	Issues
	Actions 

	Quality of tourism “offer” is crucial business issue
In an increasingly competitive labour market, employers will have to improve business practice(s) based on recognised products that can deliver the raising standards. 

The use of standards to improve business performance (and therefore excellence) raises productivity and viability. 
Products must be industry based (customised) and suited to size of organisation.
	1. Identification of current quality and flexible courses/units or modules that would be appropriate for tourism managers.
2. Establish a customer service standard with customer care qualifications developed that are based on international best practice. Should a difficult to get SW customer service award be estabished?? A refresher course element would be incorporated
3. Mapping of existing products (matching to the bigger picture business excellence model) - Publication of brochure and/or /website detailing all industry specific training provision in South West
4. Encourage tourism businesses to take up recognised business improvement models – eg. Excellence Through People, Investors in People, Hospitality Assured, Profit through Productivity, Business Excellence 
5. Undertake Benchmarking / business to business sharing of best practice – establish business support mentors of local  tourism business operators



	Quality Standards and Business Excellence – need to prove benefits to employers’ bottom line

Identifying the impact of training on a companies bottom line is something recognised by SSDA as being of critical importance.

	1. Work with businesses who are, or have undertaken, training and identify the benefits 
2. Market and case study training companies and use them to declare to the rest of the industry why it is (financially) important.
3. Work with LSCs to ensure that courses available to employers are of a good quality, avialable when needed etc.
4. Develop appropriate on-line courses eg. Industry specific

	Generic skills issues need to be tailored to the sub-sectors’ specific needs:
A close understanding of industry issues are needed together with generic skills: *Customer service (all levels) *Communications *IT *Leadership/entrepreneurship etc *Basic Skills/cont… *Sub-sector specific (technical?) skills *Foreign Language skills –grammatical, business and cultural issues.
It is often a case of work-based experience and development that is more relevant than course-based 

	1. The RDA, LSCs and providers work together to help facilitate/influence the development of a ‘pick and mix’ service. Here modules from different courses can be combined to fit an individual business's needs
2. Access to TEFL, where there are concentrations of non-English staff
Example:  Dorset Jobcentre Plus are working in Partnership with Dorset & New Forest Tourism Partnership to address the needs of this sector regarding recruitment and retention issues. A sector based gateway provision is available for New Deal and Workbased learning clients to attend. This course has been designed to meet industry need and will enable the achievement of Welcome Host, Basic Food Hygiene, H&S and first aid. In addition work tasters and Job Interviews are provided. Locally employers have also asked the Jobcentre to provide pre-employment training for room attendants and hotel receptionists.

	College provision needs to be much more flexible re delivery, timing, flexibility, and public £ support; quality and standards of lecturers/currency of skills etc; similar issue for schools and teachers of GCSEs, which will all become vocational over the coming years

FEs struggle to develop a capacity to meet these pressures - but they can develop programmes (based on the National Occupational Standards) that are more relevant to employers need.

	1. More private sector involvment should be encouraged to assist in the training delivered by the FE sector ensuring that it is directly relevant to what the industry requires.
2. The LSC funding of FE should enable greater FE flexibility inline with rivate sector demands
3. Work to encourage the wider use of technical certificates.
4. To develop resources and links between tourism  and the national curriculum



	How to access provision, and thus those who have the right skills

SPRITO have three recent examples of how effective this can be - on the Isle of wight, west London and now in Cornwall.

	1. The SW LSCs should be encouraged to work closely with the Tourism Skills Network South West to develop "Learning Hubs" – the local strategy groups/employer networks working closely with FE to develop a programme of training to meet their demand
2. Encourage the development of a number of COVEs within this sector and a feasibility study into the setting up of a Virtual CoVE (on-line) –including possible link with the  Eden project and FE/HE institutions
3. More private sector involvment should be encouraged to assist in the training delivered by the FE sector ensuring that it is directly relevant to what the industry requires.
4. To develop a tourism option for participants in the STEP programme( for final year degree students to work on a business based project)
5. To improve access for students (studying  tourism, hospitality, leisure, marketing, business studies, HR courses) to 6 month – 1 year placements in tourism businesses within the South West

	Competition with other sectors for staff – •need for better retention strategies; •geographical issues eg concentration of available workers may not match the locations of job vacancies (also cost of housing etc in some resort areas?)

This issue is all about the image of the industry. Pay, incentives, flexible working arrangements, respect, are all words that constantly crop up when people criticise the industry.


	1. Effort needs to be applied to improving employment practices, establishing career structures, and having a more positive attitude towards recruitment.

2. Champion existing examples of good practice within the SW
3. A regional skills fair (or series of fairs) would provide the opportunity to talk with many people who perhaps never considered working in the industry.
4.  Work with Local Account Managers at JobCentre Plus to increase information on job and career opportunities within local tourism businesses and increase knowledge about the skills requirements (attitudinal and vocational skills) 
5. In partnership with JobCentre Plus roll out the Hospitality Gateway programme across the SW region ( sector skills training for unemployed)
6. Encourage tourism businesses to work towards and achieve one of the following personnel and development accreditation programmes - Excellence through People,  Partners in Success or Investors in People

	Perception of some of sub-sectors as seasonal/gap year employment: demographics, high turnover of young people

The hospitality sector is often not regarded by young applicants to be as 'sexy' an industry as travel and tourism, probably due largely to the associations with servitude.


	1. RDA, LSC, Southwest Tourism and ConneXions etc working with employers to improve the image of hospitality as a first-choice career choice (i.e. one that has fast progression available, good benefits and training) is vital to attract and recruit quality applicants into the industry to meet the critical skills and labour needs of employers 

Example: Activities delivered by the Tourism Task Force in the West of England (as part of regional Tourism Skills Network) have been successful in raising the profile of the industry and increasing applicants, e.g. attending and hosting careers fairs, minibus tours to employers combined with fun 'learn a skill' activities, careers talks, positive case studies with young role models and a website for careers info and vacancies.

	Use of volunteers in many sub-sectors


	1. Commission some primary research to understand the effect of volunteers on business performance:
How many volunteers are there, what do they contribute in terms of regional GDP, how many jobs are 'lost' through volunteers, how many gain employment because of their voluntary enthusiasm, how much training takes place?



	Employer culture, lack of engagement

There has been a natural tendency for business to view each other as competitors without realising that collaboration is a strength..


	1. Maintain and develop the Tourism Skills Network’s Local Strategy Groups and the regional Steering Group

2. Encourage and facilitate, through the strategy groups, group training, group purchasing, group marketing as some of the activities that can really engage employers

Examples:  Employer Learning Networks, and the Newquay “syndicate”

	Plethora of organisations purporting to offer tourism solutions is confusing to employers


	1. Provide sustained funding to establish the Tourism Skills Network SW as the key co-ordination point; in particular re local schools liaison with sector employers; could become “regional centre for dissemination”?
2. Engage with tourism related SSC(s) 
3. Investigate and initiate the measuring of SW initiatives success within the tourism sector. Are we making a difference?

	Low skill/low qualification/low pay cycle in hospitality

It's all about personal achievement and recognition. 
	1. Educate employers to understand, recognise and value the qualifications of applicants (in addition to their skills/experience) in order to gain better skilled staff.
2. Identify those occuations within the sector that do not currently need a qualification. Work with SSC and awarding bodies to develop qualifications for those identified. For example SPRITO have developed qualifications for the caravan industry.

	
	


