ambiguity, risk, technical 
complexity, and organizational politics. This holds true for India’s tourism industry as well, 
especially because tourism is a people-based service industry. More than in any other sector, its 
competitiveness and quality depend on the over 18 million people working in tourism directly or 
indirectly throughout the country. This accounts for 5.6% of the total employment in India (Asia 
Times, 2007). The importance of good skills, learning and training for the future success of the 
sector and of every single tourism enterprise in the country cannot be underestimated. Against 
this background, the paper investigates the training practices adopted by selected Multinational 
travel conglomerates in India.  
 
Key words: Multinational Travel Conglomerates, Training and Development, Training 
Strategies, In-company training practices 
 
Training Practices of Selected Multinational Travel Conglomerates in India 
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Tourism is a very diversified and complex industry, encompassing a wide range of economic 
activities and job profiles in every region and involving a substantial investment in a good 
workforce. Tourism is also one of the sectors of the Indian economy with the best outlook. 
Forecasts indicate continued steady growth of tourism in India, stronger than the average 
economic growth and this will provide good prospects for further employment growth. 
According to Planning Commission of India, Tourism is the largest service industry in the 
country. Its importance lies in being an instrument for economic development and employment 
generation, particularly in the remote and backward areas. Also, the tourism industry is one of 
the most volatile sectors. Any political, natural, economic or social upheaval and crisis occurs, 
and it leads to the disruption of the tourism activities in that region, affecting international travel, 
with a direct impact on tourism revenues and consequently on employment levels in the industry. 
In the face of such a grim picture and the changing patterns in consumer demand for tourism 
products, tourism destinations’ managers will have to answer to these challenges by providing 
higher value added products in order to stimulate an increase in tourists’ average daily spending. 
On the other hand, these challenges may also claim for a new model for tourism destination 
management based on an increase in attractiveness (more variety of products and services), 
better links and partnerships between public and private sector organizations, and more focused 
advertising campaigns directed to domestic markets to counterbalance the decrease in 
international tourist demand (Ferreira, 2004).  
 
A key aspect related to a new model for tourism management is that of the quality of the 
services. Quality in the tourism industry is crucial at a time when competition is at an all-time 
high. In fact, if tourism organizations want to maintain or improve the quality of their services, 
they will have to look for innovative ways of managing their human resources. On this front, 
actions such as the modernization of tourism training systems, more versatile working methods, 
flexible working hours and the leverage of existing employees’ skills and competencies may be 
potential strategies to reduce the existing levels of unemployment in the industry worldwide 
(Belau, 2003). Ongoing human resources development is a high priority and employers should 
be encouraged to invest in this area. This is in order to increase the professionalization and status 
of jobs in the tourism sector. Those working in the tourism sector, especially seasonal workers, 
often find they are not sufficiently trained for their specific jobs. Tourism companies who wish 
to compete and be successful in this service industry need to give adequate training to their staff, 
perhaps during off-season periods, not only to improve their staff’s career prospects but also to 
increase their own competitiveness in the sector. 
 
Thus, human resource development is of vital importance in tourism. One of the 
recommendations made by WTTC in its Human Resources Task Force White Paper is to 
facilitate urgent investment in education and training. The availability of skilled and trained 
manpower is a crucial element in the successful long-term development and sustainability of a 
tourist destination. In the ultimate analysis, skilled and trained human resources will ensure the 
delivery of efficient, high-quality service to visitors, which is a direct and visible element of a 
successful tourism product. High standards of service are important in sustaining long-term 
growth (Raj, 2008).  
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In the light of trends, new emphasis is being laid on professionalism and standards in the tourism 
industry and on the development of new skills. Training needs in this sector are increasing, 
especially in the area of information and communication technology. High staff turnover is a 
problem and is directly related to both seasonal working conditions and the low status associated 
with the tourism sector in general. Although there is a demand for qualified employees, 
employers often find it difficult to recruit new staff because of a lack of qualified personnel. 
Many employers do not consider it a priority to invest in qualified seasonal staff. However, what 
they do not realize is that training investments can give companies an edge in a competitive 
marketplace with savvy customers who will not hesitate to take their business to companies that 
provide high quality and service (Noe, 2002). Existing skills must be upgraded and skills must be 
developed to meet new demands in the tourism industry. Vocational training offers a vital tool 
for developing skilled labour in this sector. It has become imperative for enhancing tourism’s 
potential for employment through the upgradation of human resources in the tourism sector for 
improving competitiveness and employment opportunities. Given this importance of training and 
development, it becomes imperative to study the training strategies adopted by the travel 
companies across the country. This is particularly because unlike the other segments of the 
tourism industry (airlines and hotels), travel agencies are not much into developing human 
resources. In a study conducted by Lather et al (2008), the results indicated that the multinational 
companies focused more on HR practices and employee development than their Indian 
counterparts.   
 
Multinational Travel Conglomerates in India 
 
There are several MNC travel agencies operating in India, but for this study, only non-Indian 
Multinational companies have been taken – that is, whose home countries are other than India. 
These corporations have been the driving force for streamlining people practices in an otherwise 
unorganized industry. Known for their professionalism, these MNC companies have organized 
HR practices, particularly related to training and development. Several of them have their in-
house training centers which are responsible for imparting and enhancing the skills of their 
employees. With huge employee strength within India, they also have pressures from their home 
country offices to invest in their people and take initiatives to develop their skills. Some of these 
companies include American Express (Travel Related Services), BCD Travel, Brightsun Travel, 
Cox and Kings, Carlson Wagonlit Travel (CWT), FCm Travel Solution, HRG, Kuoni Group, 
Thomas Cook Group etc. These companies are characterized by multi-location offices across 
India and an extensive global network, thus having a diverse workforce. They spend a 
considerable time and effort in brand building through corporate social responsibility, 
particularly towards their employees. They plan their manpower requirements; their recruitment 
and selection processes are clearly defined; they have elaborate employee policies and schemes, 
an equitable compensation structure, a rigorous performance management system and career 
planning for their employees. They divert their resources to retain their employees and invest in 
them through training and development (Lather et al, 2008). The scope of this study is confined 
to analyzing the training practices in these companies. 
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Review of Literature 
 
A search of the literature reveals that most tourism and hospitality research into human resources 
at the macro level focuses on employment trends and labour market policy implications, the 
perceptions of industry as an employer, and industrial relations--with the greater concentration 
on the hospitality sector (Lashley and Watson, 1999). Very few studies have been conducted in 
India and outside that relate specifically to training and development in the tourism industry. The 
Literature Review is divided into the following subsections: 
 
a. Training and Development in Multinational Companies 
b. Training and Development in Tourism 
c. Tourism Training in India 
 
Training and Development in Multinational Companies 
 
Many foreign companies from other industries, particularly IT, are recognizing the undeniable 
strength of India’s talent pool and are finding ways to combat the increased costs while 
continuing to grow their operations in India. Methods for HR cost reduction include stronger 
performance appraisal systems designed to identify and address inefficiencies, reduced travel 
allowances for senior executives, and training programs to increase productivity of engineers and 
other research personnel. The same is true to a considerable extent for the multinational travel 
companies in India as well. Most of them have started their own training initiatives in order to 
develop their employees and contribute to the skill enhancement of tourism personnel. Kuoni 
Academy of Travel is one such example. 
 
There is evidence that multinationals adhere to local host country norms in training and 
development patterns (Rosenzweig and Nohria, 1994). There is also evidence that the extent to 
which development activity is localized or global systems of control are adopted is dependent on 
the criticality or scarcity of the human capital involved (Taylor and Beechler, 1993). The systems 
for identifying and managing this type of capability for managerial employees are often regarded 
as a central activity of international HR functions (Edwards et al, 2007). The identification and 
development of managerial capability across national borders, for example through the 
development of global competencies, provides the multinational with a means of achieving 
integration of its activities. Given this, we might expect that MNCs whose Indian operations 
need to be strategically integrated with other parts of the worldwide company are likely to adopt 
a profile of managerial training and development activity different from those where the need for 
strategic integration is low. An alternative but equally important source of influence over human 
capital development in MNCs is the development tradition and associated employment practices 
derived from the country of origin of the parent (Edwards et al, 2007). For example, Japanese 
MNCs’ investment in formal educational programmes and informal company-specific training is 
widely recognized (Aoki and Dore, 1994). Training is an area of employment practice with 
potentially conflicting sources of influence emerging from - the local labour market context and 
human capital investment traditions; the strategic demands of the MNC; and the human capital 
development traditions of the MNCs’ country of origin (Edwards et al, 2007).  
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In Multinational Companies, the training function was more organized, and there was a strategy 
in place. The primary reason for this was the pressure from the home country (outside India) 
where HR is more structured and they have an obligation to fulfill in investing in their employees 
(Erden and Erden, 1988). In another study by Zheng et al, (2007) conducted on training practices 
in multinationals in Asia, it was revealed that MNCs invested significantly in training. The 
majority of training emphasized on managerial and professional staff development, and spent 
considerable effort in designing and offering more relevant and better quality training programs 
to their employees located in Asian subsidiaries.  
 
Training and Development in Tourism  
 
Tourism can be described as a ‘‘hands on’’ industry requiring employees with well-honed 
vocational skills (Bécherel, 2001). Therefore, the tourism industry relies heavily on vocational 
training programmes to develop its human resources. However, in many destinations there is 
little coordination between the tourism industry and the educational and training institutions to 
match needs with provision. According to Richter (1986, ibid), there has traditionally been an 
uneasy relationship between manpower planning and vocational training planning. In 2004, an 
international workshop ‘Trends and skill needs in the tourism sector’ was organized which 
highlighted latest trends and skill needs in the hotel, catering and tourism sector in an 
international perspective. Discussion about the role of qualifications in the tourism sector 
touched the problem of human resource waste caused by high appreciation from other sectors 
and employers’ failure to attract qualified personnel to the sector. Taking into account the need 
for qualifications from other sectors, the participants agreed that transversal and hybrid 
qualifications might be useful and could lead to new occupational profiles. Furthermore, it is 
vitally important for the sector to be able to attract the labour force trained specifically for work 
in tourism. The problem was noted that some employers deliberately look for unqualified labour 
for the sake of paying less, leading to the question whether such a policy would lead to higher 
profits and longer-term competitiveness. An important outcome of the discussion was that the 
skill gaps in the tourism sector, under the condition of insecure and often seasonal employment, 
relatively low pay can be overcome by training and development. 
 
Jithendran and Braun (2000) suggest a comprehensive and strategic approach to HRD, catering 
to the training and education needs of Indian tourism at various levels for the major target 
groups. While giving an overview about the status of training and development in hospitality, 
Roberts (1999) says that the hospitality industry has not been slow to recognize the importance 
of effective staff training and development and there has been a significant increase in 
investment. 
 
Tourism Training in India 
 
So far there is no evidence that any kind of HRD approach is being followed by the Indian travel 
agencies, forget about training and development initiatives. Even the travel agency literature is 
silent in this context. This came about in a research conducted by Chand and Chauhan (2003). 
According to Batra and Chawla (1995), at present, there are no formal training programmes for 
the personnel in the field of activities of tourism. While there has been significant research work 
done to highlight the importance given to HR practices, particularly training and development in 
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the hospitality industry, in comparison the travel agencies do not boast of such a trend. Findings 
of the study conducted by Chand and Chauhan (2003) reveal that HRD practices in travel 
agencies are scattered and not implemented uniformly. Mathur (2003) in another study also 
states that the apt way to have a competitive edge in the field is through human resource 
development. According to her, research, the management’s attitude towards HRD in most 
organizations is not encouraging. Most of the heads of the travel companies are of the opinion 
that the money spent on HRD may not yield profitable returns which is primarily because most 
of them lack an understanding of the HRD techniques and their advantages. Indian tourism, 
despite its immense potential, has seen tardy development, and shortcomings in the HRD domain 
have been one of the reasons for this below par performance. 
 
In another study by Lather et al (2008), related to the HR practices in travel agencies, it was 
revealed that HR was largely ignored and in several Indian travel companies there was a lack of 
an adequate operational HR framework. There was a lot of focus on product trainings, which was 
the result of the business requirement of the companies, and did not incur any costs for the top 
management (since both airlines and CRS companies conducted these trainings free of cost) but 
negligible focus on behavioral trainings. Chib (1980) noted in the context of tourism that it is 
usually only the very large companies which have resources, expertise and career structure to 
undertake systematic training. Much of the training given is job-related, vocational and has little 
career orientation. Most training for tourism in developing countries is done by large, often 
multinational companies, supported by some government sponsored vocational training 
programs (Huybers, 2007). Although substantial research has been done in other industries, 
including hospitality, in the area of training and development both at the international and Indian 
level, as suggested by the review of literature, it is with respect to tourism training that not many 
development studies are available. Since it is a relatively un-researched area, this study proposes 
to understand the training practices of a few multinational travel companies with home country 
other than India, but operating in the country.  
  
Objectives of the Study 
 
• To study the training practices in selected Multinational Travel Conglomerates 
• To identify the driving forces for training in the selected companies 
• To analyze the implementation issues and recommend the way forward for the selected 

companies  
 
Research Methodology 
 
The study has been carried out in six multinational (whose home country is not India and has 
global locations), IATA (International Air Transport Association)-approved travel agencies with 
turnover more than INR 100 crore in India. The remaining companies refused to participate in 
this survey research. The data was collected during June 2009 – April 2010, through a structured 
questionnaire which comprised of the following: 
 
a. Part A – Company Information and Training Statistics 
b. Part B – Behavioral vs. Technical Training  
c. Part C – Training Practices (Likert scale - Strongly Agree…Strongly Disagree, 5 to 1) 
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            SPSS software was used for the data analysis where required. 
 
The Sample – Respondent Characteristics 
 
The companies which have been studied are BCD Travel (Company1), Carlson Wagonlit 
(Company2), FCM Travel Solutions (Company3), HRG (Company4), Kuoni Group (Company5) 
and Thomas Cook (Company6). Responses from senior employees have been taken, including 
the top management at the level of COO and VP.  
 
Company Profiles 
 
Given below is the brief company profile of the above selected companies. 
 
BCD Travel  
 
Vision Statement - Anticipate and act upon the evolving needs of our customers and 
partners, responding to them with excellence in our people, processes and technologies. 
 
Corporate Profile - The expert in travel for a growing global work force, BCD Travel is the 
world’s third largest corporate travel management company, founded in 2006. Their integrated 
and global technology infrastructure provides intelligent analysis of travel data, allowing 
corporations to set foundations for efficiency and return on travel investment. Their consistent 
service delivery provides travelers with a broad range of resources to help them stay satisfied, 
productive and focused on their business objectives. BCD Travel is a privately held company of 
BCD Holdings N.V. BCD Travel combines service leadership with flexible technology, 
intelligent data analysis and strategic solutions to provide advantages to customers of all sizes, 
all around the globe. Their comprehensive industry insight and strong, stable ownership allows 
them to guide clients through a rapidly changing and complex business landscape. 
 
Carlson Wagonlit Travel (Cwt) 
 
Vision - To manage travel programs holistically, consistently balancing the clients’ vital 
procurement and cost goals with CWT’s commitment to the highest quality of service and 
traveler security.  
 
Corporate Profile – Carlson Wagonlit Travel (CWT) is a global leader specializing in 
business travel management. CWT is dedicated to helping companies of all sizes, as well as 
government institutions and non-governmental organizations, optimize their travel programs and 
provide best-in-class service and assistance to travelers. By leveraging the talents and know-how 
of its people around the world and providing leading-edge technology and innovative solutions, 
CWT enables clients across the globe to drive savings while delivering service and enhancing 
security and sustainability. CWT also plays a major role in meetings and events management, 
providing strategic know-how and a host of services and technology solutions that help 
companies make the most of their investment. It has a diverse client portfolio of large 
corporations, small and mid-sized companies, government institutions and non-governmental 
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organizations. Its clients include one-third of the Fortune Global 100 companies. With more than 
51 million online and offline transactions, it generated sales worth US$21.4 billion by its wholly 
owned operations and joint ventures. Customer satisfaction is a driving force at CWT. CWT 
works with its clients to respond to the complexities and challenges of business travel 
management while addressing the needs and expectations of travelers.  
 
Fcm Travel Solution 
 
Vision - To be the local travel and expense management specialist of choice for companies in 
every region of the world 
 
Corporate Profile – FCm’s global business spans more than 70 countries in Asia Pacific, the 
Americas, Europe, the Middle East and Africa. Throughout the world, they share one ‘business 
DNA’ based on the same philosophies and culture. In every country, their teams believe in local, 
flexible and personal service. And they look after their people who look after the clients. 
Whether anyone needs to travel internationally or consolidate their travel activity and costs 
across multiple countries, they will also benefit from FCm’s global experience, reach and 
negotiating strength. FCM’s approach is about the traveler and his savings. All people work 
within a value-adding 'Service Continuum’ to ensure an ongoing understanding of the objectives 
and the delivery of savings.  
 
HRG (Hogg Robinson Group) 
 
Vision – As an international corporate services company, Hogg Robinson Group (HRG) is 
committed to delivering a range of services which bring demonstrable value to our clients. We 
recognise the vital role our people play in delivering service excellence. Our unique combination 
of knowledge, experience, expertise and a passion for what we do allows us to continue to 
exceed client expectations at every opportunity and, as such, we are resolute in our endeavours to 
attracting, motivating and retaining the very best talent. We aim to be the ‘Company of Choice’ 
for existing and future employees, clients, business partners and investors. 
 
Corporate Profile – HRG is an award winning international corporate travel services 
company employing more than 5,000 people worldwide. HRG uses their global reach, local 
expertise and business travel experience to deliver first-class products and services to clients 
across the globe. At the core of their offering is ‘Corporate Travel Management’, through which 
they provide a comprehensive range of products and services tailored to our clients’ specific 
needs. Whether their clients are focusing on cost savings, personal service, online booking tools, 
consulting, data management and analytics, events and meetings management, traveler tracking 
or a totally outsourced travel management function, HRG offers practical advice and innovative 
solutions to meet their individual requirements. Client service is of paramount importance here. 
Their goal is to deliver a world-class service that meets the unique requirements of each and 
every one of their clients and which exceeds their expectations. By providing the very best 
standards of service through the delivery of bespoke products and innovative solutions, they are 
rewarded with high client loyalty that is the envy of many of their peers. Their competitive 
advantage lies in their global network, people as their strongest asset, their cutting-edge 
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technology developed in-house, and the flexibility to adapt to client needs. Through the parent 
company Hogg Robinson Group, HRG has a long and prestigious history: more than 160 years 
of experience specializing in a range of high quality corporate services for multinational and 
national clients throughout the decades.  
With a proven track record of stability, experience and delivering on promise, their philosophy is 
to focus on offering a comprehensive and extensive range of services which deliver real value for 
our clients. 
 
Kuoni Group 
 
Vision - Kuoni aims to be the most admired leisure travel company in the world, with a global 
market leadership position in the premium, specialist and destination segments, and selective 
local leadership positions in the standard packaged holiday segment. Kuoni serves consumers 
primarily through direct relationships, both offline and online, and takes full advantage of its 
broad knowledge base, top lifestyle brand and best people. 
 
Corporate Profile and History 
 
The Kuoni Group is one of the world’s leading globally-active leisure travel organizations, with 
a worldwide workforce of 9 070 (full-time-equivalent) employees and consolidated turnover for 
2009 of CHF 3 894 million. Kuoni’s activities are focused on its core leisure travel and 
destination management businesses. The head office of Kuoni Travel Holding Ltd. is in Zurich, 
Switzerland, where Alfred Kuoni founded the company back in 1906. The Kuoni Group has 
steadily and systematically developed its position in the world travel market over the years, and 
has branch operations today in more than 40 countries in Europe, Asia, Africa, Australia and 
North America. In the premium and specialist segment, Kuoni is the world’s number-one 
provider. Kuoni aims to be not only the leading but also the most successful and most 
internationally-established tourist travel company in this business segment. The Kuoni Group 
was named “World’s Leading Tour Operator” at the annual World Travel Awards for eleven 
years in a row. The activities of the Kuoni Group are focused on two business areas, leisure 
travel (in the premium, specialist and mainstream segments) and destination management.  
 
Thomas Cook 
 
Mission – Exceptional Service from Exceptional People 
 
Corporate Profile - Thomas Cook Group plc is one of the world's leading leisure travel 
groups with sales of £9.3 billion and 22.1 million customers. Founded in 1841, it is one of the 
oldest travel companies, founded by Thomas Cook. They operate under five geographic 
segments in 21 countries, and are number one or number two in their core markets. Their 
business is supported by 31,000 employees, a fleet of 95 aircraft and a network of over 3,400 
owned and franchised travel stores. Their strategy is to focus on strengthening their core 
mainstream business and invest in areas of future growth, primarily independent, travel-related 
financial services and other opportunities via mergers, acquisitions and partnerships. This global 
travel group is an industry leading in margins and focused on cash generation. They have a 
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flexible asset light business model with the strategy to deliver top line and margin growth under 
the aegis of an experienced management team. 
Snapshot of the Multinational Companies 
The details related to the company information of the selected multinational travel conglomerates 
are summarized in the table below (Table1). 

Table1: Company Information 

Name of 
Agency Inception Business 

Volume 

India 
Turnover 
(Crores) 

Worldwide 
Presence Global HQ India HQ 

No. of 
Employees 
Worldwide 

Company1 2006 US$14.6 
Billion 

350 90 
countries 

Utrecht, 
Netherlands Mumbai 13,000 

Company2 1994 US$ 21.4 
Billion 

1200 150 
countries Paris, France Gurgaon 22,000 

Company3 1993 US$5.1 
Billion 

100-250 74 
countries 

Brisbane, 
Australia New Delhi 5,000 

Company4 1945  US$ 6.9 
Million  

1000 120 
countries 

Hampshire, 
UK New Delhi 12,000 

Company5 1906 US$ 4 
Trillion 

400 40 
countries 

Zurich, 
Switzerland Mumbai 9,070 

Company6 1841 US$ 5.2 
Trillion 

250-500 21 
countries 

Peterborough, 
UK Mumbai 31,000 

Collected From Various Sources 

Training Statistics 
  
Training is an integral function in these companies. All the companies are investing heavily in 
training and development. They all have budgeted their training expenditure and send their 
employees to attend training programmes on an ongoing basis. Table2 below gives the key 
elements of their training function. 
 

Table2: Training Statistics 

Travel 
Agency 
Name 

Separate 
Training 

Deptt. 

Approving 
Authority 

Head in-
charge of 
Training 

Training 
Execution 

Have 
you 

budgeted 
your 

training 
expense? 

If yes, what 
is your 
annual 
training 

expenditure? 

How 
many 

training 
programs 

were 
conducted 
last year? 

How 
many 

employees 
were sent 

for 
training 

last year? 

Company1 N MD MD 
Head - 

Corporate 
Affairs 

Y INR 3 Lakhs 11 100 

Company2 Y CEO Director-
HR 

Training 
Manager Y Cannot reveal 40 100 

Company3 Y COO VP-HR VP-HR Y Can't say 20 50 

Company4 N COO VP-HR VP-HR Y INR 25 lakh 60 400 

Company5 Y MD Chief-HR Training 
Manager Y INR 30 lakhs 40 200 

Company6 Y MD Director-
HR 

VP-
Training Y Cannot reveal 40 100 

Source: Based on Survey 
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Types of Training Conducted - Behavioral Training Vs Product Training 
 
There are two broad categories of trainings namely, technical trainings and behavioral trainings 
that are important for all professionals. Specifically related to the travel and tourism industry, the 
technical trainings cover the product-related aspects of the job and are related to reservation 
systems, fares, ticketing, itinerary planning, health and travel insurance, visa, foreign language 
and foreign exchange procedures etc. Knowledge of these products is essential for improved 
performance of travel agency employees. Behavioral trainings are related to soft-skills trainings 
in managing business, managing people, managing customers, managing self and some of these 
are related to sales negotiation skills, leadership, customer service, problem solving and decision 
making, team building, presentation skills, business communication, stress management, time 
management. As high performance practices become the organizational norm, the workforce 
requires the necessary education and training foundations to contribute effectively (Costin, 
2002). With work structures changing, traditional command and control methods are being 
replaced by flatter, horizontal, structures; teams are being empowered to make decisions; 
workers require higher skill levels and there is greater partnership between employees and 
management. With innovative work systems and practices are introduced, such as team working, 
performance related pay, job rotation or TQM, there are immediate implications for employee 
skills.  
 
Rapid changes in the structure of employment and in the organization of work generally, have 
led to a growing recognition that the possession of ‘soft’ skills (which are variously referred to as 
‘generic’, ‘personal’, or ‘behavioral’) are integral to working effectively in new work patterns. 
These types of skills are reported to be of increasing importance to employers as they relate to a 
person’s ability to operate effectively in the workplace either alone or with others (Foot, 2006). 
Traditionally, the word “skill” has been associated with a range of technical, job-specific abilities 
which require training and instruction for a worker to become proficient or skilled within a 
particular job reference. In latter times, there has been growing interest in a range of abilities 
which are variously referred to as ‘generic’, ‘personal’, ‘behavioral’ or ‘soft’. These skills relate 
to a person’s ability to operate in the workplace, either alone or with others (Costin, 2002).  
The need for these types of skills is not new, but contemporary changes in the organization of 
work, the focus on team-working, and the growth in the services sector have increased their 
importance and they are now emerging as a critical feature for organizational success (Page, 
2001). Other skills, which at times overlap, yet are distinguishable from soft skills in their use, 
are basic skills, core skills, and key skills. There is a general recognition of the importance of 
“soft skills” in improving the productivity of the workforce, but there is still quite a degree of 
ambiguity in defining their boundaries. In general, throughout the research, soft skills were seen 
as people-oriented skills and self-management skills. 
 
Thus, behavioral or soft skills are becoming increasingly important, both to cope with the level 
of change, and to work with a more participatory management style. The increasing emphasis on 
customer care has further emphasized this. Further, all employees require the skills to interact in 
a positive manner to be able to create and maintain a safe and dignified working environment. 
While the continued emphasis on developing core technical and hard skills is essential for the 
industry, the need for soft skills is increasing and requires attention now to prevent a critical gap 
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arising in the future. The lack of soft skills will impact on the effectiveness of organizations, and 
ultimately the economy, over the long term (Batra & Chawla, 1995).  
To maximize their effectiveness, travel and tourism professionals need both the hard technical 
skills as well as the soft people skills (Negi, 1998). Unfortunately, almost all organizations invest 
considerably in technical training, but very little in the people skills that matter most to 
customers. Customers typically want professionals who are effective at listening to their needs, 
communicating in their language, managing expectations, building trust and resolving issues. 
The top management must realize that for service organizations the interaction between front-
line personnel and the customer is crucial as they aim to create high quality service encounters. 
In the travel industry, just as it is important to keep technical skills up to date for employability, 
similarly, for rising in the ranks, it is important to be able to work well with people and know 
how to lead a team (Swain, 2006). Those travel industry professionals who recognize the 
importance of these so-called soft skills or behavioral skills are miles ahead of their peers. The 
authors propose some elementary trainings (Table3), including both product and behavioral, for 
the employees of travel agencies, based on the literature review, personal feedback from the 
employees and management of the travel companies.  
 

Table3: Classification of Trainings 
 

Behavioral or Soft-Skill Trainings Product or Technical 
Trainings 

Telephone Etiquettes CRS Training 
Consultative Selling Skills Fares 
Negotiation Skills Ticketing (Domestic) 
Customer Service Ticketing (International) 
Time Management Itinerary Planning 
Business Communication Foreign Language 
Team Building Computer Basics 
Key Accounts Management    
Customer Relationship 
Management 

 

Presentation Skills  
Leadership Skills  
Decision making & Problem 
solving Skills 

 

Interviewing Skills  
Finance for Non-finance personnel  
Train- the – trainer  

 

Proposed By the Authors 
In India, the focus on product-related trainings is extremely high, and this is perhaps due to the 
business requirements of the companies. However, in the case of the multinational companies, 
there is greater focus on behavioral trainings than in the case of Indian companies. In fact, Tables 
4 and 5 below highlight the scenario of the trainings in the MNCs, clearly indicating that except 
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Foreign Language and Computer Basics, all the other product related trainings have a mean more 
than 4.   
 

 
 

Table4: Product Trainings in Selected Multinational Companies 
 

Product Trainings (Test 
score 40) N Mean

Std. 
Dev. T df 

Sig. 
(2-
tailed) 

CRS Training 24 4.67 0.56 
-
306.55 23.00 0.00 

Fares 24 4.50 0.59 
-
294.89 23.00 0.00 

Ticketing (Domestic) 24 4.25 0.61 
-
288.10 23.00 0.00 

Ticketing (International) 24 4.58 0.58 
-
297.31 23.00 0.00 

Itinerary Planning 24 4.33 0.70 
-
248.92 23.00 0.00 

Computer Basics 24 3.96 0.62 
-
282.92 23.00 0.00 

Telephone Etiquettes 24 4.21 0.66 
-
266.48 23.00 0.00 

Foreign Language 24 2.50 0.66 
-
278.61 23.00 0.00 

 

In the case of behavioral trainings, those that the organizations consider as most important 
include Key Accounts Management, Customer Service, Time Management and Decision Making 
and Problem Solving. All of these are key deliverables for their customers and are a business 
imperative. Trainings like Finance for Non-Finance personnel, Presentation Skills and 
interviewing Skills are deemed as not important for the travel agency staff. 
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Table5: Behvaioral Trainings in Selected Multinational Companies 
 

Behavioral Trainings (Test 
score 70) N Mean

Std. 
Dev. T df 

Sig. 
(2-
tailed) 

Train the trainer 24 3.33 1.24 
-
263.50 23.00 0.00 

Consultative Selling Skills 24 3.29 1.30 
-
251.10 23.00 0.00 

Negotiation skills 24 3.71 1.16 
-
279.92 23.00 0.00 

Key Accounts Management 24 4.13 1.19 
-
270.97 23.00 0.00 

Customer Service 24 4.42 0.78 
-
414.29 23.00 0.00 

Time Management 24 4.17 0.64 
-
506.29 23.00 0.00 

CRM 24 3.58 1.28 
-
253.69 23.00 0.00 

Presentation skills 24 2.96 1.00 
-
328.73 23.00 0.00 

Leadership skills 24 3.29 1.20 
-
273.00 23.00 0.00 

Decision making & Problem 
solving 24 4.13 1.19 

-
270.97 23.00 0.00 

Business Communication 24 3.71 1.16 
-
279.92 23.00 0.00 

Interviewing Skills 24 2.79 0.59 
-
559.73 23.00 0.00 

Team Building 24 3.33 1.09 
-
299.59 23.00 0.00 

Finance for Non-finance 
personnel 24 2.92 0.97 

-
337.31 23.00 0.00 

 

Training Practices 

Training Practices in the selected organizations are quite structured and consistent. There is an 
elaborate training plan for the employees. All of them agree that training and development plays 
a critical role in developing the skills of the employees in their respective organizations. They are 
of the opinion that training helps in optimum utilization of human resources and assists in 
increasing employee productivity. They also are of the view that training helps in improving the 
organizational culture and building positive perception about the organization. Their outlook 
towards training is positive and they feel that it helps improve quality of work and work-life. 
Table6 gives the prevalence of training initiatives in the selected conglomerates. 
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Table6: Training Practices in Selected Multinational Companies 
 

Training Practices Com
p. 1 

Com
p. 2 

Com
p. 3 

Com
p. 4 

Com
p. 5 

Com
p. 6 

Me
an SD. 

The company has a clear 
development or training 
plan/strategy. 

4 5 4 5 3 4 4.1
67 

0.7
53 

There is an elaborate training 
and development system for 
employees. 

3 4 4 4 3 4 3.6
67 

0.5
16 

Employee training meets 
their needs for their current 
job. 

4 4 5 4 3 4 4.0
00 

0.6
32 

Employees get the training 
they need to do their job 
well. 

4 4 5 4 3 4 4.0
00 

0.6
32 

The employees are aware of 
available training and 
development activities. 

5 4 5 5 4 4 4.5
00 

0.5
48 

The employees are given a 
real opportunity to improve 
their skills in this Company. 

5 4 5 5 3 4 4.3
33 

0.8
16 

The company invests in 
appropriate trainings for its 
employees. 

4 4 5 4 3 4 4.0
00 

0.6
32 

Both technical and 
behavioral trainings are 
provided to employees. 

4 5 4 5 3 4 4.1
67 

0.7
53 

Managers and employees 
find the training program 
relevant to their needs. 

5 4 4 4 3 4 4.0
00 

0.6
32 

There is a mechanism to 
evaluate training 
effectiveness. 

4 4 4 5 2 4 3.8
33 

0.9
83 

Each employee has his/her 
Individual Development Plan 
(IDP). 

5 5 4 5 3 4 4.3
33 

0.8
16 

 

The above table clearly indicates that trainings are imparted to the travel agency staff. However, 
there is little effort that is being done in the area of evaluating the training effectiveness.Despite 
the fact the two of the companies do not have dedicated training departments, still the initiatives 
are being taken in that direction.  
 
Discussion and Conclusion 
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Pressures from their global headquarters and the support from the top management ensure that 
the training function receives adequate attention and resources in the multinational companies. 
Technical trainings are really the requirement of the business and the employees need to be 
experts in product related information, and thus they find takers by top management to send their 
employees for such trainings. Since the behavioral trainings involve a lot of logistics in terms of 
arranging trainers, incurring costs, inability of organizations to measure immediate effects and 
results, they are not the most favored amongst both kinds of trainings. Moreover, product 
trainings are more of a business imperative than anything else. So, though there is greater 
emphasis on product trainings, it is the behavioral trainings which require more focus and 
emphasis. The need of the hour is to develop the sustainable development competence of the 
future work-force in order to ensure preparedness for the twenty-first century work-place. 
Training not only creates employment, but also boosts employability. It provides the technical, 
entrepreneurship and work skills indispensable to earn a livelihood. It is also basic to offer 
people a future longer-term perspective for themselves. 
 
Training programmes need to articulate well with employment-creation, for maximum synergy. 
Training should be strictly need-based and demand-led. Thus, bridges are essential with the 
various labour market institutions and processes: labour market information, employment 
services, public works, credit and other support to small enterprises, unemployment and social 
support services, etc. Training should provide skills for activities that are potential engines of 
economic and employment growth. Training services for existing enterprises, to upgrade and 
reorient technical skills or develop management capacity can help stimulate their labour 
absorption, avoid retrenchments and facilitate redeployment of retrenched workers. Training 
needs to be a means of social integration and social healing, including life skills on peace, 
reconciliation, alternatives to violence, crisis prevention and preparedness etc. Training activities 
must be culturally appropriate. They must promote self-employment and micro-enterprise or 
cooperatives, for instance, may fail where there is no tradition of similar associations or group 
work.  
 
The authors conclude that the three key common threads of the tourism training strategy are 
employability (ensuring a tight link between training and employment opportunities, among key 
labour market institutions upstream and downstream of training and addressing trainees’ needs 
and aptitudes); sustainability (preparing the long-term continuation of skill-building activities, 
through building capacity and commitment of trainers, training institutions, decision makers, as 
well as social partners, NGOs and other relevant national and international actors, and limiting 
costs) and decent work promotion (integrating into training work, guidance on occupational 
safety and health, non-discrimination, ethical practices, especially to safeguard tourists who visit 
India) 
 
Multinational companies are very stringent when it comes to exceeding customer satisfaction. 
When it comes to implementing their sustainability strategy, their employees are pivotal. In their 
contacts with customers, suppliers and further business partners, it is their employees, who play a 
major part in putting the strategy into practice. These MNCs are heavily dependent on having 
committed employees who are prepared to address and respond to constantly changing trends 
and customer needs.  
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Needless to say, providing appropriate training and instruction on sustainability issues is a key 
focus area. The employees working with these MNCs are drawn from so many different 
backgrounds, that efficient training practices play a critical role in ensuring consistent customer 
service. And that is the reason why identifying and nurturing the abilities, motivation and 
potential of their people all over the globe, supporting the corporate culture and ensuring that 
their company values are firmly and sustainably anchored therein are among the most important 
tasks of the Human Resources department of these Multinational Corporations.  
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