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Bartlomiej Walas (Poland), Marek Nocon (Poland), Sandor Nemethy (Poland),
Frantisek Petrovi¢ (Poland), Anna Oleksa-Kazmierczak (Poland)

DIAGNOSIS OF COMPETENCIES
IN THE MEETINGS INDUSTRY
IN POLAND, HUNGARY AND
IRELAND IN POST-COVID-19
PERIOD

Abstract

The freezing of economies due to the COVID-19 pandemic caused damage not only on
the sales side but also on the labor market due to the outflow of staff from companies
specializing in the organization of meetings. The return of the meetings industry sector
to the development path will involve skillful change management, including in the area
of competencies and skills. To inventory and assess the competencies of employees in
the meetings industry, this study was carried out among specialized enterprises in the
meetings industry in Poland, Hungary, and Ireland, on samples of two research groups,
i.e. the Director General (CEO) and operational employees based on questionnaires
and individual in-depth interviews (IDI). The obtained results allowed to establish the
hierarchy of self-assessment of own managerial competencies, assessment of the com-
petencies of the CEO by the employees, areas of increasing team competencies, and
areas of staff development in the sector shortly, contributing to the recovery from the
pandemic crisis.

Raising the competencies and qualifications of employees is perceived as one of the
most powerful tools for overcoming the pandemic crisis, obtaining 68% positive in-
dications among CEOs in Poland, 77% indications in Hungary, and 84% in Ireland.
In all analyzed countries, the meetings industry is indicated as a strategic product of
the tourist market. Among the planned long-term actions aimed at overcoming the
pandemic crisis, increasing employee competencies is perceived as an opportunity for
the companies operating the meetings industry sector (90% in Poland, and 80% in
Hungary and Ireland).

Keywords meeting industry, tourism, management, competencies,

qualifications, skills, MICE, COVID-19

JEL Classification J89, Z32, M12

INTRODUCTION

The term “meeting industry” replaced the previously used (but still
functioning) terms of “business tourism” and “MICE sector” (an ac-
ronym derived from M - Meetings, I — Incentives, C — Congresses
or Conferences, and E — Exhibitions or Events). The World Tourism
Organization (UNWTO) uses the term “meetings industry” to denote
organization, promotion, sales, and service delivery for the associa-
tion, government and corporate meetings, incentive travel, seminars,
conventions and conferences, business events, technical visits, exhibi-
tions, and fairs (Celuch, 2014; Swarbrooke & Horne, 2001). The cities
are building their economic and tourism potential by relying on the
meetings industry (Zmyslony & Piechota, 2014). The number of inter-
national conferences is a significant measure of economic competitive-
ness used to build recognized world rankings of cities e.g., Global City
Index, Global City Competitiveness Index, and Cities of Opportunity.
Hence, for many cities, the meetings industry becomes the industry
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of economic development, emphasized in strategic documents (Walas, 2021), and the managing the
meetings industry has an organizational structure, often of a public-private nature, commonly called
the Convention Bureau. In the group of meeting industry actors, the following are most often men-
tioned: Professional Congress/Conferences Organizer - PCO, Incentive Travel Organizers, Destination
Management Companies - DCM, Convention Bureau — CB, and Events Agency (Borodako et al., 2015).
It is the representatives of these institutions (excluding CB) that are included in this study. As indicated
by Marez (2020), the United Nations World Tourism Organization confirms that identifying and deep-
ening the competencies of qualifications may turn out to be the way of rebuilding the sector.

1. LITERATURE REVIEW

The literature review was made in order to show
the importance of the meetings industry for the
economy and the role of employees’ competencies
within effective management. The denominator of
the analysis is the probable post-pandemic mar-
ket situation. Until the outbreak of the COVID-19
pandemic, the MICE sector, nowadays known as
the meetings industry, was a thriving and rap-
idly growing industry, and its role in the econo-
my was constantly growing (Statista Research
Department, 2021). Globally, the MICE industry
is dominated by the meetings segment (mainly
face-to-face). In Europe, 18% of trips were busi-
ness-related, while the remaining MICE segments
collectively only get 6% share (of which 48% -
conference tourism, 42% - exhibitions, 10% - in-
centive trips). The largest market share is held by
Germany, France, and Switzerland, which account
for around one-third of European business tour-
ism. The multi-year trend, measured before the
pandemic, was extremely favorable (Allied Market
Research, 2019). In regional terms, the position of
Europe as a region for the reception of events also
indicated its growing importance. The 2019 statis-
tics of the International Congress and Convention
Association ICCA recorded 13,254 rotating asso-
ciation meetings, which was the highest recorded
annual number with an increase of 317 meetings
compared to the previous year (ICCA, 2020).

The COVID-19 pandemic has radically changed
the market situation. Strategic Alliance of the
National Convention Bureaux of Europe has pub-
lished the results of a study on the impact of the
coronavirus on the European meetings industry.
The analysis aims to create a constructive descrip-
tion of the process of recovering the meetings and
conferences sector from the crisis and to develop
the possible scenarios reflecting the scope of the
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impact of the current situation (Polish Tourism
Organization, 2020). According to the basic mod-
el, participation in both national and internation-
al events will continue to be influenced by some
negative sentiment, reducing the number of par-
ticipants by 25% in 2021 and 5% in 2022, before
finally recovering in 2023. The pessimistic scenar-
io considers alternative forecasts assuming a de-
cline in the number of conference tourism partic-
ipants between 36% and 77% in 2020, followed by
a sharp or more prolonged recovery, respectively.
Government restrictions on the size of meetings
are also expected in 2021, as well as a stronger im-
pact of negative moods among potential partic-
ipants (resulting from their concerns) and a full
improvement in 2024 at the earliest. Analysis of
the impact of the pandemic on the MICE sector
has been described in many countries, such as the
United Arab Emirates (Aburumman, 2020).

One of the areas of reconstruction of this market
segment is not only the demand for events but also
the improvement of competencies. Various studies
to date show that skills rated most important are
personal skills, then social skills, with knowledge
skills rated as least important (Burzynski, 2018;
Pilcher et al., 2017; Bevins et al., 2020; Kupczyk &
Stor, 2018; Hong, 2009; CTHRC, 2011; Shum et al.,
2018).

Focusing on the quality of services, improving the
skills of MICE specialists, and deepening the pro-
fessional knowledge of specialists based on current
trends will contribute to strengthening the profes-
sional industry, especially in the post-pandemic
period. The skills of the MICE sector employees
are especially important in the development of
their careers (Gorniak et al., 2015).

The greatest challenge is the competency gap,
which may systematically increase, considering
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the growing demand for qualified employees. The
competency gap has been defined as a shortage of
skills or qualifications compared to those desired
for a given job position or as maladjustment of the
competency potential to the requirements neces-
sary to achieve the set goals. Staff problems, ac-
cording to employers and experts in the broadly
understood tourism sector, are currently the most
bothering issue of the domestic and European
labor market (Argyle, 2002). It is worth noting,
however, that the problem is the quality of com-
petencies from mid-2021; there is also a noticeable
shortage of staff, due to the departure of employ-
ees to other sectors. The analysis of studies and re-
ports on the situation in the labor market clearly
indicates that economic development and invest-
ment growth largely depend on the possibility of
acquiring qualified employees (Winterton et al.,
2006; Trinder, 2008; Nagarjuna, 2016).

Employee’s professional competencies are per-
ceived through the prism of knowledge, skills, and
social competencies (Cedefop, 2020), including de-
scriptors constituting the reference framework for
learning outcomes, resulting from the recommen-
dations of the European Qualifications Framework
(EQF) and through this EQF to the levels of qual-
ifications in individual EU countries (Helgoy &
Homme, 2015; Next Tourism Generation Alliance,
2020). Globalization and rapidly changing skill re-
quirements, like those triggered and accelerated
by the COVID-19 pandemic, and the trends which
can be observed in the gig economy, change com-
petency needs (EC, 2008).

Qualifications Framework and the Integrated
Qualifications System (Colardyn & Bjornavold,
2014) are based on three categories:

o knowledge — a set of descriptions of objects
and facts, principles, theories, and practices,
assimilated in the learning process, relating
to the field of learning or professional activity;

o skills — the ability acquired in the learning
process to perform tasks and solve problems
relevant to the field of learning or professional
activity;

o social competencies (abilities) — the ability to
shape one’s development as well as autono-
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mous and responsible participation in profes-
sional and social life, considering the ethical
context of one’s conduct.

The solutions that the Integrated Qualification
System is introducing are a response to the chang-
es in the labor market and economy. The experi-
ence of many European countries shows that the
introduction of a system based on the qualifica-
tions framework will result in the growing num-
ber of people interested in formal recognition of
their competencies and raising their qualifications
which will not only affect people’s professional
situation but also their sense of security in the la-
bor market (Smoétka, 2008).

Regardless of the differences in the understand-
ing of social competencies, they are recognized
as properties that determine the effectiveness
of the functioning of an individual and a team
(Wybranczyk, 2021; Whiddett & Hollyforde,
2003). Modern efficient management aims to cre-
ate a competitive advantage through the speed of
reaction to new opportunities and problems, the
flexibility of both labor resources and organiza-
tional structure, and then the integration of all
resources. Competencies are also defined as the
scope of knowledge, skills, and responsibilities, as
well as powers of attorney and powers granted on
the basis of qualifications to act and decide and
make judgments (Phelan et al., 2009). The issue
of the competencies has now become the subject
of discussions among entrepreneurs in the sector,
looking for both conditions for reconstruction
and competitiveness, which are expressed, among
others, by the Kaohsiung Protocol - Strategic
Recovery Framework for the Global Events
Industry (ICCA, 2020) and the Cracow Network
Protocol (Blaszczyk et al., 2021). The need for
competence development of MICE employees,
and thus the reconstruction of the industry, will
also affect the functioning of the entire tourist
market. The ICCA Kaohsiung protocol is a strate-
gic framework to revitalize the conduct of global
meetings and events, as the COVID-19 pandemic
is becoming a catalyst accelerating the transfor-
mation of this sector (Wang et al., 2010). Many of
the macro and micro trends listed in the protocol
relate directly to the competency level. In addi-
tion, the Cracow Network Protocol is an extreme-
ly interesting initiative, indicating, inter alia, the
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need to develop competencies. The document was
created by representatives of the Cracow MICE
industry as an introduction to a joint operating
strategy and was published in March 2021.

2. METHODOLOGY
AND HYPOTHESIS

Based on the described phenomena and the
pandemic situation, the purpose of this study is
shaped, namely the diagnosis of competencies
of employees in the meetings industry sector.
The assessment covered the competencies and
needs in two groups of respondents in three
countries, namely Poland, Hungary, and Ireland
conducted in early 2021 with two groups of re-
spondents. The first group was CEOs, and the
second group was the operating staff of compa-
nies in this sector. The hypothesis posed is that
the level of competencies in sector’s enterpris-
es is assessed as high and their improvement
mainly concerns soft skills and is an opportu-
nity for development and recovery from the cri-
sis caused by the COVID-19 pandemic. Among
planned long-term actions to recover from the
pandemic crisis raising the competencies of em-
ployees is perceived as an opportunity for the
company (90% in Poland, and 80% in Hungary
and Ireland). The scope of the study included:

« social competencies to check the competency
gap;

» aggregate employee competencies;

o self-assessment of own managerial competen-
cies of the CEO;

o assessment of the CEO’s competencies by
employees;

o thelevel of personality traits of the company’s
team;

o areas of improving the team’s competencies;
and

o areas of personnel development in the near
future.

The meetings industry is a complex and fragment-
ed market that connects the interests of many
stakeholders. Among them, there are five catego-
ries of public and private institutions that play an
important role in the preparation or organization
of events. This group includes the most frequent-
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ly mentioned Professional Congress Organizer
(PCO), incentive travel organizers, Destination
Management Companies (DMC), organizers of
fairs-exhibitions, and Convention Bureau (CB).
Moreover, it was the representatives of four cate-
gories of enterprises (excluding CB) that constitut-
ed the group of respondents. Hotel facilities and
venues were excluded too from the research sam-
ple because they were considered event locations.

The empirical analysis was based on the ques-
tionnaires of two surveys conducted using the
CAWTI technique from among companies repre-
senting the above four groups of institutions. The
selection of respondents for the sample was based
on a database of enterprises recommended by
Convention Bureaux.

In each country (Poland, Ireland, and Hungary),
in line with the concept, 30 surveys with employ-
ers/managers (CEO), a minimum of 20 with em-
ployees, and 15 in-depth individual interviews
(IDI) with some of the CEOs were conducted.
When assessing the representativeness of the
sample size, it should be considered that, for ex-
ample, in Poland, the number of officially recom-
mended (certified) PCOs is limited and amounts
to only 19 companies. It is similar in other coun-
tries. Hence, the selection is representative and
illustrated in Tables 1-3.

Table 1. Structure of the research sample

Source: Own study.

Position in company @ Poland @ Hungary : Ireland
Number of respondents

CEO . 31 30 30
Employees 23 27 a4
Total © s4 i 57 54
Number of IDI
CEO 17 i 15 15

Table 2. Type of business activity — CEO

Source: Own study.

Type of business Poland

activity Hungary% Ireland
DMC-PCO 14 10
Organizer of incentive trips : 7HH : 6m
Event agency 8 8
ctons o . 7o
o 31 3130
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Table 3. Type of business activity— employees

Source: Own study.

Type of business activity : Poland :Hungary' Ireland

DMC—-PCO 10 5 8
Organizer of incentive trips 3 7 5
Event agency 7 5 6
Organizer of fairs and exhibitions 10 5
Total 23 27 24

The structure of the questions was mainly based on
the Likert scale and the results were divided into two
groups: competencies in the opinion of managers
(CEO) and competencies of the CEOs in the opinion
of employees. Interviews with CEOs allowed for the
identification most pressing problems of the sector
requiring solutions in terms of competencies.

3. RESULTS

3.1. Competencies in the opinion
of managers (CEO)

Managers faced a self-assessment of their mana-
gerial competencies (Figure 1), assessed on a scale
from 1 (lowest competencies) to 5 (highest com-
petencies). At the highest level (5 points), the least
numerous groups assessed their competencies
related to delegating tasks (11%) and stress resist-
ance (12%). In contrast, the highest indicators (5
and 4 points) were assigned to leadership (20%),
organization (36%), strategic thinking (32%), and
project management (29%).

Finance management | EGHENNOUANINN v .

Resistance to stress

Change management | NS s Asa
strategic thinking | EEECHNNNSOUCNI N Ses

Project management
Process management
Organization

Leadership

Managerial courage
Motivating

Task delegation

Taking care of subordinates
Creating a team

0% 10%

20% 30%

IS A% 1%

The social competencies of the team (Table 4) of
the surveyed company, assessed on a scale from
5 (the highest competencies) to 1 (the lowest com-
petencies). Nearly half of the respondents indicat-
ed ethics in contacts with clients (41%) and every
third (34%) ethics at work. On the other hand, the
lowest (1-2 points) level of competencies was in-
dicated regarding international experience (21%)
and between 11% and 13% of responses concerned
raising qualifications, work in information noise,
emotional bond with the company, written com-
munication, cross-linking skills, building local
partnerships or willingness to learn.

Table 4. Social competencies of the enterprise team

Source: Own study.

Competency 2 1

Building relationships with

22%
customers

49% : 26% i 3% 0%

Ethics at work 34% : 37% i 26% i 3% 0%

Ethics in dealing with

) 41%
clients

39% : 15% i 4% 0%

Interpersonal
communication
Availability

Coping with conflict
situations

18% i 43% i 35% | 3% 0%

23% : 46% : 27% i 4% 0%

15% © 42% : 39% @ 3% 0%

Solving problems and

o)
conflicts 14%

48% : 33% i 5% 0%

Proper self-presentation 16% : 48% i 30% : 5% 0%

Motivating oneself and

0
others 23%

33% : 36% @ 9% 0%

24%
12%
21%
32%
29%
17%
36%
20%
27%
17%

21%
13%

40% 50% 60% 70% 80% 90%  100%

Hl E2 E3 E4 55
Figure 1. Managerial competencies of the CEO
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Table 4 (cont.). Social competencies
of the enterprise team

Competency 1

Emotional bond with the
company

Professional integration

Ability to cooperate with
the environment

Able to adapt to changing
conditions

Raising qualifications

International experience

Relations with superiors

Relationships with

0%
colleagues

Written communication O%
0%
1%
0%
.

Organization of own work

Willingness to learn

Work in information noise

Cross-linking skills

Building local partnerships i 15%

Concentration on event

0
participants 0%

When assessing, following the assumed methodolo-
gy, the aggregated components of employee compe-
tencies (Figure 2), the highest-rated were hard com-
petencies, the ability to solve uncomplicated prob-
lems, and planning, interpersonal skills, and flexi-
bility. Lower grades can be noted for technical skills.

The ability to solve simple and complex problems,

Indications of the actual level of the personality traits
of the team are visible in the ratings at the level of
the highest values (4 and 5) for all traits except for
“prioritizing”. A very highly rated indicator of loyalty

to the employer or kindness should be considered
beneficial in managing companies (Figure 3).

Raising the competencies and qualifications of
employees is perceived as one of the planned
measures to overcome the pandemic crisis. Based
on the interviews, the CEOs concluded the most
pressing problems of the MICE sector require
solutions in terms of competencies (Table 5).

The companies’ CEOs were also asked to ad-
dress the areas of human resources development
in the sector in the near future, broken down in-
to managers and operational employees (Figure
4). The third category concerned all employ-
ees, regardless of their position in the company
(“does not matter”). In the opinion of 90% of
respondents, the development of staff compe-
tencies should not depend on the position in the
company. It is clear that managers are expect-
ed to be effective in obtaining external funding
(87%) and coordinating in conditions of im-
balance (71%), building relationships (65%), and

Source: Own study.

y 3% 26% 49% 22%
creativity

Planning and organizational skills _ 53% 20%
Tolerance and diversity of diversity _ 48% 22%
Leadership, management skills _ 38% 21%

Interpersonal skills _ 41% 27%

Flexibility, ability to adapt to the prevailing conditions,
y,abity to adap prevaring [10% 22% 40% 28%
the ability to set priorities
Technical skills 1 RIS 34% 12%
Analytical skills _ 50% 20%
Hard competences _ 54% 20%
0% 20% 40% 60% 80% 100%
H]l B2 B3 m4 =5

Figure 2. Aggregated components of employee competencies

http://dx.doi.org/10.21511/ppm.19(4).2021.17
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Source: Own study.

setting priorities | NS A2 N 14%
Ability to conduct discussions — 14%
Control - R 7%
cinanes: RIS 33%
scrupulousness | RIS sE 6%
puty 1 SRR s T 16%
Creativity ORI s I 4%
Lovalty to the employer | SCUOM S Ssa 25%
empathy |G Soa . 23%

Assertiveness

H]l m2 m3 m4 w5

Figure 3. The level of personality traits of the enterprise team

Table 5. The indication of the desired sector competencies to overcome the crisis

Source: Own study.

Kind of competency

Digital competencies
How to change the business profile and acquire knowledge that allows you to apply for EU grants

Crisis management
Adaptation to change, change management, resignation from old habits and solutions mix of competencies in one person and looking
for new solutions, focusing on the quality of the service and individual requirements of the participant

Support in the field of soft skills as well as flexibility and openness to team changes
Continuous improvement of qualifications and a wide exchange of knowledge about the MICE sector on international markets and an
attempt to make the best use of the experiences of these organizers

Implementation of events/conferences in the hybrid or online formula

Technical possibilities of hybrid events

Work ethic with clients, responsibility
Professional development is always important; the time we have been given should be used to expand our competencies
Skills in managing online events during a pandemic and internet marketing skills; stress management, compliance with new technologies

Lack of hard skills in the IT area

Lack of competence and appropriate standards. Sometimes | feel that our company has stopped growing especially now during a
pandemic

MICE survival strategies are insufficiently described. Due to severe travel restrictions and border closures, the mice industry has faced a
demand reduction. The companies faced financial, economic, and mental problems

A completely new era has dawned. What worked in the last year before COVID-19 doesn’t work anymore. The most pressing problem is
the lack of general skills and adaptation methods to support the MICE sector

sustainable development along with CSR (58%).
Operational employees themselves are expect-
ed to be independent in the implementation of
tasks (71%), skilled in handling new technolo-
gies (65%), or flexible (58%). A significant per-
centage of CEOs indicated the need for new em-
ployee competencies (48%).

204

However, in individual interviews with the manag-
ers of meeting industry companies, free statements
were obtained regarding the assessment of the pros-
pect of recovery after the pandemic, broken down by
the segment of congresses and conferences, incentive
trips, and events and fairs. Many of which indicate
the need to improve competencies (Table 6).

http://dx.doi.org/10.21511/ppm.19(4).2021.17
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Source: Own study.

Staff improvement is not necessary |88 90%
Sustainable development, corporate social responsibility | IESIIEGNNEE 29%
Expanding general knowledge [ NENGEEC N 39%
Building relationships, image and ethics "stay with us" | IGEIINGENEEENNEGE (5%
Effectiveness in conditions of imbalance (financial,... | IEEIINEGENNT 6%
Independence in the implementation of tasks || N AR NG 3%
New communication techniques [ ENEGNGESENESE 35%
Flexibility of professional competencies | ENERNNINIEEZ2N G0 26%
New competencies || NEcTcNEEEE 29%
Skills in handling new technologies | NENRNERIIEIEGIGGZDEZ 3%
Efficiency in obtaining external sources of financing CIEEEZT (0%
sanitary procedures [ ENGNGEEEEE 29%
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

M Operational staff W Managers Does not matter

Figure 4. Areas of staff development in the MICE sector in the near future

Table 6. Opinions of CEOs on the assessment of the prospects for recovery by segment

Source: Own study.

In the segment of congresses and conferences

This will be the latest recovery segment, with a significant share of hybrid events.

Associations will permanently include hybrid and virtual formulas in the organization of events. The geographic rotation will change in
favor of smaller regional events versus global major events. The return to the volume of projects from 2019 will be possible in 2024 at
the earliest.

Rebuilding the segment in the pre-pandemic formula will be difficult, but possible. Many events will be organized in a hybrid way, in a
large sanitary regime, but they need to organize traditional meetings involving direct interpersonal contact will return.

It will take at least a few years to recover to the pre-pandemic state. During this time, such events will take place in a hybrid or online
formula. The speed of the worldwide immunization process will have a huge impact on the return to this type of face-to-face event.
Depending on the pandemic situation in the coming years, however, smaller events of this type will prevail at the beginning.

From the perspective of observing the situation, it seems that it will be different. Congresses and conferences will come back, but to
what extent. | think that the number of participants will decrease, we will wait a long time for the return of big events, rather than
expect smaller ones.

In the incentive travel segment

Due to the proximity of physical contact, the segment will recover as the pandemic subsides.

In 2021, only business trips will return, but to a significantly limited extent, incentives will return in 2022 and corporations will pay more
attention to the sanitary safety of the destination country, and they will prioritize sustainable destinations and a high level of pro-
ecological behavior.

Full loosening of sanitary restrictions will allow us to return to the incentive market; the sector will return to “normal” at the latest of all.
First, all travel restrictions, quarantine requirements, etc. must be removed. Corporations are still working online, so until they return to
work in the ,real world” it is difficult to talk about incentive travel.

Long-term, 3-4 years, more events in the country.

Many companies are already thinking about organizing typical incentive trips and returning to meetings in interesting places in a
traditional form. Of course, the sanitary regime is a priority.

A faster recovery can be expected in this segment than in the congresses and conferences segment. | think incentive travel to Poland will
start to recover very slowly in the second half of the year. However, the groups will be much smaller, they will come mostly from the EU
and countries neighboring Poland, and the budgets allocated to this type of trip will be cut by clients.

Incentive travel will come back because motivation, especially nowadays, is important. However, the trips will focus on small groups with
a very interesting, exclusive program.

http://dx.doi.org/10.21511/ppm.19(4).2021.17 205
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Table 6 (cont.). Opinions of CEOs on the assessment of the prospects for recovery by segment

In the segment of events

Corporations’ attitudes towards the organization of events are also unknown as far as possible and hybrid concepts.
Events will recover in about 2 years, but this is the fastest anyway compared to other sectors when they can recover to pre-pandemic

levels.
Probably large principals will limit the number of events.

The organizers are already planning new events, but to a much lesser extent in terms of the number of participants. The number of

participants will gradually increase over time.

It will take at least 2-3 years for the state to recover from before the pandemic. During this time, such events will take place in a hybrid

formula or online in specially prepared studios and locations.

People are fed up with sitting at remote events. The assumption of events is the fact that the participants experience some impressions,
they meet, these are the factors that make the events happen. Events will come back, but they will also be limited.
We are not positive about these events, as we cannot rule out further epidemics such as the one for which we were not prepared.

3.2. Competencies in the opinion
of employees

The competencies of the CEO were first assessed °

by the employees of the meetings industry sector
(Table 7). They are divided into four categories,
namely: always, often, occasionally, basically ne-
ver. It can be concluded that the evaluation is re-
latively critical because only the category (“takes
full responsibility for his decisions”) was indicated

by the highest percentage of employees (35%). It
can be assumed that the distribution of the three
categories is relatively uniform from “always” to

< . »
occasionally”.

The self-assessment of own social competencies was
measured on a scale of 1 (low) to 5 (high). Except
for the “influencing” competency, the distribution
of responses does not indicate that any of them can
be distinguished in a special way (Table 8).

Table 7. Assessment of the competencies of the CEO

Source: Own study.

. . Basicall
The competencies of the CEO Always : Often : Occasionally : nevery

Is up to date with changes and trends on the MICE market 18% 41% 36% 5%
CIearIY present_s.the Iong—t_er_m directions of thg company’s development, 14% 43% 38% 5%
including the vision and mission, to the subordinate employees

Promotes the legitimacy of action for a common goal among employees 19% 42% 38% 1%
tCr?enls;?];ttIZrI:qokmg for opportunities to improve the company’s performance in 20% 399 39% 1%
Makes decisions for the sustainable growth of the entire company 20% 43% 32% 4%
Ensures that her/his team is clear about goals, roles, and responsibilities 18% 39% 39% 4%
Skillfully delegates tasks while giving space for employees’ initiative 19% 39% 36% 5%
feraera;es positive energy and a sense of belonging of subordinate employees to the 19% 50% 27% 4%
Appreciates the successes and achievements of your team members 20% 34% 43% 3%
Takes care of competence development subordinate employees 14% 39% 5%
Provides constructive feedback quickly 20% 35% 3%
Takes full responsibility for her/his decisions 35% 27% 4%
Motivates her/his team based on the strengths of its members 18% 32% 7%
Inspires others to be successful with her/his energy and enthusiasm 16% 35% 5%
Strictly accounts for work efficiency 15% 45% 4%
Introduces procedures of conduct 20% 41% 7%
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Table 8. Personal social competencies

Source: Own study.

Type of personal 5 a 3 2 1

competencies

Building relationships with 23% | 43% | 30% | 4% 0%

customers ) I
) 27% | 43% i 28% 1% B O%
1 28%  46% : 22% : 4% 0%
1 26%  43% : 20% : 11% i 0%
) 23% : 36% i 30% i 11% B O%

Coping with conflict 19% §35%  34%  11% | 1%

situations '3 : : : :.‘ o
122%  30% : 34% : 12% 3%
) 22% : 35% i 31% i 12% B O%
L 20% 1 27% | 32%  18% | 1%

Emotional bond with the 30% : 319% 11% 19%

company

130%

“E!jgfgssional integration 5 23% 38% 9% 0%
::\'/';:Z;fnzzi’perate withthe - 5 6o L 34% 3% 8% 0%
?:r']'giyﬁgonidapt tochanging 5406 35%  31% 9% | 0%

1 23%  31%  28%  16% . 1%

15% : 35% | 22% | 23% | 5%

24%  34% : 26% i 16% B O%

| 9% | 38%  28%  22% . 3%

134% :39% : 20% i 7% 0%

) 38% i 35% i 16%  11% B O%

1 27%  42% - 20% - 11% . 0%

) 34% i 27% : 30% i 9% B O%
Z\izrr'rg;%'” information | 24% . 30% : 30%  15% : 1%

Skills crossing i 24% : 36% i 26% i 14% i 0%

ty to work rem i 28% : 28% : 24% : 11% : 8%

) tytoadapttochanges  © 31% : 34% : 23% : 11% . 1%

“‘Elkgx‘i'bilityin opg‘r'z‘a“tion ) 28% i 36% i 19% i 15% B 1%
?ﬁ;'l'lteyntgoetsake onnew 28% | 36%  22% @ 14% @ 0%

Aggregated competencies at the level of indicators
4 and 5 are assessed by no less than 47% of the re-
spondents (Table 9). The lowest values, at levels 1

Problems and Perspectives in Management, Volume 19, Issue 4, 2021

and 2 combined, were awarded to toleration and
awareness of diversity (21%).

Research results show that the CEOs in the MICE
sector already have a high level of competencies,
and at the same time articulate a desire to further
improve them. Especially in areas that strength-
en the ability to develop and maintain a business
in a sector that is likely to recover slowly at the
latest. In addition to the knowledge and skills re-
lated to the professionalization of operating activi-
ties, the need to acquire competencies allowing for
overcoming the pandemic crisis, and exemplified
by, for example, change and risk management or
new technologies, was emphasized. Business psy-
chology may play a significant role too in formal
or non-formal education. The paper showed the
existing competency gaps. The main accent of the
competency gap is related to soft skills. The phe-
nomenon of complementing competencies does
not only apply to employees but also CEOs.

4. DISCUSSION

The subjective and objective scope adopted in these
studies has no equivalents in the literature on the
meetings industry. So far, the focus has been more
on the diagnosis of the educational process itself,
mainly of students (Sox, 2021; Marton et al., 2018).
The obtained results diagnose the condition of
entrepreneurs’ competencies in the industry and
indicate the desired direction of the evolution of
competencies and the processes of their acqui-
sition. Firstly, building relationships within the
company, including between the CEO and em-
ployees (and the results of CEO management skills
assessment articulated by employees indicate that

Table 9. Aggregated components of competencies of the employees

Source: Own study.

© Flexibility, ability : : : : ¢ Ability
; ; i toadaptto . iToleration : . i tosolve
: L L L : i Leadership, : Planningand : .
i Analytical : Technical | the prevailing : Interpersonal : ‘ and H S isimple and
Scale : . : . : . : . imanagement: i organizational :
skills skills conditions, the skills : i iawareness: R : complex
- skills ; . i skills :
ability to set iof diversity: i problems,
: : priorities : creativity
SET LT 3% 0% ¥k 0% 1%
2 Ak T% 12% % 8% O 9%
3 J3a% L.30% 39% 22% 325 L% 23%
VA LAR L A 36% 49% L23% 2 46%
LB 1Bk L 22% 9% 20% LB 20% .. 20%
Total : 100% 100% 100% 100% 100% 100% 100%

http://dx.doi.org/10.21511/ppm.19(4).2021.17

207



Problems and Perspectives in Management, Yolume 19, Issue 4, 2021

there is a gap in this respect), Secondly, external
relationships with all actors in the supply chain in
the sector.

The exploitation and further development of the
existing opportunities of meeting industry can
only be realized in close cooperation of the actors
of the profession (Celuch, 2018), as evidenced by
the need for competence in building relations with
the environment. The trends in the organization
of meetings, the purchase of services, and the role
of PCO intermediaries are likely to change as well.
Already before the pandemic, such changes were
observed: took over from PCO over more and
more tasks by the secretariats of the organizations,
congresses often tend were becoming “hamburger
conferences” with very low participation fees to
increase the number of participants, so all other
services have to be ordered separately, optional
programs are booked individually and frequently
at the accommodation, the trends of the exhibi-
tion’s segment is that they are less and less consid-
ered to be purely exhibitions, and other functions
and contents, such as the nature of a show or the
parallel organization of smaller meetings or final-
ly the phenomenon of the growing importance of
the so-called second choice cities in the decision
on the location of the event (Zaloga, 2013). These
seemingly very technical and logistic trends will
have to be reflected in the skills and competencies
of the CEO and employees of the meetings indus-
try sector.

The literature indicates that the acceptance of
changes in enterprise management by mana-
gers depends on their personality factors and re-
quires the attitude of a “change leader”. To a large

extent, the recipe for success is related to the ac-
tivity of managers and their ability to motivate
their employees to follow this process of change.
Introducing a new way of thinking and convinc-
ing employees to it requires exceptional compe-
tencies from managers (Marez, 2020; Whiddett &
Hollyforde, 2003; Blackburn et al., 2013; Filipowicz,
2016; Hui-Wen, 2014; Okumus & Wong, 2004).

All these circumstances should cause changes in
the formal education process for the sector, recom-
mended over the years (Mezirow, 2007; Walas,
2019). The survey revealed that both the em-
ployees and the management in the MICE sector
are prepared for a changing world, although the
recovery from the crisis caused by the pandemic
is perceived as a difficult and in some cases slow
process, depending on the MICE segment and
the preparedness of the companies. Raising the
qualifications of the staff of the meetings industry
sector will be a challenge for formal and non-for-
mal education (training, courses) shortly in seve-
ral dimensions (CTHRC, 2011). Firstly, adapting
education programs quickly or modifying them to
the educational needs. Secondly, the treatment of
the MICE sector in the European Qualifications
Framework (EQF) and the national levels of quali-
fications in individual EU countries. For example,
the Polish tourism qualifications framework does
not cover this sector at all. And thirdly, there may
be a need to supplement educational staff, in par-
ticular at the level of higher education. The big-
gest challenge for the education sector will be the
ability to move away from the design of programs
based on the transfer of knowledge towards the
methodology of personality profiling and the de-
velopment of soft skills.

CONCLUSIONS

The study aimed to diagnose the competencies of employees in the meetings industry sector. The fo-
cus was on the identification of the social competencies, the aggregate competencies of employees, the
self-assessment by the CEO own managerial competencies, the employee assessment of the CEO’s com-
petencies, the personality traits of the team, as well as human resources as a tool for regaining competi-
tiveness after the pandemic crisis. The research hypothesis assumed that the level of competencies is
assessed as high and their improvement mainly concerns soft skills and is seen by the team as an oppor-
tunity for development and recovery from the pandemic crisis.

The obtained research results confirmed the hypothesis of high competencies in enterprises from the meet-
ings industry. None of the compiled social competencies of the team obtained less than 52% of responses al-
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together at levels 4 and 5 on a five-point scale (Table 4). At the same time, they showed awareness of the need
to further improve them, in particular in the area of soft skills (like relationships and ethics with customers,
and at work interpersonal communication) and factors for faster reconstruction of the sector.

The development of staff competencies in the near future (Figure 4), in the opinion of 90% of respondents,
should not depend on the position in the company. Managers are expected to be effective in obtaining ex-
ternal funding (87%) and coordinating in conditions of imbalance (71%), building relationships (65%) and
sustainable development along with CSR (58%). Operational employees themselves are expected to be inde-
pendent in the implementation of tasks (71%), skilled in handling new technologies (65%), or flexible (58%).
Interestingly, a significant percentage of CEOs (48%) indicated the need for new competencies.

The CEOs must pay attention to the level of their own management competencies because, in the opinion
of employees, these are not generally effective and team-building. A competencies gap of CEOs in company
management was identified because each of the 16 management skills proposed for the assessment only ob-
tained the status “occasionally” in the assessment of 27% to 45% of employees (Table 7).

They articulate a desire to further improve HR. Especially in areas that strengthen the ability to develop and
maintain a business in a sector that is likely to recover slowly at the latest. In addition to the knowledge and
skills related to the professionalization of operating activities, the need to acquire competencies allowing for
overcoming the pandemic crisis, and exemplified by, for example, change and risk management or new tech-
nologies, was emphasized (Table 5). Business psychology may play a significant role too in formal or non-for-
mal education. The paper showed the existing competency gaps. The main accent of the competency gap is
related to soft skills. The phenomenon does not only apply to employees but also CEOs.

The research results also indicate the desired direction of possible modification of formal and informal edu-
cation (from universities to training companies). In many ways the sector will be different from before, which
will require new competencies and skills from management and workers, the more so as corporations signal
changes in the business travel policy.
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