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Abstract

The paper substantiates professional certification as a mechanism for assuring the
quality of the tourism workforce. The economic function of certification is
identified as the reduction of information asymmetry in the labour market: the
employer cannot verify a candidate's competence before hiring, and the client
cannot verify the provider's competence before purchase. A three-component
system is proposed — occupational standard, independent assessment procedure
and a public register — and the links between them are established. Modelling
shows that as certification coverage rises from zero to eighty per cent, the hiring
risk index falls by 46 per cent while the service quality index rises by 40 per cent.
Conditions for the effective operation of the system are formulated.

Keywords: professional certification, occupational standard, tourism workforce,
information asymmetry, service quality, competence assessment.

Introduction

The quality of a tourism service is determined to a decisive degree by the person
delivering it. Unlike a manufactured product, whose properties are set by
technology, a service is recreated at each act of delivery and its outcome depends
on the competence of the provider.
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This creates a verification problem at two points. The employer cannot establish
a candidate's actual competence before hiring; the client cannot establish the
provider's competence before purchase. Both parties therefore make decisions
under uncertainty.

A diploma addresses this problem only partially. It records the completion of a
programme at some point in the past, but not the current level of competence, and
in tourism a substantial proportion of employees hold qualifications obtained in
other fields.

The purpose of the paper is to substantiate professional certification as a
mechanism for assuring workforce quality and to determine the conditions under
which it operates effectively.

Research methodology

The study applies institutional analysis and organisational modelling.
Certification is examined as an institution reducing information asymmetry rather
than as an administrative procedure, which allows its economic function to be
identified.

The system is decomposed into three components, and for each the content, the
responsible party and the link to the adjacent components are established. The
decomposition follows the logic of the certification process: definition of the
requirement, verification of compliance, and public recording of the result.

The effect of certification is modelled through two indices — hiring risk and
service quality — expressed relative to a base of one hundred at zero coverage.
The model describes the direction and relative magnitude of the effect rather than
absolute values, and this is acknowledged as its limitation.
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Analysis and results

Certification is frequently perceived as an additional administrative requirement
imposed on employers and employees. This perception obscures its economic
function and explains the resistance it encounters in practice.

The function becomes clear once the underlying problem is stated precisely.
Competence is not directly observable, and in its absence both employers and

clients rely on proxies — appearance, self-presentation, informal recommendation
— that correlate weakly with actual capability.

The system proposed below converts competence into an observable and
verifiable attribute (Figure 1).

OCCUPATIONAL ASSESSMENT CERTIFICATE
STANDARD PROCEDURE AND REGISTER
what a specialist independent public and
must be able to do verification verifiable record
Employer: Employee: Client:
hiring risk falls signal of quality service guarantee

REDUCTION OF INFORMATION ASYMMETRY

Figure 1. Components of the professional certification system and links
between them
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The first component defines what a specialist in a given occupation must be able
to do. Without an occupational standard the remaining components have no
reference point: assessment becomes arbitrary and the certificate carries no
determinate meaning.

The second component verifies compliance with the standard. Its essential
property is independence from both the employer and the training provider, since
an assessment conducted by the party that delivered the training cannot serve as
an external signal.

The third component records the result publicly. A certificate that cannot be
verified by a third party loses its function as a signal; the register therefore
converts a private document into public information.

The three beneficiary groups shown in the middle row obtain different benefits
from the same system. For the employer it reduces hiring risk, for the employee
it provides a portable signal of quality, and for the client it offers a guarantee
independent of the individual enterprise.

The lower block states the unifying effect: all three benefits derive from a single
source, the reduction of information asymmetry. This is the economic content of
certification, and it explains why the system generates value rather than merely
imposing cost.

The magnitude of the effect depends on how widely the system is adopted. A
certificate held by a small minority of the workforce conveys little information,
since its absence carries no meaning.

The relationship between coverage and effect is therefore non-trivial, and it
determines the policy question of whether certification should be voluntary or
mandatory in particular occupations (Figure 2).
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Figure 2. Effect of certification coverage on hiring risk and service quality

As coverage rises from zero to eighty per cent, the hiring risk index falls from
100 to 54, a reduction of 46 per cent. The steepest decline occurs between twenty
and sixty per cent coverage.

The service quality index rises from 100 to 140 over the same range. The two
curves diverge progressively, which indicates that the benefits accumulate rather
than offset one another.

The shape of both curves carries a practical implication. At low coverage the
effect is modest, because the absence of a certificate does not distinguish an
unqualified candidate from a qualified one who has not been assessed. The signal
acquires meaning only once coverage passes a threshold.

36| Page



Sympesiuta 0
Natural and Applied Sciences

AN

E-CONFERENCIA

SCIENTIFEFCTCONFERENCES

G

Symposium on Natural and Applied Sciences
Hosted Online from London, United Kingdom

Date: 5" September, 2026

Website: https://econferencia.com

This threshold effect argues against a purely voluntary approach in occupations
where service quality carries safety or reputational consequences. Where
participation is left entirely to individual choice, coverage tends to stabilise below
the level at which the signal becomes informative.

Table 1 Conditions for the effective operation of the certification system

third-party verification

Condition Content Consequence of non-fulfilment
The assessing body is separate ) .

Independence of .. g Y ) P The certificate ceases to function as
from training providers and .

assessment an external signal
employers

Currency of | Occupational  standards are | Certification records obsolete

standards revised as requirements change competences

. ) . The register is open and allows | Employers and clients cannot use the
Public verifiability 8 P oy

signal

Sufficient coverage

Participation reaches the

threshold of informativeness

Absence of a certificate carries no
meaning

Recognition by

employers

Certification is reflected in hiring
and remuneration decisions

Employees have no incentive to
participate

The table identifies five conditions, of which the first and the fifth are the most
frequently violated in practice. Where assessment is conducted by the training
provider, the certificate records attendance rather than competence.

The fifth condition concerns incentives. If certification does not affect hiring or
remuneration, employees rationally decline to bear its cost, coverage remains low,
and the system fails to reach the threshold identified above.

The second condition is specific to tourism. Distribution channels, booking
technologies and client expectations change rapidly, so a standard that is not
revised periodically begins to certify competences that the market no longer
requires.
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The general conclusion is that certification operates as a system rather than as an
isolated procedure. Introducing one component without the others produces
administrative cost without the corresponding benefit.

Conclusion

First, the economic function of professional certification is the reduction of
information asymmetry. Neither the employer before hiring nor the client before
purchase can observe competence directly, and certification converts it into a
verifiable attribute.

Second, the system comprises three linked components: occupational standard,
independent assessment and public register. The removal of any one deprives the
remaining two of their function.

Third, as coverage rises from zero to eighty per cent, the hiring risk index falls by
46 per cent while the service quality index rises by 40 per cent, with the steepest
effect between twenty and sixty per cent.

Fourth, a threshold effect operates: at low coverage the absence of a certificate
carries no information. This argues against a purely voluntary approach in
occupations where quality has safety or reputational consequences.

Fifth, five conditions determine effective operation. The most frequently violated
are the independence of assessment and recognition by employers, and the failure
of either renders the remaining components ineffective.
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