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Executive Summary

Introduction

 AUTONUMLGL 
TTS is a joint industry/public sector forum involving a wide range of tourism operators, trade associations, training providers, the education sector and the main government agencies involved in tourism development.  The aims of TTS are essentially threefold:-

· Creating a training culture among tourism businesses and their staff;

· Enhancing professional standards and the status of jobs in the industry;

· Improving access to quality training.

 AUTONUMLGL 
TTS represents a major source of human resource development in the tourism industry: between June 1998 and February 1999 some 880 organisations sent 3,500 people on TTS training initiatives across Scotland.  

Evaluation Workprogramme

 AUTONUMLGL 
This evaluation has sought to establish the impact of TTS and the range of initiatives undertaken through TTS in order to:

· Assess the economic impact and value for money of these activities;

· Identify areas of best practice which can be disseminated across the Scottish tourism industry;

· Make recommendations for the future needs of this sector of the Scottish economy;

· Establish whether the rationale of TTS remains valid; and,

· How far the TTS initiatives are contributing to the correction of market failures.

 AUTONUMLGL 
We have undertaken survey of 300 tourism organisations who have used TTS training and a matched sample of 100 of those who have not.  In addition, a survey of 200 tourism employees who had attended TTS courses was undertaken and discussions were held with tourism representatives of the LECs, ATBs and others in the tourism industry across Scottish Enterprise (SE) and Highlands and Islands Enterprise (HIE) areas. 

Tourism Training Scotland Operational Issues
 AUTONUMLGL 
Key learning points are as follows:

Characteristics of businesses:

· User businesses tend to be larger than non-users and train because they see it as benefiting the bottom-line;

· Accommodation, travel and transport and visitor attractions are the largest user sub-sectors;

· Most non-users do not identify any business benefits associated with training or believe the costs outweigh the benefits;

· User businesses are likely to stress the strategic importance of training to their businesses but are much less likely to have any training infrastructure in place – they often do not practice what they preach;

· Nevertheless, users were more likely to have such facilities than non-users.

Take-up of training:

· Training is predominately short-course customer care with some regulatory training (mainly Health and Safety)

· Formal skill and qualification-based training is undertaken by less than 5% of employers

· Training is heavily focused on core staff – permanent full time, predominately managers and front-of-house (reflecting customer care focus);

· TTS training initiatives are therefore significant in tourism training – in many cases TTS training is the only training carried out by the business;

· Almost 4 in 5 of non-user businesses had undertaken no training in the past two years whatsoever.

Accessing training:

· The majority of businesses approach their Local Enterprise Company (LEC) when they want to find out about training, with 31% using their Area Tourist Board (ATB);

· However, amongst non-users, only 38% say that they would go to their LEC, but 72%, nearly twice as many, would go to their ATB;

· the availability of training was not considered to be a problem although the choice of provider was limited and may effect the quality of training in some areas;

· in more remote areas the same range of training is usually available but at a much higher cost – having an effect on the level of take-up.

Satisfaction with courses:

· Courses are rated highly by employers (and even higher by employees);

· However, availability and suitability of follow-up training is rated consistently lower;

· Most suggestions for changing TTS courses related to improving their relevance to employers’ needs – either through location specific and/or sub-sectors specific content.  Although almost as many employers said no changes were necessary;

· Improving information and availability to more in-depth courses was suggested by a minority of companies.

Impacts of TTS Initiatives

Catalytic effect on business: 

· 85% of businesses intend to follow-up their TTS training – mainly by doing more of the same;

· a significant minority are seeking more in-depth training but fewer would seek formal training leading to qualifications;

· smaller businesses were much less likely to roll out training, undertake formal training, or commit to IiP;

· however, smaller organisations were no less likely to seek more in-depth training than larger businesses;

· companies already involved in IiP were much more likely to move on from TTS than other organisations;

· this strongly suggests that IiP leads to TTS participation far more than the other way around – just 6% of non-achieved IiP are likely to commit to IiP as a result of training;

Impacts on business practice: 

· 2 in 5 TTS user businesses said they had made some change to the way their businesses are managed as a result of the training:

· extending the roles staff can perform;

· making staff more aware of business issues;

· encouraging managers to devolve more tasks;

· more formal changes through the introduction training plans, structured programmes for staff training etc.;

· Firms with more than 100 employees are twice as likely to report such a change as the smallest businesses;

Impacts on business performance: 

· more than 40% of businesses reported that training had has an impact on their bottom-line but relatively few could provide any quantitative estimate;

· for the limited number who could provide a figure, training can lead to an 8% improvement in turnover and 3% in profits;

· larger business were more likely to report an impact: those employing more than 50 were twice as likely to identify an improvement when compared to the smallest businesses;

· these impacts were driven by HRD improvements:

· nearly three quarters cited better motivated staff;

· over half that staff are better at their jobs; 

· staff have a greater awareness of customer care issues;

· a third said staff were more inventive and involved in their jobs and that staff-management relations have improved; and 

· almost 20% highlighted a reduction in staff turnover.

· moreover, TTS training is having a direct impact on business performance:

· more than half the businesses report fewer customer care problems;

· 30% reported improved repeat business;

· 9% reported improved numbers of positive referrals, and

· 9% said they were able to attract better recruits.

Impact on staff: 

· This impression is supported by the responses of employees:

· training provided greater insight and understanding;

· increased their confidence, knowledge and/or skills;

· and made them more enthusiastic;

· only 2% said it encouraged them to look for another job. 

Additionality and business performance: 

· Some 58% of firms claiming an impact on the bottom-line said they would access similar training if TTS courses were not available;

· if these courses could be accessed at the same time and with similar quality then these cases should be interpreted as deadweight;

· Alternative sources of training were: in-house courses, external providers, accredited training courses and a variety of other alternatives including industry associations, Chamber of Commerce, etc.;  

· Smaller companies (less than 20 employees) were much more likely to say that they would not have undertaken any training in the absence of TTS – suggesting greater additionality among smaller companies.

Addressing market failure: 

· There is some evidence that TTS has been able to demonstrate the benefits of training to a minority of user businesses: around 5-10% of businesses express a demand for more in-depth strategic training which is not prompted by their prior involvement in IiP.  

· However, non-user attitudes demonstrate that many businesses not involved in TTS remain sceptical of the business benefits arising from training.

 AUTONUMLGL 
The results of the survey work suggest that TTS training initiatives do have significant business benefits for a substantial minority of users.  These benefits are skewed somewhat towards larger businesses but there is evidence that tourism businesses of all sizes are stimulated to take up more training and introduce improvements into their training infrastructure.  There is a need to ensure that all organisations can be engaged by the process.  The next section reviews the delivery arrangements for TTS and their contribution to this process.

Tourism Training Delivery Issues

 AUTONUMLGL 
The structure of the tourism industry – a few larger organisations and a very large number of very small organisations – provides a unique challenge for delivery.  No one organisation has the time or resources to develop and maintain contact with such large numbers, hence:-

· LEC staff often focus on key companies – defined by their size they tend to be the larger hotels and visitor attractions in the area.  In most cases these amount to between 15 and 30 organisations working through business development reviews to identify specific business development issues;

· Provision for remaining tourism business is more reactive using ‘training organisers’ – typically local enterprise trusts or ATB – who manage the contract for the LEC and ensure marketing of programmes.  To a large degree, this is primarily “bums on seats” training – while training providers do sell-on other provision the focus is clearly training rather than business development orientated.

 AUTONUMLGL  
Views of local tourism executives on whether more substantive action was worthwhile tended to vary depending on:

· The nature of the local tourism market, especially the existence of larger numbers of very small businesses and particularly ‘lifestyle’ businesses, and

· Whether or not LEC staff felt there was any potential return from investing time in market research on demand for different forms of training.

 AUTONUMLGL 
Having said this, the majority of areas have undertaken some action to fill the gap between the majority of tourism businesses and their key clients.  This has taken the form of a number of initiatives:

· One-off consultation exercises focusing on training needs and preferred approaches to delivering training;

· The establishment of interest groups (typically businesses from the same sub-sector) to develop common interests and take advantage of economies of scale;

· The development of tourism business networks.

 AUTONUMLGL 
The results of one-off consultation exercises have been mixed to say the least – they suffer from businesses either not recognising their needs or not translating need into demand.  However, such exercises are often the starting point for developing on-going relationships and greater ownership among tourism businesses.  An option being developed by a number of LECs is to target initiatives on particular sectors or areas, seeking to bring together businesses with common needs and to supply training opportunities tailored to those needs. In principle, this approach has a number of advantages in that:

· It targets the use of resources on groups with defined characteristics;

· By bringing together groups of businesses within a particular sector and area, it encourages them to identify their common training needs;

· It enables training provision to be customised to the groups specific needs with regard to content and delivery times;

· It promotes greater ownership of the process and commitment by businesses;

· The pursuit of a common training interest can strengthen informal networking locally and allow joint ventures in other fields such as marketing.

Approaches adopted in other countries

 AUTONUMLGL  
The different arrangements and training issues prevailing in other countries were researched in Ireland, Canada, Wales and Denmark in order to assess key features and their relevance to TTS.  The approach to tourism training varies widely from country to country, principal differences include:

· The structure for tourism training ranging from dedicated executive agencies focused solely on tourism training in Canada and Ireland to the informal partnership approach in Wales and Scotland;

· The focus of delivery of training from vocational schools and colleges in Denmark and Norway to in-house, self development in Canada;

· The cost structure for training with full charging in Canada to free entry in Denmark;

· The range and certification of courses, from a comprehensive and centrally certified occupational standards in Canada and Ireland to a much less focused approach in Denmark.

 AUTONUMLGL  
Across each country there are few common themes, however, in Ireland, Wales and Denmark, training is embedded as part of a wider package of business development and the various approaches adopted all involve the creation of informal business networks in each local area. 

Training as a function of tourism development

 AUTONUMLGL 
Focusing on the development of local tourism businesses, rather than the more narrow concern of tourism training is the core of the key company approach.  This needs to be embodied across all initiatives dealing with tourism businesses through the development of business networks.  There is no ‘blueprint’ for developing such a network but key issues would appear to include:

· An initial focus on local business ‘leaders’;

· Periodic meetings facilitated by local tourism officials but directed by a business-based steering group;

· Open agenda set by businesses around the development of the local tourism product;

· Use case examples and the network champions to demonstrate impact on business success;

· Expand on basis of local credibility and industry led agenda;

 AUTONUMLGL 
There is a need to accept the longer timescales involved in this approach - while the network in the Lomond area now has over 200 members, this is as a result of almost 7 years development work.  Other areas which have networks at varying stages of development include, Fife, Tayside, Inverness and Nairn, Lochaber, Ayrshire and Arran and Dumfries and Galloway.  

Strategic Issues: Conclusions and Recommendations

 AUTONUMLGL 
The performance of TTS training initiatives ares reported against TTS’s three primary objectives:

Improving Access to Quality Training

· some 1,750 organisations and 7,000 people attend TTS courses each year;

· TTS has raised the profile training and staff development among tourism businesses;

· Welcome Host and Scotland’s Best are recognised brands in the delivery of short-course customer care;

· TTS and the network of tourism training executives have successfully developed and rolled-out a range of other short courses;

· The TTS range of courses have consistently high ratings from those who attend;

· However, TTS has a narrow training base – essentially short-course customer care without accreditation;

· Attempts to design and deliver more sophisticated management training have not been successful.  The design process is (and always will be) hampered by the difference between the needs of tourism businesses and their demand for training;

· Take-up is biased towards larger tourism businesses, small organisations can derive benefits from the process but are not being engaged;

· The original Tourism Training Associates and their successors have done much to improve the level of knowledge concerning the supply of quality training but there is evidence to suggest more needs to be done;

· This has been underwritten by the quality standards set within TTS for delivery of their own courses.  Especially in Glasgow, local initiatives have contributed to this process;

Enhancing professional standards

· TTS has made a contribution to the knowledge and awareness of staff rather than the development of accredited skills;

· VQs are not very prevalent, although take up of Skillseekers and Modern Apprenticeships among TTS user businesses was higher than expected;

· Training in more than half the businesses is focused on managers and front-of-house staff (a reflection of customer care focus);

· More than half the businesses only train permanent full-time staff;

· Less than a quarter provide training to their seasonal staff;

· Pay and conditions still dominate employee concerns but training is acknowledged by both staff and employers to have a significant impact on enthusiasm and motivation.

· A majority of attendees report changes in the attitudes, enthusiasm and involvement of their staff, and lower absenteeism and staff turnover;

Creating a training culture

· TTS has reinforced efforts elsewhere to promote the take up of Investors in People and local areas have piloted approaches with cut down versions to smaller tourism businesses;

· 45% of TTS user businesses were either already recognised or committed to achieving IiP – a very high proportion.  While a small proportion of businesses said they would consider attempting IiP following participation in TTS courses, most businesses became involved in IiP first and use TTS courses as part of their training programme;

· TTS has encouraged the development of training infrastructure in around 1 in 10 businesses;

· TTS has demonstrated that training does have business benefits - customer care training leads to customer care related benefits for businesses - more than half the businesses report fewer customer care problems, 30% report increased repeat business and 9% improved numbers of positive referrals;

· On the evidence of this evaluation more than 4 in 10 organisations report business benefits arising from TTS training which have an impact on the bottom-line results;

· Almost half the firms said they would roll-out the training to other staff and new members of staff but 6% said they would do no more as all staff had been trained;

· There is evidence to suggest that for 42% of businesses TTS training stimulates them to seek out more in-depth training, although those involved in IiP were three times more likely to say this;

· Despite this, the limited availability of follow-on training was cited by many businesses as being a key issue.  Knowledge and awareness would appear to be the problem rather than lack of provision, per se;

· Focus on training has meant that there is a danger that training-led solutions are seen as the prime intervention mechanism;

· Delivery structure has focused support on key companies, this contrasts with delivery to smaller businesses which can often be reactive and amount to little more than ‘bums on seats’;

· Best practice has focused on courses and has not yet considered the significance of different delivery mechanisms in engaging with the client group;

· Interventions are delivery-led and the approach does not fit well with the emphasis on enabling in the new Scottish Enterprise strategy;

 AUTONUMLGL 
Our primary conclusion is that TTS has made a significant contribution to the development of training among tourism businesses, but that it is now time to move on.  TTS has delivered direct benefits and there is evidence that attending TTS courses does encourage a minority of businesses to consider moving on into more in-depth training.  However, size of business matters – bigger firms are more prevalent among users, more often report benefits but more often suggest that the TTS training is non additional.  This is also much more likely if the businesses are already involved in IiP.  Moreover, other evidence suggests that the desire to do something more substantial is often frustrated by a lack of knowledge and (we suspect) availability at the right price.  Overall, too many (smaller) tourism businesses are not involved in training and development at any level.

Recommendations for the future role of TTS

 AUTONUMLGL 
The economics of small companies and training rarely sit comfortably together.  The old TTS might have gone out and attempted to design a course (or courses) to fit this need.  We would suggest that the new TTS should ensure that local structures are in place to engage with businesses:

· Firstly, to shift the agenda for the mass of smaller tourism businesses on to the same footing as that available for key companies – development of the business as a whole and recognition of the strategic role training can play; 

· This provides a broader range of issues to engage with local tourism businesses and sets any training activity in a wider context;

· The interest and involvement of key local business leaders can have a much more immediate impact on the interest of other local tourism businesses;

· Secondly, establish networks where businesses can become involved in identifying appropriate training or other types of support as required, build relationships with local providers, purchase specialist training ‘centrally’ to enjoy economies of scale and be a locus for other business ideas – to be defined by the businesses themselves.  This is not new activity and some local areas have already managed to get some way down this route;

· There should be no expectation that all businesses will get involved but TTS should use those local leaders that do to market the approach to other tourism businesses;

· The longer timescales required to develop such networks need to be recognised and accepted;

· Equally not all areas will necessarily succeed in engaging the interest of local businesses: some may find smaller networks more appropriate and manageable – there is no blueprint for a successful network;

· Not all benefits will necessarily relate to training per se:

· a group of tourism businesses brought together by LEEL has agreed a scheme to share a common pool of casual labour for individual events taking place within their hotels.

· 40 B&Bs in the Lomond area are developing their own e-commerce website, most already derive at least 35% and some 100% of their business from the internet.

· Thirdly, provide a coherent basis for the closer involvement of ATBs with their responsibility for marketing the local tourism product alongside SE/HIE skills and business development functions;

· LECs have established themselves as first point of contact on training issues among ‘user’ businesses but most non-users still approach their ATBs for training advice/support;

· If a wider agenda is to be adopted then it makes no sense to keep the discussion of marketing issues separate from business development and training issues.

· Fourthly, devolve more responsibility to the businesses themselves providing a longer-term exit strategy once the mutual advantages of the group have been realised and become self supporting – in keeping with the SE Network’s new strategy to enable change

· Most networks need an external facilitator to get things started and help support their development but most need to be led by local businesses from an early stage;

· As the networks mature they will require a link to official tourism bodies both to receive news of policy developments and feedback their ideas into the system.  

The implications for the future role of TTS

 AUTONUMLGL 
This perspective leads us to recommend the following across the range of possible TTS functions:

· Awareness and lobbying, whereby its existence and activities ensures that tourism training is on the agenda of national and regional organisations with an interest in tourism;

· Continue to promote training as a national tourism issue;

· Continue to act as lead body for training-related issues with NTOs, SQA, SUfI, and Tourism Forum and tourism training operations in other countries.

· TTS should include at least one B&B operator given their importance to the tourism product in many areas.

· We also suggest that to cope with a greater emphasis on local approaches and identification of good practice, that the tourism executives’ meetings are held on a more regular basis.

· TTS has been able to do little to address the plethora of organisations in both tourism and training sectors with an interest in the development of tourism training.  TTS never intended to address this issue, but the trade off between direction and representation remains a significant issue for the future.

· Promotion of training to the tourism industry, by promoting opportunities for and benefits arising from training to individual businesses in the tourism sector;
· Use local contacts to identify case examples of ‘ordinary’ tourism businesses’ success to balance ‘Gleneagles’ examples.

· Build contacts with local industry leaders to promote benefits of development with other areas.

· Cease production of national brochures etc – these are not specific to local areas and often has inaccurate/out of date information.  Local promotion rarely uses this material.

· Provision of training, either directly by running courses, providing materials for others providers and/or providing financial support to underpin provision in the tourism sector;

· Shift emphasis away from developing specific courses towards promotion and adoption of ‘new’ issues into tourism development – environmental tourism, operational training (management information systems to help inform marketing) or new technology-based approaches to training delivery (CD-ROMs and the on-line training on the internet).

· Ensure that those working close to delivery to provide a check on reality.

· Build links to government training programmes to develop greater knowledge and awareness of current activity – Skillseekers and Modern Apprenticeships do figure in the skill training of chefs, bar managers and many other occupations in the tourism industry.

· Standard setting, whereby the body defines minimum and/or higher standards for different occupations relevant to the tourism sector;

· This is not currently the responsibility of TTS and we see no reason to change this position.  TTS should represent the interests of the tourism sector in any discussions with SUfI, NTOs and SQA as appropriate.

· Accreditation of courses, providing evidence that an individual has gained knowledge of a particular area of expertise linked to the standards set for that area;

· Similarly, this is also not currently the responsibility of TTS and we recommend that the situation does not change.  Most TTS courses are not accredited and the take up of formal qualifications remains low.  The introduction of accreditation for the range of short courses delivered at local level would however add considerably to costs for businesses and perhaps, even more so to the co-ordination of interests at national level.

· Monitoring and research to provide information on the comparative performance of the tourism industry against other sectors, to identify barriers to take up and assist in overcoming those barriers;

· to ensure a similar national quality in delivery that is has already achieved in its courses, more emphasis, research and discussion is required on how this is best done;

· review the range and depth of take-up of TTS courses on a regular basis, especially in terms of the trends in the number of smaller tourism businesses involved;

· The development of second stage follow-on training – what are industry’s requirements and if provision already exists what barriers are preventing take up?

· How can businesses best take advantage of collaboration to access training more cost-effectively?

· What developments in SME IiP can be adopted for promotion to tourism businesses?
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autonumlgl
Introduction


Tourism Training Scotland

 AUTONUMLGL 
Tourism Training Scotland (TTS) was established in 1992 with the following mission:

“To transform Scotland’s competitive position in tourism, through promoting quality training and career development for all who work in the industry, to ensure that a world-class quality of service is enjoyed by all visitors to Scotland”

 AUTONUMLGL 
TTS aims to promote training within the context of a developing tourism industry capable of supporting World class hospitality and service on the one hand, and developing tourism as a first choice career offering professional employment, training and career opportunities.  The aims of TTS are essentially threefold:-

· Creating a training culture among tourism businesses and their staff;

· Enhancing professional standards and the status of jobs in the industry;

· Improving access to quality training.

 AUTONUMLGL 
TTS is a joint industry/public sector forum involving a wide range of tourism operators, trade associations, training providers, the education sector and the main government agencies involved in tourism development.  TTS meets biannually to consider efforts to promote quality training and career development for all who work in the tourism industry.  TTS has no staff and as such cannot be contacted directly by tourism businesses.  In practice, the day-to-day management and delivery of TTS initiatives are undertaken by the tourism Team in Scottish Enterprise and Highlands and Islands Enterprise in conjunction with their respective LEC networks. 

 AUTONUMLGL 
The current functions of TTS involve:

· The development and delivery of a number of tourism related training courses (see Annex A for details):

· Welcome Host (including a number of variants – WH for Schools, WH Golfer, etc)

· Scotland’s Best;

· Scotland’s Best Manager;

· Conference Care;

· Tourism Business Success;

· Scottish Quality Retail Initiative.

· The promotion of a number of initiatives under the TTS umbrella:

· Investors in People;

· Excellence Through People (run by the Hospitality Training Foundation);

· Tourism related SVQs;

· Springboard Scotland.

 AUTONUMLGL 
TTS courses are currently managed by the Tourism Training Partnership on behalf of Scottish Enterprise and Highlands and Islands Enterprise.  TTP promote the take-up and oversee the delivery of TTS courses, collate management information and feedback on the course delivery, and reviews the quality of training providers before they can delivery TTS courses.  It should be recognised that TTS courses constitute only a proportion of the training offered in local areas.

Evaluation Workprogramme

 AUTONUMLGL 
The focus of the evaluation has been on the impact TTS training initiatives have had on tourism businesses and the issues surrounding the delivery and take up of TTS courses.  

 AUTONUMLGL 
This evaluation has sought to establish the impact of TTS and the range of initiatives undertaken through TTS in order to:

· Assess the economic impact and value for money of these activities;

· Identify areas of best practice which can be disseminated across the Scottish tourism industry;

· Make recommendations for the future needs of this sector of the Scottish economy;

· Establish whether the rationale of TTS remains valid; and,

· How far the TTS initiatives are contributing to the correction of market failures.

 AUTONUMLGL 
The evaluation has undertaken separate surveys, all conducted between October and December 1999, of:

· tourism businesses which have used TTS training initiatives;

·  businesses who had not been on TTS courses; and,

·  individuals who attended the courses.  

 AUTONUMLGL  
The sample of tourism businesses which have used TTS training initiatives was based on TTS records. According to TTS monitoring data, between June 1998 and February 1999 some 880 organisations had sent just under 3,500 people on to TTS training initiatives across Scotland.  Some 8% of these organisations are from the education sector reflecting the work undertaken on Welcome Host in schools and colleges.  A further 10% were classified on the database as being “Other” which includes public sector organisations (mainly Local Authorities but also ATBs and LECs) and other organisations not in the tourism sector – care homes and at least one vet are registered as attending Welcome Host, for example.  Given the nature of the evaluation, these organisations were excluded from the survey sample, and it was also agreed that school children would be excluded from the sample of individuals who had attended TTS courses, although those who had been at college were included in the sample.

 AUTONUMLGL 
The fieldwork was undertaken with a sample of 298 ‘TTS users’ drawn from the resulting database. However, when interviewed 44 said they had not made any use of TTS courses in the past two years, although they were on the database as having done so
);

 AUTONUMLGL  
The second survey of businesses involved 103 ‘non-user’ tourism businesses drawn from STB member lists in proportion to LEC area and tourism sub-sectors and then checked against lists of TTS attendees to ensure, as far as possible, that they had not used TTS courses.  Despite this, some ‘non-users’ had in fact taken part in TTS courses (although not in the past two years).

 AUTONUMLGL 
For the survey of individuals working in the tourism industry, 197 people were interviewed, drawn from a database of TTS course attendees.  The samples covered in all three surveys are distributed both geographically throughout Scotland and also across tourism sub-sectors, and broadly represent the population of tourism companies using TTS training.

 AUTONUMLGL 
In addition to the fieldwork with businesses and individuals, interviews were carried out with those responsible for tourism training in each LEC area across Scotland, Scottish Enterprise and Highlands and Islands Enterprise, members of TTS and the Scottish Tourism Forum and a number of Area Tourist Boards.

 AUTONUMLGL 
The results for all three surveys are presented together in order to shed a more cohesive light on those issues that have emerged as critical.  In keeping with our original brief, the following sections of the report consider the impact of TTS under three distinct headings:

· Operational: management and implementation issues, who has benefited from TTS initiatives, appropriateness of their design and delivery and suggested improvements;

· Efficiency and Effectiveness: the difference TTS initiatives have made to the operation and performance of tourism businesses and the effectiveness of individuals;

· Strategic: wider issues including the extent to which TTS has achieved its objectives and whether there is a continuing rationale for its intervention, and recommendations on the future development of TTS and the training development needs of the tourism industry.

 AUTONUMLGL  
The study also sought information from a number of overseas countries to provide some comparison of tourism training practice elsewhere. The findings from this part of the study are briefly considered prior to discussion of the survey of businesses and individuals in Scotland.
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autonumlgl
Approaches Adopted in other Countries

 AUTONUMLGL  
In considering the future structure and delivery of tourism training in Scotland, it is of interest to consider experience and practice in other countries which have similar geographic and development options. Therefore, contact was made with Norway, Denmark, Canada, Ireland and Wales, together with the European Commission, to review current practice.

 AUTONUMLGL  
Key features of each approach to tourism training are set out below.  (Detailed descriptions are in Annex ).

	Norway
	· No specific tourism training arrangements outside of the full time education sector - formal vocational training structures deal with tourism alongside all other sectors.

· Some tourism associations undertake initiatives within their own local areas

	Canada
	· Training is the responsibility of the Canadian Tourism Human Resource Council set up in 1993 alongside 30 other sectoral training organisations. Tripartite body – industry, public sector and unions funded by public sector and sales of publications.

· Objectives are to elevate service and hospitality standards within the tourism industry, as well as to inspire and instil professionalism and pride amongst service staff.

· Works closely with provincial tourism authorities and has established occupational standards for more than 50 tourism occupations in consultation with the tourism trade - cover basic entry level to Director level across different sub-sectors.

· In-house training most significant approach using workbooks produced by the Council.  Assessment using in-house assessors trained by Council.

· Short courses run by Provincial Tourism Education Councils – customer service training programmes – and promote National Council’s Workbooks

	Denmark
	· Tourism Development Centre was established in 1996 to encourage the development of increased competence within the tourism industry - partly as a reaction to the perceived low levels of training within the tourism sector.

· Centre is a partnership between the Joint Council of Danish Tourism Trades and the Ministry of Business and Industry.  Governed by tripartite tourism industry, unions and government

· About half the funding comes from Government, with around 10% in the form of annual membership fees from tourism associations and one or two individual organisations such as SAS and Danish Railways. Charges for services provided in undertaking individual projects and initiatives with individual enterprises, often drawing on EU sources of support make up remaining 40%

· Centre is concerned with concept development and seeking to motivate businesses. It provides a framework for co-operation and joint working, pilot initiatives with small groups of enterprises. Results are used to promote good practice through seminars and publications

· Training delivered through network of vocational training schools (part of highly structured national vocational training system) – full-time for post 16 but employed can undertake courses part-time.  Has been criticised by industry as not meeting needs.  Short courses also available through this route

· All sectors pay a training levy so that entry to courses in then free – even so the tourism sector has the lowest educational training attainment of any sector – unsuitability of the course structure, relatively large numbers of casual and part time workers, lack of motivation and unwillingness to pay extra to customise training

	Ireland
	· Tourism training in Ireland is conducted under the auspices of CERT, the State Tourism Training agency. The Agency is concerned with tourism training at school, college and at work, working with schools, colleges and tourism trainers as well as directly running its own training centres.

· Career training is provided at four levels, ranging from elementary level, primarily aimed at new entrants, through craft and advanced to diploma level.

· A number of the courses include work placements, which are eagerly sought after by the industry. The relative dearth of trained personnel and a highly competitive labour market has enabled CERT to be selective in work placements and to encourage the industry to develop and take up the Quality Employers Programme launched by the Irish Hotels Federation in 1996

· CERT also provide business and professional development training, under two broad categories. Enterprise Training is primarily for new or developing businesses while Professional Development courses are targeted at managers and employees. 

· CERT has eight regional training advisers who interface with the industry in their region and encourage and promote directly to associations, key clients and local organisations through County Enterprise Boards and LEADER areas.

· Full costs are re-charged by CERT to the local body – the degree of subsidy they provide depends on local circumstances and the presence of EU funding.

· Ireland’s Best is delivered to the whole business rather than individuals, and takes place over several weeks. Visitor satisfaction surveys are undertaken before, during and after the course, with the training days being supported by course material and workbooks. The cost for individual establishments is relatively high at around £4,000. Even so, the course still attracts around 2,000 people a year.

· The Irish approach is very different to most countries and possibly unique in Europe in its integrated and comprehensive approach to tourism training. CERT has a budget of around £17 million, (majority EU funding). Other sources are national government, earnings from courses (currently around £1 million a year), and industry contributions through a levy scheme (£300,000).

	Wales
	· Tourism training in Wales has primarily been the responsibility of the Wales Tourist Board working with a range of partners. Tourism Training Forum for Wales launched in November 1999 involving representatives from the industry, WTB, TECs, Welsh Local Government Association, Further and Higher Education, Trade Unions, Cadw, Sports Council for Wales, Arts Council for Wales, Council of Welsh Museums, Regional Tourism Councils, National Training Organisations and careers advisers

· The Forum is an independent body to represent, improve and promote the call for increased training in the Welsh Tourism industry. It was set up to assist and inform all those responsible for tourism education and training decision making in Wales. Based on evidence on lower take-up, smaller operations are identified as a focus for future support activities.

· An action plan for the next five years is currently being prepared. The Forum has produced advisory cards on sources of training and advice. They have also launched a competition to identify good practice and industry champions. Entrants have to give details of their training efforts, innovative approaches to training and suggest how they would use the prize money to extend their training efforts.


 AUTONUMLGL  
It is clear from the information gathered that the approach to tourism training varies widely from country to country. Major differences include:

· The structure for tourism training ranging from dedicated executive agencies focused solely on tourism training in Canada and Ireland to the informal partnership approach in Wales and Scotland,

· The focus of delivery of training from vocational schools and colleges in Denmark and Norway to in-house, self development in Canada

· The cost structure for training with full charging in Canada to free entry in Denmark

· The range and certification of courses, from a comprehensive and centrally certified occupational standards in Canada and Ireland to a much less focused approach in Denmark.

 AUTONUMLGL  
Of the various models adopted, the Canadian and Irish approaches have much in common in that:

· They both have strong central executive agencies dedicated to training in the tourism sector.

· They both have a relatively comprehensive and certified range of courses providing individuals with nationally recognised qualifications

· While much of the development of courses is carried out centrally, there is a strong reliance on regional and local vehicles for delivery 

· Tourism training take up appears to be comparable with other sectors in each country, although the circumstances vary, and in the case of Canada, the agency has been active for a long period.

 AUTONUMLGL  
In terms of the Scottish context, the adoption of this strong central approach would have a number of implications.  Such a body could develop standards across the full range of tourism occupations, exercise quality control and  monitoring, and develop and promote course training material.  Delivery and promotion could continue to be devolved to local bodies.  However, such a body would also require significant central funding support, and its functions would duplicate or conflict with existing organisations concerned with education standards and training across a broader front.  The role of the Scottish University for Industry could be significant in this respect in future.

 AUTONUMLGL  
The approach to charging for training also varies from country to country. Evidence on the impact of different policies is ambiguous. Canada with a charging policy claims a relatively good rate of take up, but the latter may reflect both the certification system and a different cultural attitude to payment.  Denmark with free access has a relatively low take up, but this may be influenced by a perceived mis-match between training courses and industry needs. Ireland has a mixed approach whereby it seeks to ensure that individuals taking full time courses do not suffer a loss of income, while seeking to recover CERT costs in delivering customised courses at local level.  The latter approach leaves it open for local agencies to subsidise costs to meet local needs or circumstances heavily back by European funding. 

 AUTONUMLGL  
The take up of training by individual businesses is likely to be strongly influenced by their perception of the benefits arising from having better skilled employees against the actual and opportunity costs involved. Equally, from a national standpoint, the purpose of encouraging training within the industry is to achieve a better skilled and more competitive tourism industry. Yet training and personnel development is only one element, albeit an important one, in the development of both individual businesses and the industry as a whole. 

 AUTONUMLGL  
In this context, it is of interest to note the approaches adopted in Ireland with regard to local enterprise training, in Wales to the development of local training opportunities in LEAD areas and the Danish initiatives in working with local groups. In each case, training is embedded as part of a wider package of business development, and the approaches involve the creation albeit covertly of informal networks and links between businesses within the local area. In principle, such an approach should result in a more sustainable tourism development than might otherwise be the case. 

Summary of key issues

· All countries possess some form of national body responsible for promoting and often delivering training to the tourism industry;

· There are substantial variations in approach between countries across a number of issues:

· The creation of informal networks and links between businesses within local areas in Canada and Ireland contrasts with the more individual focused approach in Denmark (where all training is structured more formally);

· The extent to which training attempts to be comprehensive and the degree to which it is accredited; and,

· The level of charges and availability of subsidies.
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 AUTONUMLGL  
Tourism Training Scotland Operational Issues

 AUTONUMLGL 
Tourism Training Delivery Mechanisms

Delivery Structure

 AUTONUMLGL 
To encourage the development of tourism training approaches in LECs, Scottish Enterprise (SE) and Highlands and Islands Enterprise (HIE), supported the establishment of a specific post – a tourism training associate (TTA) in each local area.  These posts were set up during 1995 and were intended to ensure that at least one individual was responsible in each local area for pulling together the issues facing the design, delivery, promotion and take-up of training for tourism businesses.  The majority of LECs either appointed a TTA or nominated an existing member of staff to play that role.  Lanarkshire Development Agency did not appoint anyone, in keeping with their policy not to focus on specific sectors.  

 AUTONUMLGL 
In the Scottish Enterprise area, funding was made available for 6 months (with an expectation it would be matched locally for a further six months).  As a result, in a number of LEC areas the TTA ceased to exist following the first year but many were absorbed into the ‘system’ – either employed directly by the LEC or through local enterprise trusts.  In HIE these posts have been supported since their creation with the support of European funding and are therefore more identifiable within the LEC structure.

Problems of delivery of training to the tourism industry

 AUTONUMLGL 
The structure of the tourism industry – a few larger organisations and a very large number of very small organisations – provides a unique challenge for delivery.  No one organisation has the time or resources to develop and maintain contact with such large numbers, hence:-

· most LEC staff focus on key companies – defined by their size they tend to be the larger hotels and visitor attractions in the area.  In most cases these amount to between 15 and 30 organisations – often larger independent hotels or visitor attractions - working through business development reviews to identify specific business development issues;

· Provision for remaining (often smaller) tourism business is more reactive using ‘training organisers’ – typically local enterprise trusts or ATB – who manage the contract for the LEC and ensure marketing of programmes.  Approved TTS training providers are awarded contracts to deliver range of TTS and local courses and are expected to fill the places.  To a large degree, this is primarily “bums on seats” training – the courses sell themselves and while training providers do sell-on other provision the focus is clearly training rather than business development orientated.

 AUTONUMLGL  
Views of local tourism executives on whether more substantive action was worthwhile tended to vary depending on:

· Nature of the local tourism market, especially the existence of larger numbers of very small businesses and particularly ‘lifestyle’ businesses, and

· Whether or not LEC staff felt there was any potential return from investing time in market research on demand for different forms of training.

 AUTONUMLGL 
Having said this, the majority of areas have undertaken some action to fill the gap between the majority of tourism businesses and their key clients.  This has taken the form of a number of initiatives:

· One-off consultation exercises focusing on training needs and preferred approaches to delivering training;

· The establishment of interest groups (typically businesses from the same sub-sector) to develop common interests and take advantage of economies of scale;

· The development of tourism business networks.

 AUTONUMLGL 
The results of one-off consultation exercises have been mixed to say the least – they suffer from businesses either not recognising their needs or not translating need into demand.  Almost all those interviewed had at least one story of consultation leading to provision of new or developed courses which were then not taken up by the industry.  In many respects discussing training in abstract rather than organising and paying for courses and managing with the implications of staff being away from their jobs will always mean that market research has only a limited value.  

 AUTONUMLGL 
However, such exercises are often the starting point for developing on-going relationships and greater ownership among tourism businesses.  It has already been noted that much of the LEC tourism effort is absorbed by the key client approach. While the one on one approach has the highest potential for delivering change, the resources substantially constrain the number of businesses that can benefit from such treatment. Furthermore, some commentators have suggested that small and micro operators are often wary of national initiatives such as IIP and Business Development Reviews, perceiving them to be more suited to medium and larger companies. On the other hand, despite efforts to involve the trade in identifying training needs, there continues to be uncertainty in the number and penetration of training courses offered in any particular area. 

 AUTONUMLGL 
An option being developed by a number of LECs is to target initiatives on particular sectors or areas, seeking to bring together businesses with common needs and to supply training opportunities tailored to those needs. In principle, this approach has a number of advantages in that:

· It targets the use of resources on groups with defined characteristics;

· By bringing together groups of businesses within a particular sector and area, it encourages them to identify their common training needs;

· It enables training provision to be customised to the groups specific needs with regard to content and delivery times;

· It promotes greater ownership of the process and commitment by businesses;

· The pursuit of a common training interest can strengthen informal networking locally and allow joint ventures in other fields such as marketing.

 AUTONUMLGL 
The approach does normally require a local facilitator to bring together the group in the first instance.  In Fife, the LEC has used an external facilitator to bring together local attractions for joint marketing and training initiatives.  In Lochaber, the group developed from a concern about recruitment. 

 AUTONUMLGL 
Where successful, the group focus can result in greater training take up amongst a sector or area than would otherwise be the case, and generate additional benefits from encouraging networking for other joint work.

Training as a function of tourism development

 AUTONUMLGL 
The reason for undertaking training is to strengthen the competitiveness of destination areas, individual businesses in those areas and the employability of individuals working in the tourism industry. Yet training is only one element, albeit an important one, in contributing to the total business success of any individual operation. 

 AUTONUMLGL 
Thus, in their work with key clients, LECs normally insist in the production of an overall assessment of the companies strengths and weaknesses in the form of a Business Development Review or its equivalent to provide a platform for agreeing an action programme to develop the potential of the business.  Staff and management training will normally be an important part of that action programme, but it is set in the wider context of business development and related to the other business development activities essential to the future of the company.  

 AUTONUMLGL 
Focusing on the development of local tourism, rather than the more narrow concern of tourism training is a key element of the key company approach and TTS needs to encourage further development of such an approach with a wider network of tourism businesses.  There is no ‘blueprint’ for developing such a network.  The development of one of the most successful network established so far – by Lomond Enterprise in Dunbartonshire which involves almost 200 tourism business – adopted the following approach:

· An initial focus on local business ‘leaders’;

· Periodic meetings facilitated by Lomond Enterprise but directed by a business-based steering group;

· Open agenda set by businesses around the development of the local tourism product;

· Use case examples and the network champions to demonstrate impact on business success;

· Expand on basis of local credibility and industry led agenda;

 AUTONUMLGL 
There is a need to accept the longer timescales involved in this approach - while the Lomond network now has over 200 members, this is as a result of almost 7 years development work.  But results would appear to suggest it is worthwhile: the Lomond area has the highest proportion of 3 and 4 star B&Bs in Scotland.  Moreover, the resulting demand for training is high – not just WH but broad range of management and business development.  75% have internet sites minimum booking are 35% with some at 100% through web pages.

 AUTONUMLGL 
While, the Lomond partnership has been established the longest, a number of other LEC areas have been developing along similar lines:

· The Fife attractions group is concerned with joint marketing activity as well as tourism training so that companies can take up the potential delivered as a result of the marketing activity.  

· SET have set up a Tourism Network across its area, although it is organised on a sub-area basis, hosted in turn by a local tourism businesses.  The ATB organise the meetings on behalf of SET with a focus on a wide range of topics of interest to tourism businesses. 

· Nairn Hoteliers Association has developed a hoteliers group which has promoted the take up of formal qualifications through SVQs.

· The Inverness and Nairn Tourism Strategy Group was established with representation from industry, education training sector and careers service.

· In Lochaber the Tourism Focus Group was set up following local concern about recruitment issues in the industry.  This group of around 30 businesses is part of the annual consultation process and has led to more frequent contact with a group of local tourism businesses.

· The Ayrshire and Arran Tourism industry forum;

· Dumfries and Galloway have a Tourism Training Forum which is industry-led and the LEC are developing a Scotland’s Best Managers’ club which meets twice a year and acts as a refresher and opportunity to network.

 AUTONUMLGL  
Glasgow (and now Renfrewshire) set up with Glasgow city council and Greater Glasgow ATB a Tourism Training Unit six months before TTS was launched.  Its role is to promote quality training to tourism businesses – in effect a mini TTS.  Set up a register of courses and referenced providers which are “quality assured”.  To get on database each provider must give two references from tourism businesses trained in last six months.  The unit then follows these up if a business is interested in doing course.  Provides a mix of TTS and local courses with a remit to be developmental – they developed Conference Care and have developed the new Focus on Feedback (customer complaint/complement systems).  Unit doesn’t do training needs analysis or BDRs so there is an issue of how they link to GDA business development side of training.  Work closely with 150 companies but have an open door policy.

 AUTONUMLGL 
Glasgow and Renfrewshire are the only areas to have developed more formal structures to address the quality of training.  In almost every LEC area, outside of the very rural regions, respondents felt that there was no difficulty in sourcing any amount of training although in some areas the choice of provider was limited and may effect the quality of training in some subject areas.  In the more remote areas the same range of training is available but at a much higher cost and this is perceived as having an effect on the level of take-up.  

Charging policy

 AUTONUMLGL 
TTS does have pricing rules but these allow for a degree of flexibility.  For example, the lowest cost Welcome Host is £10 in Borders and Argyll & Islands.  Glasgow charge £35 and LEEL £55 (full cost).  In many cases the WH packs are sold at less than printing cost.  In the majority of areas the prices are set according to what the tourism executives believe the market will bear, although in many cases access to European funding can have a dramatic effect.  All areas adopt a single pricing rule for each individual attending, whatever the size and type of business involved.

 AUTONUMLGL 
Operational Issues Arising from the Surveys

Who is involved?

 AUTONUMLGL 
The sample of TTS user businesses broadly reflects the take-up of training according to the TTS monitoring database.  The survey was intentionally biased to include a greater proportion of ‘core’ tourism businesses – accommodation, visitor attractions etc.  Schools and colleges were excluded from the survey.  Accommodation is the largest sub-sector accounting for just over half the sample, followed by travel and transport and then visitor attractions.  
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Figure 3.1 Size distribution of sample businesses
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 AUTONUMLGL 
Businesses in the ‘users’ survey tended to be larger in terms of full-time equivalent posts (FTE) than those in the ‘non-users’ survey, with respective averages of 25 and 15.  This coincides with other findings from the survey that the larger the business, the more likely they are to undertake training.  We believe these figures are higher than the average for the tourism sector as a whole (the previous survey carried out in 1996 found an average of 11 FTE employees).  The size distribution of surveyed businesses has captured the variety within the industry as a whole but we suspect that lower numbers of smaller businesses are involved in TTS.

 AUTONUMLGL 
The sub-sectors in which the individual employees surveyed worked also broadly reflects the geographical distribution and sub-sectors into which surveyed businesses fell.  Their characteristics were:  

· 60% were women;

· 75% were under 45 years of age;

· just under two thirds held full-time posts;

· a quarter were part-time but permanent, 

· with 10% in seasonal positions.

Focus of training within businesses

 AUTONUMLGL 
Where training is undertaken by businesses, it is more likely to be among management staff and those dealing with the public (e.g. reception staff) than operational and/‘back office’ staff: 55% of user businesses and 50% of non-users only train management or those dealing with the public.  Perhaps of greater significance, given the labour market structure prevalent in the tourism industry, was the depth of training across employee types:

· 72% of businesses, both users and non-users, only trained permanent employees;

· over 50% only trained permanent full-time staff; and,

· less than a quarter offered training to seasonal staff.  

 AUTONUMLGL 
The individuals’ survey, however, is more positive in this regard, with the great majority of respondents citing no differences in training available between management/front of house and others or between permanent and non-permanent staff.  Figure 3.2 shows the distribution of people interviewed by occupational type.  Front of house staff form the largest group, followed by managerial staff and other operational staff (cleaners, security staff etc).  Skilled operational staff (chefs, guides, etc) represent only 7% of those interviewed which probably reflects the type of training on offer from TTS – primarily customer care – rather than the skill needs of such individuals.

Figure 3.2 Individuals by occupational type
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Attitudes to tourism as a career

 AUTONUMLGL 
The survey of individuals found that many in the industry are positive about their jobs and future prospects:

· Just over three-quarters of respondents consider themselves to be part of the tourism industry – those who do not were predominately those in school/college;

· Almost two-thirds considered it as being their long-term career – primarily because they enjoy their work and considered the industry offered good prospects; 

· On average they had been working in the industry for 2½ years or just over 3 seasons; and,

· Most cited broadly positive reasons for wanting to work in the industry – 28% because they were interested in their job, 14% because they were interested in tourism;  

· Overall, some 24% cited some form of flexibility – part-time working, meets family commitments, flexible or seasonal employment as being the reason behind taking their current job.  Only 3% cited the lack of alternative (preferable) employment as a negative reason.  

 AUTONUMLGL 
When asked what they liked about their job, contact with people was the most popular feature (47%).  The ability to work in their locality and the opportunities of career progression offered by their company or industry (12%).  Terms and conditions are not considered as an asset by the employees of the tourism industry: on balance pay and conditions were compared unfavourably to similar jobs and the long and unsociable hours were not appreciated by between a fifth and a quarter of respondents.  

Attitudes towards training

 AUTONUMLGL 
Overall, 86% of user businesses said that they considered training important to the future development of their business.  Nearly seven in every ten considered it “very important”.   Non-users who have not undertaken any training are very unlikely to consider training as important, but of those non-users who have undertaken some training, over 80% considered it important (71% “very important”) – very similar ratings as among ‘user’ businesses. Among users, not surprisingly, the more training a business had undertaken, the more positive they were about its importance to the development of the business.  

 AUTONUMLGL 
Size of business is significant: 

· 26% of businesses with 5 or fewer FTE did not consider training to be important;

· whereas every business with more than 100 FTEs did;

· Overall, 67% of all surveyed businesses (users and non-users) considered training to be quite important or very important.  

This is marginally higher that the 62% of companies who reported training was either very or quite important to their business in the 1996 survey.

 AUTONUMLGL 
This overall positive attitude to training is emphasised by the survey of individuals, in which nearly three quarters of interviewees found their managers to be “positive, encouraging all staff to go on training courses” and only one in ten considered their employers to be negative towards training.  Employees had little experience of tourism related courses as part of their school or college education, although a small proportion had participated on ‘Welcome Host at School’.

 AUTONUMLGL 
When businesses were asked to explain their attitude towards training, the most common reason was the impact on their bottom-line:

· with 55% of user businesses who considered training important cited bottom-line business benefits;

· 44% said training was important because of its ability to motivate staff;

· 47% non-users (who have undertaken some training in the past two years) cited the bottom-line rationale; and,

· 88% cited the staff motivation rationale.  

While these proportions appear to be higher than those in the previous study (12% of all respondents), there is no indication that participation in TTS per se increases the likelihood of businesses perceiving either bottom-line or staff motivation effects of training.

Training Infrastructure

 AUTONUMLGL 
There is a mixed picture regarding the extent to which this overall positive rhetoric regarding training is reflected in practice and procedure on the ground.  On the one hand, 90% of ‘user’ businesses and 75% of ‘non-users’ who have undertaken training use external training providers away from their own premises which suggests a willingness to commit both money and time to training.  On the other hand, such reliance on external trainers might suggest that businesses are not taking full responsibility for training through development of internal procedures and facilities.  

 AUTONUMLGL 
There is some evidence that in many cases, the latter scenario applies: for example, although three quarters of user businesses reported having a training budget, only 20% of these were able to say what that budget was (amongst non-users only three businesses were able to specify their training budget), suggesting that it was not an important feature for the business.  Furthermore, in those cases where such a calculation was possible (only 18 in total were able to state both their training budget and their overall turnover), the training budget appears to be a very small proportion of overall turnover, just under 1% of their overall turnover.  There are too few responses to ensure this estimate is robust.  Nevertheless, this is not out of line with experience of other evaluations of training initiatives – specifically a recent study of IiP companies.

 AUTONUMLGL 
Businesses were also asked if they had any other training arrangements and facilities such as staff who have specific responsibility for training (as opposed to a general manager or supervisor), a company training strategy, personnel training review processes, such as a training matrix or any in-house trainers including certified SVQ assessors or verifiers.  Approximately two in every five user businesses reported that they had none of these arrangements and facilities, in stark contrast to the 86% who purported to consider training as “very important” or “important”.  This suggests that fewer companies practice what they preach.  Furthermore, of those who do have any of these sorts of arrangements/facilities, nearly half only have one or two, slightly fewer have three or four and the remainder (some 16%) have five or all of them.  The story is very similar amongst the non-user businesses, a quarter of whom had no such facilities/arrangements, and another 60% only had one.

 AUTONUMLGL 
Within these overall results, it is clear that size matters: the bigger the business, the more likely they were to have these sorts of arrangements and facilities in place.  For example, in the users survey, whereas only 5% of businesses with five or fewer FTEs had a training budget, 75% of those with 200 or more did; where 14% of businesses in the smallest category had a personnel training review process, 91% of the biggest did; and where all those with more than 200 FTEs had a company training strategy, only one in five of those with five or less did.

What types of training?

 AUTONUMLGL 
The type of training undertaken also suggests that the approach is more sporadic and ad hoc than strategic and planned.  Amongst both users and non-users, the emphasis is on Welcome Host and Scotland’s Best and health and safety or other regulation orientated training.  Only a handful of businesses (3% of user businesses and 9% of non-users) have undertaken operation focused courses, and even fewer (2% of users, 9% of non-users) courses which lead to a vocational qualification.  This balance is reflected to some degree in the training undertaken as revealed in the individuals’ survey, although 39% specifically mention induction training as well.  However, induction training may not be much more than being ‘shown the ropes’.

 AUTONUMLGL 
It is interesting to note that higher proportions of non-users undertake more substantial training than users, although the proportions of both are low.  The distinction between users and non-users is defined purely by their usage of TTS training initiatives – non-users are not necessarily non-trainers.

 AUTONUMLGL 
Just over 60% of all businesses, users and non-users, have been involved in at least one government programme.  In particular, the numbers involved in Investors in People is much higher than on average across all sectors.  It is our strong suspicion that it is much higher than the average across the whole tourism sector.  The implication is that the companies surveyed are, on the whole, much more training friendly than average, and interpretation of the results should bear this in mind.  It is interesting to note that those who have participated in TTS courses are more likely to have had involvement with IiP.  Face-to-face interviews strongly suggest that the causal direction starts with IiP, not the other way round – in other words, involvement with IiP encourages businesses to look for training, rather than involvement with TTS courses necessarily encouraging businesses to go on to IiP.

Table 3.1:  Involvement with government programmes

	
	No. businesses
	Percentage

	Investors in People (achieved recognition)
	86
	27

	Committed to Investors in People
	57
	18

	Skillseekers/Modern Apprenticeships
	72
	22

	New Deal
	60
	19

	Training for Work/Work Based Learning for Adults
	15
	5

	Other
	32
	10


Once again, size matters, with smaller businesses (often B&Bs and unlicensed hotels) less likely to have become involved with such programmes.

Significance of TTS training

 AUTONUMLGL 
TTS courses represent a significant part of many businesses’ training activity.  For some, TTS courses, such as Welcome Host or Scotland’s Best are the only form of organised training they undertake.  On average businesses had used three different types of training in the last three years, although more than a third had carried out just one.  In comparison, of the 103 businesses in the non-users survey, over three quarters (77%) had undertaken no training in the past two years whatsoever.  

 AUTONUMLGL 
Attitudes among these non-users towards not training either did not see the need:

· 18% never considered training as a means to improving the business;

· 17% did not see the need to improve the performance of their business;

· 13% knew all they need to know from running their business;

or considered the costs outweighed the benefits:

· one in ten thought training was generally good but that they did not have time to release their staff;

· a similar proportion said that training was a potential waste of money as trained employees are more likely to leave;

· a smaller proportion (8%) said there was no information to identify what training was appropriate or good quality and 7% thought that the skills learnt were not relevant to their business.  

· Only 3 companies were put off training by a bad experience of it in the past.

Finding out about TTS

 AUTONUMLGL 
Just over half of user businesses surveyed had heard of Tourism Training Scotland prior to being interviewed.  LEC staff when interviewed suggested that this figure would be lower, perhaps reflecting the lower level of awareness found the previous survey (30% of respondents).  Furthermore, understanding of what TTS was about is probably more developed than LEC and other TTS officers might think, with three-quarters of these suggesting a rationale for TTS.  Unprompted:

· 14% of those who had heard of TTS reported that it is there to provide industry led training courses;

· 40% that it promoted the importance of training to the tourism industry;

· 11% that it promoted tourism as a worthwhile career; and,

· 32% that it acted as a quality standard/indicator of training relevant to the tourism industry.  

 AUTONUMLGL 
This suggests that the ‘brand’ of TTS still has some value amongst tourism businesses even though this was never an explicit objective of TTS.
 AUTONUMLGL 
Awareness among the ‘non users’ of TTS courses is lower, with slightly less than a third of companies having heard of it.  Those non-users who had undertaken any training in the prior two years were more likely to have heard of it than those who had not.  

 AUTONUMLGL  
Only 22% of employees surveyed were aware of TTS, and only three quarters of these were able to offer any explanation of what TTS does – this suggests that pressure to go on courses because they are part of TTS is unlikely to come from employees, particularly as over 70% of individuals said they found out about training in general through their employer and had been asked to attend – either as part of initial training (27%) or in order to improve specific skills (46%).  Only one in five employees said they had gone on a training course at their own request. 

 AUTONUMLGL 
The relationship the business has with the Local Enterprise Company (LEC) appears to be a factor in participation in TTS courses.  Amongst user businesses, 53% reported that they go to their LEC when they want to find out about training, with 31% using their Area Tourist Board (ATB).  However, amongst non-users, only 38% say that they would go to their LEC, but 72%, nearly twice as many, would go to their ATB (of these, those who have done any training in the last two years are slightly more likely to go to their LEC).  There certainly seems to be some scope for ATBs to enhance their referrals of businesses enquiring about training either to the LEC or direct to TTS courses (which would probably be via the LEC in any case).

Take-up of TTS Initiatives

 AUTONUMLGL 
Table 3.2 shows the pattern of TTS courses attended by businesses in the users survey.  Welcome Host and the one-day Scotland’s Best course were by far and away the most common, with the two-day Scotland’s Best manager’s course also relatively popular.  Conference Care and Natural Cooking courses were attended by just over 10% of businesses but 2% or fewer attended the remaining courses – Excellence Through People, Tourism Business Success and Scottish Quality Retail.  

Table 3.2:  Take-up of TTS courses

	
	No. businesses
	Percentage

	Have not attended any TTS courses
	44
	15

	Welcome Host
	197
	66

	Scotland’s Best (1 day course)
	128
	43

	Scotland’s Best for Managers (2 day course)
	89
	30

	Tourism Business Success
	6
	2

	Natural Cooking for Scotland
	32
	11

	Conference Care
	37
	12

	Scottish Quality Retailing
	2
	1

	Excellence Through People (Hospitality Training Foundation)
	7
	2


Source: CPC Survey

 AUTONUMLGL 
Figure 3.3 clearly shows the relationship between size of business and level of take-up.  Each of the primary TTS courses have a trend to greater take-up among larger businesses.  Moreover, while the difference in take-up between the smallest and largest for Welcome Host is around 40%; this is over seven times greater for the more substantive Scotland’s Best Manager.

 AUTONUMLGL 
Penetration rates across different tourism sub-sectors reflect the size issue.  All B&Bs and unlicensed hotels in the sample had fewer than 5 FTE employees and this is reflected in the differential take-up of Welcome Host compared to other courses.  Welcome Host would appear to have achieved a broadly equivalent penetration rate across the sub-sectors of around 60% and Scotland’s Best a similar feat at around a third of businesses with the exception of travel and transport in each case.  The ‘demand’ for Scotland’s Best Manager, Natural Cook and Conference Care is more specialist, especially that for Conference Care.

Figure 3.3 Take-up of TTS Courses by size of businesses
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Figure 3.4 Take-up of TTS Courses by sub-sector
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 AUTONUMLGL 
On average user businesses were slightly more likely to attend more than one course (37% have attended just the one TTS course: 47% two or more).  As with previous criteria, the larger the business the more likely they are to attend more than one type of course.  Businesses with more than 100 employees are more than twice as likely than those with 5 or fewer to undertake 2 or more courses (80% and 30% respectively).  This is reflected in the sub-sectors containing more of the smaller businesses – particularly B&Bs and unlicensed hotels.

 AUTONUMLGL 
In the majority of cases (67%), the most frequent combination is Welcome Host and Scotland’s Best (one day).  Only 32% of the surveyed businesses have attended both Welcome Host and Scotland’s Best (One day), suggesting that relatively few businesses progress from one to the other.  

 AUTONUMLGL 
Nearly two thirds of those in the individuals’ survey participating in TTS courses had undertaken Welcome Host, although less than a quarter had done Welcome Host and another TTS course, once again indicating that progression through the courses is not that common (only 14% had done both Welcome Host and Scotland’s Best for example).

Quality and appropriateness of TTS Initiatives

 AUTONUMLGL 
Businesses were asked to score the courses on a number of criteria.  It is important to bear in mind that these are indicative only, given that different businesses will not only have different expectations of these relatively short training courses, but will also have attended different numbers of courses, and so will have different benchmarks for comparison.  

 AUTONUMLGL 
Overall there is clear satisfaction with all TTS courses amongst businesses who have used them.  In particular, both Scotland’s Best courses and Tourism Business Success have been very well received (although the numbers participating for the latter are low).  The seven businesses in the non-users survey who had used a TTS course at some point took part primarily in Welcome Host followed by Scotland’s Best and also rated the courses highly, scoring the latter slightly better than the former.

 AUTONUMLGL 
In terms of how relevant user businesses felt the course was to them, only Welcome Host and Tourism Business Success came lower on this measure than their overall score.  Welcome Host was also the only course to score lower (just) on course content than its overall score.  Only Natural Cook scored better on available support than its overall score.  All courses scored lower (sometimes significantly) on the availability and suitability of follow up training than on their overall score.
Table 3.3:  Average score (out of 5) given by businesses participating in individual TTS courses

	Course
	WH
	SB
	SBm
	TBS
	NC
	CC
	SQR
	ETP

	Number attending
	197
	128
	89
	6
	32
	37
	2
	7

	Overall
	3.97
	4.15
	4.14
	4.20
	3.73
	3.47
	4.00
	3.67

	Relevance to business
	3.92
	4.28
	4.29
	4.00
	4.06
	3.86
	5.00
	4.33

	Course content
	3.94
	4.22
	4.29
	5.00
	4.06
	3.67
	-
	4.33

	Available support
	3.55
	3.67
	3.88
	4.00
	3.79
	3.35
	-
	4.00

	Availability of follow-up training
	3.31
	3.37
	3.38
	4.00
	3.08
	2.69
	-
	3.33

	Suitability of follow-up training
	3.17
	3.41
	3.60
	4.00
	3.18
	2.55
	-
	3.00


Key: WH – Welcome Host; SB – Scotland’s Best (One day); SBm – Scotland’s Best for Managers; TBS – Tourism Business Success; NC – Natural Cook; CC – Conference Care; SQR – Scottish Quality Retailing; ETP – Excellence Through People (Hospitality Training Foundation).

 AUTONUMLGL 
The fact that Welcome Host scores lower on all specific measures than its overall rating is not a ‘logical’ finding.  Face-to-face interviews would suggest that comes about because businesses are persuaded by the principle and rationale behind Welcome Host, but find that in reality the course does not quite match up to expectations.  A further significant finding relates to the scores regarding follow-up training, which from these results would appear to be a weak aspect of the experience of the courses.  Again, face-to-face interviews suggest that businesses are sometimes not clear what their next step should be, even when they are keen to progress (see 4.2.).  These results echo the findings of the previous study which reported some misgivings over the depth of Welcome Host.

 AUTONUMLGL 
Larger businesses appear to rate TTS courses consistently highly, although for Welcome Host this is somewhat out of line with smaller businesses and particularly so for medium-sized firms.  Both Scotland’s Best variants have positive trends in ratings with larger businesses being more appreciative.  The position for Natural Cook and Conference Care is more mixed and may just reflect the overall lower numbers attending this course.  Across the piece, there is very little variation in overall high ratings by different sized businesses for all TTS courses.  This is particularly true when considering the scores given by different sub-sector (see Figure 3.6).

Figure 3.5 TTS Average Scores by size
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Figure 3.6 TTS Average Scores by sub-sector
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 AUTONUMLGL 
Participating individuals were as positive about the TTS course(s) they had attended as businesses, if anything, slightly more so:  

· 40% of those who had done Welcome Host thought it ‘very useful’ and another 50% ‘useful’; 

· with equivalent figures for Scotland’s Best of 42% and 52%;  

· The ratings for Scotland’s Best for Managers were even higher and for Conference Care slightly lower (both had far fewer instances of participation);

· Less than 10% felt that Welcome Host was not detailed enough: although it was seen as a basic, short, starter course, it was understood that this was its purpose; 

· although participants were familiar with many of the issues already, they welcomed the opportunity to refresh their knowledge and have it presented in a more formal format.  

· Scotland’s Best was likewise felt to be broadly appropriate.

 AUTONUMLGL 
In many respects these results relate more to the course content than to its wider relevance within the business.  Moreover, few participants said anything about the lack or otherwise of follow-on training – reinforcing the earlier finding that it is the employers who are driving the demand for training.

Suggest improvements

 AUTONUMLGL 
Immediately after this question, with the details of the courses attended still in mind, businesses were asked if they had any comments on how training might be made more attractive to tourism businesses.  The comments (from over two-thirds) were wide ranging, but fall into five broad headings: 

· ninety two comments (26%) were about content (primarily related to making the courses more specific to their needs, but also about quality and length, sometimes contradictory);

· twelve (3%) commented on the need to improve the timing of courses (e.g. not at height of season);

· sixteen (5%) commented on it being too expensive;

· fifteen (4%) said they wanted more information; and, 

· forty nine (14%) were about process issues (e.g. wanted staff to have a greater input, more contact with the LEC, follow-up training and so on).  

 AUTONUMLGL 
When asked about the relevance of tourism training more generally to their businesses, most (22%) said that no changes were necessary as available courses were already appropriate.  However, other comments reflected the issues identified above:

· 16% saw a need to make course more relevant to their local area;

· 14% more relevant to their specific sub-sector;

· 12% improved information on their cost and availability;

· 8% would like more in-depth courses, although only 2% wanted training linked to formal qualifications; 

· just 5% said they had no further interest in training and 3% suggested the cost of courses should be reduced;

 AUTONUMLGL 
Almost a quarter of non-users said that nothing would persuade them to take-up training.  However, significant proportions did identify key changes that would encourage their involvement:

· 15% requested more information on the range of courses available;

· reflecting issues identified among users, 15% would like training more appropriate to their type of business, 7% would like more locally-focused courses and 6% would want them delivered locally;

· 9% would be encouraged by cheaper courses; and,

· 8% would like clear evidence that the training would make a difference to their business.

 AUTONUMLGL 
Questions were included in the survey of employees to ascertain the level of language skills in tourism business and the ‘demand’ for more language training.  Just over a quarter of respondents speak a language other than English although 73% of the companies they work for have many foreign visitors.  Three-quarters of the respondents would like to learn about language if they were given the opportunity.  The level of language skills vary by occupation:

· One third of the managers can speak a foreign language, but about 80% of them work in a company that receives foreign visitors and the same proportion of managers would like to learn a foreign language;

· One third of the front of the house staff can speak another language than English and about 75% of them work in a company receiving foreigners and about 80% expressed an interest in learning another language;

· Skilled operational staff and other operational staff are less likely to have language skills: 17% and 11% respectively.  However, there is a willingness to learn languages: 50% and 65% respectively.  

 AUTONUMLGL 
There is a great difference between an expression of interest in learning a new language and actually doing something about it.  However, there would appear to be a level of demand for language course – whether this should be related to tourism or standard language courses is open to question but we would suggest that such training should be considered as a way not only of increasing the skills but also to reward the employees and to increase their motivation and their interest in their job.

Summary of Key Operational Issues

· User businesses tend to be larger than non-users and train because they see it as benefiting the bottom-line;

· Most non-users do not identify any business benefits associated with training or believe the costs outweigh the benefits;

· Accommodation, travel and transport and visitor attractions are user largest sub-sectors;

· Training is predominately short-course customer care with some regulatory training (mainly Health and Safety)

· Formal skill and qualification-based training is undertaken by less than 5% of employers

· Training is heavily focused on core staff – permanent full time, predominately managers and front-of-house (reflecting customer care focus);

· TTS training initiatives are therefore significant in tourism training;

· Courses are rated highly by employers (and even higher by employees);

· However, availability and suitability of follow-up training is rated consistently lower;

· Most suggestions for changing TTS courses related to improving their relevance to employers’ needs – either through location specific and/or sub-sectors specific content.  Although almost as many employers said no changes were necessary;

· Improving information and availability to more in-depth courses was suggested by a minority of companies.
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 AUTONUMLGL 
The previous section sets out the range and structure of delivery associated with TTS covering both the delivery arrangements and the take-up of training initiatives.  This section draws out the outcomes TTS could be expected to deliver and the evidence from the evaluation on extent to which this has been achieved.  Expected outcomes include:

· Promoting the take-up of training by tourism businesses;

· Changed attitudes to training more generally;

· Encouraging enhancements to training arrangements;

· Enhancements to the supply of appropriate and effective training;

· Improvements to the tourism product in Scotland; and,

· Impacts on the bottom-line performance of tourism businesses.

Next steps

 AUTONUMLGL 
Businesses were asked what they intended to do or what they had done as an immediate consequence of any TTS training undertaken.  Key actions were as follows:

· 45% of businesses said they would/had rolled out the training to other members of staff – either existing members or more often all new members of staff;

· 42% said they would look for more in-depth training;

· 15% would undertake formal training which leads to a qualification;

· 11% said they would commit to IiP;

· 6% said they would do nothing as all staff were now trained;

· 6% reported that they would do nothing as the training received was not useful or appropriate; and,

· just 2% said they would do nothing, as the courses were too difficult to source, with a similar proportion saying they were too expensive.

 AUTONUMLGL 
Altogether, only 15% said that they would not do anything as a result of their experience of training, primarily because they did not think that their staff needed any more or they did not think that it was appropriate or useful.  The fact that 85% said they intended (at least) to do something suggests that participation in training, of which TTS courses are often such a significant part, does have a ‘catalytic’ effect – that is, participation is encouraging businesses to go on to do further things in relation to training.  The importance of TTS courses within this is given strength by the additional finding that businesses who have participated in one TTS course only and those, in particular, who have participated in none are far less likely to say that they will do something further than those who have participated in two or more.   However, it is not possible to tell from these results whether it is the greater levels of participation which are encouraging businesses to do more, or whether both are reflections of a pre-existing interest in and commitment to training.

 AUTONUMLGL 
Although these intentions and actions are conditioned by the size of business not all responses tend to vary entirely with size.  Key results are:

· The smallest business were much less likely to say they would roll-out the training to other members of staff – but these businesses were also most likely to do nothing as all there staff had been trained;

· However, they were no less likely to say they would look for more in-depth courses than very large businesses;

· They were much less likely to undertake formal training and commit to IiP than businesses with more than 5 employees;

· Only five businesses with more than 20 employees said they would do nothing; and,

· The vast majority of those who said they would do nothing as the training received was not useful or appropriate were very small businesses.

 AUTONUMLGL 
Although there are small numbers in some categories, these results are mirrored when considering actions by each sub-sector:

· Visitor attractions are very positive following training – just 3% said they would do nothing (as all their staff had been trained), half said they were looking for more in-depth training;

· B&Bs (all of whom fall into the smallest size band) were much less likely to roll out training to other staff because all their staff had received training or because they said quality training was too difficult to source and organise;

· However, they are just as likely to say that they are looking for more in-depth courses as licensed hotels (44% and 45% respectively);

· Licensed hotels are as positive as visitor attractions in undertaking the range of follow-up actions but a small minority of these businesses (4%) say they will do nothing mainly because the training was not useful or appropriate;

· Travel and transport businesses were most likely to report this response to their training – 24% of such businesses said that their experience of TTS training was not useful or appropriate.

 AUTONUMLGL 
The 40% who say that they are or will look for more in-depth training and/or extended courses suggests that there is quite a big market for more training amongst tourism business.  The LEC network should seek to reassure themselves that this demand is being met or at least being considered.  The lower than average scores for availability and suitability of follow-up training across most of the TTS courses (see 3.2.34.) and evidence from face-to-face interviews would suggest that there is some scope here for improvement.  The scoring of availability and suitability of follow-up training by companies participating on TTS courses would suggest there are problems with both information on available courses and the supply of appropriate training (appropriate costs as well as suitability).

 AUTONUMLGL 
These results are conditioned by whether companies had achieved IiP or not: 

· Recognised IiP companies are around twice as likely to roll-out training to all staff and look for more in-depth courses; and,

· three times more likely to seek formal vocational training.

· No business which has already achieved IiP said they would do nothing.

 AUTONUMLGL 
The 10% who say that their next step has been or will be to commit to Investors in People deserves closer examination. Only 6% of non-achieved IiP are likely to commit to IiP as a result of training (the remainder are companies who are already working towards Recognition).  Nevertheless, the LEC network needs to make sure that where businesses are interested in going through IiP, they are encouraged and given support to do so.  That said, this finding does not outweigh that which strongly suggests that IiP leads to TTS participation far more than the other way round (see 3.2.18.).

Changes to business practice

 AUTONUMLGL 
Businesses who had undertaken any training over the past two years were asked if they had made any changes to the overall way in which the business was managed and organised as a result.  Just over 41% of user businesses said that they have made some change to the way they are managed.  Of these, over half have made one or two changes, a quarter have made three or four and the remainder have made five to eight.  The results are shown in Table 4.1.  The main way these have changed have been through extending the roles staff can perform (24%) and making them more aware (22%).  Some 15% of businesses reported that the training has encouraged managers to devolve more tasks to staff and in around 1 in 10 cases it has added to the training infrastructure in place in the business through introducing training plans, staff with specific responsibility for training or structured staff training programme.

Table 4.1:  Changes to way business is managed

	
	No. businesses
	Percentage

	Extended the roles staff can perform 
	76
	24

	Made staff more aware
	72
	22

	Encouraged managers to devolve more tasks and responsibility
	48
	15

	Developed a structured programme of training for all staff
	34
	11

	Introduced training issues into personnel reviews
	28
	9

	Introduced training plans
	30
	9

	Appointed member of staff to oversee training issues
	26
	8

	Changed the way you recruit staff
	18
	6

	Any other
	33
	10


Source: CPC survey

 AUTONUMLGL 
Consistent with previous analyses, the extent to which TTS courses have led to changes in the way in which business have been managed does vary with the size of business – firms with more than 100 employees are twice as likely to report a change as the smallest business.

 AUTONUMLGL 
There is less variation in the proportion of businesses reporting a change to their practices across the different tourism sub-sectors.  Visitor attractions are most likely to report a change, while outdoor centres, travel and transport and B&Bs report less than average levels.

Figure 4.1 TTS Change to business practice by size
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 AUTONUMLGL 
There is no evidence to suggest that participation in TTS courses has made businesses more likely to have made any such changes.  However, two out of every five companies have made such changes as a result of training – and as other results show, TTS is often a key part of businesses’ training provision.  The face-to-face interviews suggested strongly that courses such as Welcome Host and Scotland’s Best encourage and facilitate training: the existence of ‘ready-made’, well recognised and respected courses means that managers do not have to spend time and effort organising training which they fear may be a waste of time.  The existence and availability of these courses therefore means that significant barriers to such training are removed.

Figure 4.2 TTS Change to business practice by sub-sector
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Benefits arising from TTS training

 AUTONUMLGL 
Some 43% of businesses reported that their business had benefited from TTS training – a larger proportion than those who reported a change in business practice.  Of those users who have made changes to the way in which their business is managed 92% said the business had benefited as a result of training they have undertaken.  Three-quarters of those who had not made any changes to the way they run their business said the business has benefited from training.  There is therefore a suggestion that while training is clearly an important part of developing the business, the impact is augmented if changes to management are brought in as well.

 AUTONUMLGL 
Size of business is again a factor in the responses:

· businesses with more than 50 FTE employees are more likely to report business benefits from TTS training (60-75% of firms in those categories);

· Just under a third of very small firms reported a benefit;

· Just under half 6-20 FTE businesses said they had experienced some form of benefit but fewer medium sized businesses (21-50 FTE) reported benefits.

 AUTONUMLGL 
Proportionately more visitor attractions (60%) reported business benefits than any other sector, (although a similar proportion of guest houses said they had benefited this was from a much smaller sample).  This is half as much again as the next most significant group, licensed hotels (45%) and almost twice that reported by B&Bs (31%) and travel and transport (35%).  To an extent these results reflect the larger than average size of visitor attractions.  Proportionately more organisations involved in IiP reported a benefit (49%) compared to 35% of those not involved in IiP – raising the issue to which businesses have the systems or capacity to measure change in their performance.

 AUTONUMLGL 
Table 4.2 shows in what ways businesses have seen themselves benefiting from training.  Of those responding:

· nearly three quarters cited better motivated staff;

· over half that staff are better at their jobs; 

· staff have a greater awareness of customer care issues;

· a third said staff were more inventive and involved in their jobs; and,

· over a third that staff-management relations have improved.  

Table 4.2:  Ways in which business has benefited from training

	
	No. businesses1
	Percentage

	Staff more motivated
	91
	71

	Better staff management relations
	44
	34

	Staff better at their jobs
	68
	53

	Reduced absenteeism
	12
	9

	Reduced staff turnover
	23
	18

	Fewer customer care problems
	68
	53

	Staff more inventive/involved in their jobs
	41
	32

	Attracted more recruits
	4
	3

	Attracted better recruits
	11
	9

	Improved repeat business
	38
	30

	Improved proportion of positive referrals
	12
	9

	Any other
	33
	26


1. Out of 128 companies in total

 AUTONUMLGL 
Taken together, the results above suggest that TTS training has a greater influence on the atmosphere and working relations within tourism businesses by improving staff morale and motivation as much as more formal changes in the ability of staff to perform better in their jobs.  Given the nature of much of the training this is not a surprising finding, but the impression remains that tourism businesses improve because their (recently trained) staff are more positive and involved in undertaking their tasks leading to better overall customer care.

 AUTONUMLGL 
An important finding, given many small and medium businesses’ preconception that training encourages staff to leave, is that nearly one in five businesses reporting benefits from training highlighted the reduction in staff turnover.  Moreover, there is further evidence that the TTS training is having a direct impact on business performance:

· more than half the businesses report fewer customer care problems;

· 30% reported improved repeat business;

· 9% reported improved numbers of positive referrals, and

· 9% said they were able to attract better recruits.

 AUTONUMLGL 
While fewer of the smallest businesses report improved conditions – more motivated staff, better relations, reduced absenteeism and turnover – higher proportions of these businesses say they have fewer customer care problems and more enjoy better rates of repeat business and positive referrals.  Visitor attractions again reflect their positive response to training – reporting above average proportions for all business benefits.  In contrast, travel and transport are the least likely to report business benefits – reporting below average business benefits across the board.  Licensed hotels have average scores for the most part but are more likely to cite the impact on staff – better at their jobs, more involved and better relations with managers as benefits.  Improved repeat business was identified by 39% of licensed hotels as a prime impact on the business.

 AUTONUMLGL 
Almost half the businesses (47%) have experienced one or two benefits, 26% have experienced 3-5, and a few reported up to 11 benefits.  Those who have made changes to the way they managed their business are far more likely to have experienced multiple benefits.

 AUTONUMLGL 
The effect that training had had on individuals reflects the short course nature of much of the provision: 

· they most often felt that training provided greater insight and understanding (34%);

· About 18% of the respondents felt that training increased their confidence;

· The same proportion mentioned increased knowledge and/or skills; and,

· 16% thought that the course made them more enthusiastic.  

 AUTONUMLGL 
Attending training courses does help people to do their job better, improve the quality of their work and to make them feel more comfortable and knowledgeable about their work, but it does not encourage them to make any big change in their career plans.  Some employers are reluctant to provide training to their employees as they fear that as their employees would become more marketable they would leave their position or ask for a better position in the same company (this is one of the key reasons given by non-users for not training).  This is not supported by the survey as only 10 respondents (3%) would be encouraged to look for a promotion, 6 (2%) would be encouraged to look for another (better) job.  Although respondents were very positive about the training courses and their benefits, only 5% said they were stimulated to take up further training.

 AUTONUMLGL 
The positive benefits identified by businesses on the performance of their staff following training are reinforced by the survey of employees:

· 60% thought that training had made a difference and 20% that training had ‘made a big difference’ in their ability to carry out their job;

· Almost two-thirds (63%) thought that training had influenced their attitude to the benefits of training although, as noted above, just 5% said they were sufficiently stimulated to take-up further training;

· 34% of the respondents declared that training courses made no difference to their opinion about training and only 2% that it made them less interested;

· 40% of the respondents have ‘always seen tourism as their long-term career’ and training did not change anything;

· 35% of them never had the intention of following a career in tourism and training did not change anything;

· Only 16% were ‘not originally interested in a career but are now considering it’; and,

· less than 1% (1 respondent) declared that training revealed that they did not want to pursue a career in tourism.

Alternative sources of training

 AUTONUMLGL 
In order to gauge the importance of TTS courses in particular, businesses were asked if they could have gained the benefits reported above from a route other than the TTS courses in which they have participated.  Of those who did report business benefits, 53% said they could not have – for these businesses then, the impact of TTS courses (whether large or small) appears to be wholly additional.  47% said they could have got benefits from a route other than TTS.  Of these: 

· 60% would have used an in-house course;

· 25% would have gone to an external provider;

· 10% would have used accredited training courses;

· only 3% would have gone to an industry association; and, 

· another 12% (6 companies) mentioned other routes (e.g. working with colleagues, going to Chamber of Commerce).  

 AUTONUMLGL 
It is unclear that such businesses would have gone to these other sources, and if so, they may have done so at a later time, and the quality may not have been so good.  It is wrong therefore to assume that all these businesses represent deadweight within the programme, although a proportion almost certainly do.

Impacts on the bottom-line

 AUTONUMLGL 
Businesses were also asked if training has had any impact on the bottom-line finances of the enterprise.  119 businesses (41% of those who answered) said that training has indeed made a specific contribution to business turnover or profitability.  However, 70% of these were unable to specify the level of that contribution.  Based on the small number (34 businesses) who did estimate the impact, the average percentage contribution of training to turnover is 8% and to profit, 3%.  

 AUTONUMLGL 
In absolute terms this amounts to around £2.21m in increased turnover for the 34 firms.  Given the much lower proportion of overall business turnover spent on training (around 1%, see 3.2.13.), the contributions outlined here would suggest that businesses get a very good return on the training investment.

 AUTONUMLGL 
The majority of those who identified bottom-line benefits also identified other ways in which their business had benefited (60%).  There is the presumption that companies will recognise changes in their business performance and then relate these to improve financial performance, however, a significant minority (40%) of user businesses did not.  There is no evidence to suggest that their responses are any less valid because of this.

 AUTONUMLGL 
Those businesses for whom there was no other route than TTS through which to gain business benefits are slightly less likely to be able to report a bottom line impact.  Of those businesses who reported that training has had a bottom-line impact, nearly three fifths (58%) said they had routes available to the benefits they had obtained through training other than TTS.  The implication is that TTS does not usually play a pivotal role in bringing about bottom-line impacts, although it may bring about other benefits.  Size of company (and hence likelihood of having in place training arrangements and facilities) is a significant factor here: bigger companies are more likely to say that training has had a bottom-line impact; but smaller companies who can also report this are more likely than their larger counterparts to have relied on TTS (i.e. they are far less likely to have other routes than TTS to their business benefits).  So, of the 32 businesses with fewer than 20 FTEs who reported that training has had a bottom-line impact, 25 (nearly 80%) depended on TTS courses; of the 14 with more than 50 FTEs, all could have gained the benefits through another route.

 AUTONUMLGL 
This is a highly significant finding: it shows that the role of TTS is much more important in bringing about improved business performance with smaller companies than for bigger companies (although in the case of the former there is much less chance of such a bottom-line impact caused by training being reported than for bigger businesses).  Only 10 businesses who reported an actual change in their turnover as a result of TTS fall into this category.  On average this implies an increase in turnover of just under £13,400 per company but care should be taken in using this figure as there are too few responses for a robust analysis.  TTS needs to justify outlay on larger tourism businesses (particularly as they are likely to take up more TTS places than smaller businesses) in terms other than additional impact on business performance.  The benefits of having key (larger) players involved in TTS initiatives have to be set against the chances that larger businesses are more likely to access the training.

Addressing market failure

 AUTONUMLGL 
Establishing the degree to which TTS initiatives have been able to address the underlying market failure revolves around three key issues:

· to what extent has TTS helped employers overcome any prejudices concerning the business benefits (or extent of any disbenefits) to be derived from training?;

· to what extent has this changed the attitudes of the businesses involved towards training in future and their willingness to invest in training?

· to what extent has TTS been able to provide information on the range of available training to satisfy this change in attitude and leading to greater investment in training in the future?

 AUTONUMLGL 
There is some evidence that TTS has brought employers into training that would otherwise not undertake training but this is a marginal effect: TTS users are much more likely to see training as strategically important for the development of their business than non-users who have not done any training in the last two years.  In addition, small but significant minorities of tourism businesses said they would look for more in-depth training, formal vocational training and consider committing to IiP as a result of TTS.  While there is little doubt that much of the impetus is gained from IiP companies coming to TTS to access appropriate courses, there are between 5-10% of businesses who are encouraged to move on into more strategic and in-depth approaches to training.

 AUTONUMLGL 
Evidence on the extent to which TTS has been able to provide information on the availability and suitability of follow-up training is more mixed.  Survey responses tend to suggest that businesses are finding information on the next steps.  However, anecdotal evidence from face-to-face discussions suggests that the training is available but at a price many businesses are not willing to pay as it may be for only one or two members of staff. 

Summary of key issues

· 85% of businesses intended to follow-up their TTS training by rolling-out training to all their staff, or by seeking more in-depth training but fewer would seek formal training leading to qualifications;

· Smaller businesses were much less likely to roll out training, undertake formal training, or commit to IiP but were no less likely to seek more in-depth training than larger businesses;

· However, recognised IiP companies are around twice as likely to roll-out training and look for more in-depth training and three times more likely to seek formal vocational training;

· This strongly suggests that IiP leads to TTS participation far more than the other way around;

· 2 in 5 TTS user businesses said they had made some change to the way their businesses are managed as a result of the training, mostly through attitudinal changes although smaller proportions made more formal changes through training plans, structured programmes for staff training etc.;

· Firms with more than 100 employees are twice as likely to report such a change as the smallest businesses;

· A similar proportion of businesses reported that training had has an impact on their bottom-line but relatively few could provide any quantitative estimate – based on just 34 responses we estimate training can lead to an 8% improvement in turnover and 3% in profits;

· Some 58% of firms said they would access similar training (usually in-house) if TTS courses were not available.  Smaller companies (less than 20 employees) were much more likely to say that they would not have undertaken any training in the absence of TTS;

· There is limited evidence that TTS has been able to demonstrate the benefits of training to a minority of user businesses.  Around 5-10% of businesses express a demand for more in-depth strategic training which is not prompted by their prior involvement in IiP.  However, non-user attitudes demonstrate that many businesses not involved in TTS remain sceptical of the business benefits arising from training.
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Strategic Issues: Conclusions & Recommendations

Performance to date

 AUTONUMLGL 
Since its launch in 1993, TTS has done much to promote the role of training within the tourism industry in Scotland.  So how well has TTS performed against its three key objectives?

Improving Access to Quality Training

· some 1,750 organisations and 7,000 people attend TTS courses each year;

· TTS has raised the profile training and staff development among tourism businesses;

· Welcome Host and Scotland’s Best are recognised brands in the delivery of short-course customer care;

· TTS and the network of tourism training executives have successfully developed and rolled-out a range of other short courses;

· The TTS range of courses have consistently high ratings from those who attend;

· However, TTS has a narrow training base – essentially short-course customer care without accreditation;

· Attempts to design and deliver more sophisticated management training have not been successful.  The design process is (and always will be) hampered by the difference between the needs of tourism businesses and their demand for training;

· Take-up is biased towards larger tourism businesses, small organisations can derive benefits from the process but are not being engaged;

· The original Tourism Training Associates and their successors have done much to improve the level of knowledge concerning the supply of quality training but there is evidence to suggest more needs to be done;

· This has been underwritten by the quality standards set within TTS for delivery of their own courses.  Especially in Glasgow, local initiatives have contributed to this process;

Enhancing professional standards

· TTS has made a contribution to the knowledge and awareness of staff rather than the development of accredited skills;

· VQs are not very prevalent, although take up of Skillseekers and Modern Apprenticeships among TTS user businesses was higher than expected;

· Training in more than half the businesses is focused on managers and front-of-house staff (a reflection of customer care focus);

· More than half the businesses only train permanent full-time staff;

· Less than a quarter provide training to their seasonal staff;

· Pay and conditions still dominate employee concerns but training is acknowledged by both staff and employers to have a significant impact on enthusiasm and motivation.

· A majority of attendees report changes in the attitudes, enthusiasm and involvement of their staff, and lower absenteeism and staff turnover;

Creating a training culture

· TTS has reinforced efforts elsewhere to promote the take up of Investors in People and local areas have piloted approaches with cut down versions to smaller tourism businesses;

· 45% of TTS user businesses were either already recognised or committed to achieving IiP – a very high proportion.  While a small proportion of businesses said they would consider attempting IiP following participation in TTS courses, most businesses became involved in IiP first and use TTS courses as part of their training programme;

· TTS has encouraged the development of training infrastructure in around 1 in 10 businesses;

· TTS has demonstrated that training does have business benefits - customer care training leads to customer care related benefits for businesses - more than half the businesses report fewer customer care problems, 30% report increased repeat business and 9% improved numbers of positive referrals;

· On the evidence of this evaluation more than 4 in 10 organisations report business benefits arising from TTS training which have an impact on the bottom-line results;

· Almost half the firms said they would roll-out the training to other staff and new members of staff but 6% said they would do no more as all staff had been trained;

· There is evidence to suggest that for 42% of businesses TTS training stimulates them to seek out more in-depth training, although those involved in IiP were three times more likely to say this;

· Despite this, the limited availability of follow-on training was cited by many businesses as being a key issue.  Knowledge, awareness and cost would appear to be the problem rather than lack of provision, per se;

· Focus on training has meant that there is a danger that training-led solutions are seen as the prime intervention mechanism;

· Delivery structure has focused support on key companies, this contrasts with delivery to smaller businesses which can often be reactive and amount to little more than ‘bums on seats’;

· Best practice has focused on courses and has not yet considered the significance of different delivery mechanisms (for example, general networking, specific sector or other interest groups) in engaging with the client group;

· Interventions are delivery-led and the approach does not fit well with the emphasis on enabling in the new Scottish Enterprise strategy;

 AUTONUMLGL 
Our primary conclusion is that TTS has made a significant contribution to the development of training among tourism businesses, but that it is now time to move on.  TTS has delivered direct benefits and there is evidence that attending TTS courses does encourage a minority of businesses to consider moving on into more in-depth training.  There is some evidence to suggest that TTS has addressed the underlying market failures for a small proportion of tourism businesses by encouraging them to adopt a more strategic approach to training.

 AUTONUMLGL 
However, size of business matters – bigger firms are more prevalent among users, more often report benefits but more often suggest that the TTS training is non additional.  This is also much more likely if the businesses are already involved in IiP.  Moreover, other evidence suggests that the desire to do something more substantial is often frustrated by a lack of knowledge and (we suspect) availability at the right price.  Overall, too many (smaller) tourism businesses are not involved in training and development at any level.

Recommendations for the future role of TTS

 AUTONUMLGL 
In summary, the evaluation has found that TTS has made progress against all three objectives, but that to progress in future TTS will need to re-balance its functions away from its current involvement in developing and providing courses more towards developing mechanisms to engage more fully with (particularly smaller) businesses.  

 AUTONUMLGL 
The economics of small companies and training rarely sit comfortably together.  The old TTS might have gone out and attempted to design a course (or courses) to fit this need.  We would suggest that the new TTS should ensure that local structures are in place to engage with businesses:

· Firstly, to shift the agenda for the mass of smaller tourism businesses on to the same footing as that available for key companies – development of the business as a whole and recognition of the strategic role training can play; 

· This provides a broader range of issues to engage with local tourism businesses and sets any training activity in a wider context;

· The interest and involvement of key local business leaders can have a much more immediate impact on the interest of other local tourism businesses;

· Secondly, establish networks where businesses can become involved in identifying appropriate training or other types of support as required, build relationships with local providers, purchase specialist training ‘centrally’ to enjoy economies of scale and be a locus for other business ideas – to be defined by the businesses themselves.  This is not new activity and some local areas have already managed to get some way down this route;

· There should be no expectation that all businesses will get involved but TTS should use those local leaders that do to market the approach to other tourism businesses;

· The longer timescales required to develop such networks need to be recognised and accepted;

· Equally not all areas will necessarily succeed in engaging the interest of local businesses: some may find smaller networks more appropriate and manageable – there is no blueprint for a successful network;

· Not all benefits will necessarily relate to training per se:

· a group of tourism businesses brought together by LEEL has agreed a scheme to share a common pool of casual labour for individual events taking place within their hotels.

· 40 B&Bs in the Lomond area are developing their own e-commerce website, most already derive at least 35% and some 100% of their business from the internet.

· Thirdly, provide a coherent basis for the closer involvement of ATBs with their responsibility for marketing the local tourism product alongside SE/HIE skills and business development functions;

· LECs have established themselves as first point of contact on training issues among ‘user’ businesses but most non-users still approach their ATBs for training advice/support;

· If a wider agenda is to be adopted then it makes no sense to keep the discussion of marketing issues separate from business development and training issues.

· Fourthly, devolve more responsibility to the businesses themselves providing a longer-term exit strategy once the mutual advantages of the group have been realised and become self supporting – in keeping with the SE Network’s new strategy to enable change

· Most networks need an external facilitator to get things started and help support their development but most need to be led by local businesses from an early stage;

· As the networks mature they will require a link to official tourism bodies both to receive news of policy developments and feedback their ideas into the system.  

 AUTONUMLGL 
Centrally TTS needs to shift its emphasis from what is delivered towards how it is delivered.  There are no apparent methods which ensure that all areas will be equally successful in developing networks but examples of the type of benefits businesses have gained from this approach should be used to market it to others.  More importantly at a national level, TTS should promote more discussion of how training is delivered rather than just what is delivered.  

 AUTONUMLGL 
The implications of this shift in emphasis are dealt with below.

The implications for the future role of TTS

 AUTONUMLGL 
This perspective leads us to recommend the following across the range of possible TTS functions:

· Awareness and lobbying, whereby its existence and activities ensures that tourism training is on the agenda of national and regional organisations with an interest in tourism;

· Continue to promote training as a national tourism issue;

· Continue to act as lead body for training-related issues with NTOs, SQA, SUfI, and Tourism Forum and tourism training operations in other countries.

· TTS should include at least one B&B operator given their importance to the tourism product in many areas.

· We also suggest that to cope with a greater emphasis on local approaches and identification of good practice, that the tourism executives’ meetings are held on a more regular basis.

· TTS has been able to do little to address the plethora of organisations in both tourism and training sectors with an interest in the development of tourism training.  TTS never intended to address this issue, but the trade off between direction and representation remains a significant issue for the future.

· Promotion of training to the tourism industry, by promoting opportunities for and benefits arising from training to individual businesses in the tourism sector;
· Use local contacts to identify case examples of ‘ordinary’ tourism businesses’ success to balance ‘Gleneagles’ examples.

· Build contacts with local industry leaders to promote benefits of development with other areas.

· Cease production of national brochures etc – these are not specific to local areas and often has inaccurate/out of date information.  Local promotion rarely uses this material.

· Provision of training, either directly by running courses, providing materials for others providers and/or providing financial support to underpin provision in the tourism sector;

· Shift emphasis away from developing specific courses towards promotion and adoption of ‘new’ issues into tourism development – environmental tourism, operational training (management information systems to help inform marketing) or new technology-based approaches to training delivery (CD-ROMs and the on-line training on the internet).

· Ensure that those working close to delivery to provide a check on reality.

· Build links to government training programmes to develop greater knowledge and awareness of current activity – Skillseekers and Modern Apprenticeships do figure in the skill training of chefs, bar managers and many other occupations in the tourism industry.

· Standard setting, whereby the body defines minimum and/or higher standards for different occupations relevant to the tourism sector;

· This is not currently the responsibility of TTS and we see no reason to change this position.  TTS should represent the interests of the tourism sector in any discussions with SUfI, NTOs and SQA as appropriate.

· Accreditation of courses, providing evidence that an individual has gained knowledge of a particular area of expertise linked to the standards set for that area;

· Similarly, this is also not currently the responsibility of TTS and we recommend that the situation does not change.  Most TTS courses are not accredited and the take up of formal qualifications remains low.  The introduction of accreditation for the range of short courses delivered at local level would however add considerably to costs for businesses and perhaps, even more so to the co-ordination of interests at national level.

· Monitoring and research to provide information on the comparative performance of the tourism industry against other sectors, to identify barriers to take up and assist in overcoming those barriers;

· to ensure a similar national quality in delivery that is has already achieved in its courses, more emphasis, research and discussion is required on how this is best done;

· review the range and depth of take-up of TTS courses on a regular basis, especially in terms of the trends in the number of smaller tourism businesses involved;

· The development of second stage follow-on training – what are industry’s requirements and if provision already exists what barriers are preventing take up?

· How can businesses best take advantage of collaboration to access training more cost-effectively?

· What developments in SME IiP can be adopted for promotion to tourism businesses?

Monitoring and evaluation issues

 AUTONUMLGL 
The 1996 review of TTS initiatives made a number of recommendations concerning the monitoring of TTS initiatives.  These were:

· A telephone survey of tourism businesses every two years;

· A formal evaluation process to provide feedback on the initiatives – usefulness of courses, how these have helped the businesses and perceptions of any gaps in provision;

· Feedback from the national industry and sectoral organisations;

· Use of ATB’s newsletters to distribute questionnaires and discuss and promote training.

 AUTONUMLGL 
The monitoring information collated by TTP has formed a useful basis for this evaluation but there are a number of minor changes we might suggest to improve the relevance of the information to TTAs:

· Include information on the size of business (ie number of employees full-time/part-time/temporary/permanent);

· Ask whether a business is IiP recognised or committed;

· Provide reports according to (employment) size of business – according to the results of this evaluation this will provide a guide to the extent of additionality being achieved;

· Provide reports according to the sub-sector of the organisations involved – this may already be produced for SE and local partners but more should be made of this issue especially between tourism and non-tourism sectors.

· Ensure records are kept as up to date as possible so that trends over time can be identified.  

 AUTONUMLGL 
There is sufficient evidence in this study to suggest that it is relevant and appropriate to judge TTS activity against a range of output measures.  We suggest that these include:

· Increases in the number of positive referrals;

· Increases in the proportion of repeat business;

· Reduction in the number of customer care problems reported;

· Introduction of training infrastructure – new strategy, staff with specific responsibility for training;

· Changes in staff competencies/roles;

· Improved staff motivation;

· Lower staff turnover;

· Improved turnover and profits.

 AUTONUMLGL 
While these are very relevant measures for TTS, they cannot be measured directly and would, as the previous study suggested, require a regular survey of businesses to estimate their value.  We would suggest that there is value in repeating this exercise every two to three years.  Such an approach would also allow further investigation of the impact of TTS.  This evaluation has demonstrated that companies often perceive a change to their bottom-line performance but find it too complex to identify a specific contribution in quantitative terms – there is every reason to suggest this will remain a problem in the future.
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TTS Training Initiatives

Welcome Host: A one-day visitor awareness seminar which aims to improve the ability of all those working in the industry to communicate with visitors and to provide helpful information on their local area.  Welcome Host is also offered in an adapted format for the Retail/Arts/Caravan & Camping sectors.

Scotland’s Best: Two seminars (2 day and 1 day) which aim to equip managers and employees with the skills to provide a quality service consistently to customers whilst exceeding their expectations at every opportunity.

Conference Care: A half day top-up seminar (for those who have already attended Welcome Host) which aims to improve the standards of hospitality and service to the business and conference visitors to Scotland.

Tourism Business Success: Developed to provide more substantive management training for tourism businesses, TBS was designed to operate as a modular package of flexible learning materials that are ideal for people who have difficulties in attending more traditional learning.

Scottish Quality Retail Initiative: The retail programme involves an assessment of the business operation and practices, a series of brief training and development solutions (for example WH for Retail, management skills) and results in SQR accreditation subject to a final assessment.

ANNEX B

seq ZA2 \r0 \h

Seq table \r0 \h
Experience of Tourism Training Elsewhere

Introduction
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In considering the future structure and delivery of tourism training in Scotland, it is of interest to consider experience and practice in other countries which have similar geographic and development options. Therefore, contact was made with Norway, Denmark, Canada, Ireland and Wales, together with the European Commission, to review current practice.
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The Commission indicated that they do not have available an assessment of training provision for tourism in Europe or of particular countries in Europe. In order to gain better knowledge about these issues, the Enterprise Directorate-General are launching activities and an experts group in which the exchange of information with Member States and industry on this point will be a central activity. They also pointed out that under some of the Commission’s programmes managed by the General Education and Culture and the General Employment and Social Affairs Directorates offer support for initiatives in the training field and are open to all economic sectors including tourism.
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Contact with the Norwegian Tourist Board indicated that outside the full time education sector, there was little organised approach to the provision of training for employees or businesses in the tourism sector. Local areas and associations did however undertake individual initiatives within their areas. On this basis, there would appear to be little relevant experience of use in the Scottish situation. However, significant differences of approach are evident in the other non UK countries contacted.

Canada
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The primary body responsible for promoting training in the tourism industry in Canada is the Canadian Tourism Human Resource Council. The Council is one of over 30 agencies concerned with sectoral training in Canada, and was established in 1993 although much of their work was already being undertaken by comparable bodies before that date. It is funded by grant from Government together with income from sales of publications. The Council itself includes representatives from the tourism industry, unions and Government. The national Council works closely with Provincial Tourism Education Councils funded and organised within each of the Provinces and Territories of Canada.
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The objectives of the work undertaken by the Councils is to elevate service and hospitality standards within the tourism industry, as well as to inspire and instil professionalism and pride amongst service staff. Generally, the Council consider that training standards within the tourism sector are on a par with other service sectors in Canada.
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The National Council has established occupational standards for more than 50 tourism occupations. These have been evolved in close consultation with the tourism trade. The occupations covered range from basic entry level requirements to Director level, and include serviced and camping accommodation, events, information services, taxis, tour operation, guides, catering, events and activities. Currently published standards include:

	Bartender
	Local Tour Guide

	Beverage Services Manager
	Professional Cooking

	Campground Operator
	Outdoor Guide

	Catering Manager
	Reservations Sales Agent

	Certification Evaluator
	Sales Manager

	Director of Sales and Marketing
	Ski Area/Resort Occupational Guidelines

	Door Staff
	Special Events Co-ordinator

	Entry Level Skills
	Special Events Manager

	Food and Beverage Server
	Supervisory Skills

	Freshwater Angling Guide
	Taxicab Driver

	Front Desk Agent
	Tour Director

	Golf Club General Manager
	Tour Operator

	Guest Services Attendant
	Tourism Small Business Owner/Operator

	Heritage Interpreter
	Tourism Trainer

	Housekeeping Room Attendant
	Tourism/Visitor Information Counsellor

	Hunting Guide
	Tourism/Visitor Information Supervisor

	Kitchen Helper
	Travel Counsellor

	Line Cook
	Wine Service


B

seq ZA27
The standards set out the core skills and knowledge required for each occupation. To assist individuals and businesses to reach the standards, the Council publishes a range of national workbooks targeted at individuals entering or already employed in the tourism industry explaining the standards and including case work and self tests. 
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The Council run a professional certification program for 25 of the occupations. Individuals take a standard test which is then evaluated by an industry representative, either from the individuals workplace or an independent evaluator. Assuming a satisfactory level of attainment, the individual then receives the nationally recognised certificate.
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In house training is seen as an important factor. The Council encourages such activity by publishing Trainer’s Guides for Workbooks for supervisors and/or managers with responsibilities or interest in training their staff. Training videos covering such topics as ethics and special needs, selling skills, and handling complaints have also been produced.
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Career planning resources are also produced by the Council, together with national studies of strategic topics such as future skill requirements and tourism related employment. 
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All the publications produced by the Council are saleable, with prices ranging from $30 for individual Occupational Standards, $75 for national workbooks, $195 for trainer’s guides.
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The Provincial Tourism Education Councils offer customer service training programs within their Provinces and promote the standards and training material generated by the national Tourism Human Resources Council. The Provincial Councils undertake seminars and short 1 and 2 day courses including Customer Excellence Programs for employees of tourism businesses in their areas. The actual type and focus will vary depending on local circumstances. Welcome Host type courses are still widespread and have evolved to include specialist variations such as Senior Friendly programs. 
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Tourism Training Canada is a consultancy linked to the Canada Tourism Human Resource Council offering advice and adapting programmes to international clients and countries. 
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In addition to the operations of the Councils, there are also full time education courses such as the Diploma in Tourism Management offered in public and private Universities and colleges in Canada. These include a distance learning package offered by the Open University based in British Columbia.

Denmark

B

seq ZA215
The Tourism Development Centre was established in 1996 to create a centre to encourage the development of increased competence within the tourism industry. The Centre was set up partly as a reaction to the perceived low levels of training within the tourism sector within Denmark. 
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The Centre is a partnership between the Joint Council of Danish Tourism Trades and the Ministry of Business and Industry. The former body is primarily concerned with lobbying activity, and brings together tourism trade associations including the hotel and the transport sectors, together with voluntary sector organisations such as the Outdoor Council. The Centre is governed by a Board with representatives from the private tourism sector, the unions and Government.
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The Centre has around 20 staff and is focused on encouraging the development and quality of tourism enterprises within Denmark. It has no responsibility for tourism marketing which is the function of the Danish Tourist Board. About half the funding comes from Government, with around 10% in the form of annual membership fees from tourism associations and one or two individual organisations such as SAS and Danish Railways. The remainder is generated by charges for services provided in undertaking individual projects and initiatives with individual enterprises, often drawing on EU sources of support.
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The main role of the Centre is concerned with concept development and seeking to motivate businesses in the tourism sector. It provides a framework for co-operation and joint working, undertaking pilot initiatives with small groups of enterprises within particular locations or sectors of the industry. The results of the latter are then used as a basis for the promotion of good practice through seminars and publications. 
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Training for the tourism industry is delivered by and through a network of vocational training schools. The latter fall into two categories: around 50 are focused on technical skills including cooks, waiters and similar occupations and around 20 which are concerned with commercial skills such as receptionists, information service providers and similar jobs. Pupils normally undertake a two year course, entering the course at 16, although older people in work but wishing to obtain skills can undertake the same courses on a part time basis. The system is being reformed so that from 2001, there will only be 13 entry courses, none of which is tourism specific, while the current system has been criticised by the tourism industry as not fulfilling the needs of the industry. 
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Course content is normally agreed under the tripartite system with the various social partners including representatives of business, the unions and Government. The social partners are also represented at regional level in each of the vocational schools, providing the link between businesses and the education and training sector.  At school level, the main focus for such involvement is on the quality of the training provided.
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The vocational training schools also offer a range of short courses lasting from 5 days to 6 months to provide additional and specialist skills such as fish cookery or management skills. However, to enter into one of these courses, applicants must have passed the basic vocational course or have finished upper secondary school. Currently there are no higher education academic courses at degree level offered in Denmark although there is some discussion of establishing such provision. 
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Employees and employers in Denmark pay a tax levy (applicable to all sectors of the economy) which is dedicated to training. This tax is intended to cover the costs of all training, so that entry to all courses is free. Even so, the tourism sector has the lowest educational training attainment of any sector. Apart from the suitability of the course structure, entry to training is adversely affected by the relatively large numbers of casual and part time workers in the sector and lack of motivation. In addition there is a reluctance to pay extra for any customised training.
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The Centre is seeking to encourage greater interest in training by working with groups of enterprises in various locations or sectors to develop customised packages which can then be extended across local networks. For instance, they have undertaken initiatives with groups of hoteliers and travel trade operators involving running a number of 1 or 2 day seminars over a period of 6 months or so, with the enterprises involved working together between seminars to develop the programme. Such initiatives are often strategy orientated, seeking to develop an overall vision for the group, and to develop and market the product, with human resource development being seen as an integral part of the package. Good practice evolved from the initiatives is then disseminated through seminars and publications including enterprise manuals. 
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Training in Denmark is strongly orientated towards the public sector and the vocational schools, and there is little private sector training provision. The Centre through its activities is seeking to develop with groups within the industry more customised training as part of an overall package to meet the development needs of the industry in Denmark. However, it has only been in existence for just over 3 years with limited staff and funding and its longer term impact on changing attitudes to training and personnel development is unclear.  

Ireland
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Tourism training in Ireland is conducted under the auspices of CERT, the State Tourism Training agency. The Agency is concerned with tourism training at school, college and at work, working with schools, colleges and tourism trainers as well as directly running its own training centres.
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At school level, CERT approved and designed courses are run in schools providing introductory courses in tourism awareness and hotel industry opportunities, in tourism catering and applied hotel and catering.
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Career training is provided at four levels, ranging from elementary level, primarily aimed at new entrants, through craft and advanced to diploma level. At each level, trainees gain a nationally recognised certificate awarded by the National Tourism Certification Board, providing EU and Department of Education recognised qualifications. Areas covered include Professional Cookery, Bar Skills, Restaurant Skills, Tourism, Accommodation Skills, General Assistant, Reception/Front Office, Hospitality Skills, Supervisor Department, and Hotel and Catering Management. Courses vary in length from 6 weeks up to 4 years, with most between 3 months and 2 years, and are generally full time. People undergoing training receive a guaranteed rate of payment while training, either paid by CERT or their employers if they are on block release programmes or on work placement.
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A number of the courses include work placements, which are eagerly sought for by the industry. The relative dearth of trained personnel and a highly competitive labour market has enabled CERT to be selective in work placements and to encourage the industry to develop and take up the Quality Employers Programme launched by the Irish Hotels Federation in 1996. To qualify for the programme, hotels must commit themselves to best employment practice, with independent assessment and an annual audit report. The Restaurants Association of Ireland have also introduced a Restaurant and Customer Charter which includes codes of practice relating to conditions of employment, application procedures, induction and career development and progression. Thus individuals taking up tourism training can expect to gain a graduated set of nationally recognised qualifications and to be able to identify businesses signed up to best employment practice.
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CERT also provide business and professional development training, under two broad categories. Enterprise Training is primarily for new or developing businesses while Professional Development courses are targeted at managers and employees. CERT has eight regional training advisers who interface with the industry in their region and encourage and promote directly to associations, key clients and local organisations. In particular, they work closely with County Enterprise Boards and LEADER companies in beating up interest in training and the take up of courses.
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Enterprise Training includes:

· Tourism Enterprise Development Programme targeted on new or developing businesses within an area. Participants are identified by the County Enterprise Boards, and would normally comprise between 20 and 30 people per course. Participants must match certain criteria including having a track record, an understanding of the business, access to funding, a viable or potentially viable business and existing or committed premises. The course consists of 18 2-day modules covering a wide range from marketing, management, personnel and other elements, including the development of a viable business plan which is assessed and audited by CERT. Delivery of the course is a mix of approved specialist trainers selected and accredited by CERT and the latter’s own staff.  CERT delivers the programme and recovers the cost of £20,000 from the County Enterprise Board. A valuable by product of such programmes is the development of informal networks and joint working between participants.

· Rural Tourism Enterprise Development which provides part time training over 200 hours for individuals wishing to set up a rural tourism business. The courses are contracted from CERT by local associations including the rural development agency (Teagasc), with the latter organisations again recruiting people for the course.

· Tourism Programme for Community Leaders providing 16 days of training in tourism and management skills to support the work of voluntary boards, leaders and project managers in local communities in their work with tourism-related enterprises. As with the RTED courses, the local LEADER group commission CERT to provide the course for individuals recruited by LEADER.

· Professional Hospitality in Approved Accommodation is a one day course for new or existing owners of guesthouses and approved accommodation to help them to set standards to run their business efficiently. Again the course is provided by CERT at the behest of the local LEADER group who recruit the course participants.

· Irish Home Hospitality and Marketing for Small Tourism Enterprises are both part time courses over 200 hours delivered locally, but commissioned and recruited by local education, rural development and associations within the local area.
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In all the above, CERT recharges the cost of the courses to the local body, who are responsible for recruiting to the course. The local body may subsidise the cost for entrants to the course, but CERT do not provide any subsidy directly. In most cases, the course also involves a recognised certificate.
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Professional development courses cover a wide range of subjects including:

· Modern management techniques

· Supervisory management programme

· Introduction to supervision

· Trainers in Industry Programme

· Developing and managing the Personnel Function

· Developing a Training Plan

· Induction Training

· Performance Appraisal Skills

· Ireland’s Best Service Plus

· Food and Beverage Management

· Management of Food Hygiene in the Hospitality Industry

· Implementing a Hazard Analysis Critical Control Point System

· Developing a Safety statement

· Yield Management

· Modern Kitchen Management

· Chef workshop series

· Food/Bar Cost/Stock control

· Employment Law

· Marketing, Sales and Promotion for the Tourism Industry

· Golf Club Management

· Managing Leisure Clubs

· Guide training.
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The courses vary from ½ day to 12 days in length, with costs ranging from £35 for the half day induction course to £800 for the 12 day golf course management course.
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An exception to the general pattern is Ireland’s Best which was developed from the original Canadian Welcome Host programme. Unlike the normal practice in the United Kingdom, Ireland’s Best is delivered to the whole business rather than individuals, and takes place over several weeks, including 1 and 2 day training courses. Visitor satisfaction surveys are undertaken before, during and after the course, with the training days being supported by course material and workbooks. The cost for individual establishments is relatively high at around £4,000. Even so, the course still attracts around 2,000 people a year.
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The great majority of courses are delivered in a traditional manner, but increasingly, future delivery is likely to involve distant learning techniques, video and net based activity. CERT did promote a distance learning course some ten years ago, but take up was low and the course was dropped. However, the anticipation is that the context for such courses has changed with IT gaining much wider acceptance and familiarity, and that therefore there is potential for greater emphasis on these techniques.
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The Irish approach is very different to most countries and possibly unique in Europe in its integrated and comprehensive approach to tourism training. CERT has a budget of around £17 million, much of which is supported by EU funding, a situation which is likely to change over the next few years. Other sources are national government, earnings from courses (currently around £1 million a year), and industry contributions through a levy scheme (£300,000). The latter was introduced on a compulsory basis some 5 years ago, but the yield is limited and poses collection costs as well as raising expectations of service provision. CERT also undertakes training programmes in associated sectors such as institutional catering in the prison and health sectors, as well as overseas consultancy.
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The context for their operation is not dissimilar to Scotland, with a large number of small businesses distributed over a wide area. Altogether there are some 15,000 businesses, with an average of around 12 people per business, but a substantial number are much smaller.  Particular points of interest for the Scottish situation include:

· The approach to the delivery of training to very small tourism businesses. Delivery of training to the 4,000 or so very small businesses in tourism is particularly challenging since they look for local delivery and delivery outside normal hours. Often, their training requirements are in basic skills such as hospitality, meal preparation and menu planning and property maintenance rather than higher order management skills. Yet these businesses while individually not significant, together are an important part of the Irish tourism product whose needs have to be addressed. The CERT approach has been to look to local organisations and associations to raise interest and awareness rather than attempt direct marketing and promotion to individual SMEs.

· The Tourism Enterprise Development Programme targeted at businesses with potential for growth, and which is about business development across a wide range of elements rather than just staff training. Again the role of the local County Enterprise Board is crucial in identifying and bringing forward participants.

· Ireland’s Best scheme which has developed as a business based course rather than targeted at individuals and which is a relatively expensive rather than being seen as a give away/taster type activity.

Wales
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Tourism training in Wales has primarily been the responsibility of the Wales Tourist Board working with a range of other national, regional and local bodies. 
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Recently, this partnership has been brought together under the umbrella of the Tourism Training Forum for Wales launched in November 1999. The Forum brings together representatives from the industry, Wales Tourist Board, the Training and Enterprise Councils, Welsh Local Government Association, Further and Higher Education, Trade Unions, Cadw, Sports Council for Wales, Arts Council for Wales, Council of Welsh Museums, Regional Tourism Councils, National Training Organisations and careers advisers. The Forum is intended to provide an independent body to represent, improve and promote the call for increased training in the Welsh Tourism industry. It was set up to assist and inform all those responsible for tourism education and training decision making in Wales. 
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The Forum have prepared a strategy document which lists their objectives as:

· Develop a culture of education and training to provide a higher value tourism product and enhance visitor experience

· Lobby for the interests of tourism education and training in Wales

· Form strategic alliances between public and private training and funding sectors to maximise resources

· Ensure faster response to the creation of new training developments and initiatives

· Develop and improve training programmes to meet the specific requirements of the tourism sector

· Encourage operators to plan and undertake education and training

· Provide a forum to plan for the education and training needs of the future.
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The strategy notes that studies have highlighted a low level of acceptance of the need for training in the tourism industry in Wales particularly in micro-businesses (1-10 employees) and smaller businesses with less than 30 employees where there are owner-operators. Smaller operations are therefore identified as a focus for future support activities. 
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An action plan for the next five years is currently being prepared by consultants for the Forum. In the meantime, the Forum has produced advisory cards on sources of training and advice available from relevant organisations in Wales, together with contact points in each body. They have also launched a competition to identify good practice and industry champions in the different areas of Wales and in different size bands within the industry. Entrants have to give details of their training efforts, innovative approaches to training and suggest how they would use the prize money to extend their training efforts.
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The Forum is chaired by a tourism attraction operator and is currently serviced by the Wales Tourist Board, although consideration is being given to the possibility of the Forum supporting its own secretariat.
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In terms of tourism training provision, Wales Tourist Board was the first amongst the national boards to introduce the Welcome Host programme in the United Kingdom. The course in Wales consists of three training elements, namely:

· Welcome Host classic

· Welcome Host Managers

· Welcome Host International.
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The provision of the courses are managed by a consortium of colleges operating throughout Wales.
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A recent review of the Welcome Host programme
 suggested that the Classic course was widely recognised, but the Manager and particularly the International course were less well known. There was some divergence of views on the relative value of the courses, with a number of suggestions for expanding coverage through the addition of marketing and IT elements. There was also support from around half of respondents for the provision of refresher courses. Take up amongst smaller establishments appears to be lower than average, with respondents suggesting that reduced cost or free courses could attract a higher proportion. Around 40,000 people have attended Welcome Host courses since they were introduced in 1991.  
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The WTB also provide training for tourism businesses on a group consultancy basis. These include one day courses plus a follow up surgery focused on:

· Developing a Marketing Plan, 

· Developing People

· Improving Financial Management
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Two day training workshops are also arranged for marketing consortia, particularly newly formed consortia, which a focus on analysing the market, developing a marketing plan, advertising and monitoring. Priority for the delivery of such courses is given to the WTB LEAD areas, selected under a challenge process and in which there is an overall agreed strategy for developing tourism with local authority and business partners. WTB will also assist local groups to arrange their own courses if approached by a local organisation, acting in an enabling role rather than as a provider.
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Apart from courses delivered by WTB, there are a large range of organisations providing opportunities for training ranging from the Colleges through WDA, local enterprise agencies, the Chambers of Commerce, TECS and Business Connect, LEADER initiatives, national organisations such as the Hospitality Foundation and local authorities. In the main, the courses are generic rather than specifically tailored to the tourism industry. In some cases, funding support may be available through the TECS and or from European Funding.
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Overall, although WTB were early in the field with the Welcome Host courses, the current moves would appear to be catching up with the existing situation in Scotland rather than suggesting avenues for change for TTS.







� There may be a number of explanations for their inclusion in the ‘users’ database: they may have participated in TTS courses, but the individual interviewed may not have known about it; or they may have been approached or have signed up to a course, but did not turn up or the course has not yet taken place.


� Unfortunately, there are only two cases in which enough specific information is available to work out the precise return.  In both cases, the return is over 40-fold the investment i.e. the contribution to turnover of training is over 40 times higher than the proportion of the overall turnover spent on training.


� 	Review of Welcome Host Wales, Ray Youell Associates, undertaken for the Consortium of Welsh Colleges and the Wales Tourist Board,  May 1999
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