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1.0
EXECUTIVE SUMMARY
1.1
Background
According to the Scottish Borders Tourism Strategy 1999-2004 the sector accounted for 4,100 FTEs (8% of the region’s employment) working in c.1,000 businesses and generating £79 million of direct annual revenue into the local economy.

DPIT was designed to give training support and assistance to Small and Medium Sized Enterprises (SMEs). This has been done through the provision of short courses, seminars, learning journeys and one-to-one business support and advice. Since it began it has so far engaged with 250 businesses (25% of companies operating in the tourism sector in the Borders) and 920 individuals operating and working in the Tourism industry within the Scottish Borders.  The Programme will conclude by December 2005.
The Developing People in Tourism Project (DPIT) addresses several of the strategic objectives of the Scottish Borders Tourism Strategy with the main one being to improve the skills of people working in the industry, especially at managerial level, enabling them to compete effectively in the marketplace, interface with visitors and deliver a world class service

The project is managed by the Scottish Borders Tourism Business Forum (SBTBF) and is delivered through staff based at the Scottish Borders Tourist Board (SBTB).

Funding is provided by SE Borders - £120,000; EU - £107,000; Private Sector - £11,000.

1.2
Objectives
The objectives for this evaluation are:

· To provide a qualitative and quantitative assessment of the various DPIT interventions in meeting their main objectives and target.

· To review the number, size and location of companies supported by DPIT.

· To measure the economic impacts of DPIT, taking account of additionality, deadweight, displacement and multiplier effects. 

· To assess the value for money of the overall interventions and cost effectiveness of the programme

· To establish the views on their participation of the companies and individuals who have been supported by the Programme.

· To assess how the various elements of DPIT fitted together.

· To review how the Programme was regarded by SBTBF, SBTB and SE Borders operational teams (the stakeholders).

· To make recommendations on the ongoing validity of the DPIT interventions and SE Borders operational development in this area.

1.3
Methodology

The methodology employed in this project included:

· 128 telephone including 16 face-to-face interviews with participant companies

· 117 telephone interviews with individual trainees

· 5 face-to-face depth interviews with stakeholders.

· 2 telephone depth interviews with training providers

1.4
Company Survey

Information about companies
The most common respondents to the survey were Bed & Breakfasts and Self catering accommodation providers making up 60% of the sample. Around ¼ of the sample also operate as sole proprietors with the rest employing full-time, part-time and seasonal staff. Almost two thirds of the sample had a turnover of less than £100k. 

The companies’ main markets are short break visitors, main annual holiday visitors and day visitors.

Awareness of DPIT
Over four out of five surveyed companies were aware of the Developing People in Tourism project. 

Sources of Information
These companies had found out about the programme from a number of sources but the most common was through a mail shot or newsletter and from the Scottish Borders tourist board. 

Named Contacts
79% of companies had a named contact to deal with, Sandi Hellowell and Pauline McGregor the two main people respondents had as contacts

Involvement with DPIT
Companies’ main involvement with the scheme was through short courses and seminars with 93% recalling (111 surveyed companies or 232 in the overall population) taking part in these. The most popular courses were ‘customer care’; ‘information technology’ and ‘Health & First Aid’ courses.

Learning journeys were the second most common way companies were involved in the project. One in five companies recall taking part in Learning journeys with hotels more likely to participate in learning journeys and one to one support.

11% of companies surveyed (14) recall receiving one-to-one support.

Types of Skills looked for when recruiting staff
Respondents were asked what types of skills they look for when recruiting staff. The most commonly sought skills are core skills including communication 46 companies (39%) , team working 33 companies (28%) and 22 companies looking for problem solving (19%) skills when they recruit. Industry experience and specific qualification were also sought by companies although these are more important for hotels and for particular job roles such as chefs.

Core skills form a key element of the skill profile that the tourism industry in the Borders seeks from potential employees. Communication skills and the ability to work in teams form a key component of the overall skill profile of potential recruits to the industry. In our view, these are the skills that form the basis of quality customer service

Issues to be addressed through participation in DPIT
By far the most popular issue businesses wished to address in their participation in DPIT was to improve customer service and to provide the opportunity to network 

Businesses felt unable to address these issues themselves mainly due to a lack of time, a lack of knowledge of how to address these issues and lack of training expertise.

Companies’ views of DPIT
The companies surveyed for this evaluation had a very positive view of the DPIT project. 88% of those surveyed would recommend DPIT to another firm. 

The companies believe that training & other support in DPIT was developed “in line with their needs”, that the administration of the project was good and that the training itself was well funded, useful and helpful. They believe that they have learned a great deal, that their networking opportunities have improved and that their business has benefited as a result of DPIT.

1.5
Individual Survey
Information about respondents
The most common job role of individual trainee respondents is owner/manager (57%) followed by manager (18%). Very few participants have moved jobs since participating in DPIT, understandable considering their job roles.

82% of respondents had skills and qualifications before participating with the most popular being at secondary school level (45%) and 33% having a degree. 

Last participation in training
Before participating in DPIT over half of respondents (56%) had not taken part in training for over three years with 25% being more than 10 years.

Participation in DPIT
91% of respondents recall attending tourism short courses and seminars with the most popular being customer care (65%), which was a key issue to be addressed by businesses in their participation. Health & Safety courses were the second most common followed by management skills or IT courses.

Reasons for undertaking training
The two most common reasons for individuals to undertake training was because they had a specific training need (44%) and because they had an interest in the subject (42%). 

Lack of confidence was not a reason for participating in training (88% did not have issues with confidence). For those for whom confidence was an issue all but one (13 of 14, 93%) believed their participation in DPIT helped build their confidence.

Satisfaction with Training
All aspects of the training are rated very highly by respondents. 
73% of respondents believe they learned new skills directly as a result of DPIT. Those who did not learn new skills felt they already had knowledge of the subject.

90% of respondents believe that DPIT met their expectations because it allowed them to learn new skills, gain knowledge and network with other businesses and share experience and expertise.

Individual’s views of DPIT
Individuals have very positive views of the programme. Individuals feel they are able to apply new skills to their job, are more competent in carrying out a number of tasks related to their job and feel more confident in their role as a result of DPIT.

Achievements from the training
As well as gaining new skills, knowledge and confidence and other benefits, such as the opportunity to network, respondents also report other achievements.  80% of respondents gained a qualification or certificate from DPIT.  First Aid and Welcome Host badges are the two most common certificates. 

Further training as a result of DPIT
32% of individuals surveyed have participated in further training as a result of their participation in DPIT. Reasons given by those who have not participated in further training include a lack of time and lack of opportunity.

Impact on participants’ employers
32% of respondents believe that their participation in DPIT has had an impact on their employer. 26% do not believe it has had an impact and 41% do not know if their participation has had an impact. 

The key impacts on employers’ businesses include better communication and application of knowledge, better understanding of the value of training, increased customer satisfaction levels, increased networking within industry and ongoing training plans being implemented.
Strengths of the training
The strengths of the training identified by individual trainees focus on the training’s practical approach, relevance to their industry and job in terms of improving performance, offering new skills and making them aware of changes to industry practice and legislation. The opportunity to network with others in the industry and the value this offers is also mentioned. 

Weaknesses of the training
The weaknesses of the training identified by individual trainees include the distance some had to travel to participate, the general nature of the courses (should have been more sector specific), the lack of role-play and practical examples and the length of training (both too short and too long).  

Improvements to the training
59% of individual trainees surveyed (64 people) do not believe there are any improvements that could be made to the programme.

41% feel there are improvements that could be made to the programme. Suggestions for improvement include:

· More in-depth training - 9 respondents

· More information about training opportunities - 5 respondents

· Better locations for training - 4 respondent

· Sector specific, more relevant training - 4 respondents

· Longer training courses - 3 respondents

· More IT training - 3 respondents

· More consultation about training needs - 2 respondents

1.6
Stakeholder Survey Results
The stakeholder interviews covered key issues in the Tourism Industry, their understanding of the aims and objectives of DPIT and their views on the future of the programme.

The Tourism Industry
The interviews with stakeholders identified several key issues facing the Tourism Industry. The stakeholders felt that these issues were faced by the industry nationwide. The key issues identified include:

· Lack of available staff (particularly catering issues)

· Limited culture of training in the industry

· Lack of management & marketing skills in the industry

The issues outlined above were viewed to be national issues for the tourism industry. However, one ‘local’ issue identified by stakeholders was that of access. The Borders is seen as a peculiar tourist area in that many potential customers drive through it to go to better known Scottish destinations further north.

In terms of new challenges facing the industry a number of issues were mentioned including increased competition particularly from overseas with cheap flights abroad. The effect of events such as “Foot and Mouth” and the perceived danger of terrorist attacks post “9/11” was mentioned as a new issue especially in terms of forward planning or risk planning. Another new challenge is the perception that Scottish tourism is not professional and is seen as rustic. Stakeholders mentioned initiatives such as “The Borders Touch” which aimed to change this culture and help make the whole region more aware of tourism.

Aims and Objectives of DPIT
The stakeholders had a good understanding of the key aims and objectives of the Developing People in Tourism programme. They agreed that the programme aimed to tackle key issues facing the industry by improving the awareness and access to training for tourism businesses with the aim of encouraging them to take a more structured and holistic approach to training and staff development. By doing this the stakeholders believe the programme would also raise the tourism industry’s staff skill levels and aptitude and help deliver a better service to their customer, therefore helping tourism develop in the area. 
Stakeholders believe that the programme was a general success in that it was industry led, flexible and had good people involved in its management and delivery. The stakeholders mentioned key strengths of the programme with the main one being the opportunity for businesses to network. This opportunity to network helped businesses learn from each other and developed a sense of partnership.

The stakeholders also strongly believe that Developing People in Tourism has fulfilled its aims and objectives and that the three elements of the programme Training for Success, Learning Journeys and Seminars & Short Courses complemented each other well and worked well in meeting the aims and objectives. They also agree that DPIT is the most appropriate model for meeting the key issues in the industry.

Support for the programme
All of the stakeholders interviewed still support the Developing People in Tourism concept and believe it does have a future in the Borders area. They also agreed that the Developing People in Tourism aims and objectives could not be achieved in another way. 

The need to develop a training culture in the industry and to develop the staff within it is still as valid now as ever. The stakeholders agreed that if the programme continues that the culture of training in the industry would be encouraged to develop whilst if the programme stops that training would be reduced.

The stakeholders agreed that for the programme to have a future there would need to be staff and resources, particularly in administration. 

1.7
Training Provider Interviews

Course Design

The Training Providers used both ‘off-the-shelf’ products and original design for the various training courses involved.


Core Skills

The Training Providers thought core skills were a part of the training; one respondent felt they were implicit rather than explicit as they featured throughout the Programme.


The principal core skills covered were communications and team working.


Suitability of Course Content

The Training Providers are emphatic about the relevance of the course content based upon feedback to them from individual trainees.


Suggested Changes to DPIT

Both Training Providers believe programmes such as DPIT are constantly evolving; in one case improvements are suggested to course materials and the other suggests more emphasis on customer care, management development and the provision of more information regarding access to training.
1.8
Outputs and economic impact of DPIT
Impacts
Overall, DPIT has met its principal output and impact targets. However, there has also been considerable qualitative impact from the programme, both from individual trainees and businesses. Whilst these are not ‘hard’ impact outcomes, they do indicate that individual learners have experienced a wide range of impacts from their learning experience. 

A higher awareness of disabled issues was suggested by a number of learners, as well as increased confidence in networking and problem solving.


A range of significant qualitative outputs were also identified from businesses participating in DPIT.  These impacts include better communication and application of knowledge; improved levels of customer satisfaction and 43% of respondents now report that they understand the value of training

There is also strong evidence that networking within the sector has increased as a result of DPIT, with 40% saying that they now network to a greater degree than before. In our view, networking is an extremely powerful way of encouraging businesses to learn from each other and implement sustainable solutions. 

Businesses also believe that their involvement with DPIT will continue to benefit them over the next 2 years. These benefits include improved opportunities to network (26% of sample); increased sales (25%) and profits (20%), safeguarded turnover (21%) as well as a range of other benefits including Qualifications gained, Membership of networking groups, training plans in place and safeguarded jobs.

Businesses were, on the whole, unable to quantify theses benefits. It is interesting that the largest proportion of the sample believe that opportunities to network will continue to be a principal benefit.  


The overall outputs and impacts as measured by this evaluation are shown below.

	OUTPUT
	TARGET 
	ACHIEVED

(Assessed by SE Borders)
	Assessed by Evaluation, weighted & Amended 

	SMEs participating in project
	350
	325
	

	Individual beneficiaries given training/advice
	570
	325
	

	Individuals participating in ESF funded training
	800
	902
	

	No of employed beneficiaries
	670
	595
	

	Women receiving support
	530
	511
	569

	Training plans in place
	50
	35
	56

	People in post to deliver in house plans
	50
	35
	31

	Networking groups established
	16
	9
	33 companies members of networking groups. Unable to name them

	Training co-ordinators network in place across Borders area
	1
	1
	

	IMPACTS


	TARGET
	ACHIEVED (Assessed by SE Borders)
	Assessed by Evaluation, weighted & Amended

	SMEs increased/safeguarded turnover
	325
	263
	£216,000

	Leavers/completer gaining full/part qualifications
	600
	352
	491

	Leavers/completers entering employment
	800
	902
	100% of sample

	Positive outcomes for leavers/completers
	800
	902
	780

	Beneficiaries completing course
	800
	902
	


Additionality
We established what additionality, if any, could be attributed to Developing People in Tourism. 

Absolute Additionality:  Absolute additionality occurs when an action would not have occurred at all without SE Borders intervention. In total, one company said that it would not have undertaken the actions at all without SE Borders assistance. 

Time Additionality: Thirty companies (25%) said that their actions were carried out faster than would otherwise have been the case without the DPIT Project. The impact of time based additionality is that economic impacts accrue to the economy faster than they otherwise would have. In general, these companies were able to address issues relating to customer service and other training issues earlier than they otherwise would have done.

Scale Additionality: Sixteen companies (13%) said that the scale of their project had been impacted by the DPIT. This relates generally to the number of people being trained, which is more than would otherwise have been the case.

Deadweight: Fifty four companies (46%) said that they would have undertaken the project regardless of DPIT assistance. On the face of it, this would appear to be a worryingly large number. However, the reasons given by companies refer mainly to the fact that they were already aware of the issues being covered in the course, and what the course did was to confirm their existing knowledge. Others stated that they had been on specific courses such as first aid, and consequently did not take any further action.

However, this does suggest that perhaps there is an opportunity to develop a suite of courses that are slightly more advanced for some businesses in the sector. 

It is, however, important to note that all businesses who come under this ‘deadweight’ category reported qualitative benefits from attending the training. Consequently, whilst they may not have taken any direct action as a consequence of DPIT, they did benefit from other aspects of the course such as networking and communication of knowledge. 

In summary, therefore, we believe that the additionality profile of DPIT very much reflects the nature of the interventions provided. Because the bulk of companies were engaged in short courses, it is unlikely that they will undertake any significant initiative as a result of this course. In general, they will take the opportunity to network with colleagues from the sector and to learn more about the specific topic. However, in many cases, this learning confirmed what they already knew, although they experienced a range of more qualitative impacts and benefits from the training that were perhaps unrelated to the specific learning outcome.

Companies feel that a lack of time is the most challenging aspect of maintaining the benefits gained from DPIT. This links closely with the main reason that companies gave for not addressing the training issues in the first place, i.e. lack of time. 

We are unable to calculate the overall cost per job, because this was not an initial target of the programme. However, on the basis that the programme has generated an increase in turnover of £216,000, a leverage ratio of around 1:1 has been achieved, Given the overall size of the companies involved in DPIT, we would suggest that this leverage ratio is a positive indicator on the impact that DPIT has had.

Once completed in 4 months time, the total programme spend will be £238,000.  On the basis that DPIT has met the majority of its stated initial outputs and impacts together with a range of qualitative benefits not initially scoped, then we would conclude that the programme has offered value for money.

1.9
Current Support received by businesses
61% of the sample is currently receiving support from either SE Borders or SBTB. The nature of this support includes Marketing Assistance; Staff Training; Investors in People.
Businesses report that ongoing support is in place for them, and they continue to engage in available support mechanisms. Staff training is still one of the main ways businesses are using support mechanisms. The fact that staff training is still a feature of assistance could indicate that companies are taking a positive view of training, and are continuing to undertake it.

Key issues for businesses over the next two years include marketing (36% of respondents), Increased Competition (33%)Lack of Finance (24%), lack of staff (15%) and falling sales (13%).

All businesses see a role for SE Borders and/or the SVB in helping them to address these issues. Interestingly, only 20% see these issues being addressed through an individual relationship with SE Borders. A higher percentage (39%) would prefer an individual relationship with the SVB with 29% wishing an individual relationship with the Scottish Borders Tourist Business Forum.

However, the highest percentage of the sample (42%), would like to address their issues through participation in general collaborative Borders programmes and courses, such as DPIT.  Therefore the validity of DPIT is, in our opinion, ongoing.
1.10
Conclusions and Recommendations

Qualitative Vis-à-vis Quantitative Impacts

The evaluation concludes that the nature of DPIT means that it will and has generated primarily qualitative rather than quantitative impacts.


Long Term Impact

The evidence is that DPIT will have a long term sustainable impact which would be better measured by SE Borders developing a range of qualitative as well as quantitative targets for future deliveries.


Our suggestion is that the Scottish Enterprise Balance Scorecard model might be a possible framework for this.


Sustainability of Outcomes

The biggest issue in sustaining the outputs achieved is the availability of time within companies to address ongoing training needs.


It is suggested that, notwithstanding the difficulties given the number of companies involved, that a process of aftercare is developed collaboratively between SE Borders and SVB.


Timing of Courses

It is recommended that the timing of future courses is focused on the ‘shoulder’ and ‘low’ seasons for tourism in the Borders.


Engagement in Networks

A key impact was identified ‘as companies’ participating in networks.  In order to allow the actual networks formed and the culture of networking created to be sustained it is recommended that SE Borders and their partners consider some form of ongoing facilitation of these networks.


Deadweight

A level of deadweight was identified related to some trainees reporting that ‘they learned nothing new’ from some courses.  The suggestion is made that the pre-course information available to potential trainees is expanded to include a more detailed description of content and more information about the learning outcomes being achieved.  

Concerns about Cheap Flight Competition

Participants reported concern about the increasing numbers of cheap flights taking domestic tourists out of Scotland.  There was no mention, however, of the opportunity which might be represented by the overseas tourists they bring in.


The suggestion is made that SVB in collaboration with VS commission research amongst budget airlines and other logistics operators, such as coach tour companies, to determine what their incoming customers are looking for and how the Borders can contribute to supplying that.

A further suggestion is that a specific workshop might be developed on any opportunities identified and how to exploit them.


Larger Companies

The stakeholders’ survey revealed some concern about the number of larger businesses taking part in DPIT.  Three is an incentive to improve larger businesses’ participation in that they are the most likely providers of ‘hard’ impacts such as new or safeguarded jobs.


The suggestion is that ‘Training for Success’ is further developed specifically for larger companies.  Recruitment might be enhanced by the compilation of case studies from the current Programme which highlight the ‘hard’ and ‘soft’ impacts achieved by participating larger businesses.


New Start / Start up Businesses

The experience of the stakeholders is that there is an ongoing level of interest amongst local people in the Borders to start up in B&B or the provision of self-catering accommodation.


The suggestion is that through Business Gateway and SE Borders’ partners people with this aspiration are identified and somehow included in DPIT courses or a specific workshop is designed and promoted for them.


Such a workshop might convey the ‘core’ and ‘specific’ skills required; how to position their proposed offering in line with market demand and sources of advice, support and networking.


Recruitment of Seasonal / Part-Time Employees

The evaluation identified the needs of employers in tourism to recruit people with ‘core’ rather than specific skills.  It is suggested that Careers Scotland and the Borders Food Forum convey this message to schools, FE Colleges and other sources of part-time / seasonal labour in order to create more awareness of the opportunities for part-time / seasonal employment and the needs of employers.


The Food Forum can use this link to develop the relationships between local producers and tourist / foodservice outlets.

1.11
Concluding Remarks

The evaluation concludes with T.L. Dempster’s comments on the willingness of all parties concerned to participate in this evaluation.
2.0
BACKGROUND & OBJECTIVES
2.1
Background
2.1.1
The Developing People in Tourism Project (DPIT) has engaged with 250 businesses and 920 individuals operating and working in the Tourism industry within the Scottish Borders.

2.1.2
According to the Scottish Borders Tourism Strategy 1999-2004 the sector accounted for 4,100 FTEs (8% of the region’s employment) working in c.1,000 businesses and generating £79 million of direct annual revenue into the local economy.

2.1.3
The Programme was designed to give training support and assistance to Small and Medium Sized Enterprises (SMEs).


The delivery mechanisms to be used included:

· 1:1 advisory support and access to consultancy
Free and subsidised individual support to businesses which demonstrate a commitment to an on-going training & development of their staff.
· Learning journeys

Advisory and financial support for managers and key staff to go on visits to ‘exemplar’ businesses within the UK or overseas.

· Business seminars and short courses.

A programme of seminars and short courses covering a range of 13 subjects which have been identified in consultation with local operators and or listed in the Terms of Reference for this project
2.1.4
The subjects to be covered included:

	· Customer care
	· Trainer training

	· Merchandising
	· Supervisory skills

	· Culinary skills
	· Team building

	· Disability Awareness
	· Planning and promotion

	· Environmental health
	· Local knowledge

	· Computer & IT skills
	· Employment law

	· Recruitment
	· Marketing 

	
	· Quality assurance


2.1.5
The funding partners and their budgeted input by December 2005 are:


SE Borders
-
£120,000


EU Objective 3
-
£107,000


Private sector
-
£11,000

Total
-
£238,000
2.1.6
The DPIT project addresses several of the strategic objectives of the Scottish Borders Tourism Strategy 1999 - 2004.


Perhaps most emphatically it was designed to address the objective of:

· People - Improving the skills of people working in the industry, especially at managerial level, enabling them to compete effectively in the marketplace, interface with visitors and deliver a world class service.

2.1.7
The project is managed by the Scottish Borders Tourism Business Forum (SBTBF) and is delivered through staff based at the Scottish Borders Tourist Board (SBTB).

2.1.8
As the survey results show, the employment levels provided by the 250 participating companies were:

· An average of 2.5 full-time jobs, or 625 in total

· An average of 3.8 part-time jobs, or 950 in total

· An average of 1.5 seasonal jobs, or 375 in total

· A total of 1,950 full, part-time or seasonal jobs.

2.1.9
DPIT engaged with 250, or 25% of companies operating in the tourism sector in the Borders, who collectively accounted for 1,287 FTEs or 31% of overall sector employment.

2.1.10
At 920 individual participants, the Programme engaged with 47% of the full, part-time or seasonal employees within the companies involved.

2.2
Objectives
2.2.1
The objectives for this evaluation are:

· To provide a qualitative and quantitative assessment of the various DPIT interventions in meeting their main objectives and target.

· To review the number, size and location of companies supported by DPIT.

· To measure the economic impacts of DPIT, taking account of additionality, deadweight, displacement and multiplier effects. 

· Assessment of value for money of the overall interventions and cost effectiveness of the Programme

· To establish the views on their participation of the companies and individuals who have been supported by the Programme.

· To assess how the various elements of DPIT fitted together.

· To review how the Programme was regarded by SBTBF, SBTB and SE Borders operational teams (the stakeholders).

· To make recommendations on the ongoing validity of the DPIT interventions and SE Borders operational development in this area.

3.0
METHODOLOGY
3.1
Project Set Up
3.1.1
At the outset of the project, the project specifications were agreed between T.L. Dempster and SE Borders at a project set-up meeting. The purpose of this meeting was to finalise the project scope, objectives, timescales and risks.

3.2
Research Design & Plan
3.2.1 Following the project set-up meeting, a draft research questionnaire was designed by T.L. Dempster for both companies and individual participants in the various components of DPIT.  These questionnaires were submitted to SE Borders in draft format, and subsequently agreed. 

3.2.2 The organisation questionnaire was piloted face-to-face with 10 participants to ensure that the flow of questions was correct and that both interviewers and respondents understood the structure of the questionnaire as well as the wording and layout.

3.2.3 After piloting the survey the final questionnaires were agreed with SE Borders before the fieldwork began.

3.3
Company Interviews
3.3.1 A total of 128 companies were interviewed during this evaluation. Of this, a total of 16 companies (including the pilot) were interviewed on a face to face basis by Alastair McGhee, Callum MacKinnon and Lindsay Dempster. The remainder were interviewed via a 25 minute telephone interview. Each interview was carried out by trained telephone interviewers. The telephone interviewing took place at T.L. Dempster’s telephone unit with all interviewing between 23rd of August and the 2nd of September 2005. 

3.3.2 The 128 companies represent 51% of the total population for this survey of 250.  
3.3.3 128 surveys provides results accurate at ±6.1% at the 95% confidence level for the total population of 250.

3.3.4 Data accurate with ±6.1%, at 95% confidence means that if the survey produces an answer of 50% we can be 95% sure that for the total population the results would fall within 6.1% of this figure, i.e. between 43.9% and 56.1%.

3.3.5 For particularly strong responses such as 90% the accuracy level increases to ±3.6%. When reading the report the reader should take account of the levels of accuracy.

3.3.6 Where relevant the result of the survey has been presented both as reported in the survey results and also as a weighted figure illustrating results as applied to whole population.

3.4 Individual Participant Survey
3.4.1 
A total of 117 individual participants were interviewed during this evaluation. These participants completed a 15 minute telephone interview exploring their views on their participation in Developing People in Tourism. The telephone interviewing took place at T.L. Dempster’s telephone unit with all interviewing between 23rd of August and the 2nd of September 2005.
3.4.2 Due to data protection concerns, TL Dempster was prevented from contacting individual participants directly and instead had to first approach their employers and ask their permission to call the participants at their place of work, This approach had two effects on the research, the first is that it extended the amount of time interviewers spent to complete an interview and the second was that response rates to this survey were much lower than anticipated. As a result of this approach and staff movements the survey of individual participants consists of over 50% of respondents being owners of the businesses. The reader should consider this when interpreting the results.
3.4.3 The 117 individual participants represent 13% of the total population for this survey of 920.  

3.4.4 117 surveys provide results accurate at ±8.5% at the 95% confidence level for the total population of 920.

3.4.5 Data accurate with ±8.5%, at 95% confidence means that if the survey produces an answer of 50% we can be 95% sure that for the total population the results would fall within 8.5% of this figure, i.e. between 41.5% and 58.5%.

3.4.6 For particularly strong responses such as 90% the accuracy level increases to ±5.1%. When reading the report the reader should take account of the levels of accuracy.

3.5 Stakeholder Survey

3.5.1 Before the survey fieldwork began a series of 5 depth interviews were conducted with key stakeholders in the Developing People in Tourism Project. The purpose of these interviews was to gather their views on the project, their involvement in the project, its perceived level of success, and their views on issues facing Tourism in the Borders both now and in the future.

3.5.2 A topic guide was developed by T.L. Dempster and approved by Scottish Enterprise Borders before interviews took place. Interviews were conducted face-to-face by a senior research consultant at the interviewee’s place of business.
3.5.3 Below is presented a list of the interviewees participating in the research
	Name
	Position
	Organisation

	George Miller
	Client Manager
	SE Borders

	Kevin Keenan
	Chair Of SBTF
	SBTF

	Pauline McGregor
	Adviser 
(Now Works In VisitScotland)
	Business Gateway

	Phil Massey
	Chair Of SBTF Training Subcommittee
	SBTF

	Steve Osborne
	Adviser
	Business Gateway


3.6
Training Provider Interviews
36.1
Two of the training providers involved, Catherine Bowie and Ann McAvoy, were interviewed by telephone.
4.0
SURVEY RESULTS - COMPANY SURVEY
4.1
Company Type
4.1.1 This report is based on the feedback from 128 companies.

4.1.2 The most common company type interviewed was Bed & Breakfasts. 34% of the companies interviewed classified themselves as Bed & Breakfasts. 26% classified themselves as self catering with 16% stating their business was “other”. The other category included 20 respondents with their businesses ranging from Garden Centres, Guest Houses, and other tourism related companies including Photographers, Archery Manufacturers and working farms.

4.1.3 Figure 1 shows the numbers of companies interviewed by type of company

Figure 1: Companies Interviewed by company type
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128 Respondents
4.2 Employees

4.2.1 48 companies interviewed (26% of the sample) operate with only the proprietor and their partner (if appropriate).
4.2.2 51 companies employ full-time staff (28% of the sample) with staff numbers ranging from 1 full-time staff member (typically in a Bed & Breakfast or self catering company) to 170 full-time staff (a Sports & Leisure Centre). However the average number of full-time staff in respondent companies is 2.5.
4.2.3 64 respondent companies employ part-time staff (38% of the sample) with staff numbers ranging from 1 part-time staff member (typically self catering or Bed & Breakfast) to 22 in a hotel. The average number of part-time staff in respondent companies is 3.8.
4.2.4 21 respondent companies employ temporary or seasonal staff (11% of the sample) with staff numbers ranging from 1 temporary/seasonal staff member (all self catering) to 30 volunteer staff in a tourism visitor service company. The average number of temporary/ seasonal staff in respondent companies is 1.5.
4.3 Company Turnover

4.3.1 Figure 2 (below) shows the breakdown of respondent companies by annual turnover, 8 companies refused to answer this question with a further 26 not aware of their annual turnover. These 34 companies account for 26% of the sample.
4.3.2 60% of respondent companies (82% of those responding when “don’t know” and “refused” respondents are not included) have an annual turnover of less than £100,000. Only 5 companies have an annual turnover of over £1 million. These companies include hotels, holiday parks and a golf course offering accommodation. 

4.3.3 42% of respondents from hotels did not know the annual turnover of their business compared to 25% for restaurants, and 11% for Bed & Breakfasts.

4.3.4 82% of Bed & Breakfast respondents and 76% of Self Catering respondent companies have an annual turnover of less than £100,000.

Fig. 2 Breakdown by Annual Turnover
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128 respondents
4.4 Main Markets

4.4.1 Figure 3 (below) shows the breakdown of respondent companies by their markets. The main markets for the surveyed businesses are short breaks (58% of companies), main annual holiday visitors (35%) and day visitors (34%). Overseas visitors are a market for 32% of companies surveyed with business tourism a market for 21% of surveyed companies.
4.4.2 100% of holiday park companies and 88% of Self Catering companies have main holiday visitors as one of their markets compared to 27% of Bed & Breakfasts who are more reliant on short stay visitors (86%) 
4.4.3 Those businesses mentioning other markets include hunting, fishing, golfing and other leisure and sports activities such as hill walking. Another market for respondents is weddings and the local community.
Fig. 3 Breakdown by Markets
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127 Respondents
4.5 Awareness of Developing People in Tourism

4.5.1 Survey respondents were asked three questions to assess their awareness of the Developing People in Tourism project.

4.5.2 Overall 84% of the surveyed companies, 107 have some level of awareness of the Developing People in Tourism Project. 16% of the companies who participated in the project had no awareness / recall of it.
4.5.3 The first question asked respondents if they had “Heard of the Borders project called Developing People in Tourism” 70 companies interviewed (55%) had heard of Developing People in Tourism project. 
4.5.4 The second question asked respondents who had no awareness of the Developing People in Tourism project by its title if they had “Heard of the project managed by Sandi Hellowell at the Tourist Board”. A further 34 companies (27% of the sample) had awareness of the project when offered this prompt.

4.5.5 Finally respondents who had answered “no” to both questions above were asked if they had “Heard of Training for Success or tourism skills courses” a further 3 companies (2% of the sample) had awareness of the project when offered this prompt.
4.6 Source of information about Developing People in Tourism

4.6.1 The majority of respondents (58%) heard about Developing People in Tourism through a mailshot.
4.6.2 The second most common source of information was that the project was suggested by the Scottish Borders Tourist Board.

4.6.3 No respondents could recall Developing People in Tourism information from the Chambers of Commerce, A business advisor, or through recommendation from a colleague or another firm.

Fig. 4 Sources of information about Developing People in Tourism
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106 Respondents
4.7 Named Contacts

4.7.1 79% of respondents (84 companies) recall having a named contact to deal with through the Developing People in Tourism project.
4.7.2 Of these 84 companies 2 could not remember the name of the contact. For the remaining 82 companies 64 of them (78%)  dealt with Sandi Hellowell as their main point of contact , 9 companies (11%) dealt with Pauline McGregor, 3 companies dealt with Steve Osbourne (4%) with the same number dealing with George Miller and 1 person dealt with Kevin Keenan.

4.7.3 7 companies dealt with other contacts including Carol Hardiden, Diane Lauder, Elaine Sinclair and Amanda Goller.

4.8 Involvement with Developing People in Tourism

4.8.1 Short courses were the main involvement in the Developing People in Tourism project for most companies. 111 surveyed companies (93%) recall taking part in half day courses or short courses for their staff away from the business. 
The weighted figure for all companies would be 232.
4.8.2 23 companies (19%) recall taking part in learning journeys making these the second most common form of involvement with the Developing People in Tourism Project.
The weighted figure for all companies would be 47.
4.8.3 Other forms of involvement in the Developing People in Tourism Project include 15 companies receiving in-house courses and 14 companies receiving one to one support
4.8.4 Hotels are more likely than other business types to have received one-to-one advisory support and to have taken part in learning journeys. 42% of hotels (12 surveyed) received one-to-one support and 50% took part in Learning Journeys compared to 5% of Bed & Breakfasts receiving one-to-one support and 10% taking part in learning journeys
Fig. 5: Type of involvement in Developing People in Tourism
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120 Responses
4.9 Specific Course Participation 

4.9.1 Respondents were asked an unprompted then prompted question about the specific courses they participated in as part of their involvement in Developing People in Tourism. The responses are illustrated in figure 6 below.
4.9.2 Unprompted the most popular courses were ‘customer care’ with 67 companies (63%) recalling attending this course without prompting. When respondents were prompted with a list of courses 81 companies (70%) recalled taking part in ‘customer’ care course

4.9.3 Information Technology courses were second most common named type of course with 24 companies recalling taking part in this unprompted. When prompted this figure increases to 39 companies (34%) 

4.9.4 22 companies (21%) recall taking part in Health & First Aid course. When prompted this figure increases to 35 companies (30%)

4.9.5 When prompted the number of companies recalling participation in, Management Skills and Training for Success doubles and recall of participation in Business Development and Marketing and Sales courses almost doubles

4.9.6 26 companies recall participating in other courses with the most common being Visit Scotland workshops (12 companies) and  Meet the QA advisor seminar (3 companies) and networking events (3 companies)
Fig. 6: Unprompted and Prompted Participation
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4.10 Type of skills looked for when recruiting staff

4.10.1 Respondents were asked what types of skills they look for when recruiting staff. The most commonly sought skills are core skills including communication 46 companies (39%) , team working 33 companies (28%) and 22 companies looking for problem solving (19%) skills when they recruit.
4.10.2 Core skills are much more important for Hotels than other company types when recruiting staff. 75% of hotels look for communication skills compared to 21% of Bed & Breakfasts. 42% of hotels look for Problem Solving skills compared to 8% of Bed & Breakfasts and 67% of hotels look for team working skills compared to 11% for Bed & Breakfasts

4.10.3 15 companies (15%) look for industry experience when recruiting. 9% look for specific qualifications and 6% look for technical skills. Again this is more common in hotels and particularly for catering and kitchen staff in these businesses. 

4.10.4 Specific qualifications sought are mainly Health & Safety certificates and Food Hygiene or catering qualifications. 
4.10.5 43 companies surveyed, (37%) do not have staff. These are mainly Bed & Breakfasts and Self Catering companies 

Fig. 7: Unprompted and Prompted Participation

Skills Sought in Recruitment
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117 respondents
4.10.6
Core skills form a key element of the skill profile that the tourism industry in the Borders seeks from potential employees.  Whilst we understand that core skills were not within the original scope or remit of DPIT, it is nonetheless interesting to note that they are sought after by tourism businesses.  Figure 7 shows the types of skills that are sought when recruiting staff.
4.10.7
Communication skills and the ability to work in teams form a key component of the overall skill profile of potential recruits to the industry. In our view, these are the skills that form the basis of quality customer service, which, as will be seen in 4.11.1, is the main issue that businesses wished to address through DPIT.
4.10.8
The fact that 37% of the sample state that they do not employ staff is, we believe, a reflection on the nature of the sector, which is predominantly made up of small, family run businesses.

4.10.9
Interestingly, relatively few businesses (13%) are looking for specific industry experience. What appears to be more important to them is competence based around four of the five core skills, namely communications, team working, problem solving and numeracy. Based on our experience from similar studies, we would suggest that this is not an unusual trend. Core skills are very much in demand from a number of industry sectors, with job specific training being provided by the company itself post recruitment.  These core skills were integrated throughout the various training courses offered through DPIT.
4.10.10
The fifth core skill, IT, was only mentioned by 7% of the sample as being of importance. This is a somewhat surprising figure given the growth of on-line booking and the importance of e-marketing in the tourism sector. We would have expected that competence in IT would have been a higher priority than it is. One possible explanation is that the types of people being recruited would not get involved in any IT related activity, with this role being taken on by the owner/manager of the business. 
4.10.11
27% of the sample said that they would be looking for ‘other’ skills. We have summarised these skills into a number of categories, as shown in Figure 8.

Figure 8

	‘Other’ Skill
	% of sample that stated ‘other’

	General attitude and presentation
	70%

	Cleaning
	13%

	Specific skill

Food

Sports

Horse Riding

Local Knowledge
	16%


4.10.12
Figure 8 shows that ‘other’ skills required predominantly relate again to core skills and basic employability skills. Employers referred to the importance of personal presentation, trustworthiness and timekeeping.

4.10.13
The specific ‘technical’ skills referred to in Figure 8 relate to food preparation, cleaning and greenkeeping. It is worth emphasising again, however, that a relatively small proportion of the sample viewed these technical skills as important when recruiting. The vast majority look for core skill competence.

4.11
Issues to be Addressed Through Participation in DPIT
4.11.1
Figure 9 shows the range of skill issues that businesses were hoping to address through the programme.

Figure 9

	Issues to be Addressed 
	% of Sample

	Customer Service (Scotland’s Best Manager Course)
	52%

	Lack of Management Skills
	6%

	Lack of Customers
	5%

	Inexperienced Staff
	4%

	HR Systems and Procedures
	3%

	Lack of Communication
	2%

	Inability to Recruit 
	2%

	High Staff Turnover
	2%

	Other
	31%


4.11.2
Over half of the sample wanted to address issues related to customer service through their involvement with Developing People in Tourism. In our opinion, customer service skills link closely with core skills and the ability to communicate effectively. However, customer service skills also relate to issues such as understanding customer needs and being able to meet these needs in a manner that enhances that visitor’s experience. 

4.11.3
Consequently, we believe there is a close link with the types of skills being sought by employers in the tourism industry, the issues they are trying to address and the five core skills.

4.11.4
Only a small proportion of participants were seeking to address issues relating to staff turnover and recruitment issues. 

4.11.5
Almost a third of the sample gave an ‘other’ response to this question. The entire list of responses can be seen in Appendix 1 but we have categorised them as follows: 


Figure 10

	‘Other’ Skills Issues to be Addressed
	% of Sample who Stated ‘Other’

	Networking
	40%

	IT Skills
	28%

	Disabled Access
	16%

	Marketing 
	16%


4.11.6
40% of ‘other’ respondents were using DPIT as an opportunity to network with other members of the industry and to find out what was going on. This desire to network is a common feature in industry wide events, and is seen by many participants to be the most valuable element of the event.

4.11.7
A number of others were seeking to address specific IT issues. These issues related almost exclusively to the use of the internet for marketing purposes, and included references to the Visit Scotland website.

4.11.8
Whilst over half the sample was seeking to address issues relating to customer service, they felt that they were unable to address these issues by themselves without external assistance. The reasons for this are shown in Figure 11.

Figure 11
	Need for Assistance
	% of Sample

	Lack of Time
	24%

	Didn’t Know How to Address Issues
	16%

	Lack of Training Expertise
	13%

	Insufficient Cash to Fund Training
	7%

	Other
	22%


4.11.9
Almost a quarter of the sample felt that they did not have sufficient time to address their particular skill or training issues. Given that the majority of the sample was small or micro businesses, it is not surprising that they felt that time was an issue for them. These businesses will have limited resources in terms of people and, particularly at the height of the visitor season, will be focusing primarily on the day to day running of their business rather than thinking about training and skills development.

4.11.10 What is surprising, however, is that only 7% felt that a lack of cash prevented them from addressing skills and training issues. Often, small and micro businesses feel that they do not have sufficient cash to justify any form of training, and this is the principal barrier to them undertaking any training. The fact that the training costs for this project were subsidised may affect the responses to this question. However, in this survey, respondents report a lack of time rather than money that is preventing any meaningful form of training and development activity.   We understand that a wide range of tourism training programmes are heavily subsidised.  The fact that training courses are so cheap could account for the fact why tourism businesses do not see cash as an issue in accessing training.  The situation may be different if businesses were required to pay the full cost of this training.
4.12
Companies’ View of Developing People in Tourism

4.12.1
Participating companies were asked the extent to which they agreed or disagreed with a number of statements regarding Developing People in Tourism. Their responses are detailed below:

4.12.2
“Training & other support was developed in line with my needs”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	14%
	62%
	8.5%
	1.7%
	9.3%



76% of the sample either agreed or strongly agreed that training had been developed in line with their needs. This is a very positive message for SE Borders, since it indicates that the training provided is meeting the needs of participant companies. However, 10% of the sample either disagreed or strongly disagreed. All but one of these respondents had attended a half day course, suggesting that perhaps the course itself did not meet their individual learning requirements.

4.12.3
“Application for training and other support was acknowledged quickly”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	21%
	61%
	2%
	0
	11%



The fact that 82% agreed or strongly agreed with this statement would indicate that the administration associated with applying for support is relatively efficient 
and effective. This is a positive message for SE Borders, since it is not uncommon 
for companies to have a relatively poor view of public sector bureaucracy.

4.12.4
“Advisers providing training and other support had the necessary skills to help me”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	24%
	55%
	5%
	0
	9%



This statement is a strong endorsement of the quality of Advisers used in the programme. It is particularly encouraging for SE Borders that almost a quarter of the sample strongly agreed with the statement.

4.12.5
“The funding of training and other support was adequate”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	14%
	66%
	8%
	2%
	9%


4.12.6
“Advisers providing training and other support dedicated sufficient time”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	24%
	54%
	5%
	1%
	8%



In almost 80% of cases, it was felt that the Advisers involved in delivering support had dedicated sufficient time to delivering this support. Whilst this is another endorsement for the quality of Adviser, it also indicates that the depth of each element of Developing People in Tourism is very much in line with 
customer requirements and expectations.

4.12.7
“I was able to dedicate sufficient time and resources to the training and other 
support”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	13%
	52%
	14%
	2%
	12%



Whilst most participants felt that they were able to dedicate sufficient time to the 
project, 16% felt that they were not. We believe that this slightly higher level of ‘disagree’ responses relates to the point made earlier, where most 
participants felt that a lack of time was the key reason why they hadn’t addressed their current skill issues. We would suggest that where training takes place in the 
peak or shoulder tourist seasons, this lack of time issue will be more prominent.

4.12.8
“I learned a great deal from the Advisers providing training and other support”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	21%
	53%
	8.5%
	2.5%
	9%



The fact that 74% of the sample agreed or strongly agreed with this statement would suggest that Developing People in Tourism is, in the eyes of participant 
companies, providing them with significant learning opportunities. However, 11% disagreed or strongly disagreed with the statement. All but two of these companies had participated in the short courses. Of the remaining two had taken 
part in a Learning Journey and one had received one to one assistance and participated in a Learning Journey.  

4.12.9
“My business benefited as a result of the training and other support”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	18%
	52%
	9%
	2%
	12%



Overall, this is an encouraging figure for SE Borders, and shows that Developing People in Tourism has had a positive impact on the Borders tourism sector. This is linked to an overall feeling within participating companies that their businesses are largely performing better. In the 6 months prior to engaging with Developing People in Tourism, 20% felt their businesses were performing very well and 54% thought they were running well. When asked the same question about current performance, 33% felt their business was performing very well and 50% thought it was performing well.

4.12.10
“I have increased networking as a result of participation in DPIT”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	18%
	43%
	16%
	3%
	13%



Whilst the majority of participants felt that they had increased networking as a result of the programme, 19% felt they had not. All but four of these businesses had participated in a short course. Whilst these training courses present an opportunity for networking, it is very much up to individuals as to whether they wish to network or not. Whilst the majority evidently do, there are a number who will attend a training course and return to their business without engaging with other trainees in any meaningful way.

4.12.11
“I would still have undertaken the training if my business had to pay for it”

	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	9%
	47%
	16%
	4%
	14%



Businesses felt that the principal issue for them was a lack of time to undertake training and skill activities rather than the availability of cash. We believe that this is a particularly positive indicator since it infers that companies wish to undertake training because they believe it will benefit their business rather than because it is free. This is important when trying to encourage businesses to adopt a continuous approach to training and development.

4.12.12
Overall, 88% of participant companies would recommend DPIT to another firm. The companies that said they would not recommend it referred to the content of the courses, and the fact that they did not feel they were relevant to their own needs.

4.12.13
Companies suggested a range of improvements that are detailed in Appendix 2. Overall, these improvements relate to issues such as location of training, content of training courses and the cost of training.

4.13
Training for Success Participants

4.13.1
Training for success was reported as being participated in by 16% of the survey sample.

This particular component of DPIT is targeted at larger employers and reflects the different needs of such organisations.

4.13.2
We have interrogated the survey results to produce the following comparison with ‘Training for Success’ participants as compared to the overall survey population.

	
	% Agree
	% Disagree
	% Not Applicable

	View
	TFS
	Overall
	TFS
	Overall
	TFS
	Overall


	“Training and other support was developed in line with my needs”
	85%
	76%
	16%
	10.2%
	0
	9.3%

	“Application for training and other support was acknowledged quickly”
	92%
	83%
	0
	2%
	8%
	11%

	“Advisers providing training and other support had the necessary skills to help me”
	100%
	79%
	0
	5%
	0
	9%

	“The funding of the training and other support was adequate”
	77%
	61%
	0
	9%
	23%
	30%

	“Advisers providing training and other support dedicated sufficient time”
	92%
	78%
	8%
	6%
	0
	8%

	“I was able to dedicate sufficient time and resources to the training and other support”
	69%
	65%
	31%
	16%
	0
	12%

	“I learned a great deal from the Advisers providing training and other support”
	92%
	74%
	8%
	11%
	0
	9%

	“My business benefited as a result of the training and other support”
	84%
	70%
	8%
	11%
	8%
	12%

	“I have increased networking as a result of participating in DPIT”
	92%
	61%
	8%
	19%
	0
	13%

	“I would still have undertaken the training if my business had to pay for it”
	54%
	56%
	39%
	20%
	8%
	14%


4.13.3
As can be seen the level of satisfaction on all the learning outcome issues was very high and in all cases higher than that achieved for the Programme as a whole.
5.0
SURVEY RESULTS - INDIVIDUAL PARTICIPANTS
5.1 Job Role

5.1.1 These results are based on the responses of 117 participants
5.1.2 The most common job role of individual participants surveyed is owner/ managers. 64 respondents (57%) classified themselves as owner/managers. The second most common job type is Manager (18%) followed by administrative roles.
Figure 12: Individual participants by job type
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113 Respondents
5.1.3 Understandably as the majority of respondents are the owner/manager of the business very few respondents have moved employer since January 2003. Only 10 respondents have moved jobs since that date. Another reason for this low number is that many individuals who had moved employer were unable to be contacted to survey their views.
5.1.4 Of those who had moved employer nine had moved employer once and one had moved twice. Their reasons for moving employer include getting a new job role, better pay or to improve their prospects.
5.2 Skills and Qualifications prior to participation

5.2.1 Respondents were asked if the had any specific skills or qualifications prior to their involvement in Developing People in Tourism. 82% of respondents to this question (89 people). Believe they did have specific skills or qualifications. The type of skills are presented in figure 13 below.

5.2.2 The most commonly reported existent skills are work related skills with 35% of respondents (31 people) reporting having these before engaging with the programme.

5.2.3 The most common qualifications are secondary school qualifications and degrees. 45% of the sample (40 people) report having secondary school qualifications with 25% being standard grade/ ‘O’level qualifications and 20% with Higher Grade qualifications. 33% of respondents (29 people) report having a degree.
5.2.4 18% of respondents (16 people) report having other skills. These skills include a range of qualification and skills from previous careers and experiences. These include:

· Hairdressing

· Horticulture diploma

· Masters in Business

· NVQs

· Police Officer

· Qualified nurse

· SAGE - accounts

· Teachers qualification

Fig. 13: Skills & qualifications of participants
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89 Respondents
5.3 Last participation in training

5.3.1 Respondents were asked when they had last undertaken training or learning prior to their involvement in the Developing People in Tourism programme. For over half of individual participants (56%, 61 people) their last involvement in training and learning had been over three years earlier. These results are presented in figure 14 below.
5.3.2 26% of respondents had been on training in the year before their participation in Developing People in Tourism.

Figure 14: Last Participation in Training
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108 Respondents

5.4 Participation in Developing People in Tourism
5.4.1 91% of participants (103 of 117) surveyed remember attending tourism short courses and seminars between January 2003 and now.
5.5 Specific Course Participation 

5.5.1 Respondents were asked about the specific courses they participated in as part of their involvement in Developing People in Tourism. The responses are illustrated in figure 15 below.
5.5.2 The most popular courses were customer care with 65% of respondents (71 individuals) recalling attending this course. This links closely with 4.11.2, where our business survey indicated that the principal issue they were seeking to address through DPIT related to customer care.
5.5.3 Health & Safety courses were the second most common type of course with 23 individuals recalling taking part in these courses. 
5.5.4 18 individuals remember taking part in management skills courses. 
5.5.5 13 people recall participating in other courses with the most common being Visit Scotland workshops (4 people) and  Meet the QA advisor seminar (2 people) and networking events (1 person)
Fig. 15: Participation

[image: image11.wmf]Respondents

110

Type of Course 

Participation

Customer care

65%

Heath and safety & first aid

21%

Information technology

16%

Management skills

16%

Marketing and sales

13%

Business Development

13%

Other

12%

Trainer skills

10%

Food and beverage

8%

Training for success

6%


5.6 Reasons for undertaking training

5.6.1 The two most common reasons why individuals undertook the training was because they had a specific training need (44%, 50 people,) and because they had an interest in the subject (42%, 47 people), see figure 16 below.
5.6.2 18 participants were told to go on the training by their manager. These people were more likely to be on customer care courses.
5.6.3 11 participants went on the training for other reasons including networking, requirement as part of a grant, and to increase local knowledge.

Figure 16: Reasons for undertaking training
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113 Respondents
5.6.4 Lack of confidence was not an issue for individual participants in the training. 88% (99 of 113 answering this question) did not feel they had issues with confidence. However for 16% of these people (18 people) the training did help build their confidence. 93% (13 of 14 people) of  participants for whom confidence was an issue felt that their participation in Developing People in Tourism helped build their confidence
5.7 Satisfaction with training

5.7.1 90% of individual participants (96 people) believe that the training and seminars they attended met their expectations.
5.7.2 Reasons for this include the opportunity for individuals to learn new and helpful knowledge and the opportunity for individuals to meet other people from their industry and share experiences.
5.7.3 For those who did not feel the training and seminars met their expectations the reasons suggest that for them the training was too basic, too general or was not taken seriously by participants themselves who viewed it as “A day out”.
5.7.4 Figure 17 illustrates participants satisfaction with a number of specific issues about the training. This is ordered by mean score from highest to lowest satisfaction. When calculating mean scores Not Applicable results have been discounted.
5.7.5 All aspects of the project are rated highly by individual respondents. Highest levels of satisfaction exist for the opportunities for individuals to network with colleagues and other businesses. 
5.7.6 The lowest levels of satisfaction (although still high) are for the location and timing of training. Different categories of trainee such as (B&B or Self Catering businesses) may well have different needs in relation to this.
Figure 17: Satisfaction with issues of training and seminars
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5.8 Learning New Skills

5.8.1 73% of respondents (83 people) believe the learned new skills directly as a result of their participation in Developing People in Tourism. 
5.8.2 The 31 people who did not learn new skills were asked why they felt they did not learn new skills. 68% of these people (19 people) felt that they already had knowledge of the subject. 2 people reported that the teaching did not meet their needs, with the same amount of people reporting that the training was not relevant or that they needed more support. 

5.8.3 8 individuals provided other reasons why they do not feel they learned new skills.  These reasons include that the training re-enforced pre existing skills that the trainer was too fast and that the course was an excuse for a day out.

5.9 5.9
Individuals Views of Developing People in Tourism
5.9.1 Individuals were asked the extent to which they agreed or disagreed with a number of statements regarding Developing People in Tourism. Their responses are detailed below. Whilst individuals have learned new skills the reader will see that the level of impact on the measured attribute can be quite low and for many of the elements the skills gained on the training are not applicable to those measured.
5.9.2 “I am able to apply new skills to my job”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	26%
	53%
	9%
	1%
	11%



79% of the sample either agreed or strongly agreed that as a result of the training they are able to apply new skills to their job. 10% of the sample disagreed or strongly disagreed with this statement. This is a key output, since sustainability will only be achieved through the application of learning to specific job environments. It also confirms the relevance of elements of the courses that these individuals have attended.
5.9.3 “I am more confident using a computer”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	2%
	17%
	3%
	1%
	76%



Due to the nature of most of the provided training it is perhaps understandable why 76% of the sample do not feel that gaining confidence using a computer was applicable to their training. However 19% of respondents do agree that they are now more confident using a computer.

5.9.4 “I am better at writing reports and other business documents”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	-
	16%
	3%
	1%
	79%



Again due to the type of provided training it is perhaps understandable why 79% of the sample do not feel that gaining report writing skills was applicable to their training. However 16% of respondents do agree that they are now better at writing business documents.

5.9.5 “I feel more confident about speaking in groups and making my opinions known”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	5%
	27%
	10%
	1%
	58%



Again over half of the sample does not feel that confidence from public speaking is applicable to the training they received. However 32% do agree that the training has given them more confidence in speaking in groups and making their opinions known. This is important where employees are working in team situations or where they are required to pass their learning to colleagues. Whilst most of the sample did not see this as relevant, it is, nonetheless encouraging that almost one third did see an impact
5.9.6 “I am more confident in understanding numbers”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	-
	2%
	6%
	2%
	90%



90% of respondents do not feel that understanding numbers is relevant to the training they received.

5.9.7 “I can use more software packages”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	5%
	16%
	5%
	1%
	72%



72% of respondents do not feel that learning more software packages is relevant to the training they received. 21% of the sample agree or strongly agree that they can now use more software packages.
5.9.8 “I feel more confident in my ability to solve any problems that arise in my organisation”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	9%
	36%
	9%
	1%
	46%



45% of respondents agree or strongly agree that they feel more confident in solving problem in their organisation after the training. 46% do not feel that the training they participated in was relevant to this issue. In some ways, it is disappointing that so many participants did not see problem solving as applicable to their learning. One of the key advantages to undertaking training and learning is the ability to solve specific problems that arise within an organisation, or indeed, to prevent them occurring in the first place.
5.9.9 “I have a clearer understanding of my organisations aims and objectives”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	7%
	32%
	6%
	1%
	54%



39% of respondents agree or strongly agree that they have a clearer understanding of their organisations aims and objectives after the training. However over half of respondents 54% do not feel that the training they participated in is relevant to this issue. We believe that it is encouraging that almost 40% now have a clearer understanding of their organisation’s aims and objectives in that they will understand the importance of the skills they are learning and how these skills can help their organisation to develop.
5.9.10 “I am more competent in financial management”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1%
	17%
	5%
	1%
	76%



76% of respondents to this question do not feel that gaining financial management skills is applicable to the training they received. 18% of the sample agree or strongly agree that they are more competent at financial management than before the training. 

5.9.11 “I am more competent in strategic planning”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	3%
	23%
	6%
	2%
	66%



Two thirds of respondents do not feel strategic planning was applicable to the training they received. 26% of the sample agree or strongly agree that they are more competent at strategic planning than before the training. 

5.9.12 “I am more competent in Human Resources management”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	7%
	22%
	4%
	1%
	66%



Two thirds of respondents do not feel Human Resource Management was applicable to the training they received. 29% of the sample agree or strongly agree that they are more competent at Human resources than before the training. 

5.9.13 “I am more competent in organisational management”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	3%
	24%
	5%
	1%
	67%



67% of respondents do not feel Organisational Management was applicable to the training they received. 27% of the sample agree or strongly agree that they are more competent at Organisational Management than before the training. 

5.9.14 “I have improved my culinary skills”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	2%
	6%
	4%
	1%
	87%



87% of respondents do not feel that the training they received is applicable to improving their culinary skills. 8% of the sample do agree or strongly agree that their culinary skills have improved.

5.9.15 “I am more aware of issues relating to disability”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	10%
	39%
	5%
	1%
	45%



Almost half of respondents agree or strongly agree that their disability awareness has increased as a result of the training. Around the same number 45% do not feel that this issue is applicable to their training. The fact that almost half the sample felt that they now had this knowledge perhaps indicates the importance of disabled customers and how a business ensures that they have the same visitor experience as able bodied people.
5.9.16 “I have improved my marketing skills”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	2%
	40%
	6%
	1%
	51%



51% of respondents do not feel that the training they received is applicable to improving their marketing skills. However, 42% of the sample do agree or strongly agree that their marketing skills have improved. 
5.9.17 “I network with peers more effectively”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	5%
	43%
	10%
	-
	43%



48% of respondents feel that the training has allowed them to network with their peers more effectively. On the other hand 10% of the sample disagrees and 43% do not feel this is applicable to the training they received.

5.9.18 “I am more confident in learning environments”
	Strongly Agree
	Agree
	Disagree
	Strongly Disagree
	Not Applicable

	1%
	31%
	7%
	1%
	59%



59% of respondents do not feel that the training they received is applicable to making them more confident in learning environments. However, 32% of the sample do agree or strongly agree that they feel more confident in learning environments. We believe that the fact that 32% feel more confident in learning environments is encouraging. One of the key barriers to undertaking further learning is a fear of learning and a feeling that one will appear to be stupid when sitting in a learning environment with industry peers. This is particularly applicable to older people who may not have undertaken any form of training for a considerable number of years.
5.9.19 95% of individual participants (107 to 113) would recommend the Developing People in Tourism training to another individual. These people view the training as beneficial, interesting and offers insights both to the industry and the local area. Those who would not recommend the training (6 people) did not find the training relevant or worthwhile.
5.10 Achievements from  the training
5.10.1 Participants were asked what they gained from the survey the results are presented in figure 18 below. 63 people of the 79 answering this question (80%) gained a qualification with certificates, first aid certificates and Welcome Host Badges the most mentioned specific qualifications.
5.10.2  11 people (14%) feel they gained specific new skills with first aid, disability awareness, IT skills, local knowledge and merchandising mentioned

5.10.3 5 people (6%) gained other things from the training including greater knowledge of tourism in their local area 
5.10.4 1 person has been moved to a promoted position as a result of the training

Figure 18: Specific achievements from the training
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79 respondents

5.10.5 24% of respondents (27 of 114) also believe that the training has had other impacts on them as an individual. These impacts include confidence, awareness of customer issues, IT skills, more consideration of their business situation, greater awareness of disability issues, better understanding of customer needs and better self esteem. 

5.11 Further training as a result of Developing People in Tourism
5.11.1 Respondents were asked if they had participated in any further training as a result of their engagement with Developing People in Tourism. 36 people, 32% of those asked have participated in further training.

5.11.2 These courses and training range from IT skills training (10 people); Cooking & Hygiene (6); First Aid (5); Languages (5)  Management  (3 people) as well as a number of recreational courses. 

5.11.3 The 75 people who have not undertaken further training cite lack of time (34 people, 45%), Lack of opportunity (24 people, 32%) and other reasons for not participating in training include the expense, lack of transport (1 person each), and no further training being offered to these people (7 people). Another four people have since left the industry either due to retirement, sale of their business or to have a baby.
5.11.4 93% of the sample (106 of 114) would have considered further training if it were available and convenient to their circumstances.

5.12 Impact on participants’ employers

5.12.1 32% of the sample (33 people) believe that their participation in the training has had an impact on their employer. 27 people (26%) do not believe their training has had an impact whilst 41% (42 people) do not know if the training has had an impact on their employer  The fact that 41% of the sample do not know whether or not their training had an impact could indicate a lack of communication within tourism businesses.  This lack of communication could relate to either the trainee passing on their knowledge or the business itself failing to communicate back to staff the impacts of any learning applied.
5.12.2 Impacts reported by participants are illustrated in figure 19 below ordered by level of agreement. Participants agree that their participation in the training has resulted in better communication and application of knowledge, better understanding of the value of training, increased customer satisfaction levels, increased networking within industry and ongoing training plans being implemented. 

5.12.3 Respondents do not feel that their participation in the training is relevant in affecting the opening of new markets, the development of new products and services and/or the reduction of staff turnover
Figure 19: Impacts individuals training has had on employer
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5.12.4 Respondents who did not feel their training had any impact on their employer offered the following reasons. Five individuals felt the course was not relevant to their employer’s needs, three people attended just for networking or information rather than to achieve impacts for their employer. One person was the owner and didn’t feel the training impacted on the business and another participant has retired. 
5.13 Strengths and Weaknesses of the Training

5.13.1 The strengths of the training identified by individual participants focus on the training’s practical approach and relevance to their industry and job in terms of improving performance, offering new skills and making them aware of changes to industry practice and legislation. The opportunity to network with others in industry and the value this offers is also mentioned. Several people mentioned that the staff, particularly Sandi Hellowell were strengths of the programme.  

5.13.2 The weaknesses of the training identified by individual participants include the distance some had to travel to participate, the general nature of the courses (should have been more sector specific), the lack of role-play and practical examples and the length of training (both too short and too long).  Some individuals also felt that there was not enough PC’s in the IT training.
5.14 Improvements to the training

5.14.1 59% of individual participants in the training surveyed (64 people) do not believe there are any improvements that could be made to the programme.
5.14.2 44 people (41%) feel there are improvements that could be made to the programme. 30 of these people offered suggestions, these fall into seven areas. 
· More in-depth training - 9 respondents

· More information about training opportunities - 5 respondents

· Better locations for training - 4 respondent

· Sector specific, more relevant training - 4 respondents

· Longer training courses - 3 respondents

· More IT training - 3 respondents

· More consultation about training needs - 2 respondents

6.0
SURVEY RESULTS - STAKEHOLDERS
6.1
The topic guide developed for these face-to-face interviews covered the following key issues:
· The Tourism Industry

· Aims and Objectives of DPIT

· Marketing the Programme

· Support for the Programme.

6.2
The Tourism Industry
6.2.1
Key Issues
The interviews with stakeholders identified several key issues facing the Tourism Industry. The stakeholders felt that these issues were faced by the industry nationwide. The key issues identified:

· Lack of available staff

· Limited culture of training

· Lack of management & marketing skills

6.2.1
Lack of available Staff
The availability of staff in the industry is an issue especially for particular job roles such as chefs and maintenance staff. The difficulty in accessing staff is in getting people with core skills and customer facing skills. Comments form the interviews include:

· “Availability of staff in sector is an issue. Catering skills are an issue in terms of finding people with qualifications. Finding cleaners, maintenance staff can also be difficult”.

· “It is difficult to get ‘competent’ labour. Competence mainly relates to core skills, such as communications, team working etc. Companies can get people to apply for jobs, but few have skills. 

6.2.4
Limited Culture of Training
The stakeholders agreed that the Tourism industry has a limited culture of training and needs to develop this in order to develop a world class service to customers.  “People is a problem.  Staff need to be developed. In this industry there is an “aye been” culture, developing world class staff / service needs time and effort devoted to training”. The view of stakeholders is that the industry has to be more professional in terms of developing its staff and training them and that many businesses, particularly smaller owner managed run tourism businesses, see training as a cost rather than an investment. “Tourism businesses fail to see training and development as an investment and won’t devote time or money to developing skills. In a way, this is a function of the nature of these businesses, i.e. small, owner managed”; “Industry needs to be more professional in terms of staff and training. However, a transient workforce can make this difficult”

6.2.4
Lack of management & marketing skills
The view of the depth interviewees is that there are skill shortages in the tourism industry in management and marketing skills. There were several comments that the industry lacked “proper management skills”. The opinion was that Tourism businesses need to be more customer focused and understand how to use customer data to better market themselves. “Need to focus on quality and help companies to understand how to manage and use customer data and market to customers”. “Customer monitoring is primarily the crux of issue. Businesses spend a lot of money and then don’t see any benefit from it. This is because they don’t monitor or evaluate the spend” 

Another key marketing issue for tourism businesses is the use of IT and their websites. 

“Companies are getting more switched on to IT, but don’t use it effectively to market themselves or to manage customer/market data. A lot have websites, but don’t take full advantage of them. This needs to be addressed.”

6.2.5
Local issues

The issues outlined above were viewed to be national issues for the tourism industry. However, one ‘local’ issue identified by stakeholders was that of access. The Borders is seen as a peculiar tourist area in that many potential customers drive through it to go to better known Scottish destinations further north. “Access is an issue. Tourism in the Borders is peculiar it is a ‘strange region’. People go through it rather than see it as a destination”.  

6.2.6
New Challenges
In terms of new challenges facing the industry a number of issues were mentioned including increased competition particularly from overseas with cheap flights abroad “Cheap flights and holidays  abroad are causing competition issues”. 
The effect of events such as “Foot and Mouth” and the perceived danger of terrorist attacks post “9/11” was mentioned as a new issue especially in terms of forward planning or risk planning.

Another new challenge is the perception that Scottish tourism is not professional and is rustic. Stakeholders mentioned initiatives such as “The Borders Touch” which aimed to change this culture and help make the whole region more aware of tourism. 
6.3
Aims and objectives of DPIT
6.3.1
Key Aims and Objectives
The stakeholders had a good understanding of the key aims and objectives of the Developing People in Tourism programme. They agreed that the programme aimed to tackle key issues facing the industry by improving the awareness and access to training for tourism businesses with the aim of encouraging them to take a more structured and holistic approach to training and staff development. By doing this the stakeholders believe the programme would also raise the tourism industry’s staff skill levels and aptitude and help deliver a better service to their customer, therefore helping tourism develop in the area. Below are some of the comments from the depth interviews:

· “Developing People in Tourism was established to provide a range of services to tourism business to help develop training. Aims to help small business to develop skills and to provide longer term support to ensure that these skills are sustainable”
· “The aim was to raise awareness and improve skills of those already in industry. These skills relate principally to IT, core skills, customer monitoring skills and direct tourism skills”
· “To encourage businesses to undertake a more consistent and holistic approach training and development. Also to start to cascade knowledge within the business, ie adopt a training role within their own businesses”.
· “Raise skills knowledge and attitude of staff.  Raise managerial expertise by range of programmes core programmes and best forum, if need, match needs”.

6.3.2
Has it Fulfilled Objectives
The stakeholders firmly believe that Developing People in Tourism has fulfilled its aims and objectives in terms of:

1. Training for Success

2. Learning Journeys

3. Seminars & Short Courses 

6.3.3
Training for Success
The training for success element of the programme was viewed as successful. This success is believed to be due to the attitudes of the core companies and individuals concerned. This element of the programme helped raise awareness of the importance of training and change perceptions that training is a cost rather than an investment.

Criticisms of this element of the programme include the amount of time and money that was required to engage companies in the first place and the small amount of companies involved in this element of the scheme.  Comments include:

· “Very successful, people realise that longer term commitment to development programme learning best practice.  Networking on-going about experience and sharing experience”.
· “Approach was spot on in that companies were taught how to train. Also used existing tools such as IIP to deliver best practise people development. Fell down on the amount of time and money it took to engage companies in the first place. Highly front ended”.
· “The success of Training for Success was mainly due to the attitude of core companies involved and the people involved. The ability of Training for Success to tailor support to companies was very valuable. However, Training for Success didn’t have big impact on sector on the whole because of small no of companies that participated”.

6.3.4
Learning Journeys

The learning journeys were also viewed as successful. The stakeholders felt that allowing businesses to see best practice helps to change the culture of the industry in the area. There is a strong belief that businesses who participated benefited not only by seeing how they can apply what they see back to their business but also in allowing people the opportunity to network for a day or a few days with others in their own sector promoting the sharing of best practice. 

A criticism of this element of the programme was the small number of businesses engaging (one stakeholder suggested only 20 businesses were involved). 

Comments include:

· “Learning Journeys were very successful, people realise that longer term commitment to development programme learning best practice.  Networking on-going about experience and sharing experience”.
· “Always had good feedback from them. Key thing here is learning from other businesses
· Learning Journeys”
· “Most cost effective way of changing things. The Learning Journey itself involved intensive pre and post journey coaching. All businesses benefited. In most cases, business would come from Training for Success, but sometimes would just engage with the Learning Journey. Overall, would say it achieved objectives, but overall regional impact was small because of relatively small number of participants (20).”

· “They were very good, but ultimate success depends on the ability of the person who attended the Learning Journey to communicate and apply that learning with his/her organisation. Consequently, communication skills are a key aspect to the success of Learning Journeys”.

6.3.5
Seminars and Short Courses
The seminars and short course element of the programme is seen as the main way in which companies were involved. The courses are viewed by stakeholders as generally being successful particularly in raising awareness of training and addressing some skill gaps. However the involvement of companies and the success of courses depended on the subject of the course.

A criticism of this element of the programme is that many of these courses and seminars were seen to be too broad and too short. 

· “Some courses have worked better than others, but overall this has been good. The main problem is some courses have been too short to properly address the subject matter”.
· “The majority of these courses were determined by the forum itself. Varying degrees of success depending on the course content. Courses that reflected national issues were popular, but others not so much. About 30 businesses regularly sent people. Approx 30 businesses sending 10 people three times per year”.
· “Main impact in raising awareness of training. In some cases, the courses did not cover enough detail to make a huge difference”. 
· “Training in bite sized chunks allowed companies to apply and consolidate their learning before coming back for more. In a lot of cases, companies and individuals would come back on a number of occasions to expand on their learning. This doesn’t apply so much to legislative training (Health & Safety etc), which tends to be done on a one off basis”.

6.3.6
Appropriate Tool

The stakeholders believe that Developing People in Tourism is an appropriate tool for addressing the key issues in the industry and has been a catalyst for raising awareness of the importance of training in the industry and helping increase the skill levels in the industry. The programme is seen as successful in achieving these objectives. 

· “Developing People in Tourism has helped raise not only standards but is also raising awareness”
· “Training that has been undertaken is good. What the industry lacks is time to implement  training”. 
· “Issue mainly relates to the attitude of people that work in the industry. It is easy to set up in tourism as there are no licensing conditions or qualifications required. Therefore, anyone can do it. People need more ‘start up’ skills to come into tourism. Developing People in Tourism is still an appropriate model, but perhaps needs to reflect a slightly different client group. Programme has to address professional standards in the industry and standards for entry into the industry”
· “Developing People in Tourism is really the major catalyst for training in the industry. As soon as it stops, training will stop”

6.4
Reviewing the Programme
6.4.1
Did the three elements fit together?
Stakeholders believe that the three elements of the programme fitted together well.  However they did comment that for many businesses there was limited engagement with all three elements of the programme. The majority of businesses were involved in only the short courses and seminars. Stakeholders had mixed opinion as to whether this was a good thing or not.  On the one hand the flexibility of the programme allowed businesses to assess their own needs and get involved at the level they wanted to.  However, on the other hand there were limited time and financial resources to encourage more smaller businesses to become in engaged in the Training for Success and Learning Journey elements of the programme. However, in general, the stakeholders do agree that the three elements complement each other well and that the model used by Developing People in Tourism is the best way to address the aims and objectives.  Comments from stakeholders include:
· “Some business engaged with some elements but not others. Programme able to respond to business needs of wide variety of different businesses”.
· “Don’t know of better way of fitting together.  Good in that if filtered people let them choose their access point, short courses, learning journeys.  Improving industry about small steps too”.
· “Companies could find their own level in the programme”.
· “TfS and Learning Journeys linked well together at a higher level. Short courses more aimed at smaller businesses and staff. In essence, Developing People in Tourism served two markets. Senior managers and staff. Staff tend to get involved in short courses, which is valuable since it show that they are valued by their employer and are being developed”
· . 

· “For smaller businesses, all three were relevant, but mainly small companies only got involved with short courses. This is principally due to time and resource availability and the cost/benefits of participating in the other parts of the programme”

6.4.2
What Worked Well About the Programme
Stakeholders believe that the programme was a general success in that it was industry led, flexible and had good people involved in its management and delivery. “Working relationship between all parties, including participants, was good, which enabled a flexible approach to be taken with companies and co-ordinated approach between key parties”. These things helped the programme achieve what it set out to do. 

The stakeholders mentioned key strengths of the programme with the main one being the opportunity for businesses to network. This opportunity to network helped businesses learn from each other and developed a sense of partnership.

· “Networking group in Training for Success worked particularly well. Mainly because of relationships and willingness to work with each other and to learn from each other”. “Great networking took place. Organisations helped each other resolve problems through their own experiences.”  
· Networking between participant companies was good encouraging people to work together and share knowledge more.”
· “Networking was a key strength. This was more than chat it involved creativity and helped businesses develop a sense of partnership”.

6.4.3
What Did Not Work Well 

Overall the stakeholders interviewed found very little that did not work well in the programme. However they did mention three issues which did not work as well as they would have liked. These include some seminars/courses being too short or the wrong topic, the amount of administration involved in the project and the lack of wider participation by the industry.

· “Not a lot didn’t work well. Only criticism relates to excessive administration that could take up a lot of time”
· “Some seminar subjects were probably wrong and too short. For example, menu planning/culinary skills take more than half a day to learn”
· “The programme didn’t attract a critical mass of businesses to respond and participate. Would have worked better with wider company base”.
· “Getting wider industry involved.  It’s about attitude towards training.  It’s about changing attitude that training is an investment rather than a cost”.

Specific improvements

Stakeholders were asked if there are any specific improvements they would have made to the programme. Again, overall there were very few issues stakeholders would have improved. However, the improvements that were mentioned include improving administration “I would tighten up administration. Have better defined administrative processes and better understanding of the roles of people involved”. The most commonly mentioned improvement was to better market the programme, especially at the start. The stakeholders felt that the wider industry could be engaged more and encourage more interest both in the programme itself and training generally. Comments on this issue include:
· “Marketing and raising awareness and changing attitudes”
· “Would have a look at overall communications with the industry, especially in the early stages”. 
· “Marketing of the programme could have been more strategic, possibly using more testimonials from the industry itself”.
· “Would look at ways of engaging industry more effectively rather than changing the structure of the programme itself”. 
· “The message needs to change from encouraging business to train to instilling a pride in quality and valuing people in industry”.
· “Communication to industry. This was driven by the forum but to industry the forum isn’t widely known”

6.5
Marketing of the Programme
The programme was marketed through the tourist board, Scottish Enterprise Borders, Gateway and the Tourism Business Forum itself.

The principal means of marketing the programme was to use the tourist board member database. Methods include using information packs/newsletters, emails and telephone calls to tourist board members. Another method was to use the personal contacts of both Gateway Advisors and Training co-ordinators. 

In general stakeholders felt the marketing of the programme “worked as well as it could considering the current training culture of training within the sector” in particular because the programme was industry focused and was pro-active in its approach. “We were being more pro-active in anticipating industry needs and developing services to meet them”. However one stakeholder commented that “Marketing the programme could have been more strategic, and should have used more testimonials”. Another suggestion was that there could have been more personal “one-to-one” marketing, however the interviewees accepted that this would have resource implications. Another suggestion is that a “PR specialist should have been used to ensure positive media stories and raise awareness of the programme”.
6.6
Support for the Programme
All of the stakeholders interviewed still support the Developing People in Tourism concept and believe it does have a future in the Borders area. They also agreed that the Developing People in Tourism aims and objectives could not be achieved in another way. 

The need to develop a training culture in the industry and to develop the staff within it is still as valid now as ever. “These training  issues are still in place. They require a long term cultural change. Also, people come in and out of the industry a lot, which requires them to be retrained”. “Growth in tourism about cultural change in attitudes of businesses which is what Developing People in Tourism” is about”. 

The stakeholders agreed that if the programme continues that the culture of training in the industry would be encouraged to develop whilst if the programme stops that training would be reduced. One interviewee commented “The true impact of the programme will be felt when we no longer do it. I think Training will then grind to a halt or stop in the industry”.
Two of the stakeholders interviewed mentioned that without a main industry-wide programme of training “There is a danger of the industry becoming fragmented by too many groups offering training”. These interviewees felt that Developing People in Tourism provided a focus for groups which if the programme stops could blur. “Tourism Business Forum needs to clearly define its purpose and work in partnership with Chamber, Local Authority etc to take co-ordinated approach”

The stakeholders agreed that for the programme to have a future there would need to be staff and resources, particularly in administration. “If it was staffed and resourced then yes it could work”; “We want to develop, to facilitate and manage training.  May continue to develop but requires admin support either through the Chambers of Commerce, or through colleges”; “VisitScotland need to invest in tourism for it to grow.  If aiming for excellence”

7.0
INTERVIEWS WITH TRAINING PROVIDER
7.1
How did you get involved?


Catherine Bowie


Initially through Edinburgh Telfor College and then turned freelance.


Ann McAvoy


I worked with Scottish Enterprise and for a while worked as their Tourism Training Manager. I’ve also got years of experience delivering training to the tourism industry and I’m from the Borders. I’ve also worked with George Miller and so my background was suited to this kind of programme I think.

7.2
How was training designed?


Catherine Bowie 


Some products such as welcome host were off-the-shelf products and were used to plug a specific training need or gap.  Other training was more modular and designed to meet the needs of the participants. For example if complaints handling was a key issue then this could be focused on in the training.


The flexibility of the training was the beauty of the project and I believe this really made a difference to participants.


I’m very sad that this project is going to end as I could clearly see benefits for people when they left the training the skills knowledge and experience had clearly benefited them


Ann McAvoy


A lot of the training was designed specifically for businesses or business groups. They would have a key issue that they would like to be addressed and we would design the best course to meet this need or issue. We would either use existing training courses or adapt these to best meet their needs.


The flexibility of this was the key strength to the project as it was designed for industry and for specific industry needs

7.3
Elements of core skills in the training?

Catherine Bowie 


Yes certainly core skills are a key part of the training. This in some ways makes the benefits hard for businesses to measure as the benefits are qualitative rather than quantitative. 


This has been asked of me before and I think that to some extent you can attain core skills that could be measured or linked to an SVQ.


Ann McAvoy


Core skills are implicit rather than explicit. A lot of the courses were related to communication with the customer and working in teams to deliver good service but this was not a key part of the course rather it was built in throughout the training. The courses offered a lot of positives in the soft skills such as improved confidence and communication. 

7.4
What core skills were involved?

Catherine Bowie 


Two mainly: Team working and communication. They work in teams throughout the day and communication is a key component of the training throughout. For example the customer training is all about communication with the customer.


Other core skills weren’t really in the training.


Ann McAvoy


Communication and team working I suppose

7.5
Was the course content suitable?

Catherine Bowie 


Definitely I’ve had brilliant feedback from participants. The reasons for this are about the nature of the courses. They were fun and flexible and could be adapted to any group whether it be a castle or a group of taxi drivers. You can really see that the courses make a difference.


Ann McAvoy


Definitely it was suitable because it was tailored to industry’s specific needs. The evaluation has been positive.


DPIT has been very successful and I’m saddened that it is not going to continue. Scottish Enterprise should decided whether or not it wants to support training and either put up the support mechanisms or pull out completely and let someone else step in.

7.6
What would you change?

Catherine Bowie


In terms of the courses nothing. But I would change some of the delivery materials. They were a bit dated and need updating. For example videos should be put on CD-Rom to allow you to put them directly into PowerPoint. Apart from that small quibble the training really does meet the need and I’m sad it’s finishing.


Ann McAvoy


I am constantly evolving the courses I deliver. Recently talked to industry about their needs and they suggested that the training they require includes more customer care courses (remain a key issue), management development, and more access/information about training.

8.0
OUTPUTS AND ECONOMIC IMPACT
8.1
Introduction
8.1.1
The overall impact of Developing People in Tourism will be considered from both a qualitative and quantitative perspective.   At the outset of this section, it should be noted that the Programme still has 4 months to run and that, consequently, these figures may increase.
8.1.2
Additionality will be measured based on four categories, namely;


Absolute
-
An action would not have been undertaken without DPIT


Time
-
An action took place faster as a result of DPIT


Scale
-
An action was undertaken on a larger scale as a result of DPIT


Deadweight
-
An action would have occurred regardless of DPIT

8.2
Outputs
8.2.1
At the outset of this section, it should be stated that DPIT still has four months to go until project completion.  Consequently, more outputs may be achieved in this time. SE Borders have stated that DPIT has achieved the following impacts against initial targets;
	OUTPUT
	TARGET 
	ACHIEVED

	SMEs participating in project
	350
	325

	Individual beneficiaries given training/advice
	570
	325

	Individuals participating in ESF funded training
	800
	902

	No of employed beneficiaries
	670
	595

	Women receiving support
	530
	511

	Training plans in place
	50
	35

	People in post to deliver in house plans
	50
	35

	Networking groups established
	16
	9

	Training co-ordinators network in place across Borders area
	1
	1

	IMPACTS


	

	SMEs increased/safeguarded turnover
	325
	263

	Leavers/completer gaining full/part qualifications
	600
	352

	Leavers/completers entering employment
	800
	902

	Positive outcomes for leavers/completers
	800
	902

	Beneficiaries completing course
	800
	902


8.2.2
We would comment on these figures as follows:

SMEs participating in project


Individual beneficiaries given training advice


Individuals participating in ESF funded training


Training Co-ordinators Network


Beneficiaries Completing their Course


We believe that these are given figures based on SE BORDERS records.

Number of employed beneficiaries

All the participants in the survey were employed at the time of training and are currently employed. Based on the confidence levels stated earlier in this report, we believe that the final achieved output is in line with the impact table above.

Women Receiving Support


61% of the overall sample of trainees (73 individuals) that attended training courses were women. If this figure is weighted to reflect the overall sample of 920, then a total of 569 women received support at a +/-8.5% confidence level. On this basis, we believe that DPIT has exceeded its target of 511.



Training Plans in Place

A total of 29 businesses said that they now had ongoing training plans implemented. We will weight these results against the overall sample of 250 businesses. On this basis, we believe that a total of 56 training plans are now in place, exceeding the initial target of 35, improving on the interim outputs as reported by SE Borders in Section 8.2.1.

People in Post to Deliver Training Plans


16 companies from the sample said that they now had people in place to deliver these training plans. Weighting this number to reflect the overall sample, we believe that a total of 31 people are now in place to deliver these plans;  a slight reduction on SE Borders’ interim output assessment.

Membership of Formal Networking Groups

17 companies now participate in networking groups, although only 3 could name their group. In addition, 40 individuals from the individual training courses also networked more efficiently than previously. Managed correctly, these groups can be powerful mechanisms to help companies and individuals understand and address relevant issues. However, the principal challenge in any networking group is maintaining its momentum and preventing it turning into a ‘talking shop’ and eventually disbanding.


In terms of the overall target of 16 network groups established,  it is difficult to assess this accurately because companies could not name their groups. However, if this figure of 17 is weighted to reflect the overall sample of 250, then we would suggest that 33 companies are now members of a formal networking group.
8.3
Impacts
8.3.1
Increased/Safeguarded Turnover: 


A total of 26 businesses (22%) stated that their turnover had increased as a result of DPIT with 42% saying that it had not. The remainder did not know.


Of those businesses that had seen an increase in turnover, 9 were able to articulate the level of turnover increase. Of these 9 businesses;

· 3 had a turnover of up to £100k

· 2 had a turnover of between £100k and £500k

· did not know their turnover.


To calculate the overall increase in turnover attributable to DPIT, we will assume that businesses turning over up to £100k averaged £35k turnover each and the business turning over £100k to £500k had a turnover of £150k. We will not be able to assess the impact of the businesses who did not know their turnover to any meaningful degree of accuracy. 


On the basis of this, and the percentage impact that these companies reported, we believe that DPIT accounted for, in some way, a total of £102,000 of increased turnover. If this is weighted to reflect the sample of 250, the total increase in company turnover would be £216,000
8.3.2
Leavers/Completers gaining full/part qualifications

In total, 63 individual learners gained full or part qualifications. Weighting this figure to reflect the total sample size of 920, this would mean that a total of 491 leavers gained full or part qualifications
8.3.3
Leavers Entering Employment

The majority of leavers were already in employment at the time of training

8.3.4
Positive Outcomes for Leavers/Completers


85% (100 individuals) of the sample felt that the course had met their overall expectations. If this is weighted to reflect the overall sample of 920, we believe that DPIT resulted in a positive outcome for 780 training participants, at a ±8.5% confidence level.

8.4
Overall Outputs and Impacts
8.4.1
The overall outputs and impacts as measured by this evaluation are shown below:
	OUTPUT
	TARGET 
	ACHIEVED
	Assessed by Evaluation  weighted and amended

	SMEs participating in project
	350
	325
	

	Individual beneficiaries given training/advice
	570
	325
	

	Individuals participating in ESF funded training
	800
	902
	

	No of employed beneficiaries
	670
	595
	

	Women receiving support
	530
	511
	569

	Training plans in place
	50
	35
	56

	People in post to deliver in house plans
	50
	35
	31

	Networking groups established
	16
	9
	33 companies members of networking groups. Unable to name them

	Training co-ordinators network in place across Borders area
	1
	1
	

	IMPACTS


	
	

	SMEs increased/safeguarded turnover
	325
	263
	£216,000

	Leavers/completer gaining full/part qualifications
	600
	352
	491

	Leavers/completers entering employment
	800
	902
	100% of sample

	Positive outcomes for leavers/completers
	800
	902
	780

	Beneficiaries completing course
	800
	902
	


8.5.2
Overall, DPIT has met its principal output and impact targets. However, there has also been considerable qualitative impact from the programme, both from individual learners and businesses. Whilst these are not direct qualification related outcomes, they do indicate that individual learners have experienced a wide range of impacts from their learning experience. Encouragingly, 69% feel that they are able to apply their skills to their job, further confirming the relevance of the training to business needs and the ability of people to apply it to their own circumstances.
8.5.3
A higher awareness of disabled issues was suggested by a number of learners, as well as increased confidence in networking and problem solving. Many of the impacts that show a lower level of impact will relate to specific course content. 

8.5.4
A range of significant qualitative outputs were also identified from businesses participating in DPIT.  These impacts are presented below.
	Impact
	% of Sample

	Better Communication of Knowledge
	55%

	Increased Customer Satisfaction Levels
	54%

	Effective Application of Knowledge
	48%

	Better Understanding of the Value of Training
	43%

	Increased Networking within Industry
	40%

	Ongoing Training Plans Implemented
	25%

	Quality Assurance Awards
	22%

	New Markets Opened
	17%

	New Products/Services Introduced
	16%

	Reduction in Staff Turnover
	8%

	Other
	7%


8.5.5
Over half of the sample feel that they are better able to communicate knowledge. This is important if a continuous approach to training and development in the tourism sector is to be adopted. By effectively cascading knowledge within their own organisations, individuals will be able to apply what they have learned more effectively and will be able to pass this knowledge on to others in the business.

8.5.6
This statement is supported by the fact that 48% now feel they are able to apply knowledge more effectively than before. 

8.5.7
Over half the sample has seen improved levels of customer satisfaction. This is particularly encouraging for the programme, because this was the overwhelming reason for companies engaging with DPIT in the first place.

8.5.8
Crucially, in our opinion, is the fact that 43% now feel that they understand the value of training. If businesses can see the value of something like training and skills development, the chances of it becoming sustainable in the sector are dramatically increased.

8.5.9
There is also strong evidence that networking within the sector has increased as a result of DPIT, with 40% saying that they now network to a greater degree than before. In our view, networking is an extremely powerful way of encouraging businesses to learn from each other and implement sustainable solutions. However, there is a risk that the networks themselves can drift apart as day to day business priorities take priority. There is an opportunity for SE Borders or its partners to act as a catalyst in these networks, providing ongoing encouragement and a platform on which to ensure these networks continue to develop.

8.5.10
Businesses believe that their involvement with DPIT will continue to benefit them over the next 2 years. These benefits are shown below.
	Benefits Over Next 2 Years
	% of Sample

	Opportunities to network
	26%

	Increased sales
	25%

	Safeguarded turnover
	21%

	Increased profits
	20%

	Qualifications gained
	14%

	Membership of networking groups
	12%

	Training plans in place
	12%

	Jobs safeguarded
	11%

	People in post to deliver plans
	8%

	Increased jobs
	5%

	Women receiving support
	5%

	Reduction in staff turnover
	4%


8.5.11
However, business were, on the whole, unable to quantify the benefits that they believe will accrue to them. It is interesting that the largest proportion of the sample believe that opportunities to network will continue to be a principal benefit.  This links with the point made in 5.3.11, where a significant percentage of participating businesses now feel that they network to a greater degree than before.

8.5.12
It is also encouraging that a relatively high proportion of businesses feel that they will continue to experience increased sales and profits as a consequence of the DPIT.

8.6
Additionality
8.6.1
We established what additionality, if any, could be attributed to Developing People in Tourism.

8.6.2
Absolute Additionality:  Absolute additionality occurs when an action would not have occurred at all without SE Borders intervention. In total, one company said that it would not have undertaken the actions at all without SE Borders assistance. 

8.6.3
Time Additionality: Thirty companies (25%) said that their actions were carried out faster than would otherwise have been the case without the DPIT Project. Two companies were unable to articulate the time impact, but those who could stated the following;

· 6 -12 months

15

· 1 – 2 years

9


The impact of time based additionality is that economic impacts accrue to the economy faster than they otherwise would have. In general, these companies were able to address issues relating to customer service and other training issues earlier than they otherwise would have done.

8.6.4
Scale Additionality: Sixteen companies (13%) said that the scale of their project had been impacted by the DPIT. This relates generally to the number of people being trained, which is more than would otherwise have been the case.
8.6.5
Deadweight: Fifty four companies (46%) said that they would have undertaken the project regardless of DPIT assistance. On the face of it, this would appear to be a worryingly large number. However, the reasons given by companies refer mainly to the fact that they were already aware of the issues being covered in the course, and what the course did was to confirm their existing knowledge. Others stated that they had been on specific courses such as first aid, and consequently did not take any further action.


However, this does suggest that perhaps there is an opportunity to develop a suite of courses that are slightly more advanced for some businesses in the sector. 
8.6.6
It is, however, important to note that all businesses who come under this ‘deadweight’ category reported qualitative benefits from attending the training. Consequently, whilst they may not have taken any direct action as a consequence of DPIT, they did benefit from other aspects of the course such as networking and communication of knowledge. 

8.6.7
In summary, therefore, we believe that the additionality profile of DPIT very much reflects the nature of the interventions provided. Because the bulk of companies were engaged in short courses, it is unlikely that they will undertake any significant initiative as a result of this course. In general, they will take the opportunity to network with colleagues from the sector and to learn more about the specific topic. However, in many cases, this learning confirmed what they already knew, although they experienced a range of more qualitative impacts and benefits from the training that were perhaps unrelated to the specific learning outcome.

8.6.8
Companies feel that a lack of time is the most challenging aspect of maintaining the benefits gained from DPIT. This links closely with the main reason that companies gave for not addressing the training issues in the first place, i.e. lack of time. 

8.6.9
As stated previously, many of these businesses are small with relatively little in the way of staff resources. By undergoing a programme of training, they may gain considerable benefits, but at the end of the day, they are still facing the same issues of time to implement the outputs in a sustainable way. There is a need for ongoing assistance with a number of these businesses to help them to maintain the momentum gained through DPIT and to help them address the issues of time and resource in maintaining their new approach to training.   Therefore the validity of DPIT is, in our opinion, ongoing.
8.6.10
We are unable to calculate the overall cost per job, because this was not an initial target of the Programme.  however, on the basis that the Programme has generated an increase in turnover of £216,000, a leverage ratio of around 1:1 has been achieved.  Given the overall size of the companies involved in DPIT, we would suggest that this leverage ratio is a positive indicator on the impact that DPIT has had.

8.6.11
Once completed in 4 months time, the total Programme spend will be £238,000.  On the basis that DPIT has met the majority of its stated initial outputs and impacts together with a range of qualitative benefits not initially scoped, then we would conclude that the Programme has offered value for money.

9.0
CURRENT ISSUES
9.1
Current Support
9.1.1
61% of the sample is currently receiving support from either SE Borders or the 
Tourist Board. The nature of this support is detailed in Figure 14.

Figure 14
	Nature of Current Support
	% of Sample

	Marketing Assistance
	14%

	Staff Training
	13%

	Investors in People
	8%

	General Advice
	7%

	Event Attendance
	7%

	Hospitality Assured
	6%

	Excellence through People
	4%

	Property Assistance
	2%

	Management Development
	2%

	Other
	19%


9.1.2
Figure 14 indicates that ongoing support is in place for these businesses, and that they continue to engage in available support mechanisms. Interestingly, staff training is close to the top of the list, along with marketing assistance. The fact that staff training is still a feature of assistance could indicate that companies are taking a positive view of training, and are continuing to undertake it. Ongoing issues relating to time availability within these businesses could be a reason for them continuing to engage with public sector support mechanisms.

9.1.3
Figure 15 shows the key issues that tourism businesses believe they will continue to face over the next two years.


Figure 15

	Key Issues
	% of Sample

	Marketing
	36%

	Increased Competition
	33%

	Lack of Finance
	24%

	Lack of Staff
	15%

	Falling Sales
	13%

	Availability of Property
	9%

	Other
	25%


9.1.4
Marketing and competition were also key issues that emerged from our face to face interviews. Marketing refers to understanding the markets in which the sector operates and being able to effectively engage with these markets through appropriate means. These means relate to e-marketing, liaison with the Tourist Board and other forms of promotion.

9.1.5
The main concern relating to competition relates to cheap package holidays overseas and the availability of cheap flights attracting domestic customers out of the country. However, cheap flights also operate coming into Scotland, and this then links with the issue of marketing in 8.1.4, and how businesses understand their markets and engage with them.

9.1.6
25% of the sample stated that they were experiencing ‘other’ issues. Each individual response is detailed in Appendix 3. However, the principal issues relate to:

· Lack of accommodation in the Borders and Hawick

· IT related issues

· Attracting customers for longer stays

· Cost of petrol

9.1.7
All businesses see a role for SE Borders or the Tourist Board in helping them to address these issues. Interestingly, only 20% see these issues being addressed through an individual relationship with SE Borders. A higher percentage (39%) would prefer an individual relationship with the SVB with 29% wishing an individual relationship with the Scottish Borders Tourist Business Forum.

9.1.8
However, the highest percentage of the sample (42%), would like to address their 
issues through participation in general SE Borders programmes and courses, such as DPIT.

10.0
CONCLUSIONS AND RECOMMENDATIONS
10.1
The very nature of Developing People in Tourism has meant that it has generated primarily qualitative impacts rather than quantitative. This is because the vast majority of businesses and individuals taking part in the programme engage in relatively short training courses, designed to fill a gap in their knowledge rather than generate long term outcomes.

10.2
There is considerable evidence, however, to suggest that these courses could have a longer term sustainable impact. Over 60% of individuals who participated in the training have applied their learning to their business environment, and the Programme has met its target in terms of training plans in place.


Recommendation: Scottish Enterprise Borders gives consideration to developing a range of qualitative as well as quantitative outputs for DPIT. A formal qualitative framework will, in our opinion, allow a range of these significant benefits to be captured.  This qualitative framework could include targets such as:
· Increased levels of customer satisfaction

· Increased levels of networking

· Increase in the understanding of the value of training.


One possible way of developing this framework is to look at the supporting measures stated within the Scottish Enterprise Balanced Scorecard.  our understanding of the Scorecard is that it contains a wide range of measures that support direct quantitative impacts, and that some may be applicable to the qualitative impacts that DPIT has had on participating businesses.
10.3
However, the key issue to sustainability of outcomes is the time that these businesses have to continue to implement their training plans. Often, these are small businesses whose priority is the day to day running of their businesses. In these cases, there is a risk that ongoing training planning and implementation can fall by the wayside. Indeed, the biggest issue to business and individuals alike is a lack of time to continue training.
Recommendation: Scottish Enterprise Borders in collaboration with SVB review their process of aftercare to ensure that businesses that participated in DPIT receive some form of follow up. We are conscious that there are a large number of 
businesses participating in Developing People in Tourism, and it will not be possible to provide aftercare for them all. However, a segmented approach to aftercare could be considered. It should be noted that for account & client managed businesses SEB does provide follow up.
10.4
Because of the seasonal nature of the tourism industry, a number of businesses commented on the timing of the courses. It was felt that courses held in the shoulder or low seasons would have allowed them to 
participate and also to give greater consideration to implementing training plans.

Recommendation: The timing of training courses is reviewed to reflect the fact that many businesses are unable to dedicate sufficient time during the high season, particularly smaller businesses and that different companies will have different needs and objectives from training.
10.5
One of the key impacts felt by both business and individuals was engagement in networks. In our opinion, effective networking and companies/individuals learning from each other is a highly effective method of ensuring the sustainability of outputs.  However, one of the challenges with networks is their own sustainability. Whilst companies see the benefits of networking, the networks themselves can drift apart as they lose focus and other priorities take over. 

Recommendation: Scottish Enterprise Borders and its partners give consideration to a review of networks that form from DPIT. Possible support in the form of a facilitation role, provision of funding for key speakers or other ongoing support might then be considered. What will be key will be the fact that these networks are themed around specific areas of interest to businesses/individuals, and that key learning opportunities come from the industry itself.   
10.6
The study identified a relatively high degree of deadweight associated with DPIT. That is to say, businesses would have undertaken their actions regardless of DPIT. One of the main reasons for this was that they felt the course did not add anything of value to what they already knew. This is one of the key challenges of short courses, in that by their very nature, they do not probe issues to any meaningful depth. 
Recommendation: In order that courses and attendees are closely matched, we recommend that Scottish Enterprise Borders reviews the pre course material that is available to companies. In addition to including information on the course content, this material should also contain information about the specific learning outcomes, and the type of person that should be attending. This will minimise the chances of people attending courses that do not meet their needs, and will also ensure some level of consistency of learners at each course.  
10.7
One of the key issues that emerged from our consultation was the increased level of competition from cheap airlines taking potential domestic customers overseas. However, these flights work two ways, and also bring people into Scotland, thereby presenting an opportunity for the Borders tourism industry to tap into this market.


Recommendation:  Research is undertaken into how to capture this incoming ‘cheap flight’ market.  This research would focus on that nature of the passengers on these flights and their intentions on arriving in Scotland.  It would then focus on how a course itself could be run in conjunction with one of the airlines or associated travel operators.  Given that some research of this nature might already exist this may be an objective for SVB in collaboration with VS.

This centre, or series of courses might be extended to include Coach Tour Operators and other relevant logistics partners in the Tourism industry.
In this way the networking culture established by DPIT can be developed to include logistics partners from whom there were few if any representatives on DPIT.

10.8
The particular success of Training for Success highlights the need for some initiatives to be specifically designed by larger companies.

The stakeholders’ survey expressed disappointment at the lower number of such businesses who engaged with the Programme.

Recommendation:  Consideration might be given to the further review of ‘hard impacts’ and ‘soft’ impacts on Training for Success participants businesses relating to the new attitudes and practices developed as a result of the knowledge gained.  This would allow case studies to be developed which should help in the recruitment of new participants.

Such a review would also facilitate discussion on any carriers companies are experiencing in achieving ‘hard’ impacts and therefore what the next stages of their development should be.

It is probably within larger companies that ‘hard’ economic impacts such as jobs created / safeguarded are going to be most readily achieved by SE Borders.

10.9
The difficulty in identifying ‘hard’ economic impacts amongst smaller companies is a) because of the types of business involved e.g. B&B and b) the high instance in B&Bs of owner management.

This should be in no way undermine the importance of such businesses being encouraged to improve their customer service as has been achieved by DPIT.

The stakeholders interviewed have indicated that there is an ongoing number of local people from the Borders who are interested in/are planning to start up a B&B or self-catering accommodation business.

The stakeholders consider it important that, to be successful, such start-ups must be aware of the ‘core’ and specific skills required and of the quality of product required by the market. It is noted that some stakeholders feel that there is too much B&B etc. capacity at present.  Others, however, feel that there are niche opportunities in ‘up market’ B&B provision and in some areas of the Borders.
Recommendation:  It might be interesting for SE Borders to consider how the skills presented in the DPIT courses might a)  be introduced to the new start businesses such as B&Bs and, b) Be a catalyst in encouraging more people to efficiently  start up such a business and establish the product position of and skills required.
Close relationships with SERAD’s Farm Diversification Scheme, or organisations representing certain types of people are made redundant or returners to work might be appropriate.

10.10
Much has been made in this evaluation of the desire of tourism businesses to recruit people with ‘core’ skills such as:  

· Communication

· Team Working

· Problem Solving etc.


RECOMMENDATION:  SE Borders might consider how the development of these skills can be enhanced amongst 5th and 6th year scholars, students at Borders Colleges and the short term unemployed.

Initiatives designed to enhance the development of these ‘core’ skills might help to provide a more robust pool of part time, temporary, seasonal or short-term workers for the region’s tourist industry.

11.0
CONCLUDING REMARKS
11.1
T.L. Dempster found the level of cooperation from all parties involved to be very high during this evaluation.

Respondents to the survey had to participate in a long and demanding interview which they did with good grace.

10.2
Participation in the survey was not a difficulty to achieve from a willingness perspective; any difficulties were in tracing the right contact and finding an ideal time within a relatively short period.

10.3
The findings about DPIT are quite rightly positive.  The difficulties in including non owner / managers in the individual participant survey do not undermine this.


It is a thought for the future that when SE Borders or their partners are gathering personal contact details from participating individuals that it is made known that they might be used for future evaluation purposes only.
APPENDIX I
‘OTHER’ SKILLS ISSUES TO BE ADDRESSED BY PARTICIPATION IN DPIT (SEE SECTION 4.11)

FULL LIST
‘OTHER’ SKILLS ISSUES TO BE ADDRESSED THROUGH DPIT
· Marketing and database management
· Good networking 
· Requirement for grant ( EU )

· Website development 
· Nice to see what everyone is doing

· Disability Awareness
· Disability awareness 
· Computer skills 
· Advertising 
· Hoping to develop a strong team

· Networking 
· Marketing 
· More knowledge on needs if disabled 
· IT skills 
· Increase customers

· Make use of Visit Scotland.com

· Going out of interest to see if I could pick up anything new 
· Lack of local knowledge 
· To see what other people are doing 
· Seeing how other people work

· To gain finance

· To learn about the tourist board quality scheme 
· Advertising -  where and when to advertise 
· More ideas 
· Good opportunity to meet people 
· Use of the internet

· Learning a better understanding of disabled peoples needs

· Lack of local knowledge, lack of IT knowledge

· Alterative perspectives 
· Wanted networking 
· To see how other 5* businesses were performing
APPENDIX 2

RANGE OF IMPROVEMENTS SUGGESTED FOR DPIT

(SEE SECTION 4.12.12)
FULL LIST
· Address more green issues

· Ask them to keep listening to customers

· Ask us what we want

· Awareness

· Better information and communication, 1st aid was the wrong course

· Better IT provision

· Better locations

· Bit more in depth tailored to the needs of smaller business

· Condensed down

· Continuity of funding

· Courses available specific to my industry

· Courses should be shorter and free, cannot afford to go on courses

· Expand on local knowledge courses, redo some courses

· Focus more on management training, set standards of performance, more people into the industry

· General attention to detail

· Having local seminars that a variety of people could be friends

· Hope they follow up training

· In work / in house training

· Inclusion of customer database compilation management

· Look much closely at in-depth needs of individual establishments

· Make more courses accessible

· More analysis of needs of trainees.  Do they require to attend this should have been done.  Some people on course not needing to attend.

· More feedback

· More local courses

· More regular courses, more courses in this area / Kelso

· More relevant to own business

· More self catering days

· More specific sector

· More varied courses

· Outwith lambing session

· Particularly IT

· Refresher meeting to follow up courses

· Tailor more specifically

· The course was too intense it should have been over a longer period

· They don’t always ask my needs, they assume everyone has the same needs they 
always think they know more than the person running the business

· Too theoretical training tailored to specific sector

· Training needed from college

· We need a gateway similar to Gretna

· Would be better if courses were free

· Would be good to give guides / language courses

· You could have more experienced trainers / more practical experience
APPENDIX 3

‘OTHER’ CURRENT BUSINESS ISSUES

(SEE SECTION 8)

FULL LIST
· People being turned away due to lack of accommodation in Hawick.

· Getting customers to come stay for a week 
· Expanding

· IT issue

· Upgrade of building major opening of dining room

· Customer levels 
· Staffing, IT skills

· Uncertainty of economy at home and abroad

· Niche marketing

· Increase in cost of petrol reduced the number of people prepared to go extra mile we are very rural

· Predicting the market

· Volunteers

· Product Development

· Lack of promotion

· Marketing support

· Safeguard sales, increase turnover

· Keeping staff, staff turnover

· Standards

· Getting pound down so get more tourists, lobby for fuel prices

· Increased turnover improved quality

· If a recession it would affect my business

· Adapting to changing markets

· Selling

· The cost of petrol might put people off making the journey

· Lack of IT skills and marketing experience, using web sites & internet

· Seasonal staff - makes it difficult to get the right people

· Increasing sales

· Good this year

· Retired

· One to one advice

· Planning to retire after season

· Not enough accommodation in borders

· Selling

· Hotel prices rising

· EU safety legislation

· Marketing of Hawick

· Getting a new centre manager

�








PAGE  

