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Abstract: The human resource department plays an important role in the 
tourism industry since tourism activities are characterised by an intense 
involvement of human capital to ensure high quality services [6]; from 
this perspective, human resource management quality is crucial for 
success or failure of tourism businesses. 
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INTRODUCTION 

The main elements of the strategic management of human resources 
in tourism are based on the following key elements: 

- the features of tourism activities and their impact on human 
resource management: 

• the place where tourism services are available is crucial for 
the business success: tourism market offer should meet 
consumers’ demands; 

• tourism services include a significant intangible component; 
• tourism services cannot be inventoried: sale and marketing 

services should meet short-term sale demands; 
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• relationship marketing: all the employees of a tourism firm 
should contribute, directly or indirectly, to marketing 
activities; 

• human factor in tourism services involve a certain degree of 
uncertainty and unpredictability; 

- job quality in the tourism sector; 
- professional training in the tourism sector; 
- innovation and flexibility in human resource management: there 

is a tendency to make the staff responsible since they play an 
important role in relationship marketing and in ensuring 
customer satisfaction; 

- recruiting trained personnel; 
- reaching high-quality standards through human resource features 

and capabilities: 
• professionalism; 

• aptitudes; 
• behaviour; 

• transparency; 
• flexibility; 

• correctness; 
• credibility 

- the effects of political and economic globalisation on human 
resources in tourism; 

- the effects of interactions in a multicultural environment: tourism 
locations receive guests from different countries, which carry 
cultural differences; 

- the importance of IT and of communications. 
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MATERIAL AND METHOD 
 

To carry out the present research, we have studied literature 
concerning human resource management, human resource management in 
the tourism industry, small and medium enterprises management in tourism 
and services, and aspects concerning human resource management in 
educational tourism. 

 
RESULTS AND DISCUSSION 

Human resource development plays a crucial role in human resource 
management in tourism due to the investment of human capital with a view 
to increase quality standards of services supplied and to contribute to the 
improvement of the employees’ working conditions. This process is the 
main essence of investments in human capital and, as such, it can contribute 
significantly to the improvement of performance, productivity, and 
profitability. 

Human resource development is a process both formal and informal: 
- a formal process from the perspective of organisation (training 

courses or training methods publicly accredited); 
- an informal process from the perspective of professional training 

with no public accreditation (a process going on both within the 
firm and in other training centres). 

 Within the company, we can organise the following types of 
activities in order to develop human resources: 

- training on the spot; 
- training courses within the company. 
          Large size tourism companies leave the training process of 

human resources to specialised departments allowing the planning and 
organising of professional training in a strategic way, based on criteria of 
training and education identified as necessary for the company and 
developed as to meet individual development aspirations and company 
needs. In small-size companies, such as travel agencies or agri-tourism 
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pensions, there are no such situations, but this function is attributed, 
together with other responsibilities, to human resource management. 

Professional training programmes have an important impact on the 
company’s staff: they play an important role in inductive training (i.e., 
through technical training for future jobs). Frequently recruit based on the 
potential contribution of each person apart but reaching the potential needs 
significant, well-structured investment for the training of skills and for the 
complex moulding of the person. Optimising the employees’ potential is 
done through either programmes or specific training, or through working in 
different departments of the organisation for shorter or longer periods of 
time, depending on situation. Individuals can also be promoted through the 
planning of the succession within the company, after a previous training for 
the future activities. 

Within tourism companies, the training of human resources plays a 
key-role in supporting innovation, no matter the field. Changes on the 
tourism market need the training of human resources in order to prepare the 
employees for such changes (for instance, the learning of foreign languages 
and the application of information technology programmes [7].  

Unlike the traditional model of human resource training, in tourism, 
where there is little flexibility in the changes of trained personnel functions 
(for instance, an employee, once trained, has little chances to change his/her 
career), the model we have in mind is characterised by major flexibility 
since it is based on continuous training. The diversity characteristic of each 
sector apart is one of the factors limiting this principle since it asks different 
technical skills enforced by the complexity of the structure and by the size 
of the business figures (which can range from a family agri-tourism pension 
to multinational company). 

In most countries practicing large-scale tourism, small size family 
companies rank first in the field; in this case, we need to train the staff 
informally, except for the cases in which the regulations stipulate the 
necessity of hiring diploma owners in the field. Professional training of 
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human resources in tourism plays an important role in tourism sustainable 
development; this is why we need to plan strategic policies in the field of 
tourism at macro- level, thus implementing human resource development 
and professional training in specialised high-schools and in universities [4].  

 
CONCLUSIONS 

Hiring and training employees, no matter the level, are successful 
tools in the competition with other companies, which makes the difference 
on the free market of tourism business. 

Human resource management in tourism in Romania is approached 
through complex academic courses [1, 3, and 5] and/or through research 
programmes [8]; it is also the core of textbooks destined to the training of 
non-specialists working in the tourism industry [2]. 
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