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Abstract - Touroperator’s job is extremely trivial and complex. As a result, tour operators’ professional competence has 
naturally become an important link in the operation of travel agencies, and professional competence has become one of the 
important qualifications required for the job of tour operatorat travel agencies. For this reason, this study conducteda 
literature review anda three-round Delphi questionnaire survey to conclude the professional competence indicators 
conforming totour operators’ qualifications; consistency test was carried out through descriptive statistical analysis, 
Kolmogorov-Smirnov one sample test, and Kruskal-Wallis one-way ANOVA to understand the consistency between the 
importance of indicators and opinions conveyed by Delphi techniquepanelists and the consistency among experts’ opinions 
in each panel. Professional competence indicators constructed in this study wereclassied into 3 dimensions, 10 items, and 69 
connotations. 
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I. INTRODUCTION 
 
Many college students can not obtain necessary skills 
and work experiences during their studies and do not 
knowwhat actual work environment is like. 
Consequently, most of them can not meet skill 
requirements of their employers after employment 
(Peddle, 2000). Job seekers’ skills andjob 
expectations are different than employers’ 
requirements and offers. How to assess the graduates’ 
professional skills and generalskills is a very 
important issue.In response to the  needs of tourism 
market,domestic technological and vocational 
colleges are increasing the number of the tourism 
department to cultivate tourism professionals.As far 
as tour operators are concerned, there are no selection 
and examination criteria for their professional 
competences, and there are very few studies of their 
professional competences because their jobs are 
complex with a wide range of duties. Therefore, how 
to analyze and construct professional competence 
indicatorof tour operator has become an important 
research objective for developing tourism industry’s 
recruitment standards, training courses’ adjustments 
at schools, and students’ self-assessment reference. 
 
II. DOCUMENT SUBMISSION PROCEDURE 
 
This study was intended to find out professional 
competence indicators of tour operatorsby literature 
reviews and collaboration with experts of tourism 
industry and the tourism department through Delphi 
technique. To understand experts’acknowledgement 
of the professional competence indicators and to 
confirm the professional competence requirements on 
tour operators, this study was aimed to: 
1. Construct professional competence indicators of 

tour operators; 
2. Explore the importance level of the above 

indicators’ connotations. 
 
III. MATH 
 
1. Determin Research Topic 
2. Literature Review 
3. Initial Construction of Professional Competence 

Indicators of Tour Operators 
4. Create a Delphi Technique Questionnaire and 

Select Experts 
5. Delphi Technique Questionnaire  

 
It was planned to Invite 17 industry experts and 5 
teachers of relevant departments or senior high 
schoolsto joinDelphi expert panel, and the panelists 
can not be research expert review’s members. The 
panelists were to make suggestions about dimensions, 
items, and connotations of the professional 
competence indicators of tour operators, modify 
questions, and add or removequestions  back and 
forth at least 3 times until the Delphi 
techniquepanelists reached a consensus.The purpose 
was to establish reliability of experts and then 
develop a formal questionnaire. 
 
A. Research Framework 
Based on literature reviews, the researcher's work 
experience in the tourism industry, and discussion 
with advisor, professional competence indicators of 
tour operators were developed and classified into 
three categories: "indicator dimension,”“indicator  
item,” and “indicator connotation." After experts 
reviewedthe questionnaire andmade suggestions, 
Delphitechnique was conducted three rounds to 
consult the panelists’opinions, and these opinions 
were summarized and compiled to screen 
outprofessional competences that tour operators 
should have. 
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B. Research Subject 
1. Expert Review 
A team of experts were invited to review the content 
validity of the questionnaire draft.A formal 
questionnairewas compiledaccording to the experts’ 
opinions. In order to take theory and practice into 
account,four scholarswho are familiar with 
professional competence indicators of the tourism 
industry were invited. 
2. Delphi Expert Panel 
In this study, professional competence indicators 
were constructed throughDelphi technique. The 
research subjectswere Delphi expert panel. Purposive 
sampling was adopted in this study to select the 
panelists according to their experiences, educational 
background, sense of judgment, authoritativeness, 
willingness to cooperate (Annett And Kay, 1957), 
specialties and in-depth understanding of the research 
topic, and extensive theoretical foundations and 
practical experiences (Lin,Zhenchun, 1997; 
Zheng,Xinyi, 2009). As for the member number 
inDelphiexpert panel, a small samplewould be the 
best.In general, if the number of panelists is 10 or 
more, sampling error may be reduced to a minimum, 
and the relative credibility will be the highest (Dalkey, 
1969; Confucianism, Jiang Yongjun, 2013).In 
addition, if the panelists are remarkably 
homogeneous, it is recommended to invite 15-30 
experts to join the panel (Delbecq, 1975; cited from 
Chia-cheng Yu, 1996).Since tour operators’ behavior 
influences customers,supervisors, and tourism-related 
industries, the sample was set to be 17 experts,for the 
sake of the population entirety that experts could 
represent, and was divided evenly to three panels. 
 
C. Research Implementation 
For the study purpose, the implementation of this 
study was divided into two major stages:  expert 
review and Delphitechnique survey, as follows: 
1. Expert Review 
From March 2016 to April 2016,the first drafts of the 
Delphi technique questionnaire developed from 
literaturereviews were delivered personally or mailed 
to experts for their reviews. 
2. Delphi Technique Survey 
In April 2016, after the expert review, a formal 
Delphi technique questionnaire was developed based 
on experts’ suggestions while a list of Delphi 
panelists was determined according to discussions 
with advisor. Delphi expert panel was formed after 
experts agreed to participate in this survey.Then from 
April 2016 to June 2016, three rounds of 
Delphitechnique questionnaire survey was conducted, 
coding and statistical analysis were carried out at the 
end of each round to compute the mean, standard 
deviation, and mode. At the same time,based 
onDelphipanelists’ comments and suggestions, 
professional competenceindicators were modified to 
form a consensus of the panelists’ opinions before the 
completion of the indicatorsconstruction. 

IV. RESULT, ANALYSIS, AND DISCUSSION 
 
A. Compilation of Suggestions Made by Experts 
After 4 expert-reviews of the draft of Delphi 
technique questionnaire and discussions with advisor, 
the first draft of the formal Delphi technique 
questionnaire was developed, inclusive of 3 indicator 
dimensions as the first tier, 10 indicator items as the 
second tier, and the amended third tier: 75 indicator 
connotations.B. Analysis of Delphi Technique 
Questionnaire in the First Round 
 
1. Goodness of Fit Analysis of Indicator Item 
Indicator items were "Tour Administration," "Airline 
Ticket Administration," "Tourism Act and Policy," 
"Communication and Coordination," "Computer 
Literacy," "Foreign Language Manipulation," 
"Emergency Response," "Work Attitude," “Spirit of 
Service,” and “Emotional Management.” The 
analysis results of Delphi technique questionnaire 
were as shown in Table 4-3.After the whole panelists 
assessed "10 indicator items", the results showed that 
the mean of the indicators was greater than4with 
some indicator items greater than 4.5. The mode was 
either4 or 5 signifying that panelists’ opinions on the 
indicators achieved consistency, and there was no 
need to modify the indicator items. The preliminary 
assessment showed that the panelists’ opinionswere 
consistent and applicable. 
2. The Panelists’ Opinions 
After the whole panelists assessed the "competence 
indicators’ connotations", the results showed that the 
mean of the indicators was greater than 4 with some 
indicator items greater than 4.5. The mode was either 
4 or 5 signifying that panelists’ opinions on the 
indicators achieved consistency, and there wasno 
need to modify the indicators’connotations.Although 
the consistency of Delphi panelists’ opinionsremains 
to be tested, each indicator has its applicability.  
 

Item Mode Mean SD 

A-1Tour Administration 4 4.47 0.51 
A-2Airline Ticket 
Administration 4 4.41 0.62 

A-3Tourism Act and 
Policy 4 4.35 0.61 

B-1 Communication and 
Coordination 5 4.53 0.51 

B-2Computer Literacy 4 4.35 0.61 
B-3Foreign Language 
Manipulation 4 4.06 0.75 

B-4Emergency Response 5 4.71 0.47 
C-1Work attitude 5 4.65 0.49 
C-2Spirit of Service 4 4.47 0.51 
C-3EmotionalManagemen
t 

5 4.59 0.51 

Table 1: Statistical Analysis of TheFirst Round of Professional 
CompetenceIndicators 
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B. Analysis of Delphi Technique Questionnaire in 
the Second Round 
 
1. Goodness of Fit Analysis of Indicator Item 
After the whole panelists assessed the “indicator 
dimensions", the results showed that the mode of 
each dimension was greater than 4 and standard 
deviation was smaller than 1 signifying that there 
were not much differences of panelists’ opinions on 
the dimensions. Regarding the questsionnaire 
itself,all 17 panelists did not think that it needs 
modifications.The assessment results showed that the 
panelists’ opinions were consistent and 
applicable.The mode ofeach "competence 
indicator’sconnotation" was greather than 4, and the 
mean of all indicators was greater than 4 with 
standard deviation smaller than 1. The results 
signified that there were not much differences of 
panelists’ opinions on the indicators’ connotations. 
The analysis results of the questionnaire in the second 
round showed consistency, and there was no need to 
modify the indicators’ connotations.Regarding the 
questsionnaire itself, some panelists thought that 
some questions descriptions and items should be 
modified. The overall assessment results revealed 
thatDelphi panelists’ opinions were consistent and 
applicable. Therefore, after the discussion with 
advisor, the third round of the questionnairewas 
performed. 
2. The Panelists’ Opinions 
It is recommended that “clauses of Consumer 
Protection Act”in A-3-2:familiar with the 
travel-related“clauses of Consumer Protection Act,” 
should be amended to “clauses of Section 8-1 Travel 
of Chapter II of Part I of the Civil Code,” and the 
wording of “Chapter” in B-1-16:able to resolve 
disputes in tours—a qualification stated in the Travel 
“Chapter” or in the standard form contract of 
Consumer Protection Act, should be amended 
to“Section”. 
 
C. Analysis of Delphi Technique Questionnaire in 
the Third Round   
A total of 17 questionnaires were distributed and 
returned.According to the opinions responded by 
panelists to the questionnaire in the third round,the 
mode, mean, and standard deviation of each indicator 
dimension, item, and connotation were analyzed 
respectively. Statistical results is shown in the table 
below. 
 

Dimension Mode Mean  SD 

A knowledge 5 4.88 0.33 
B Skill 5 4.71 0.47 
C Attitude 5 5.00 0.00 

Table 2Statistical Analysis of TheThird Round of Professional 
Competence Indicators 

The mode of each "competence indicator’s 
connotation" was greather than 4, and the mean of all 
indicators was greater than 4 with standard deviation 
smaller than 1. The results signified that there were 
not much differences of panelists’ opinions on the 
indicators’ connotations. The analysis results of the 
questionnaire in the third round showed consistency, 
and all 17 panelists did not think that it needs 
modifications. The assessment results showed that the 
panelists’ opinions were consistent, and each 
indicator was applicable. 
The value of standard deviation decreased after three 
rounds of Delphi technique survey. It showed that 
opinions of all panelists converged gradually. In order 
to verify the consistency of the experts' opinions on 
the professional competence indicators of tour 
operators, Kolmogorov-Smirnov one sample testwas 
conducted.The statistical significance in this study 
was set to be 0.05. Panelists’ opinions on 6 
professional competence indicators’ connotations did 
not reach significant level (p>0.05), which 
were“B-1-19 be able to write travel packages and 
marketing plans,”"B-1-22 be able to assist sales in 
analyzing tourism market and tourists’ travel 
demand," "B-2-4 be able to collect tourism 
information on the Internet and provide tourists with 
the information,"  “B-2-5 be able to upload seasonal 
packages to the internet,” "B-2-12 be able to plan 
itineraries and integrate and designdigital tourism 
information," "B-2-13  be able to make a tourism 
contract.”As a result, these 6professional 
competences were removed. The panelists’ opinions 
on other 69 professional competence indicators’ 
connotationshad reached significant level (p<0.05), 
and which results manifested that all panelists’ 
opinions were consistent.  
The standard deviation of panelists’ opinions on each 
professional competenceindicatorin the third round 
was smaller than 1, and the mean of each round’s 
standard deviation had gradually decreased.69 
professional competence indicators passed 
Kolmogorov-Smirnov goodness of fit testand 75 
professional competencey indicators 
passedKruskal-Wallis one-way ANOVA; therefore, 
no further study was conducted. 

 
I. CONCLUSION AND SUGGESTION 
II.  

CONCLUSION 
 
Through Delphi technique questionnaire survey, 
following conclusions have been drawn in the 
research:  
 
1. Professional competence indicators of tour 
operators in this study were classified into 3 
dimensions, 10 items, and 69 connotations. 
2. Three tiers of the professional competence 
indicators of tour operators were constructed.The first 
tier included three competence indicator dimensions, 
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the second tier included competence indicator items, 
and the third tierincluded 69 competence indicators’ 
connotations. It was concluded from the research 
results that, regarding the first tier, the importance 
order of indicator dimensions was:attitude, 
knowledge, and skill. Among them, the standard 
deviation of "attitude" connoted that all panelists 
agreed attitude was a "very important" professional 
competence dimension. In terms of professional 
competence items, 10 items had reached "very 
important" level of the second tier, which 
wereB-4Emergency Response, C-1Work 
Attitude,B-1Communication and Coordination, 
C-2Spirit of Service, C-3Emotional Management, 
A-2Airline Ticket Administration, B-2Computer 
Literacy, A-1TourAdministration, A-3Tourism Act 
andPolicy,B-3Foreign Language Manipulation. As 
for the importance order and importance level of 
indicators’connotations inthe third tier, the mean of6 
indicators’ connotations wassmaller than 4.5 
implying not very important, and the remaining 63 
professional competence indicators reached very 
important level manifesting that tour operators should 
possess these competences . 
 
SUGGESTION 
 
In academic research 
It is advised that further research can be employed to 
improve the reference value by confirming whether 
the professional competence indicators developed in 
this research are in line with actual workabilities. 
In practiceFrom the industry’s point of view, if the 
tourism industry-related training centers want to 
modify currently poor indicators, it is suggested 
thatteachers can takethe results of this studyas 
reference in designing the curriculum。In a follow-up 
study 
 
A. In terms of research method 
This study is based on a quantitative survey of 
Delphitechnique questionnaire to conlude 
professional competence indicatorsof tour operators. 
It is suggested that AHP can be used to analyze the 
weighted index of professional competence indicators 
of tour operators, which will make the research 

results be more meaningful and be of reference value. 
B.In terms of research subject 
The scope of this study is limited to the construction 
of professional competences for tour operators, the 
inference of the research results is restained.It is 
recommended that the scope of future study and the 
subject can be extended to managers at travel 
agencies, which will make the study more complete 
and representative. 
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