10. People in Tourism

East Midlands, began 2000
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CONTEXT

Where

Heart of England Tourist Board, East Midlands.

When

First phase ran from October 2000 to November 2001. 

Why

Research indicated a need for co-ordinated delivery of training and development opportunities for tourism operators in the East Midlands. The owners and managers of businesses in the sector viewed it as fragmented, believing that the problems relating to individual businesses are unique. The main issues for businesses in respect of current training provision and their perception of that were:

· Inappropriate/unsuitable training

· High costs of training

· High staff turnover – not thought to be worth training people as they move on

· Lack of relevant business acumen – people from many different backgrounds open tourism related businesses without having knowledge or understanding of tourism

· Need to obtain new and repeat business (therefore training not seen as a priority)

· Many have no commitment to change or to improvement of business standards

Who Paid

East Midlands Development Agency (EMDA) through the Skills Development Fund.

PRACTICE

Who Involved

The project involved tourism businesses across the region (Derbyshire, Leicestershire, Lincolnshire, Northamptonshire, Nottinghamshire and Rutland); local authority economic development and tourism staff; private training providers; colleges; universities; The East Midlands Arts Board and Arts Training Central; The East Midlands Museum Service; Business Links and TECs (now LSCs) and others.

The Regional Tourism Training Consortium was formed in February 2001 to act as a focus for the development of a response to the training needs identified by the skills study. Members came from further and higher education, business organisations and private training providers. The work carried out by the Consortium aimed to identify need, develop or create links to existing training and begin to work towards future strategies. 

What

The project was designed to assist in the development of careers and businesses for people in hospitality, tourism and related services. The project aim was to establish a self sustaining Tourism Training Consortium for the East Midlands that would deliver an increased range of training across the region that is designed to meet the needs of the industry. The project initially looked at information technology needs; customer service training and management/administration development. 

For Whom

The project was designed to provide access to development opportunities for people in hospitality, tourism and related services. Delegates to the courses came from a wide range of organisations from accommodation providers and activity holiday companies through country parks, freelance artists, farm holidays, heritage properties, historic sites (including a Battlefield), local authority tourism and arts staff, museums, potteries, railways, theme parks, universities, water and visitors centres. 

How

The project had three main elements: a skills audit, establishment of a Regional Tourism Training Consortium, and delivery of a series of training sessions.

· Skills audit: The skills audit involved holding focus groups in each county, plus telephone and postal surveys to identify skills needs in six main categories: ICT, management and administration, sales and marketing, customer services, developing for the future, and developing the business brand. The study also addressed delivery mechanisms; the main difficulties experienced by businesses when accessing training and the cost implications of training. There were 630 responses from people in 606 businesses. Development needs divided into two distinct areas: those for which generic training was available, such as ICT skills and those that were industry specific and would benefit from a more focussed sector based content. 

· Regional Tourism Training Consortium: The development the Regional Tourism Training Consortium was seen as key to the development and delivery of an increased range of training across the region that is designed to meet the needs of the industry. It comprised the major FE training providers in the region with the purpose of promoting the business benefits of training in tourism in general; provide an exit strategy to ensure the continual delivery of this element after the end of SDF full funding.

· Training programme: The programme ran two series of courses: a summer programme from June to August and an autumn programme during October and November. A total of 49 courses were run on 6 subjects. Analysis of the feedback data revealed that a total of 163 organisations sent 471 delegates on 534 days of training. 38 of these were small businesses employing fewer than 5 people.

A comprehensive public relations exercise was also put in place to raise awareness of the project and its activities and a ‘ training map’ was produced that shows all the centres providing tourism related training in the region and the range of courses offered.  

OUTCOMES

What Worked

The main successes of the project were as follows:

· The Summer Programme of Courses: the Project offered an open programme of Welcome Host, Welcome All, Welcome Line and Welcome Management courses.  A full programme of these had not been offered in the region for four years. The project initially intended to run 10 days across the region. Interest and commitment from businesses was so strong, however, that 44 days were delivered. Significantly more businesses were able to take part in this training than has been possible for some years.  

· Welcome to the Churches: the Wales Tourist Board commissioned a new ‘Welcome to the Churches’ course and the People in Tourism initiative was able to take advantage of this and to run two courses in Lincoln as part of the pilot process.  These two days were fully subscribed and enthusiastically received by the participants.

· Derbyshire and Lincolnshire dissemination events: thirty-five people attended the Derbyshire event and 60 in Lincolnshire. Participants at each said that they had found the events of value. In particular the access to information on further training and areas of business support was felt to be most useful.  This fits well with the project’s aims of supporting existing provision. 

· The Regional Conference: this attracted an audience of 50 people, from businesses, local authority tourism and economic development teams, colleges and government agencies. 

What Evidence

Two independent evaluation exercises were commissioned: an analysis of the feedback from the training courses and a telephone survey. The Feedback analysis comprised an analysis of feedback forms completed by 534 of the participants on the day of the course. The Telephone survey was a post hoc survey of delegates, employers of delegates, owners of small businesses who took part in the training and a sample of businesses that had been notified of the programme but which did not send delegates. Findings were as follows:

· Organisations new to customer service training: 37% of employers polled whose staff took part in the programme had not attended Welcome training before.

· Organisations new to training: 10% of the employers had not offered staff training courses prior to the programme.

· Size of organisation: the project was concerned to ensure that the marketing message reached small and medium size organisations to encourage them to take part in the training. In previous years courses had been delivered to organisations able to pay for in house courses – these in the main employed over 50 people. The analysis of course take-up shows that the project was a success in reaching these businesses:

· Delegate details: 478 delegates attended courses. It is interesting to note that there was a wide spread of ages with 45% being aged 35 or over. 

Any Problems

The programme was less successful with regards to the following elements:

· The autumn programme of courses: The Consortium organised a programme of short courses for delivery during October and November. These were timed to fit with the recommendations from the skills needs assessment and other consultations with businesses.  However, the effects of the foot and mouth outbreak had a longer-term impact on the region than was originally anticipated and the events in America had reduced the number of overseas visitors so business managers were being cautious about investing money in training. Invitations sent to 2600 businesses generated 8 delegates for one course at South East Derbyshire College and two courses of Welcome Host training. The telephone evaluation asked businesses in these counties why they had not accessed the courses offered. The most common response was that they were too busy to send staff.

· Leicestershire and Nottinghamshire dissemination events: the intention was to run a dissemination event in each county, with the Northamptonshire area being covered by their annual Tourism meeting. In practice the response from Leicestershire and Nottinghamshire was so low that the events in those counties were cancelled. The reasons given by the businesses surveyed by the external evaluators were that people were too busy or that there was not enough prior notice given.

What's New

The project began by performing a training needs analysis in the sector and then worked with local partners to provide access both to generic training and sector-specific training. By establishing a consortium of interested parties, the project has increased its chances of continuing once the initial SDF funding expires. 

So What

Lessons learnt include:

· a comprehensive, up to date mailing list can be an effective method of disseminating information

· long lead times need to be offered to allow businesses to make internal arrangements for staff cover etc.

· consultation with local groups is essential to develop the offer to meet the needs of each business community.

What next

In order to build on the excellent work of the project and to progress the regional skills agenda for tourism it will be necessary to develop a  region wide workforce development plan.  This can be done by accessing the system already put in place by the IMPACT group of NTOs at a cost of around £70,000.  In working to progress this the People in Tourism initiative will be working with partners to: 

· Enhance and strengthen the Regional Tourism Training Consortium 

· Continue to develop a response to the skills needs identified

· Develop a ‘beacon’ scheme which uses ambassadors to advocate training and development to businesses and young people across the region

· Work with the National Training Organisations to develop a workforce development plan for the region 

· Access recruitment packages which are already available through Springboard 

· Assist in spreading good practice across the region by sharing the lessons from the many initiatives already in place or under development.

FURTHER INFO

Wendy King, Project Manager
82 Waltham Close, West Bridgford, Nottingham, NG2 6LE.
Telephone/fax: 0115 914 7250.
Email: wendyking37@hotmail.com
Web: www.hetb.co.uk
