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The Covid-19 pandemic has reduced the num-
ber of trips abroad for people in the whole world,
and in Ukraine in particular. The damage caused
by quarantine measures over the last year and
a half is unrecoverable. Consequently, the new
tourism markets and the rapid development of
domestic tourism contributed to the increase of
potential workers in the sphere of tourism.

The scientists claim that a real tourism expert
has to be characterized by high professional-
ism, thorough knowledge, communicativeness,
progressiveness, skilled performance and com-
petitiveness in the labour market. Undoubtedly,
these are the characteristics of the profession of
a tour guide as the representative of the country.
A clear distinction between the terms “compe-
tence” and “competency” is offered. The neces-
sity of the tour guide’s professional competence
formation is emphasized.

In the basis of the formation of professional
competence, we lay the Universal Competency
Framework as a selection of behaviours at work
and the chance of being successful in certain
roles and environments. The UCF provides the
creation of a much-needed job outline for a tour
guide in Ukraine. The profound analysis of the
competency framework is aimed at a definite
assistance to the potential tour guides at getting
into a career choice, understanding and success-
ful performance of duties and responsibilities.
The “Great Eight” competencies are: leading and
deciding, supporting and cooperating, interact-
ing and presenting, analysing and interpreting,
creating and conceptualising, organising and
executing, adapting and coping, enterprising and
performing. Having analysed the given compe-
tencies, we conclude that the professional com-
petence is a combination of the universal key
competencies, which we consider to be its main
components.

The examples of real tour guides’ behaviours are
introduced for the better comprehension of the
realization of the competencies. The conclusion
is made that the Universal Competency Frame-
work efficiently produces a competency model
of standard components specifically tailored for
tour guides in Ukraine. The introduction of such
a frame into the modern educational process is
offered.

Key words: tour guide, competence, compe-
tency, professional competence, the Universal
Competency Framework, model.

NaHdemisi Covid-19 3HU3U/A Ki/IbKICMb M0I300K
3a KOpAoH 07151 /1o0ell y BCbOMY CBIiMmi, 30Kpema,

B8 YkpalHi. Bmpamu, CripuyuHeHi KapaHmuH-
HUMU 3axo0amu 3a OCmaHHi rismopa poky, He
BiowKodysamu. Sk Hac/iooK, HO8I MypUCMUYHI
PUHKU ma cmpiMKUl PO3BUMOK BHYMPILWHL020
mypusmy nocripusi/iu  36i/IbWUEHHIO  Ki/Tlbkocmi
riomeHyitiHUX MpayisHUKIB y cgbepi mypusmy.
Haykosyi  cmsepoXytomb, WO  CripagxkHil
mypucmuyHUl eKcriepm rMoBUHEH Xapakmepu-
3yBamucsi BUCOKUM MpOghecioHasli3MoM, 2/lu-
6OKUMU  NPEOMEMHUMU  3HaHHSIMU, KOMYHIka-
6e/1bHICMI0, MPO2PEeCUBHICMIO, KBa/TighikoBaHUM
BUKOHaHHsIM 0B0B’SI3KiB8 Ma KOHKypeHmocnpo-
MOXHICMIO Ha PUHKY rpayi. besrnepeyHo, yi pucu
XapakmepHi 0715 npoghecii mypucmu4Ho20 eioa
5K rpedcmasHuUKa oecmuHayji.

Y cmammi 3dilicHeHo 4imky ougbepeHuiayito
MEPMIHIB «<KOMIEMEHMHICMb» Ma «KOMIemeH-
yisi».

HazonoweHo Ha HeobxioHocmi hopMyBaHHsI
rpogheciliHoi KoMrIeMeHMHoCMi MypUcCMuU4YHO20
2ida, B OCHOBY SIKOI 3aK/1ia0EHO YHiBepcasibHy
pamky komremeHuili (the Universal Competency
Framework) sik cykynHicmb 8uUdiB MOBEOIHKU Ha
po6omi ma waHc docsizmu ycrixy 8 MeBHUX npo-
checiliHux posisix i cepedosuwyi. UCF 3abe3nedye
cmsopeHHs1 skpall He0bXiOHo20 onucy rnocaco-
BUX 0060BSI3KIB MYyPUCMUYHO20 2i0a 8 YKpaiHi,
doriomazae malibymHim 2idam y sU60pi rnpoche-
Cil, CrIoHyKae 0o Po3yMiHHSI ma YCriilHO20 BUKO-
HaHHS$1 1ocadosux 0608’s3KIB.

Biomax, npogpeciliHa KoMremeHmHicms — ye
MOEOHaHHST YHIBEPCA/IbHUX K/IKOHOBUX  KOMITe-
meHyil, siKi BBaKAEMO ii OCHOBHUMU CK/1a00-
BuMU. [Jo «BE/IUKOI BICIMKU» KOMIemeHyit Hase-
Xamb: s1idepcmso ma  MpuliHIMmMs  pilueHb,
niompumka ma crigrpaysi, 83aemMooisi ma rnpe-
3eHmayjsi, 30ilUCHEHHST aHanizy ma iHmeprpe-
mayjis, KpeamusHicmb ma KOHUenmyanizayjs,
opeaHizayisi ma BUKOHaHHs, adarnmauisi ma
r1000/1aHHS  mpyoHoWwis,  IHIyiamusHicmb  ma
echeKkmuBHICMb.

HasedeHo  peasibHi  NpuKiadu  rOBEOIHKU
mypucmuyHo20 2ida 0718 Kpawjo2o PO3YMIHHS
peasizayii  3anMporoHos8aHuUxX  KomremeHyid.
3pobrieHo BUCHOBOK, WO yHIBEPCa/IbHA paMKa
komnemenyiti (UCF) egbekmusHo rnpedcmas-
J155€ KOMremeHUyiliHy Mooesib i3 cmaHAapmHux
KOMIMOHEHMIB-MOBEOIHOK, npumamMaHHux
mypucmuyHUM 2idam YkpaiHu. 3anporoHosaHo
BrpoBaodkeHHs1 0aHoi Modesii B cydyacHul
Hag4a/lbHUl npoyec.

Kmrodosi cnosa: mypucmuyHull 2id, Komre-
MeHmMHICMb, KoMMemeHuyisi, npogeciliHa Kom-
remeHmHICMb,  yHiBepcaibHa pamka  Komre-
meHUyiti, Mooesb.

Problem Presentation. Last year forced the
world tourism industry to occur in extreme conditions
and radically changed the approach to the tourists’
choice of the countries for their recreation.

At the same time, the first half of 2021 was marked
by the gradual resumption of tourist flows in the whole
world. There has been a significant reconsideration
of tourist routes and an increase in domestic travel
in many countries. The Covid-19 pandemic has
played a crucial role in reducing the number of trips
abroad for people around the world, and in Ukraine
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in particular. Today, we can only estimate the dam-
age caused by the quarantine measures over the last
year and a half.

However, this situation has given impetus for
opening the new tourism markets and rapid develop-
ment of domestic tourism, contributing to the increase
of human resources in the field of tourism.

Modern professional education in Ukraine is
adopting new conceptual principles of training the
future tourism professionals in accordance with the
humanistic and culturological approaches under the
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requirements for the quality of services in the Euro-
pean integration environment of international coop-
eration.

Taking into account the world standards deter-
mines corresponding changes in the professional
training of specialists of tourism, since their activity is
aimed at establishing international tourism relations
and directed towards achieving mutual understand-
ing between the peoples of the world.

Today, we raise the relevant problems of forming
a system of special knowledge of the future tourism
specialists; mastering corresponding skills; develop-
ment of their professional competence; formation of
personal qualities, communicative abilities, experi-
ence of intercultural communication.

Our research is dedicated to the analysis of the
phenomenon “professional competence® of the tour
guides and the characteristics of its main compo-
nents.

Analysis of Recent Publications. The pecu-
liarities of the formation of professional compe-
tence of: the future teachers are introduced in the
research works of V. Barkasi, O. Bigych, M. Elkin,
Z. Zalibovska-linytska, L. Karpova, A. Maslyuk,
L. Petukhova, O. Smirnova and others; the spe-
cialists in economy are uncovered by O.Babayan,
T. Barsukova, V. Komelina, L. Dybkova, N. Zamkova,
H. Kopyl, K. Maslennikov, etc.; the future workers of
tourism industry are partially presented in the stud-
ies of R. Bryk, M. Halytska, I. Savchak, G. Zaychuk,
N. Khmilyarchuk, etc.; the medical field and health
care experts — in the works of H. Morokhovets,
I. Radzievska, T. Tkachenko, etc.; the mass media
specialists are represented by |. Dyachenko, I. Chem-
erys, M. Zhytaryuk, etc.

The problem of formation of the professional com-
petence of the future specialists in tourism industry
is crucial today, as the modern labour market needs
highly-qualified competitive specialists who are able
to combine leadership skills, creativity, organisa-
tional skills, cooperation, oratory, great performance,
foreign language proficiency, etc. Hence, the higher
education institutions are required to train competitive
future professionals.

Highlighting previously unresolved parts of a
common problem. According to the Tourism Survey
(2018) the number of tour guides who work in Europe
is (37.5%), South America (17.8%), Asia (16.3%),
North America (13.8%), Africa (9.8%) and Australia
(4.7%) [10]. The presented figures point out the fact
that the profession of a tour guide has now become in
great demand and rather valuable in tourism industry.

The analysis of the research devoted to the for-
mation of tour guides’ professional competence in
a well-organized process of training indicates at the
complexity and insufficient research of this problem.
These considerations have provided the reason for
choosing the topic of the article.

Objective. The article is dedicated to the forma-
tion of the professional competence of tour guides
based on the well-established universal competency
framework and the requirements for the provision of
professional tourist guide training.

We focus our research on the dominant behav-
iours and the development of the competency model
of tour guides in Ukraine.

Presentation of the main material. Tourism
industry is largely labour intensive and provides jobs
for well-trained professionals, but also for numer-
ous workers with difficulties to find a job, such as
newcomers to the labour market (young people and
migrants), women with family responsibilities who
can work part-time and people with little qualifica-
tion in general. Tourism provides working people with
income and experience, and, therefore, contributes to
their social inclusion and personal development [11].

In contrast, tourism sector suffers from shortage
of workers with the required minimum qualifications
or skills. As employment and working conditions often
fail to meet their expectations, people working in tour-
ism industry tend to look for better jobs elsewhere
and may, at the first opportunity, leave to take up
more decent work in other spheres.

Having analyzed the views of training profession-
ally competent workers of tourism industry, the scien-
tists claim that a real tourism expert has to be charac-
terized by high professionalism, thorough knowledge,
communicativeness, progressiveness, skilled perfor-
mance and competitiveness in the labour market. We
stress that these are the characteristics of the pro-
fession of a tour guide as the representative of the
perspective industry.

Despite the increase in the global tourism activi-
ties, little attention is being paid to the impact of
the role of tour guides in contributing to higher cus-
tomer visitation. To increase the number of tourists
to Ukraine, it becomes important to educate and train
the tour guides who could impress tourists by the
quality level of service, provide destination-related
information and encourage them to revisit our coun-
try as well as recommend it to their family and friends.

We agree that tour guides are “the representatives
of tourist destinations and have a significant role to
play in improving the tourist satisfaction and, thus,
ensure an increase in the number of tourists to the
destinations” [6].

Most definitions point out that a tour guide is
responsible for directing and leading tourists on a
tour or sightseeing. The World Federation of Tourist
Guide Association (2005) defines the tour guide as
“a person who guides visitors in the language of their
choice and interprets the cultural and natural heritage
of an area”.

Generally, a tour guide takes care of a group of
participants, including explanations or teaching with
regard to historical and geographical, geological or
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even biological backgrounds of the area. For many
tour operators, the higher education (Bachelor's
degree) is a precondition for the job-entry. Most
world companies within the tourist industries ask for
a broad range of criteria which have to be met for
job applicants, for example: extensive knowledge
about local backgrounds, organizational competen-
cies above average, perfect language skills, method-
ological knowledge (instructional talent), an empathic
approach to clients’ needs, conflict related skills,
leadership skills, self-initiative behaviour including
good health and self-confidence [2].

The requirements for the tour guides can be
“mapped” to a Universal Competency Framework /
“the Great Eight” (Bartram, 2012) which is shown in
the table below and accompanied by the examples of
tour guiding work situations:

The SHL Universal Competency Framework
(UCF) offered by Prof. Bartram (2012) is a single
underlying construct framework that provides a ratio-
nal, consecutive and practical basis for understand-
ing people’s behaviours at work and the chance of
being successful in certain roles and in certain envi-
ronments [1]. The framework introduces a model of
performance at work that defines the relationships
between competency potential, competency require-
ments and competencies themselves.

According to M. Fitsula, a scientific model “is a
semantically and materially realized system that ade-
quately reflects the subject of research, appears as a
means of theoretical study of pedagogical phenom-
ena through the imaginary creation of life situations
(modelling); assists in cognition of the patterns of
the individual’s behaviour in various situations” [14].
As A. Bandura (1977) states, “most human behav-
iour is learned observationally through modelling:
from observing others one forms an idea of how new
behaviours are performed, and on later occasions this
coded information serves as a guide for action” [4].
Jarche emphasizes that “mastery often comes from
modelling. It is how the apprentice becomes a jour-
neyman and in time a master” [7]. Hence, the orga-
nization of such a framework would never become
possible without the method of modelling in the train-
ing process.

Since 2001, the UCF has been used to create 403
new competency models by 299 consultants working
in 24 different countries with 117 client organisations.
It provides the ability to produce tailored competency
models quickly and efficiently from a standard set of
components [1].

We need to clarify why the given competency
framework is considered to be genuine. The explana-
tion is as follows:

— itis an articulated set of relationships;

— it defines the nature of the components of a
model;

— it specifies how those components relate to
each other;
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— it explains how they relate to other constructs
(performance, personality etc.) that sit outside the
framework;

— itis evidence-based [1].

The UCF provides the creation of a much-needed
job outline for a tour guide in Ukraine. The profound
analysis of a competency framework is aimed at a
definite assistance to the potential tour guides at get-
ting into a career choice, understanding and success-
ful performance of duties and responsibilities.

Bartram distinguishes between competences and
competencies. Although both terms are similar, there
is a clear distinction between them: “Competence
relates to performance or outcomes; competencies
relate to the behaviours underpinning successful per-
formance” [1]. In other words, people demonstrate
competence by applying their competencies’ knowl-
edge and skills in a goal-directed manner within the
work setting. Thus, the professional competence of a
tour guide is a combination of the universal key com-
petencies, which we consider to be its main compo-
nents.

According to M. Kane, the professional compe-
tence is “the degree to which the individual can use
the knowledge, skills, and judgment associated with
the profession to perform effectively in the domain of
possible encounters defining the scope of profes-
sional practice” [8].

Epstein and Hundert define the professional com-
petence as “the habitual and judicious use of commu-
nication, knowledge, technical skills, clinical reason-
ing, emotions, values, and reflection in daily practice
for the benefit of the individual and community being
served” [5].

The researcher T. Chistyakova states that the
professional competence is “the educational result
reflected in readiness to perform a certain practice in
the professional sphere, on the basis of a system of
knowledge, skills, and experience of the learners” [3].

O. Oleksyuk views the professional competence
as “the mastery of knowledge, skills and standards
necessary for the performance of professional duties,
as well as the real professional activity in accordance
with standards and norms” [13, p. 13].

So, the scientists quoted above associate the
professional competence with the readiness to fulfill
duties, effective performance and being beneficial in
the professional sphere.

Analysing the problem of the professional compe-
tence, A. Markova determines its characteristics:

— competence is not identified with the education
of an individual,

— competence is a combination of mental quali-
ties which allow acting independently and responsi-
bly;

— the basis for conclusions about the competence
of an individual is the assessment of the final result of
the activity;
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Table 1

Competency (,Great Eight”)

Interpretation

Examples

Leading and Deciding

Takes control and exercises
leadership. Initiates action, gives
direction and takes responsibility

During the tour, a guide becomes the leader

of the group and takes responsibility for every
member. He is the one who controls the situation
and decides on what (subject), where (place)
and when (time) to present

Supporting and Cooperating

Supports others and shows respect
and positive regard for them in social
situations. Puts people first, working
effectively with individuals and teams,
clients and staff. Behaves consistently
with clear personal values that
complement those of the organisation

Building a successful teamwork in a group of
tourists is a must. A tour guide should treat
tourists respectfully and make every guest feel
like the most important person in the group

Interacting and Presenting

Communicates and networks
effectively. Successfully persuades
and influences others. Relates to
others in a confident and relaxed
manner

A tour guide informs and entertains at the same
time. Delivering facts while on tour doesn'’t have
to be a lecture. A guide should

be well-informed and willing to share his/her
knowledge, take guests on a journey through
storytelling which helps bring life to the subject,
captivate the audience and give guests
something to remember/pass on to their friends
for years to come. If a tour guide can tell a story
with animation, expression and a plot twist, he/
she will never be forgotten

Analysing and Interpreting

Shows evidence of clear analytical
thinking. Gets to the heart of complex
problems and issues. Applies own
expertise effectively. Quickly learns
new technology. Communicates well
in writing

Atour guide is able to present ideas clearly and
effectively in written form (taking notes); adjust
language or

terminology to meet the needs of the audience;
use correct grammar, organization and structure

Creating and
Conceptualising

Open to new ideas and experiences.
Seeks out learning opportunities.
Handles situations and problems
with innovation and creativity. Thinks
broadly and strategically. Supports
and drives organisational change

Tourists love learning about various fun facts

and little known secrets about the area they

are touring. Guides should consistently have the
ability to convey passion, act positively and tell
various interactive stories. It is of vital importance
to make interactions, encourage clients to
participate actively in the communication process

Organizing and Executing

Plans ahead and works in a
systematic and organised way.
Follows directions and procedures.
Focuses on customer satisfaction
and delivers a quality service or
product to the agreed standards.

Atour guide’s commentary gives guests a

sense of what to expect from a tour. A tour guide
should: introduce oneself; confirm the tour type
and where you'll be heading; note washroom
locations; mention the number of stops along

the route. Knowledgeable guides are able to
explain facts, history, landmarks, figures, local
customs, etc. They should also be able to answer
additional tour related questions that may come
up during the trip

Adapting and Coping

Adapts and responds well to change.
Manages pressure effectively
and copes with setbacks

Tourists may come from various walks of life, age
groups, cultures, nationalities, and backgrounds
or speak different languages. The ability to
handle social norms and expectations is key to
being an effective tour guide. The best guides are
empathetic to cultural differences and prioritize
making each delivery unique to their guests.

A tour guide should also have a sensitivity

and understanding for treating guests with special
needs. Great tour guides are flexible when it
comes to unexpected issues and schedule
changes

Enterprising and Performing

Focuses on results and achieving
personal work objectives. Works

best when work is related closely

to results and the impact of

personal efforts is obvious. Shows
understanding of business, commerce
and finance. Seeks opportunities

for self-development and career
advancement

A tour guide should be able to keep up to date
with changing times and constant advancements
in technology and determine how they affect or
enhance the tours. A tour guide continuously
aims to facilitate ways to learn how to make each
tour more distinct and unigue than the previous
ones. A tour guide learns by encouraging guests
to provide necessary feedback so that he/she can
use the information to enhance future tours
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— competence is a characteristic of an individual
and is manifested in the results of one’s activity [12].

To sum up, the professional competence is a com-
bination of knowledge, skills, abilities, methods of
activity, professionally important psychological quali-
ties necessary to a specialist to carry out effective
professional activity. It is the result of the individual’'s
training, a qualitative characteristic of professional-
ism, and provides a conscious desire of the individual
to perform this activity.

Returning to the selection of requirements for
the tour guides listed in the Universal Competency
Framework (Table 1) it is significant for our research
to make a profound explanation of the “Great Eight”
competencies:

— Deciding and Initiating action mean that a tour
guide is responsible for making decisions, acting
confidently and with initiative, taking action and cal-
culated risks. Leading is seen as providing direction
and coordinating action, supervising and monitoring
behaviour, motivating visitors;

— Support and Cooperating are aimed at working
with a group of tourists which means genuine under-
standing others, adapting to the team, building a tem-
porary team spirit, informing and consulting others,
communicating proactively, showing tolerance, con-
sideration and support, caring for others, as well as
developing self-knowledge and insight. A tour guide
must adhere to principles and values, refer to uphold-
ing ethics and values, act with integrity and show
social and environmental responsibility;

— Interacting and Presenting are focused on relat-
ing, building rapport, networking, managing conflict
and using humour, persuading and influencing, mak-
ing a positive impact, shaping conversations, appeal-
ing to emotions, promoting ideas, negotiating, gaining
agreement, speaking fluently, articulating key points,
explaining concepts and opinions, presenting and
public speaking and responding to the audience;

— Analyzing and Interpreting include writing cor-
rectly, clearly and fluently, reporting in an expressive
and engaging style, using technology resources,
demonstrating physical and manual skills, demon-
strating cross-functional awareness and demonstrat-
ing spatial awareness, evaluating information, inves-
tigating, producing solutions and making judgments;

— Creating and Conceptualizing are based on
learning and researching, gathering information,
smart thinking, encouraging and managing knowl-
edge; innovating as well as seeking and introducing
change; formulating strategies and concepts, thinking
broadly, approaching work strategically, setting and
developing strategy and visioning;

— Organizing and Executing can be divided into
planning and organizing (setting objectives, planning,
managing time and resources, monitoring progress);
delivering results and meeting customer expectations
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(focusing on customer needs and satisfaction, setting
high standards for quality, monitoring and maintain-
ing quality processes and productivity, working sys-
tematically); following instructions and procedures
(following directions and procedures, time keeping,
demonstrating commitment, showing awareness of
safety issues and complying with legal obligations);

— Adapting and Coping include adapting and
responding to change, accepting new ideas, adapt-
ing interpersonal style, showing cross-cultural aware-
ness, dealing with ambiguity, coping with pressure
and setbacks, demonstrating emotional self-control,
balancing work and personal life, maintaining a posi-
tive outlook, handling criticism;

— Enterprising and Performing mean that a tour
guide should achieve personal work goals and objec-
tives, entail achieving objectives, work energetically
and enthusiastically, pursue self-development and
show ambition. A real professional ought to possess
entrepreneurial and commercial thinking, entail moni-
toring markets and competitors, identifying business
opportunities, demonstrating financial awareness,
controlling costs and keeping aware of organizational
issues [9].

Thus, the referred competencies we relate to the
desirable behaviours of a real professional would def-
initely result in a successful performance of the tour
guide’s work. We conclude that the Universal Com-
petency Framework efficiently produces a compe-
tency model of standard components specifically tai-
lored for the tour guides in Ukraine. The introduction
of such a frame into the modern educational process
would be of great value and use. The development of
training programme designed to enable tourist guides
to possess the related standard competencies is to
become the subject of our further research.
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