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This summary is based on findings from a 
series of interviews and a web-survey covering 
four Tourism sub-sectors: Casinos/Gaming; 
Conventions and Incentives; Tour Operations; 
and Visitor Information.

Findings from this research will inform 
the development of a sector specific skills 
development strategy for ATTTO designed to 
meet the workforce development and training 
needs of the Tourism Sector.

SUMMARY OF FINDINGS
Market Conditions

•	 The New Zealand Tourism sector is under 
increasing pressure with global demand for 
tourism continuing to soften and indications 
of lower forward-booking numbers predicted 
well into 2010.

•	 Increased pricing competition is changing 
consumer’s behaviour with many making 
last minute bookings and not forward-
booking as they would have done in the past. 

•	 Nearly 80% of those interviewed indicate 
they have been affected by the current 
environment, with one quarter choosing to 
reduce staff numbers and hours, and make 
better use of resources by not replacing 
staff, or recruiting less for the peak season.  

•	 The reduction in staffing numbers puts 
increased pressure on the remaining staff, 
and subsequently they are less available 
for training and professional development 
opportunities.

•	 Many tourism operators are re-evaluating 
their staffing needs, at least in the short 
term, including their commitment to staff 
training and skills development. 

•	 Based on past experience tourism operators 
are aware that when the economy improves 
many staff will opt to leave the sector 
seeking higher remuneration, and hence 
the hesitation to invest in short term staff 
training.

Careers Promotion
•	 The Tourism sector is becoming increasingly 

aware of the importance of retaining a 
highly skilled full-time workforce.

•	 Over half of all research informants (53%) 
report few challenges in recruiting staff in 
the last two to five years, however for just 

under half of these (49%) the challenges 
that they faced were primarily about 
getting applicants with the required skills, 
knowledge or experience.

•	 Seasonal and short term job opportunities 
are keenly sought after by students and 
other groups. Employing people on a 6 
month working visa can pose problems in 
terms of continuity of staff, with many of 
these applicants lacking general tourism 
knowledge, local knowledge of the particular 
area, and how NZ businesses operate. There 
is also a call to have New Zealanders ‘front’ 
the Tourism sector to visitors.

•	 Greater industry involvement is needed to 
raise awareness of the diversity of long-
term career opportunities and the types of 
businesses involved in the Tourism sector.

•	 Closer liaison with schools and Industry 
Training Organisations is suggested by 10% 
of those interviewed as one way to provide 
a realistic picture of what it’s like to work in 
the Tourism sector.

•	 The use of ‘funky and dynamic’ marketing 
strategies; ‘personal success stories’ of 
young role models working in the industry; 
and schools as key partners to promote 
careers are suggestions to tap into the 
younger demographic, and to create 
awareness around the strengths of the 
sector, and of potential career paths.

•	 According to survey respondents key factors 
that motivate people to enter the Tourism 
sector include the varied and interesting 
work, the opportunity to work with people, 
and as a lifestyle choice.

•	 Online advertising is the most common 
medium for sourcing job applicants for 40% 
of research informants with many using 
their own websites to post adverts online or 
via e-newsletters.

Screening and Staff Selection
•	 Two thirds of survey respondents consider 

the skills available in the New Zealand 
labour market meet their organisation’s 
current needs. 

•	 The Tourism sector’s mantra is ‘hire for 
attitude, train for skills’ with recruiters 
seeking applicants with good soft skills and 
personal attributes.

•	 Recruiting staff that can provide high levels 
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of professional customer service remains 
crucial given it can be the main point of 
difference as competition increases across 
the Tourism sector.

•	 In general, respondents are less focussed 
on a candidate’s technical skills though 
applicants are expected to be computer 
literate.

•	 Just under half (46%) of survey respondents 
require job candidates to complete a 
screening exercise to demonstrate specific 
skills as part of the recruitment screening 
process. These are predominantly soft skills 
(72%), technical skills (68%) and occupation-
specific skills (66%).

•	 There is an increasing emphasis on 
business development skills especially 
for those working in the Conventions and 
Incentives (C&I) sub-sector e.g. previous 
sales experience, knowledge of contractual 
negotiation, and time management skills.

•	 Visitors want more interpretation and depth 
to their cultural experiences. Interpretation 
skills are needed for cultural specific 
products	e.g.	Māori	guides.

•	 Skills	relating	to	kaupapa	Māori	and	tikanga	
Māori	 play	 an	 important	 role	 as	 these	
differentiate	Māori	tourism	from	all	others.	

Induction and Training Sign Up
•	 Two thirds of organisations interviewed have 

some form of induction program for new 
staff, commonly covering functional aspects 
of the organisation, such as health and 
safety, meeting other staff and becoming 
familiar with the departments or locations. 

•	 In terms of job learning, the buddy or 
mentor system is most commonly used 
(66% of those interviewed). Training on 
specific job components is used by over 
40% of organisations and a further 30% opt 
for working through an operations/systems 
manual. 

•	 Nearly 60% of all informants report not 
having any particular learning issues with 
new entrants, with some attributing this to 
careful recruitment processes to ensure the 

‘right’ person is hired. 

•	 A third of all informants state it is job 
specific skills that are lacking (rather than 
learning issues) such as local knowledge 
or knowledge of internal systems, and in-

house training is often needed to address 
this.

•	 Nearly 40% of interviewees use formal 
performance reviews, with many being 
facilitated by parent bodies such as local 
councils, who assess staff at regular 
intervals during the year.

•	 The majority of employers (64%) say they do 
not encounter any inter-generational issues 
in their organisation, and of the third who 
do, these issues are manageable.

Learning and Development for the Job Role
•	 Nearly 60% of organisations interviewed use 

a mixture of internal and external training 
programs to meet their requirements. 

•	 On the job training is by far the most popular 
method of training delivery across the 
Tourism sector with over 80% of informants 
taking this approach.

•	 Over 40% of those interviewed provided in-
house delivery of training, predominantly 
based on National Certificates.

•	 The	 majority	 (60%)	 of	 Māori	 business	
operators	 do	 not	 provide	 Māori	 specific	
work-based training programmes to their 
staff, yet most operators do use induction 
programmes that include whakapapa, 
histories, and kaitiakitanga practice.

•	 Eighty percent of survey participants 
support employees to attend ‘off the job’ 
courses, with most providing a combination 
of time and financial support ranging 
from covering course costs and associated 
expenses, time off to do training, and paid 
time off while training.

•	 Online learning still has limited uptake, with 
less than 20% of organisations utilising this 
medium of training for their staff.

•	 Nearly 60% of informants noted there are 
gaps in the current offerings in education 
and training available to the Tourism sector, 
both at an industry specific, and generic 
training level.

•	 Māori	 tourism	operators	 find	 it	 difficult	 to	
identify relevant courses particularly those 
relating	to	Tikanga	Māori,	‘the	Māori	way	of	
doing things’.

•	 Customer service training and sales training 
have been identified as increasingly important 
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but industry would like greater emphasis 
placed on course delivery in terms of both 
its context and relevance to the Tourism 
sector.

•	 The	 majority	 of	 Māori	 operators	 (78%)	
interviewed indicated they do have access 
to	 sufficient	 resources	 to	 offer	 Māori-
specific work-based training programmes to 
their staff.  

•	 When asked about the accessibility of 
information on training opportunities, over 
a third of organisations find information on 
training opportunities easily accessible. 

Recognising Success
•	 The general understanding of, and 

levels of engagement with, the National 
Qualifications Framework (NQF) standards 
varies. Of those interviewed, nearly 60% 
state they are familiar with the Framework 
and are currently using the National 
Standards to assess their staff.

•	 The degree to which the current assessment 
and moderation processes reflect the 
needs of the industry varies. Nearly 60% 
of interview respondents indicated that 
they do not meet industry needs whereas 
60% of survey respondents are satisfied 
with current assessment and moderation 
relating to National Standards.

•	 Of those who disagreed, the main concern is 
that the current Framework and standards 
are not specific or responsive enough to 
industry issues, and also do not cater for 
advanced levels.

•	 The time factor, both in administering 
training, and staff down-time whilst training, 
are cited as two of the most common 
reasons for non-compliance in regards 
to carrying out assessments according to 
National Standards and the NQF through an 
ITO.

•	 When asked if the national qualifications and 
the current NQF address future education 
and learning needs for their sector, there 
is a clear split between those interviewed, 
with half agreeing with the statement.

•	 Over 40% of those interviewed agree that 
the current NQF and assessment process 
supports an accurate indication of skills and 
competence.

•	 Suggestions for strengthening the NQF were 

varied, and range from issues concerning 
the content, to processes, and outcome 
deficiencies. In terms of content, training 
to develop selling skills is one area that has 
been clearly identified, even to the extent of 
offering a separate course to cover this very 
important component of frontline work.

•	 In regards to the processes used, and the 
assessment tools, these are seen as overly 
complex, and the outcome is too basic, not 
giving an indication of the relative level of 
competence of people who have completed 
a qualification.

•	 Just under half (47%) of those interviewed 
see the need for a better link between 
learning and on-the-job training to develop 
practical skills and experience, through 
communicating more effectively with 
industry, and involving the Tourism sector 
in the design and delivery of training.

Retention and On-going Professional 
Development
•	 National Certificates are the qualifications 

most relevant of those on offer to the Tourism 
sector mentioned by 26% of informants, 
with university degrees less essential (12%).

•	 National Certificates and diplomas are seen 
as a means of differentiating two fairly 
equal candidates during the recruitment 
process, but are not generally considered 
essential or necessarily a definite advantage 
(regarded as too theory based).

•	 University degrees in a generic sense 
show that the person is more likely to be 
able to study and learn, and should have a 
competent level of literacy and writing skills.

•	 Employers are generally supportive of staff 
undertaking study towards qualifications. 
Support may be in the form of contribution 
towards course fees, flexible work time and 
time off for study. 

•	 A third of those interviewed felt there are 
not adequate support systems in place to 
help them up-skill staff. 

•	 Other key factors for staff retention include 
opportunities for personal development 
or intangible rewards like motivating and 
empowering employees, and providing 
them with challenges to improve their 
confidence (37%).

•	 A quarter of all informants specifically 
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mentioned that low levels of pay are an 
issue with staff retention. Given the current 
economic climate, and competitive nature of 
the industry, remuneration levels across the 
sector are unlikely to increase.

•	 The seasonality of the industry is recognised 
as impacting on staff retention requiring effort 
and creative thinking to extend the season 
or extend employment opportunities to year 
round.

Future trends and challenges
•	 The recession and the current state of 

uncertainty pose the biggest challenges facing 
the Tourism sector in terms of skill development 
over the next 5 years (20% of informants).

•	 Other challenges over the next five years 
include providing adequate staff training to 
ensure staff are sufficiently skilled in areas 
such as languages, IT skills, customer service, 
or basic literacy and numeracy (15%).

•	 Customer service was specifically mentioned as 
a training priority to support the Rugby World 
Cup 2011. A third of respondents emphasised 
the importance of exceptional customer service 
and exceeding visitor expectations both for the 
event, and as a standard for the industry.

•	 The main challenges facing those interviewed 
in terms of staff education and training relate 
to the availability and provision of relevant 
programmes (21%), and the cost benefit for 
employers (19%).

•	 Keeping up with the rate of technological 
change in the industry is another challenge 
related to training provision and course content.

•	 The biggest single human resource challenge in 
2015 is seen as retaining good staff (39%).  This 
is followed by concerns over the makeup and 
skills of the available labour pool (24%), and 
the need to meet training needs (22%). 


