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Abstract

There is a fundamental change in business processes in many areas of the economy including
the tourism and hospitality industry in nowadays conditions of widespread digital transformation.
The COVID 19 pandemic has accelerated this process and confirmed the vital importance of digital
technologies for the development of the tourism business, which are the most important tool for
obtaining a competitive advantage for tourism enterprises. These changes increase the need for the
formation of various types of digital competencies for the tourism industry. The study is aimed at
identifying the skills of using digital technologies of specialists in the field of tourism and
hospitality. It is implemented through a questionnaire survey of tourism professionals, which made
it possible to determine the gap between current and necessary skills for mastering digital
competencies in the future. The largest gap was recorded for the most advanced, but also the least
necessary, according to the respondents, skills in the field of artificial intelligence, robotics,
augmented and virtual reality, the creation of digital resources, the use and implementation of
security procedures on the Internet. The research data shows necessary competencies and skills of
employees working in tourism and hospitality industry are described, as well as promising
requirements for employees of the tourism industry. The results of the study make it possible to
adapt the curricula of educational programs in the areas of "Tourism", "Hospitality", "Service" in
order to increase the level of mastery of these competencies, provide an opportunity for more
efficient employment of future graduates, and also improve career prospects in the field of tourism.

Keywords: tourism, hospitality, personnel, digital skills, digital literacy, digital
technologies, education.

1. Introduction

The digitalization of the economy, which is based on a qualitatively new type of information
and telecommunication technologies (Galik, Galikova Tolnaiova, 2022; Vrabec, Odziomkovéa, 2021
and others), is the most important sign of sustainable economic development. However, the
formation of the digital economy is transforming the essence of human labor, increasing the
demand for digital literacy and the competence of workers. Modern transformations in the cultural,
social and economic life of society create new requirements for the level of professional competence
of specialists, which must meet the new demands of the digital society. The absence of having
digital skills became especially relevant during the COVID-19 pandemic, exposing the lack of digital
training for personnel in various sectors of the economy. The McKinsey study (Mckinsey, 2021)
confirms the fact that most companies in the future will need new employee skills.

The importance of ICT competence is evidenced by numerous national and regional efforts to
develop and implement digital literacy systems and strategic plans to strengthen digital literacy
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among citizens (Carlisle, 2021). Thus, digital skills are recorded in the European Competence
Framework (Vuorikari et al., 2016), UNESCO reports (UNESCO UIS, 2018), etc.

Area with the most active introduction of digital technologies is tourism services (Morozov
and Morozova, 2019). The tourism and hospitality industry has developed quite quickly over the
past decades, remaining one of the most attractive sectors of the economy. The contribution of
tourism to global GDP, according to the World Travel and Tourism Council (WTTC), was $5.8
trillion in 2021, well below the pre-pandemic values of $9.6 trillion. In 2021, the share of tourism
in global GDP was 6.1 %, while before the pandemic the level was 10.3 %, while it is expected that
until 2032 GDP growth will average 5.8 % per year, which is generally higher than expected
economic growth (WTTC, 2022a). In 2021, the tourism sector accounted for 289.5 million people,
one in eleven in the economy, with over 125 million jobs expected to be created over the next
decade according to WTTC (WTTC, 2022b).

Strategic transformations of the tourism and hospitality industry in the time of the digital
economy will affect the following areas (Chkhotua, 2021): transformation of business models for
running and managing a business, through the introduction of technologies for automating and
improving tourism services, improving means of interaction with customers, such as electronic
marketing, automated and contactless services, etc. These changes require the formation of new
professional competencies of tourism industry specialists in accordance with the new realities of
digital transformation (Busulwa et. al, 2022), such as digital innovations in organization
management, digital interaction with consumers, digital quality management services, etc. In this
connection, the Next Tourism Generation Alliance (NTG) project (Zaragoza-Séez et al., 2022;
Carlisle, 2021), together with the People 1st International agency, with the support of the European
Commission, describes the new skills of tourism and hospitality employees by three definitions are
digital, environmental and social skills. And the World Travel and Tourism Council (WTTC, 2022b)
has identified the importance of current training, retraining and skills development programs that
would provide the travel and tourism sector workforce with new and improved digital skills that
can help overcome both the skills shortage problem in the future and improve the quality of
customer service. In general, the digital competencies of employees of tourism enterprises will
reduce financial and time costs, as well as lead to an increase in the competitiveness of
organizations (Abdrakhmanova, 2022).

The Russian Federation also pays a big attention to the development of the digital economy
and digital skills, which is reflected in the regulatory framework. "Digital Economy" is defined as
one of the main directions of the strategic development of the Russian Federation for 2017-2030.
(Prikaz..., 2019a), and the provision of training of highly qualified personnel for the digital
economy is implemented in the federal project “Personnel for the Digital Economy” (Prikaz...,
2019b). At the same time, the importance of developing digital competencies is also noted for
workers in the tourism and hospitality sector. Currently, the contribution of tourism to the
country's GDP is about 4 %, which is an order of magnitude lower than the world's tourist
destinations (WTTC, 2022c).

At the same time, the Federal National Project "Tourism and Hospitality Industry" sets the
goal of increasing the industry's contribution to Russia's GDP from 3.7 trillion to 8.2 trillion rubles.
by 2030, to attract 600 billion rubles to the industry. private investment, more than double the
number of trips across the country — from 65 million to 140 million per year, increase the number
of jobs in the industry — up to 4.2 million (Prikaz..., 2021a). The project also pays great attention to
the problems of digitalization of management in the field of tourism and the development of
personnel in the hospitality industry. Staffing and the problems of training specialists in the field of
tourism have been standing since the formation of the Russian tourism market (Vorontsova,
Vasilyeva, 2020).

Labor functions and requirements for knowledge related to the use of information
technologies are contained in the professional standards of specialists in the service and tourism
sector (Prikaz..., 2015a, 2015b, 2017, 2021b, 2022a, 2022b), as well as in the “Qualification
characteristics of the positions of employees of organizations in the tourism sector” a unified
qualification directory for the positions of managers, specialists and employees (Prikaz..., 2012).
Knowledge and ability to work with computer systems used in various services of accommodation
facilities is enshrined in the criteria for assessing the qualifications of hotel staff in accordance with
the Regulations on the Classification of Hotels (Prikaz..., 2020). The Atlas of Digital Jobs also
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reflects the transformation of the tourism and hospitality labor market in the context of
technological changes in the digital economy (Varlamova et al., 2020).

Thus, current trends of increasing the importance of digital transformations allow us to talk
about the leading role of personnel and its digitalized management (Romanov, 2021). In this
regard, there is a need to assess the level of digital skills of tourism and hospitality workers based
on a sociological study in order to develop a further strategy for the formation of a digital
competency map based on the identified gaps.

2. Materials and methods

To study the level of development of digital skills among the staff of the tourism and
hospitality sector, as part of a self-assessment, respondents are asked to determine their level of
knowledge, skills and abilities to use them.

The study has three steps.

Step 1. Literature review to determine current digital skills needs

In today's dynamically changing world, labor market conditions affect the demands of
employers for the skills of specialists and for the system of vocational education as a whole. In this
connection, the competitiveness of tourism professionals depends on their training, taking into
account the requirements of the market, including in the field of information technology.

However, nowadays there is a discrepancy between professional standards that reflect the
requirements of employers and federal educational standards (Ivanova, 2016). Thus, the federal
state educational standards of higher education for undergraduate students in the areas of
03/43/02 "Tourism", 03/43/03 "Hospitality" and 03/43/01 "Service" include two general
professional competencies of the "Technology" and "Information and communication technologies
for professional activities" groups: “OPK-1. Able to apply technological innovations and modern
software in the tourism sector, hospitality and catering, in the service sector” and “OPK-8. Able to
understand the principles of modern information technologies and use them to solve the problems
of professional activity” (Prikaz..., 2017a, 2017b, 2017¢). Within the framework of the federal state
educational standards of higher education of the master's program in the areas of 43.04.02
"Tourism", 43.04.03 "Hospitality" and 43.04.01 "Service", one general professional competence of
the "Technology" group (OPK-1) is reflected, reflecting the ability of a graduate to form the
technological concept of the organization, organize the introduction of technological innovations
and software in the relevant field (Prikaz..., 2017d, 2017e, 2017f).

An analysis of professional standards (Prikaz, 2015a, 2015b, 2017, 2021b, 2022a, 2022b) revealed a
significant list of skills for a number of professions, however, the list presented indicates a lack of
uniformity in the grouping of competencies (Table 1).

Table 1. Digital skills of tourism and hospitality professionals according to industry professional
standards

Occupation Skills
Tour Use the e-ticket system.
guide Use the technology of computer processing of orders for excursion services.

Book, correct and accompany orders for services included in the excursion
service program.
Determine the need to use technical means to develop excursion service

programs.
Use technical means when accompanying tourists (tourists) along the excursion
route.

Head/manager | Use information technology to conduct office work and comply with the

of a hotel regulations of the reception and accommodation service.

complex/hotel | Have the skills to create and maintain databases on various indicators of the
chain hotel complex.

Food business | Use information technology to conduct office work and comply with service
manager regulations.

Guest Use specialized software systems used in hotels and other accommodation
receptionist facilities.
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Waiter,
bartender

Use instant messengers, chatbots for ordering and initial consultation.

Use automated programs and mobile terminals when taking orders for food
and drinks.

Enter and edit data in the customer relationship management system.

Use a computer and mobile devices with specialized software to track free
tables for seating guests in catering.

Enter and edit order data in specialized catering programs.

Use an electronic menu, an interactive table / bar in catering.

Use mobile terminals and specialized applications to coordinate the execution
of tasks.

Use a computer using specialized software for generating reports.

It should also be noted that employers' requirements for job seekers posted on job search
sites are often ignored. For this purpose, a content analysis was carried out of 223 vacancies in the
Rostov region for the positions of specialists in the field of tourism and hospitality, posted on the
HeadHunter website from October 8 to November 8, 2022 (HeadHunter, 2022). As a result, the
requirements from the labor market for these specialists in the field of their possession of digital
skills are determined. Vacancies for the positions of a cook, waiter, manager, administrator,
manager, etc. were considered. In general, announcements from companies in the following
industries were presented: restaurant, catering, fast food (80 %), hotel (16.5 %), travel companies
(3,5 %). The analysis made it possible to single out two most common competencies: the ability to
use a PC (standard programs: MS Word, MS Excel, MS Outlook, MS PowerPoint, search engines,
etc.) and work in professional programs (Opera, KonturOtel, R-Keeper, SAMO-travel agent, etc.).

Step 2. Formation of a map of digital competencies.

_[

0. Devices and software operations ]

sIMaster and use the functions and features of digital devices
*Know and understand data, information and / or digital content necessary for managing digital devices software

_[

1. Information and data literacy ]

» Formulate the need for information, seek data in a digital environment, have access to content.

+»To analyze, compare and critically evaluate the reliability and reliability of data sources, information and
digital content.

» Organize, store and extract data, information and contentin a digital environment.

4[

)

=z, Conmnunication and collaboration J

s Interaction through wanous digital technologies and understanding of the cowesponding digital
communications for this context.
» Exchange data, information and digital content with others through the corresponding digital technologies.

* Know the rules and noims of behavior in the process of using digital technologies and communication in
digital environments.

3. Digital content creation

- Create and edit digital content in different formats

4. Safety

+ Provide the protection of devices and digital content.
* Provide the protection of personal data and confidentiality in the digital environment

4[

5. Career-related competences ]

« Definition and use of specialized digital tools and technologies for a particular field.

« Understanding, analysis and evaluation of specialized data, information and digital content in specific
professional areas in the digital environment

Fig. 1. Map of digital competencies in the field of tourism and hospitality

One of the main stages of the study was the formation of a digital skills map, which can later
be used in the development of curricula for areas of higher education for specialists in the tourism
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and hospitality industry. A wide array of information was analyzed: government documents,
government strategies, scientific articles, Internet resources, described in professional standards
(Figure 1).

The reference digital literacy system for this study was the European Competency Framework
(The Digital Competence Framework for Citizens) (Vuorikari et al., 2016), which is the main and
generally recognized both in the academic and expert fields (Dmitriev et al., 2021). At the same
time, the European Competence Framework is, on the one hand, redundant, and on the other
hand, does not take into account the specifics of the tourism industry. In this connection, this
digital skills framework was supplemented by the data of the UNESCO report (UNESCO UIS, 2018),
which expanded the DigComp 2.0 competency framework, including such competencies as “o.
Devices and software operations” and “6. Career related competencies. We also used data obtained as
a result of research by the Next Tourism Generation Alliance (NTG, 2019) in the field of tourism and
recreation. The resulting frame was refined by the results of the study obtained at the previous stage
of the study, namely the requirements of employers posted on the HeadHunter website, and the
requirements for knowledge and skills for specialists in the field of tourism and hospitality.

Step 2. Questioning of employees in the field of tourism and hospitality

Based on the digital competency map, an online questionnaire was developed to survey
employees of the tourism and hospitality industry. The questionnaire is posted on the Internet at
the following link: https://docs.google.com/forms/d/e/1faipqlstbghwvvighsjxzvijwtmdf_fib7c-
ae51t5e8-bhkpxf43xa/viewform?usp=sf_link. The questionnaire is conditionally divided into three
sections: a passport, an assessment of the current level of digital skills and an assessment of the
need for future skills. The questions in the questionnaire were mostly closed-ended. The level of
digital skills was assessed on a scale from 1 to 5, where "5" corresponds to the highest level of skills
(competence) and "1" to the lowest level.

The survey involved 125 respondents from four sectors of the tourism industry: accommodation
facilities, catering companies, tour operators and travel agents, destination management organizations
of the Rostov region from September 1 to September 30, 2022 inclusive.

3. Discussion

The escalation of the epidemiological situation in 2020 has become a significant factor
influencing international tourism at the present time. Unprecedented global travel restrictions are
causing the worst disruption to the global economy since World War II (Gossling, 2021).

In the business context, the use of ICTs has become a strategic asset for corporations,
changing the way they communicate and relate to their stakeholders. ICTs and the internet have
altered the foundations of competition in all economic sectors, leading to the appearance of new
products, services and processes. Therefore, there is no doubt that technology has also affected the
tourism sector (Prentice, 2020).

The tourism sector has currently become a key driver of economic growth and job creation.
The influence of ICTs on this sector has been twofold. On the one hand, by changing how
organisations operate in the tourist market; on the other hand, by developing a new way for
customers to interact with these tourism firms. Expressed differently, the future of the tourism
sector is going to require a set of skills other than those used at present, namely, the so-called
“digital skills” (Zaragoza-Saez et al., 2022).

Nowadays the tourism industry has become the largest category of products and services sold
over the Internet. Such a rapid digitalization of the tourism industry is changing its structure: entry
barriers, distribution channels via the Internet are changing, price comparisons are simplified,
costs are being optimized, and, ultimately, the efficiency of the organization is increasing. Based on
this, the development of digital competencies of employees employed in the tourism and
hospitality industry is of particular importance. And the level of digital skills of personnel in the
studied area can be considered as a key success factor in the industry. Less competitive territories
are those where there is an underdeveloped hospitality infrastructure; no information on tour
operators and services (digital platforms); insufficient qualifications and experience of staff
(Egorova, 2022; Yankina et al., 2021).

Also, information and communication technologies (ICTs) can change both the management
tourism organisations and the tourist experiences. Some technological systems that support
tourism are those related to decision support systems, autonomous agents searching and mining
Web sources, big data, virtual reality, artificial intelligence (AI) or chatbots (Soava, 2015). In fact,
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big data offer challenges and opportunities both for existing firms and for new players in the
tourism sector and make it possible to predict tourist demand, manage knowledge flows and
interact with customers. This may lead to higher productivity, increased customer satisfaction,
personalised marketing campaigns and more efficient operations (Ardito, 2019).

Many tourism enterprises use big data, various digital platforms to develop new types of
tourism products and activities to promote them, to increase sales efficiency, personalize customer
experience, optimize processes and generate strategic ideas for business development, use artificial
intelligence systems, VR/AR-technologies to ensure a client-oriented approach, effective
interaction of employees in the enterprise. In the context of such a digital transformation, one can
distinguish such groups of knowledge and skills as professional digital skills, analytical and
managerial skills, information knowledge and skills, communication and behavioral skills and
personal qualities.

In this regard, an increasingly wide range of employees in tourism must work with
increasingly complex devices and software packages. Without a doubt, it is important to identify
gaps in the digital skills of employees of tourism companies in accordance with their position in
order to identify those digital competencies that need to be developed and invested in. It is also
noted that there are fundamental changes in the methods of studying and purchasing digital
tourism products and services by customers.

Notwithstanding the above, it is necessary to bear in mind that there is also a dark side of
technology (privacy issues and ethical dilemmas, digital exclusion, information overload,
dehumanisation and depersonalisation of tourist experiences or threats to languages and cultures)
and that it is usually accompanied by a serious lack of human-centred design (Dincer, 2020).

A review of scientific publications on the research topic allows us to state the lack of
methodologically sound empirical research. For example, Ya.A. Gordienko key digital skills include
online marketing and communication skills, social media skills, and online review tracking skills.
The author focuses on the importance of modeling virtual reality (VR) and augmented reality (AR).
Immersive views or “previews” give potential customers the opportunity to see hotels, travel
destinations in virtual reality, and tourism businesses can improve their product through the use of
these technologies. Obviously, the use of such digital tools requires the ability to use and manage
them within the organization (Gordienko, 2022).

The analysis of the scientific literature of the topic of the study showed that the problem of
the formation of digital competencies in the field of tourism and hospitality was out of the field of
view of researchers. Only a small fraction of publications partially covers this issue. So, in the work
of Yu. Pshenichnykh. A. considers new digital and information technologies as the most effective
approaches to promote the activities of museums. The author notes that today remote technologies
play a key role in the life of museums, since standard, classical forms of promotion are no longer
able to attract and maintain the attention of the audience, especially during the period of covid
restrictions (Pshenichnykh, 2021).

4. Results

Both heads of companies (42.3 % of respondents) and specialists (269 % of respondents) and
employees (30.8 % of respondents) took part in the survey. Most of the respondents (88.5 %) have
higher education. The characteristics of respondents by field of activity and size of the enterprise
are presented in Figure 2.

Table 2 presents the current and future levels of digital skills of professionals in the tourism
and hospitality industry across 15 competencies. Analysis of the results of a survey of professionals
in the field of tourism and hospitality on digital literacy allowed us to draw the following
conclusions. The best level of skills is noted primarily for basic skills of using the Internet
(4.27 points), working with operating systems (3.5 points) and Microsoft Office programs
(3.58 points), working with social networks (3. 58 points). The lowest level was recorded in relation
to computer programming skills (1.46 points), skills in working with artificial intelligence
technologies, robotics, augmented and virtual reality (1.15 points).
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= Large (250 or more
employees)
= Medium (100-249

employees)
Small (16—99 employees)

= Accommodation

= Tour operators and travel
agencies

= Micro (Lessthan 15 F & B companies

employees)
s Individual or part-time

activity

= Destination management
organisations

Fig. 2. Characteristics of respondents by field of activity and size (% of the total number of
respondents)

Specific digital skills associated with the use of software and devices unique for professional
activities are represented rather poorly (2.88 and 2.96 points). In the future, respondents believe
that the skills of using the Internet information and telecommunication network to search for
information and data (4.42 points) and work with social networks (4.08 points) will be most in
demand, and the least demand will be advanced digital technologies in the field of artificial
intelligence and robotics (2.12 points), computer programming (2.12 points), augmented and
virtual reality (2.04 points).

Table 2. Current and future levels of digital skills for tourism and hospitality industry
professionals

Ne | Digital skills Average score Absolut
Current | Future | e gap
level level

1. | Operating system skills 3,50 3,58 0,0769

2. | Office suite skills 3,58 3,96 0,3846

3. | Digital equipment setup skills 2,06 3,35 0,3846

4. | Skills of office automation and electronic document management

systems 3,04 3,54 0,5000

5. | Experience with specialized software systems 2,88 3,31 0,4231

6. | Skills in using the information and telecommunications network

"Internet"” to search for information and data 427 442 0,1538

7. | Skills in storing and processing personal data, including in the cloud | 3,12 3,42 0,3077

8. | Strong data skills, data analytics, business intelligence 2,23 2,77 0,5385

9. | Social media skills 3,58 4,08 0,5000

10. | Online Marketing and Communication Skills 2,88 3,62 0,7308

11. | Skills in using and implementing security procedures on the Internet | 2,15 2,92 0,7692

12. | Computer programming skills 1,46 2,12 0,6538

13. | Skills in creating information digital resources (websites, blogs,

telegram channelg, groups in socialgnetworks) ® 250 331 08077

14. | Skills of artificial intelligence and robotics technologies 1,15 2,12 0,9615

15. | Experience with augmented and virtual reality 1,15 2,04 0,8846

In general, respondents mention the need to improve their knowledge of almost all digital
skills (Figure 3).

At the same time, the largest gap is recorded for the most advanced skills in the field of
artificial intelligence, robotics, augmented and virtual reality, the creation of digital resources, the
use and implementation of security procedures on the Internet. However, this set of advanced
digital skills, according to the respondents, will be the least in demand in the tourism sector in the
future. The minimum gaps are fixed for the basic skills of using a PC and the Internet.

Considering the current level of digital skills by area of activity, it can be noted that
employees of tour operators and travel agency companies consider themselves the most competent
in the field of digital technologies. The in-depth level of current skills in working with digital data
and devices has also been formed for the staff of tourist administrations.
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Fig. 3. Gap map of the current and future level of digital skills (numbers from 1 to 15 indicate
digital skills, see Table 2)

Destination management organisations Accomodations
] 15 N — 15
I 1. E—— 14
] 1 ] 13
| 1. I — 12
O 11 . —— 11
I — 1.. I —— 1..
L I — 9
] 8 I 8
| 7 e — 7
———————— e e — 6
1 5 I — 5
' 4 ' 4
I 2 I 2
I — 1 I — 1
5,00 0,00 5,00 5,00 0,00 5,00
Average score
® Currentlevel mFuture level ] Cm.l.eﬁaﬁee{;glge S Pifture level
F & B companies Tour operators and travel agencies
N — 15 E— 1.
N — 1. N 1.
O 1. O 1.
I 1. I 1.
—— 11 N 11
] 1. I 1.
1 9 1 9
I ———— - 1 7
L Y e
' 5 1 5
I ———— 3 1 3
] 2 L
] 1 1
5,00 , 5,00 5,00 0,00 5,00
Average score Average score
m Currentlevel m Future level m Currentlevel mFuture level

Fig. 4. Current and future levels of digital skills of respondents by field of activity (digits from 1 to
15 on the vertical axis indicate digital skills, see Table 2)

Specialists in these areas of activity also noted the greatest impact of digital technologies on
the tourism and hospitality industry in the future and, accordingly, an increased demand for digital
skills. In the hospitality sector, the largest gap was recorded in terms of information security skills
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(1.57 points), and the most demanded skills in the future, in addition to basic digital skills of
interacting with software and devices, will be the ability to work with social networks (3.71 points).
) and specialized software systems (3.14 points). For 13 out of 15 skills, food workers rated below
average current skills, while identifying the ability to use the Internet information and
telecommunications network to search for information and data (4.63 points) and the ability to
work in social networks as key skills in the future (4.13 points) (Figure 4).

Assessing the experience of teaching digital skills by employees of the studied companies, we
note that the majority of respondents (65.4 %) had a similar experience, while 44 % of respondents
were trained using online courses (Figure 5). Predominantly, the enterprises of the tour operator
sector (mainly online) and the accommodation sector (at the workplace) are engaged in training their
employees (71.4 % of respondents in both sectors were trained). A significant part of the respondents
(34.6 %) did not undergo training, explaining this by the absence of the need or by obtaining the
necessary skills in the process of work. At the same time, they note that the software as a whole is
intuitive and has all the necessary instructions for working, and if necessary, you can get advice on a
problematic issue from the organization of the software developer or customer.

all variants of

answers, 11 % at the workplace, 17 %

vocational
training, 22

soft\\:-‘af‘e vendor online courses, 44 %
training, 6 %

Fig. 5. Types of digital skills training

Thus, the study showed that the current digital skills of employees in the tourism and
hospitality industry are reduced mainly to basic user skills of interacting with digital devices and
searching for information. Most important in the future will be skills in social media, online
marketing and communications, using the Internet to search for information, as well as basic skills
in working with software and devices. The identified gaps in digital education make it possible to
identify the digital skills that tourism companies need to invest in.

5. Conclusion

The relevance of the research topic is due to the change in the content and nature of the work
of workers in the tourism and hospitality industry in the digital economy. This leads to the need to
form a fundamentally new model of competencies for workers in the area under consideration,
which should form the basis of the system for training in-demand personnel in the context of
digital transformation. The article considers the most common approaches to the structure of the
model of digital competencies of tourism workers in demand in the modern world. Within this
study, these components include computer literacy, information literacy, communication literacy,
digital content creation, digital security, and digital proficiency. All these components play an
important role in the career of tourism and hospitality professionals in the face of fierce
competition in the labor market and access to professional knowledge.

Based on the results of a study conducted by the authors of the article, it was substantiated
that the most important competencies of specialists in the field of tourism and hospitality in the
future will be the skills of working on the Internet, working with MS Office, working with social
networks, as well as online marketing and communications. The hypotheses about the presence of
gaps between the current and future levels of development of digital skills were partially confirmed,
and these gaps for the tourism and hospitality sectors we analyzed are different.

In order to strengthen the training of personnel in the field of digital technologies and
thereby ensure their demand in the labor market, it is necessary to provide for the formation of
deeper digital skills (Gordienko, 2022). Despite the fact that the respondents did not pay due
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attention to advanced skills in the field of artificial intelligence, robotics, augmented and virtual
reality, the creation of digital resources, the use and implementation of security procedures on the
Internet, big data, it is these technological trends that will have the greatest impact in the future. on
business processes, communication and, in general, on the activities of tourism organizations.
To this end, it is necessary to deepen the computer training of students of tourism specialties in the
field of informatics and ICT, improve the system of training the tourism and hospitality industry in
order to increase the digital literacy of tourism specialists and provide the digital economy with
competent personnel.

References

Abdrakhmanova, 2022 — Abdrakhmanova, Z.R. (2022). Razvitie cifrovyh kompetencij
personala industrii gostepriimstva [Development of digital competences for hospitality industry
personnel]. Vestnik UGNTU. Nauka, obrazovanie, ekonomika. Seriya: Ekonomika. 1(39): 45-52.
DOI: 10.17122/2541-8904-2022-1-39-45-52 [in Russian]

Ardito, 2019 - Ardito, L., Cerchione, R., Del Vecchio, P., Raguseo, E. (2019). Big data in
smart tourism: challenges, issues and opportunities. Current Issues in Tourism. 22(15): 1805-
1809. DOI: 10.1080/13683500.2019.1612860

Busulwa et al, 2022 — Busulwa, R., Pickering, M., Mao, I. (2022). Digital transformation and
hospitality management competencies: Toward an integrative framework. International Journal of
Hospitality Management. 102: 103-132. DOI: 10.1016/j.ijhm.2021.103132

Carlisle, 2021 — Carlisle S., Ivanov S., Dijkmans C. (2021). The digital skills divide: evidence
from the European tourism industry. Journal of tourism futures. DOI: 10.1108/JTF-07-2020-0114

Chkhotua, 2021 — Chkhotua, I1.Z. (2021). Strategicheskie napravleniya razvitiya turistskoj
otrasli v cifrovoj ekonomike [Strategic transformation of tourism and the hospitality industry in the
digital economy]. Upravlencheskoe konsul'tirovanie. 4: 81-96. DOI: 10.22394/1726-1139-2021-4-
81-96 [in Russian]

Dincer, 2020 — Dincer, F.I., Bayram, G.E., Altunoz, O. (2020) Fourth generation of rights
and their reflections on human resources practices in tourism businesses. Organizational
Behavior Challenges in the Tourism Industry, IGI Global: 60-81. DOI: 10.4018/978-1-7998-1474-
0.choo0s5.

Dmitriev et al., 2021 — Dmitriev, Ya.V., Alyabin, I.A., Brovko, E.I.,, Dvinina, S.Yu.,
Demyanova, O.V. (2021) Razvitie cifrovyh navykov u studentov vuzov:de-yure vs de-fakto
[Fostering University Students’Digital Skills: De Jure vs De Facto]. Universitetskoe upravlenie:
praktika i analiz. 25(2): 59-79. DOI: 10.15826/umpa.2021.02.015 [in Russian]

Egorova, 2022 — Egorova, I. (2022). Tsifrovizatsia prozessov upravlenija personalom:
sovremennyje tendenzii [Digitalization of human resources management: current trends]. Vestnik
Taganrogskogo instituta upravlenija i ekonomiki. 1(35): 110-113 — EDN XIZUBD [in Russian]

Foote et al., 2021 — Foote, E., Hancock, B., Jeffery, B. (2021). The key role of dynamic talent
allocation in shaping the future of work. [Electronic resource]. URL: https://www.mckinsey.com/
business-functions/people-and-organizational-performance/our-insights/the-key-role-of-dynamic-
talent-allocation-in-shaping-the-future-of-work

Galik, Galikova Tolnaiova, 2022 — Galik, S. Galikova Tolnaiovd, S. (2022). Media coverage
and its determinants in the context of the covid-19 pandemic. Communication Today. 13(1): 46-58.

Gordienko, 2022 — Gordienko, Y.A. (2022). Perspektivy razvitiya didzhital kompetencij
kadrov v event-industrii [Development prospects of digital competences in the event industry].
Vestnik industrii gostepriimstva: mezhdunarodnyj nauchnyj sbornik. 9: 87-79. [in Russian]

Gossling, 2021 — Gossling, S., Scott, D., Hall, C. (2021) Pandemics, tourism and global
change: a rapid assessment of COVID-19. Journal of Sustainable Tourism. 29(1): 1-20. DOI:
10.1080/09669582.2020.1758708

HeadHunter, 2022 — HeadHunter. 2022. [Electronic resource]. URL: https://rostov.hh.ru
[in Russian]

Ivanova, 2016 — Ivanova, L.A. (2016). Sovremennyj rynok truda: tendencii formirovaniya
nadprofessional'nyh kompetencij [Modern labor market: trends in the formation of soft skills].
Fractal Simulation. 1(8): 35-41 [in Russian]

Morozov, Morozova, 2019 — Morozov, M.A., Morozova, N.S. (2019). Osobennosti podgotovki
kadrov dlya industrii turizma i gostepriimstva v usloviyah perekhoda k cifrovoj ekonomike
[Features of training for the tourism industry and hospitality in the transition to a digital

187


https://www.mckinsey.com/

International Journal of Media and Information Literacy. 2023. 8(1) —

economy]. Professorskij zhurnal. Seriya: rekreaciya i turizm. 4(4): 3-14. DOI: 10.18572/2686-
858X-2019-4-4-3-14 [in Russian]

NTG, 2019 — NTG. 2019. Next tourism generation skills alliance desk research summary.
[Electronic resource]. URL: https://nexttourismgeneration.eu/wp-content/uploads/2019/03/NTG_
Desk_ Research_ Summary_January_2019.pdf

Prentice, 2020 — Prentice, C., Dominique Lopes, S. and Wang, X. (2020). Emotional
intelligence or artificial intelligence—an employee perspective. Journal of Hospitality Marketing &
Management. 29(4): 1-27. DOI: 10.1080/19368623.2019.1647124.

Prikaz..., 2012 — Prikaz Minzdravsocrazvitiya RF ot 12.03.2012 N9220n “Ob utverzhdenii
Edinogo kvalifikacionnogo spravochnika dolzhnostej rukovoditelej, specialistov i sluzhashchih, razdel
“Kvalifikacionnye harakteristiki dolzhnostej rabotnikov organizacij sfery turizma” (Zaregistrirovano v
Minyuste RF 02.04.2012 N223681) [Order of the Ministry of Health and Social Development of the
Russian Federation of 12.03.2012 No. 220n “On Approval of the Unified Qualification Guide for
Positions of Managers, Specialists and Employees, section “Qualification Characteristics of Positions of
Employees of Tourism Organizations” (Registered with the Ministry of Justice of the Russian
Federation 02.04.2012 No. 23681)]. [Electronic resource]. URL: http://www.consultant.ru/cons/cgi/
online.cgi?req=doc&ts=j4HEiHTRV2avrnED&cacheid=AD3CDAC2F1D32BE389F59EABE91F1F7B&
mode=splus&rnd=0UxP&base=LAW&n=128025#ThZwKMTs983XvKcX1 [in Russian]

Prikaz..., 2015a — Professional'nyj standart “Rukovoditel'/upravlyayushchij gostinichnogo
kompleksa/seti gostinic” (utverzhden prikazom Ministerstva truda i social'moj zashchity Rossijskoj
Federacii ot 07.05.2015 N@ 282n) [Professional Standard “Manager/Manager of Hotel Complex/Hotel
Chain”]. [Electronic resource (approved by order of the Ministry of Labor and Social Protection of the
Russian Federation dated 07.05.2015 No. 282n)]. URL: https://profstandart.rosmintrud.ru/obshchiy-
informatsionnyy-blok/natsionalnyy-reestr-professionalnykh-standartov/reestr-professionalnykh-
standartov/index.php? ELEMENT _ID=50842. [in Russian]

Prikaz..., 2015b — Professional'nyj standart “Rukovoditel' predpriyatiya pitaniya” (utverzhden
prikazom Ministerstva truda i social'noj zashchity Rossijskoj Federacii ot 07.05.2015 N2 281n
[Professional Standard “Head of Catering Enterprise” (approved by order of the Ministry of Labor
and Social Protection of the Russian Federation dated 07.05.2015 N2 281n)]. [Electronic resource].
URL: https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-
professionalnykh-standartov/reestr-professionalnykh-
standartov/index.php? ELEMENT _ID=50843 [in Russian]

Prikaz..., 2017 — Professional'nyj standart “Rabotnik po priemu i razmeshcheniyu gostej”
(utverzhden prikazom Ministerstva truda i social'noj zashchity Rossijskoj Federacii ot 05.09.2017 N2
659n) [Professional standard “Employee for reception and accommodation of guests” (approved by
order of the Ministry of Labor and Social Protection of the Russian Federation dated 05.09.2017
N@ 659n)]. [Electronic resource]. URL: https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-
blok/natsionalnyy-reestr-professionalnykh-standartov/reestr-professionalnykh-standartov/?ELEME
NT_ID=68377. [in Russian]

Prikaz..., 2017a — Prikaz Ministerstva obrazovaniya i nauki RF ot 8 iyunya 2017 g. N2516
“Ob utverzhdenii  federalmogo gosudarstvennogo obrazovatel'nogo standarta vysshego
obrazovaniya - bakalavriat po napravleniyu podgotovki 43.03.02 Turizm” [Order of the Ministry of
Education and Science of the Russian Federation dated June 8, 2017 No. 516 “On Approval of the
Federal State Educational Standard for Higher Education - Bachelor's Degree in the Field of
Training 43.03.02 Tourism”]. [Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20v
0%203++/bak/43 0302_b_3_15062021.pdf [in Russian]

Prikaz..., 2017b — Prikaz Ministerstva obrazovaniya i nauki RF ot 8 iyunya 2017 g. N2515
“Ob utverzhdenii federal'nogo gosudarstvennogo obrazovatel'nogo standarta vysshego obrazovaniya -
bakalavriat po napravleniyu podgotovki 43.03.03 Gostinichnoe delo” [Order of the Ministry of
Education and Science of the Russian Federation of June 8, 2017 No. 515 “On Approval of the Federal
State Educational Standard for Higher Education - Bachelor's Degree in the Field of Training 43.03.03
Hotel Business”]. [Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20v0%203++
/bak/430303_b_3_15062021.pdf [in Russian]

Prikaz..., 2017¢ — Prikaz Ministerstva obrazovaniya i nauki RF ot 8 iyunya 2017 g. N°514
“Ob utverzhdenii  federal'mogo gosudarstvennogo obrazovatel'nogo standarta vysshego
obrazovaniya - bakalavriat po napravleniyu podgotovki 43.03.01 Servis” [Order of the Ministry of
Education and Science of the Russian Federation of June 8, 2017 No. 514 “On Approval of the

188


https://nexttourismgeneration.eu/wp-content/uploads/2019/03/NTG_
http://www.consultant.ru/
https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professionalnykh-standartov/reestr-professionalnykh-standartov/?ELEME
https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professionalnykh-standartov/reestr-professionalnykh-standartov/?ELEME
https://fgosvo.ru/uploadfiles/fgos%20v%20o%203++/bak/
https://fgosvo.ru/uploadfiles/fgos%20v%20o%203++/bak/
https://fgosvo.ru/uploadfiles/fgos%20vo%203

International Journal of Media and Information Literacy. 2023. 8(1)

Federal State Educational Standard for Higher Education - Bachelor's Degree in the Field of
Training 43.03.01 Service”]. [Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20
v0%203++/bak/430301_B_3_15062021.pdf [in Russian]

Prikaz..., 2017d — Prikaz Ministerstva obrazovaniya i nauki RF ot 15 iyunya 2017 g. N2556
“Ob utverzhdenii federal'nogo gosudarstvennogo obrazovatelnogo standarta vysshego
obrazovaniya - magistratura po napravleniyu podgotovki 43.04.02 Turizm” [Order of the Ministry
of Education and Science of the Russian Federation of June 15, 2017 No. 556 “On Approval of the
Federal State Educational Standard for Higher Education - Magistracy in the Field of Training
43.04.02 Tourism”]. [Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20v0%203
++/mag/430402_%do%9c_3_17062021.pdf [in Russian]

Prikaz..., 2017e — Prikaz Ministerstva obrazovaniya i nauki RF ot 15 iyunya 2017 g. N2558 “Ob
utverzhdenii federalmogo gosudarstvennogo obrazovatel'nogo standarta vysshego obrazovaniya -
magistratura po napravleniyu podgotovki 43.04.03 Gostinichnoe delo” [Order of the Ministry of
Education and Science of the Russian Federation of June 15, 2017 No. 558 “On Approval of the Federal
State Educational Standard for Higher Education, Magistracy in the Field of Training 43.04.03 Hotel
Business”]. [Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20v0%203++/mag/4304
03_%d0%9c_3_17062021.pdf [in Russian]

Prikaz..., 2017f — Prikaz Ministerstva obrazovaniya i nauki RF ot 8 iyunya 2017 g. N2518 “Ob
utverzhdenii federalmogo gosudarstvennogo obrazovatel'nogo standarta vysshego obrazovaniya -
magistratura po napravleniyu podgotovki 43.04.01 Servis” [Order of the Ministry of Education and
Science of the Russian Federation of June 8, 2017. No. 518 “On Approval of the Federal State
Educational Standard for Higher Education, Magistracy in the Field of Training 43.04.01 Service”].
[Electronic resource]. URL: https://fgosvo.ru/uploadfiles/fgos%20v0%203++/mag/430401_%do
%9c_3_17062021.pdf [in Russian]

Prikaz..., 2019a — Pasport nacional'nogo proekta “Nacional'naya programma “Cifrovaya
ekonomika Rossijskoj Federacii” (utv. prezidiumom Soveta pri Prezidente RF po strategicheskomu
razvitiyu i nacional'nym proektam, protokol ot 04.06.2019 N27) [Passport of the National Project
“National Program “Digital Economy of the Russian Federation” (approved by Presidium of the
Presidential Council for Strategic Development and National Projects, Protocol No. 7 of 04.06.2019)].
[Electronic resource]. URL: http://www.consultant.ru/cons/cgi/online.cgi?req=doc&ts=j4HEiHTR
VaavrnED&cacheid=147BC7EED365864500600F89BF1118 AE&mode=splus&rnd=0UxP&base=LAW
&n=328854&dst=1000000001#gpIsEMTECmOn31qgB [in Russian]

Prikaz..., 2019b — Pasport federalmogo proekta “Kadry dlya cifrovoj ekonomiki” (utv.
prezidiumom Pravitel'stvennoj komissii po cifrovomu razvitiyu, ispol'zovaniyu informacionnyh
tekhnologij dlya uluchsheniya kachestva zhizni i uslovij vedeniya predprinimatel'skoj deyatel'nosti,
protokol ot 28.05.2019 N29g) [Passport of the federal project “Personnel for the digital economy”
(approved by Presidium of the Government Commission on Digital Development, Use of Information
Technologies to Improve the Quality of Life and Business Conditions, Protocol No. 9 of 28.05.2019)].
[Electronic resource]. URL: http://www.consultant.ru/cons/cgi/online.cgi?’req=doc&rnd=AM63zg&
baseLAW&n=328933&dst=100003&field=134#kFssEMTOJJiNLAoq [in Russian]

Prikaz..., 2020 — Postanovlenie Pravitel'stva RF ot 18.11.2020 N21860 (red. ot 07.04.2022) “Ob
utverzhdenii Polozheniya o klassifikacii gostinic” [Decree of the Government of the Russian Federation
of 18.11.2020 No. 1860 (ed. 07.04.2022) “On Approval of the Regulation on the Classification of
Hotels”]. [Electronic resource]. URL: http://www.consultant.ru/cons/cgi/online.cgi?req=doc&ts=j4
HEIiHTRV2avrnED&cacheid=7D55B21F4C711FDC8D685A63C1777CF3&mode=splus&rnd=0UxP&ba
se=LAW&N=414393&dst=1000000001#xEisEMTowqZA8xmM]1 [in Russian]

Prikaz..., 2021a — Passport of the national project “Tourism and Hospitality Industry”
(approved by Rosturizm ed. From 10.11.2021) [Passport of the national project “Tourism and
Hospitality Industry” (approved by Rosturizm ed. From 10.11.2021)] [Electronic resource]. URL:
https://HanmonanpaBIETPOEKTHI. P/ projects/turizm [in Russian]

Prikaz..., 2021b — Professional'nyj standart “Ekskursovod (gid)» (utverzhden prikazom
Ministerstva truda i social'noj zashchity Rossijskoj Federacii ot 24.12.2021 N2 913n [Professional
standard “Guide (guide)”]. [Electronic resource (approved by order of the Ministry of Labor and Social
Protection of the Russian Federation dated 24.12.2021 N2 913n)]. [Electronic resource]. URL:
https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professional
nykh-standartov/reestr-professionalnykh-standartov/index.php? ELEMENT _ID=112516 [in Russian]

189


https://fgosvo.ru/uploadfiles/fgos
https://fgosvo.ru/uploadfiles/fgos%20vo%203
https://fgosvo.ru/uploadfiles/fgos%20vo%203++/
https://fgosvo.ru/uploadfiles/fgos%20vo%203++/mag/430401_%d0
http://www.consultant.ru/cons/cgi/online.cgi?req=doc&ts=j4HEiHTR
http://www.consultant.ru/cons/cgi/online.cgi?req=doc&rnd=AM
http://www.consultant.ru/cons/cgi/online.cgi?req=doc&ts=j4
https://profstandart.rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professi

International Journal of Media and Information Literacy. 2023. 8(1) ——

Prikaz..., 2022a — Professional'nyj standart “Oficiant, barmen” (utverzhden prikazom
Ministerstva truda i social'noj zashchity Rossijskoj Federacii ot 09.03.2022 N¢ 115n [Professional
standard “Waiter, bartender” (approved by order of the Ministry of Labor and Social Protection of the
Russian Federation dated 09.03.2022 N¢ 115n)]. [Electronic resource]. URL: https://profstandart.
rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professionalnykh-standartov/re
estr-professionalnykh-standartov/index.php? ELEMENT _ID=113255 [in Russian]

Prikaz..., 2022b — Professional'nyj standart “Povar” (utverzhden prikazom Ministerstva truda i
social'noj zashchity Rossijskoj Federacii ot 09.03.2022 N2 113n [Professional standard “Chef”].
[Electronic resource (approved by order of the Ministry of Labor and Social Protection of the Russian
Federation dated 09.03.2022 N°¢ 113n)]. [Electronic resource]. URL: https://profstandart.
rosmintrud.ru/obshchiy-informatsionnyy-blok/natsionalnyy-reestr-professionalnykh-standartov/ree
str-professionalnykh-standartov/index.php? ELEMENT_ID=113238 [in Russian]

Pshenichnykh, 2021 — Pshenichnykh, Y.A. (2021). Cifrovye metody prodvizheniya v sfere
muzejnoj deyatel'nosti na primere gosudarstvennogo muzeya-zapovednika M.F. Sholohova [Digital
methods of promotion in the field of museum activity using the example of the state museum-
reserve of M.A. Sholokhov]. Vestnik universiteta. 8: 48-57. DOI: 10.26425/1816-4277-2021-8-48-
57 [in Russian]

Romanov, 2021 — Romanov, M.S. (2021). Metodologicheskie aspekty upravleniya
personalom v ramkah cifrovizacii [Methodological aspects of human resources management within
digitalization]. Gosudarstvennoe i municipal'noe upravlenie. Uchenye zapiski. 2: 63-70. DOI:
10.22394/2079-1690-2021-1-2-63-70 [in Russian]

Soava, 2015 — Soava, G. (2015). Development prospects of the tourism industry in the digital
age. Revista Tinerilor Economisti. 1(25): 101-116.

UNESCO UIS, 2018 — UNESCO UIS. 2018. A Global Framework of reference on digital
literacy skills for indicator 4.4.2. [Electronic resource]. URL: https://uis.unesco.org/sites/default/
files/documents/ip51-global-framework-reference-digital-literacy-skills-2018-en.pdf

Varlamova et al.,, 2020 — Varlamova, D, Sudakova, D. (2020). Atlas novyh professij 3.0
[Atlas of New Professions 3.0]. Moscow. [in Russian]

Vorontsova, Vasilyeva, 2020 — Vorontsova, M.G., Vasilyeva, A.D. (2020). Razvitie novyh
form i sovremennyh tekhnologij podgotovki kadrov industrii turizma v tvorcheskom wvuze
[Development of new forms and modern technologies for training tourism industry personnel in a
creative university]. Professorskij zhurnal. Seriya: rekreaciya i turizm. 3(7): 37-43. DOI:
10.18572/2686-858X-2020-3-7-37-43 [in Russian]

Vrabec, Odziomkova, 2021 — Vrabec, N., Odziomkovd, J. (2021). Self-presentation as a
component of personal identity in cyberspace. European Journal of Media, Art & Photography.
9(1): 86-97.

Vuorikari et al., 2016 — Vuorikari, R., Punie, Y., Carretero, G.S. et al. (2016). DigComp 2.0:
The Digital Competence Framework for Citizens. Update Phase 1: the Conceptual Reference Model.
Publications Office of the European Union. [Electronic resource]. URL: https://op.europa.eu/en/
publication-detail /-/publication/bc52328b-294e-11e6-b616-01aa75ed71a1/language-en. DOI: 10.2791/
607218

WTTC, 2022a — WTTC. Travel & tourism global economic impact, 2022. [Electronic resource].
URL: https://wttc.org/Portals/0/Documents/Reports/2022/EIR2022-Global%20Trends.pdf

WTTC, 2022b - WTTC. Staff shortages, 2022. [Electronic resource]. URL:
https://wttc.org/Portals/0/Documents/Reports/2022/WTTC-Staff%20Shortages-August22.pdf
WTTC, 2022b - WTTC. Staff shortages, =2022. [Electronic resource]. URL:

https://wttc.org/Portals/0/Documents/Reports/2022/WTTC-Staff%20Shortages-August22.pdf

WTTC, 2022¢ — WTTC. Russian Federation, 2022. [Electronic resource]. URL:
https://wttc.org/DesktopModules/MVC/FactSheets/pdf/704/192_20220613170255_RussianFede
ration2022_.pdf

Yankina, Novi, 2021 — Yankina, I.A., Novi, I.N. (2021). Vliyanie konkurentosposobnosti
regiona na razvitie turistskogo biznesa [Influence of regional competitiveness on the development
of tourist business]. Biznes. Obrazovanie. Pravo. 3(56): 62-67. DOI: 10.25683/VOLBI.2021.56.306

Zaragoza-Saez et al., 2022 — Zaragoza-Saez, P., Marco-Lajara, B., Ubeda-Garcia, M.
(2022). Digital skills in tourism. A study from the Next Tourism Generation (NTG) Alliance.
Measuring Business Excellence. 26(1): 106-121. DOI: 10.1108/MBE-11-2020-0151

190


https://profstandart/
https://profstandart/
https://doi.org/10.26425/1816-4277-2021-8-48-57
https://doi.org/10.26425/1816-4277-2021-8-48-57
https://uis.unesco.org/
https://op.europa.eu/en/
https://www.emerald.com/insight/search?q=Patrocinio%20Zaragoza-S%C3%A1ez
https://www.emerald.com/insight/search?q=Bartolom%C3%A9%20Marco-Lajara
https://www.emerald.com/insight/search?q=Mercedes%20Ubeda-Garcia
https://www.emerald.com/insight/publication/issn/1368-3047
https://doi.org/10.1108/MBE-11-2020-0151

