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Addressing the shortage of skilled staff 

Are we going to be checked in and out by computers, in the future?  

Back in the 90s, it was impossible to imagine companies relying on apprentices to 
provide some of the skills needed for their day to day operations. Today, this is no 
longer a far-fetched scenario. Many companies try to make apprenticeships more 
accessible and appealing, as a means of setting novices’ career pathways in 
motion, as well as securing a win-win situation for their employees. In the tourism 
sector particularly, even though there are various possibilities to promote 
apprenticeships and make working in tourism more attractive, more could be done 
to propel apprentice engagement. For example, „companies could offer further 
benefits, such as child care or a five-day week,“ says Anton Kern in the Austrian 
online portal GZ. The investment in a flexible and responsive apprenticeship 
system seems to be an important component of business success.  

However, as digitalization processes are transforming the tourism industry, various 
services and interactions are being challenged. With respect to increasing 
efficiency, the Chamber of Commerce and Industry (IHK) is convinced that, for 
example, hotels will be replacing personal assistants with digital concierges. Is it 
possible that we will be checked in by robots? The answer could be yes. Asian 
hotels have begun to lead the way and European hotels are following the trend to 
replace the customary, personal check-in, especially with groups of business 
people. For this target group, convenience and user-friendliness seem to be more 
important than personal service, while for families and individual tourists, the 
digital check-in experience reduces the more welcoming, personal touch.  

In the operative business there is a shortage of employees because of low pay, 
shift work, overtime hours (subject to employment agreement, Working Conditions 
Act §4) and a lack of recognition. The Federal Association of the German Tourism 
Industry (BTW) is convinced that the refugee policy can be an opportunity to win 
motivated, skilled workers. This seems feasible since every 4th employee in 
tourism has a migrant background. The only question is if a good, seamless 
integration as well as proper training programs can be provided, to get people into 
the workforce and give them an opportunity to use their skills.  

We will have to wait and see whether we will be checked-in by robots in the future 
or we will continue to enjoy personal service and a friendly welcome at the 
reception of a hotel.  
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