Part of the thrcat springs from néglccting the pe .
for developing a quality workforce capable of facing global e
towards increased competitiveness. o

Achieving this goal mainly requires setting  effective
strategies particularly regarding the development of a whole « i
new competence-based programs with a mature blend of s lls ap

knowledge. .

This research also aims at studying the plans adopted for
traiming in the Egyptian travel agencies to develop a quality
workforce capable of facing global trends towards increase
competitiveness. To solve this problem, recommendations were

proposed. One of the most important recommendations is: Setting
effective training strategies particularly regarding the development ¢ _’-.
a whole series of new competence-based programs with a mature
blend of skills and knowledge. '

strategies and plans adopted for training in most trave] encies,

~ The study resulted in: despite the global competition tra
agencies in Egypt face and despite the severe threats they confront
yet there are no definite methodical strategies and plans adopted for

training in most trave] agencies. '

Key words: Training, travel agencies, SWOT analysis, traini

process.

54

-

Scanned by fpScanner



' , % educated to work effectively in such “. m
;.“ ented organization (Chen and Lee, 2000). e

Training is defined as any attempt to improve employee's
iy held job or on one related to it. This

erformance on a current ‘ :
changes in specific knowledge, skills, attitudes or

usually “?ea.ll.l; be effective, training should involve a learning

: be a planned organizational activity, and be designed in
response t0 identified needs.

Ideally training should be designed to meet the goals of the

L]

organization while simultaneously meeting the goals of individual
employees growth. (Bernardin, Russel, 1998).

There has been growing recognition over the last decade of
the importance of a skilled workforce as the basis gf competitive
economic advantage. This has led to increasing attention bemg paid
(o initial and continuing vocational education and training. (Sission,

2001).

Training must be viewed as an Ongoing developmental
process, not a simple solution to a short-term problem. Therefore,

training must be relevant, informative, interesting, and applicable 10
the job, and it must activcly involve the trainee. As Confucius put 1t

"I hear and | forget; 1 see and | remember; 1 do and 1 und!:rstan s
(Leonard, Hilger, 2004).

rtance of Strategic Planning to Training:

. The key idea underlying strategic planning is that of strategy
o ach business, the company must develop a game plan for
dchieving its long-run objectives. Furthermore, no ONE strategy 15

535
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o ®
. SWOT is an acronym for an organization's -
weaknesses, opportunities and threats. A SWOT amlm =
technique for evaluating an organization's internal strengths ”i‘*
weaknesses and its external opportunities and threats, A - .
Me of using a .$WOT analysis is that it provides a ¥= |
overview of an organization's strategic situation. The underlying ki
assumption of a SWOT analysis is that managers can better formulate "
a mssﬁfl strategy after they have carefully = reviewed h
- Orgamization's strengths and weaknesses in light of threats and
- Opportunities the environment presents. (Rue, Byars, 1997).

m # w » " :
oT y:ll:ml-)tl-.ys a significant role in planning as shown in

s:ft:;n Agree || Operating Monitor | |
e, P st || O || el
il 3

[ Q8
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Strategy SWOT: The purpose of internal analysis is to establish
( the organization is good at (its strengths) and what it is no so
at (its weaknesses).

The second stage in strategic analysis is an examination of the
organi;ratinn's external environment (an external analysis).

It is important {0 understand that a detailed internal and external
analysis 1S a necessary prerequisite for the SWOT information - if
eme}gcs from the internal and external analyses. (Evans, Campbell,

storehouse, 2003) |
Identifying the current strategy involves more than looking up

the strategy that managers wrote down the last time strategy was

formulated. (Saloner, Shephard, Podolny, 2001).

Therefore the following aspects should be determined in order to

conduct effective training:

e The strategic area, i.e. standards that describe the strategic
decision-making processes including organizational planning,
setting targets and mission statements.

o The operational and technical area, i.e. standards that
operationalise the mission and strategic planning statement for the
organization.

o Operational management, i.e. standards that enable the
operational statements to be distributed and delivered etfectively.

o Organizational management, i.e. standards that describe the
contributions of individuals to the management and effectiveness
of the organization.

o The value base, i.e. standards that represent the core values, ethics
and behaviors that underpin good practice in an organization.

(Gerber, Lankshear, 2002).

The Training Process:

- Determining preconditions of learning:

wha
gnod

~ Trainees must be ready to learn before they are placed in any
ralning program. To ensure this, human resource (HR) professionals
should determine whether trainees are trainable (i.e., whcther they
hav; thf: ability to learn and are motivated to learn). In addition, HR
E:Ofe“f‘““mﬁ Shuu_ld try to again the support of trainces and their

Pervisors before implementing the program.

i In additim:. to generating the support of trainees for training,
- SEP‘JH of their supervisors, coworkers, and subordinates who are
faciliy Pportive of training: should be sought. Then tht?y may not

Hate the learning process (e.g., allow employees time off for
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using new skills). (Bernardin, Russe

training, reward them for

1998).

;smml:

o s ASSC ,
. Conducting need ach to planning the assessment progeg

A popular appro

L - rl I1 : ..
L] t‘.‘ i i i

) L . : --|. L I] (l rl fl Ile!;tl L]

interviews, surveys, efc.).

sather the data. ;
j xﬂnl:m and verily the data. Prepare 8 el vopont.

»nare a final report. . indivi

These steps may
but a plan always helps to produce favorable resyjtq

the company.,

(Rue, Byars, 1997).

- Developing learning objectives: |
Although training program can be developed without deriving

learning objectives, there are several advantages to developing them,
The process of defining learning objectives helps the HR professiong]
identifies criteria. for evaluating training programs. Learning
objectives direct trainers to the specific 1ssues and content to focys
on. This ensures that trainers are addressing important topics that
have been identified through strategic HR planning. Also, learning
objectives guide trainees by specifying what is expected of them at
the end of training. Finally, specifying objectives makes the HR
department more accountable and more clearly linked to HR planning
and other HR activities. (Berndardin, Russel, 1998).

- Establishing Training Objectives:
After training needs have been determined, objectives must

be established for meetin ini T
| g these needs. Training objectives can be

categorized as follows: e

I- Instructional objectives:

& " -
What principles, facts, and concepts are to be learned in the
training programs? |

e -
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What impact will the training have on the behavioral and
attitudinal outcomes of the individual trainee?

wWhat impact will the training have on the personal growth of

the individual trainee?
When clearly defined objectives are lacking, it is impossible

evaluate a program cfficiently. (Rue, Byars, 1997).

the Appropriate Methods for the Training Program:

Training methods can be divided into two categories:
]mmcthods that are primarily informational or transmittal in nature;
F that 1s. they use primarily one-way communication in which

. formation is transmitted to the learners;
methods that arc experiential 1n nature; that 1s, the learner

teracts with either the instructor, a computer/simulator,
customers, or other trainees to practice the skill.
Most training programs use several training techniques since no one

approach 1s best suited for every purpose.
At a minimum, the training methods selected should:

_ motivate the trainee to learn the new skill;
_ illustrate the desired skills to be learned,
- be consistent with the content (e.g., use an interactive approach

to teach interpersonal skills);
- allow for active participation by the trainees to fit with the adult

learning model;

- provide opportunities for practice and over learning;

- provide feedback on performance during training;

- be structure from simple to complex;

- encourage positive transfer from the training to the job;

- be cost-effective. In many cases, trainers will use several
different techniques. For example, teaching supervisors how to
give performance feedback may first begin with a lecture or
overview of the performance appraisal process, followed by
small-group discussions or videotapes for effective coaching,
and then role-plays to have supervisors practice their feedback
skills. (Ashton, Sung, 2002).

to
_ Selecting

2-

) Selﬁttiﬂg the appropriate process:
This step specifies in detail the processes and sequences

requi | | ‘

lfflUlred to transform Inputs 1nto products or SErvices.

us::jcludes a wide range of decisions about the specific process 10 be
» the basic sequences of the process, and the equipment to be
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employed the product/service design decisions and the

selection decisions should be closely coordinated. (Rye, Byar,
1997).

- Business-driven action learning: (as practiced in some of the
world's best) involves the following five key elements:

® The active involvement and support of senior executives

e Participants working in teams on real business ISSues and
exploring new strategic -business opportunities.

® Action research and learning focused on internal and €Xterna

company experiences and thinking that can help resolve businesg
ISsues.

® Leadership devel::;pment through teamwork and coaching.

* Follow-up on the business issues and leadership dﬁVElOpmeng
thus enhancing positive business results and €NSuring thy
learning is greater than the rate of change. (Price, 2004).

- Developing the training pro'gram:

After a needs analysis has been conducted and the HR
professional is confident that training is needed

performance problem or to advance the firm missi
program is developed. This can be done by an
or by outside consultants. Following this, the

€xamine various training methods and techniques to choose the
combination most beneficial for accomplishing of the Instructional

objectives of the iraining program. (Bernardin, Russel, 1998)
- Obtaining feedback:

on, the training
in-house training staff
HR professional shoyld

Feedback can be positive or corrective. Positive feedback
consists of giving a reward to employees when they something
correctly or well Positive feedback includes raises, _bonuses,
pro_motions, formal recognition at department meetings, or just plain
praise. Positive feedback tells emplovees what they are doing well
and encourages further efforts. Most important, positive feedback

- actually prevents discipline problems from occurring later on.

- Corrective feedback:

Involves showing employees a quick way to solve a problem related
to performance. It also shows employees what to do in order to worK

more efficiently and  effectively. (Supervisory-Skill Builders:
Improving Employee Performance,1996)
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aluation design as a learning process:
v

EFvaluation in its various forms is one of the primary means by
h organizations shift from a "blueprint” approach regarding

am development to more of a "learning process”,
rog NP PY. sondiic : ,
; ) ivities conducted on an ongoing basi:
%ﬂ q whole program ¢ i act going basis by

oducational or social agency. | | . |
an evolution 1s important (o build up the reflective and learning
The aties of the entire organization to which they belong while
Fﬂf‘:;qin‘g its store of relevant insight about its own operations and
Inf [ B

b ﬂmmrtunilies and challenges in its environment. (Life at work in
the

the Information Economy, 2001).

-E

whi¢

Methodology:

The field study had been carried out through distributing

questionnaire forms to the 'person in charge' of training in each travel
agency. The researcher 'randomly’ distributed the questionnaire forms
amoné travel agencies in greater Cairo, category A. 40 questioner

forms were distributed and all returned.
The questionnaire form consists of the following types of questions:

Range questions, open-ended question.
Pie charts were utilized to represent percentage data.

The researcher also utilized chi-square analysis in order to venfy the
results obtained as shown in the following tables :

Results and discussion:

The following table identifies the person in charge of performing

training in travel agencies:
- | o=y o i *'1 ' ine -
| Variable Distribution | N | % | X" | Sig

The The supervisor L 17 | 29% | 14.02 | Sigat
rsonin | | l velJ
o The dgect manager 24 | 40% .

e
4

—

- _._.———l-—_-—'

-% is approximated to the nearest whole number
~Inquestions 6, 8, 10,11, 12, 14, 15, 18 items of the sample could

choose more than one answer.
- N: number of responses.
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charge Qf The training A 70, 0.0}
performin |y anager ) i
g training [~ o
xter

il D R

professional trainer |

Total 59 | 100%

The person in charge of performing training in travej agencies

The table above shows that Chi? is cequal to 14.02 which |
significant at level 0.01 and which indicates that there are ’diffcrcn .
in the cllistribution in the distribution in "the person in char ece?
performing traiqiqg in travel agencies" (the supervisor, the gireﬂt
manager, the training manager and an external trainer) in favorite Cf
the direct manager (40%). It is thus obvious that trave| a enc‘o
rarely depend upon external professional trainers which di riw.:es
most of the agencies from acquiring more skills and ex riI::n ~e$
different from those being internally cascaded inside the comI;eany -

responsibility is delegated to a sen; :
(Rue, Byars, 1997). lor employee in the department

The supervisor is usuall |
‘ . y responsible fi Ini
workplace and is the Instructor. (Betts, ;:9000), e

The followin table identiﬁ_gg the {raining resources that are

available in th
- 1€ travel apenci i
Y ; 1€S  which :
conducting effective trainine: are necessary for

_-_'___,_-—"I

Variable |  pyioe.. e
1013!!‘.'.'?!1!?9!! [ N A X2 | Sig
No trainin - T |
———="11g resources 3
Profession: : T 10 t 14% |
s, ___ES_falﬂnql_!_l'alncrs " 1% :
| Equipped training arens T 1 i
Iraining |———H—"21INg areas 17 | 249

‘esources tl ra;]mng maleria| hcm:hnlurked l Non
0 . ™ arvtsm () [
0 the best pr actice and standargy | 14 | 20% 7.00 ».

Budget allocated for lrai.lins;“L 7 | o | s
| Cime de‘“‘*‘f“?ﬁ_!“seu@ﬁ“ﬂ&Hjt‘l—sﬂ';1;: ':
B Total 71 | ! (_)0-.
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(raining resources in the travel agencies.
The

-
able above shows lhat‘(,hl 1s equal to 7.00 which is non
The ant at level 0.05. this indicates that there are non significant

si%t:ll:l‘;weq .1 the distribution of the training resources available in
difterei™

vel agencies. (professional trainers, equipped training areas,
m;itf?: ining material or time dedicated for training).
budgc*

The previous responses indicate that there is shortage in the
. facilities (e.g. training area, budget & training material,
wm,..n%aﬂ-.- regarding the budget allocated for training which should
par-m«u rated in the company's overall budget. Besides there is also
. m.,.o::poin the equipped training area, and training material
ii:;fnarked to the best practice that should be developed by one
exiaericnced person Who combines both practical and pedagogical
Expcmi?@agement must agree a budge't to cover all possible
expenditure for equipment, teaching materials, a training centre and
structors. The quiet atmosphere of a classroom 1S ideal for lecturing
and discussions; a training centreé may accommodate lectures,
demonstrations and practice; the workplace provic}es the atmosphere
of reality and is therefore useful for advanced practice. (Betts, 2000).

The following table demonstrates the methods a-gplied in order to
determine the 'need’ for training in travel agencies: .

S

-
; —
—

Vari : '

| 'a:lbl | Distribution N_' 7o . 1. Sig
]lObtaining feedback from 277 | 52% | Non

M C[hod staff | + Slg al

Obtaining feedback from- 75 | 48% 0.77 | Jevel

]}\ Customers | | 0.05

R o oo | L

Methoqs applied to determine the 'need' for training in travel
48encies.

s ich is non
:}L-t&ble above shows that Chi’ is equal 1O 0.77 whl%hu:iiicanl
i%?lﬁtanl at level 0.05. This indicates that there arc "3“1 hr'ﬁmw the

erencec A . ete
‘need-enceb In the distribution of the methods used 1O

ning | nine fi & from staft or
lorp, ‘Or raining in travel agencies (obtaining feedback
{'us'-ﬁmﬁrs)_
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The methods applied to determine the 'needs' fo;
would include obtaining fcedbaclf from both staff g
customers, which is essential tﬂ_venfy these 'nee:-f::ls from m
one source staff could be either internal staff inside the org

+ ar field staft

Trainees must be ready to learn before they are placed i any
training program. To ensure this, HR professionals should determjp,
whether trainees are trainable (i.e., whether they have the ability to
learn and are motivated to learn). (Bernardin, Russel, 1998).

training
d frnm
Ore thp,
ani?’-&ti{}n

The following table identifies the tools used to specify trainip
Eds through feedback obtained from staff:

I . | ——
Variable |  Distribution N | % X’ | Sig |
. . 0
: S| Through meetings 32 | 52% Non sig
| | Through reports 29 48% | 0.15 | atlevel
Total | 61 100% s

Tools used to specify training needs through feedback from staff.

The table above shows that Chi® is equal to 0.15 which is non
significant at level 0.05. This indicates that there are no significant
differences in the distribution of the tools used to specify training
needs through feedback from staff. These tools also include meetings

held between the person(s) in charge of training with the stall and
reports received form them.

| A supervisor or an I1.R representative should mcect with the
e?io}*ee to‘ be.surt: that he or she is effectively "learning the ropes
Ol the organization (Bernardin, Russel, 1998).

1he following table_identifies the tools used to specify trainins

_Ilt:i:d&. through feed ”MW

|
—

e ¥ — r

| Variable l souEE B EEE
e - Distribution N | % | X
| | Chggatiioees NI I
- )11L§liullxtullc5 O assess | Non
| Tools quality of seryjce 25 ki | L‘ll i
| ~r S N S Stp |
Face (o face f | t 4
L Face o fuce feedpagy 16 | 39% | e
[ lotal 0% o |
= 41 | 100% | S

i
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Tools used to specify training needs through feedback from

customers.

The table above shows that Chi’ is equal to 1.98 which is non
significant af level 0.05. This indicates that there are non-significant
difterences 1 the distribution of the tools used to specify the training
aeeds through the feedback obtained from customers either through
questionnaires delivered to them in order to assess quality of service

or though face to face feedback.

Consumer or customer surveys can also indicate problem
areas that may not be obvious to the employees of the organization.
Responses to a customer survey may indicate areas of training for the
organization as a whole or within functional units of the organization.

(Rue, Byars, 1997).

The following table identifies the tools utilized in travel agencies
in order to assess the efficiency of training performed:

Vanabl

| e Distribution N Yo X Sig
I
Performance
evaluation/appraisal “ I
Tools | Reports from direct Non sig
|
| manager 26 | 37% | LI3 | atlevel
0.05

| Reports from customers | 19 | 28%

4

Total 69 100%

The tools used to assess the efficiency of training.

:lh:;zl;lg ggo?rf’h_shf)% lllql Chi’ equals 1.13 k\“h.ith.i‘:-i non s*ig,}liﬁuunt
in the dist.rib' : 1S ”}dlﬂﬁlcs that there are non 51g{1ﬂ111+canl dlt‘tcr-.._'ru‘:cs
conducteg ution of the tools uscq to assess the efticiency nl‘ training

I the travel agencies, either through performance

€valuats : : >
“alion/appraisal, reports from direct manager or reports from
Customers.
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Performance appraisal 1s the systematic assessment of how

es arc performing their jobs and the communicatio, -
that assessment 0 them. (Leonard Hilgert, 2004).

The following table demonstrates the 0ols utilized to set tr inin

strategics in travel agencies:

well employe

i e I — - s
‘ari istribution N o 2
I( Variable | Distri | # I X ;ﬁg\
| Performance 16 10%
Tools used cvalualiom’aggraisal l |
e Market needs analysis 124 | 44% Non
thetraining 4 310 sig at
strategy Follow up on fulfillment of 141 26w level
bjeCti\"'es . k 0 0.{}5
Total 54 | 100%

The tools used to set training strategies in travel agencies.

The table above shows that Chi’ is equal to 3.11 which is non
significant at level 0.05. This indicates that there are no significant

differences in the distribution of the tools used to set the training
strategies  in  travel agencies (either through performance
evaluation/appraisal, market needs analysis, or through follow up on
fulfillment of objectives).

The above mentioned tools should be utilized more frequently

anq 1'ntenswely_1n travel agencies in order to achieve more effective
training strategies.

Based on the performance appraisal, the coach develops a
planlfor ‘mprovement. Specific improvement goals are set. The
F}I}l}lp FJ)fe:e receives instruction and is given an opportunity to practice.
¢ coach provides feedback and encouragement. (Leonard,

Hilgert,2004).
¢ lollowing table dem nstrates the training needs in travel agencies:
V . . ' —_— e e e
ariable 1 . _let_rlhu!ion ] N o/ x? Sig
Thiad Enhance generic skills | 17 | 24%
dlning | Enhance oy - ] .
needs | skills ' Dpeation | 30 4% | Non s18
L‘-r;l;_hh_ | 358 | atlevel
—| Enhance selling sitls | 24| 3494 Bas
_ Tota ]
. no|wow| |
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- fraining needs in travel agencies.
¢
Ty
ahle above shows that Chi” is equal to 3.58 which IS non

The at level 0.05. This indicates that there are non significant

i f1cant

‘I. ﬂiilt" . c . ® - " [ " ]
1‘%&1‘0”‘““ in the distribution of the training needs in travel agencies
1 I i - L] L] - )
( “hancing geNeric skills, tour operation skills or selling skills). This
(€ . l

oveals that travel agencies need to enhance training for a wide range

Planned training programs include individual programs’.
These are usually based upon the selection, interview and feedback
from performance appraisals. (Betts, 2000).

The following table shows whether SWOT analysis is performed
in travel agencies or not:

F Variable Distribution N| % | X’ | Sig
SWOT analysis | Y€S 8 | 21% Sig at
performed. No 30 | 79% 12.73 | level
Total 38 | 100% | s

Performing SWOT analysis in travel agencies.

The table above shows that Chi® is equal to 12.73 which is significant
at level 0.01 and which indicates that there are differences in the
distribution of 'performing SWOT analysis' in travel agencies in
favorite of No: (79%).

This indicates that the highest percentage of travel agencies
are unaware of the relation between performing SWOT analysis and
conducting competency-based training programs and its effect on the
overall performance of the employees in the organization.

lLis important to stress that the strategies chosen must be congruent
With the findings of the SWOT analysis, or the environmental scan

.b{;"COmeS a waste of time and intellectual energy, and results 1n
mfppfﬁpnatc strategy selection. (Bowdin, McDonnell, Allen and
0'Toole, 209,

. From the previous results we conclude that the. scientlﬁc:
Pinciples applied in the training conducted in travel agencies are no
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and need to be enhanced and applied methodica]

. il Y in
more effective and efficient training Ordey

sufﬁfifm

to obtain

agencies rely on the direct manager to condyg; s

- Travel Nin

(40% of the responses) which deprives ,lhmc agencies from hf‘ing
exposed 10 external experiences and skills other than those hmng

intt‘ﬁ'iﬂ”'*' inside the company. Besides the expgrience Qas(:adeﬁ
from thé direct manager (o the emplnyccs might need i, be
updated and adapted regularly according to the rapid changes 5

the market needs.

There is shortage in the training fac?lities iq travel agencies (e.g
training area, budget, training material) partlcglarly regarding thé
budget allocated for training which should be incorporateq j, the
company's overall budget.

- The needs for training is determined in travel agencies through
obtaining feedback from both customers and staff which g
required to verify these needs tools utilized to specify the training
needs through obtaining feedback staff included conducting
meetings and through reports received.

Comments stated that other tools could be utilized like monitoring

sales rates (drop in sales) through sales reports and through
monitoring staff performance.

» comments included that reports and complaints received via

€-mail and through telephone calls from customers could also
represent a source for providing feedback .

: Too_ls used to assess the efficiency
agencies include performance cvaluat;
direct manager and customers. Comm
cmployees' efficiency through practic

These tools need 1o be analyzed

.. # COIT v L
regular basis in order to obtaj, effecti ectly and methodically on

Ve training.
- Travel agencies utilize specific tools g

. set { ot m
performance evaluation and market needs he (raining strategy (8

analysis).
These tools need to be enhanced, |

_ NCreased and yge uently
on regular basis. d more freq
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asked 10 identify the training needs in
_\\rlmn:mfﬂlcd that they need to be traine

HONSE b generic and technical.

Tc* " l"l\t

os that there 1s Increasing awareness ¢f
his T hich has to be enhanced through

des; € trave|

Jos1dCS agenci
:mld he well trained on how to develop market-driven tgmm:,;
prﬂgfan]s‘

" The highest percent of tra}fel agencies replied that they even didn't
now” what SWOT analysr:s was. Such responses indicate that there
< n0 AWareness of the relation between conducting SWOT analysis
.nd enhancing the overall performance of the employees in the
reanization through developing market driven competency-based
raining programs.

Scanned by TapScanner



References
Books:

- ""Supervisory-Skill Builders:  Improvin Emp,

~ Performance'’, Educational Institute of the Ameﬁcfnmlﬁ’m
Association, 2" ed., Orlando, 1996, p. 8. Ote]

- Ashton. D.. Sung. J.. "Supporting Work%xr\
High Performance Working™, International [apg, Ufﬁor
Geneva, 2002. pp. 1, 3:7,9:12, 14:27, 74, 67:68 ¢,

- Bemardin, H, Russel, J, "Human_ Resource Mana ement: A,
Experiential__Approach”, Irwin/Mc Graw- Hill, 2nd o
Singapore, 1998, pp. 172, 179:181, 196. )

- Betts P.W., “Supervisory Management", Longman, 7th o

Singapore, 2000, pp. 19, 152, 405, 408, 415:416.

- Evans, N., Campbell, D. and Storehouse, G.. _Strategic

Management for Travel and Tourism'', Butterworth Heinemann,
Great Britain, 2003, pp. 4:5.

- Gerber, R., Lankshear, C., "Training for a Smart Workforce",
Routledge, London, 2002, p. 185.
= Go, F. M., Mona Chello, M.L. Baum, T. (1996), "Human

Re_source Management in the Hosgitaligg Industry”. John
Wiley & Sons, Inc. |

- Kotlep} P, Bowen, J. and Makens, J., "Marketing for

H i Y :
20spitality and Yourism". Prentice Hall,- Pearson Education

Inlemalional, 3"1, ed., USA.. 2003 p.75
= Leonarq, E., and "Sup

Hi[gen R. "S . g
Piiinit , I, upervision: Concepts and
ractices of Mana ¢ment”’. Thomson, South W S.A, 2004
PP.356, 368, 397 , O0U estern, U.S.A, 2004,

= Price, A
: "

Hl.lman R
C ' ' €source M ; ;
604 = ThOmson, 2nd edition [onn aent in_a Busines

604 London, 2004, pp. 303, 344,

port 200] S |

Information 1 _
\ma"wm% Interngg. —afe_at Work in_the
allon

70 al Labour Office, Geneva,

f

Scanned by TapScanner



Scanned by TapScanner



' ":‘“ﬂ‘dlal
, ) dlaal) d,.m.u L..luj.\ms;._u.x_m il mp
m.@éﬂﬁ:t_ﬂ)ﬂ‘@wﬂ‘wi 1-1-!‘5__)) *u-lc?j:;Eﬁ Y
¥ @euw@%ﬂ' i,
| N l a M Y] A o 41t
mgﬁﬁﬂiﬂmﬂbdﬂl ulu]umd«_ul.ﬂl ‘-Jt}h.ua.“-
ASJme)Mihh;JldnbﬂwluLﬂy C._u.f-“

u;ﬂJ@aﬂluaﬁiﬁdauaMu_\JHMﬁM\Jﬂlmpﬂ

)
‘.,a.\)-.“ua‘f ‘U
A.JLM L_JLGPJA.H qu_)a“ L_n.m
LLA‘U}JJ)AQAW'I L_u_)J.lne._”.l.a
AS_,‘.HH\_}M‘YI dandaailly '""Jh: 9 il
Aaluall GIS 55 8y Hail s da il u.JL..M Jit 4l
s“)—“ Y Ubu-uﬂ ul.mll 4 Al e sl dsall 4.....! Al Ll

(143 ) (5,0 3 WUl 2alod GlS 5 e Uil glie Leay )35 3 «.e“:

t.mﬂl
AL fxmu.ph sl ‘_,_.n o P o iyl 4 @u
4.:.Lml1

_1

-

|
@ﬂh@‘u&ﬂu’wjhnﬁmjluwl@mﬁ)ﬁsjﬁ
‘ th._..] ” = L ‘JJL...: ) A,E.ﬂuj
e o '@“”‘metﬂuuﬁ‘:@muﬂn& Y
*S‘)uu\"a_u'l).l..u‘f'lhmdl‘
Gl Gy 500 a’f‘ \Ld_u..m I L\
QMIQK#:%{S” mﬂlfi;r '-'-‘J‘:
Al Sl d.!l.n.:_’,.\-l. Tu: J'Ldl )H L‘_.{_a C"‘""J
. r}, l“)ﬂ‘wﬁl—'ﬂ ‘ﬁ&)ﬁ’
“‘*—’ = iV Llaadli . 4.n.m

72

Scanned by TapScanner



