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Foreword
The tourism and hospitality industry in the North West and West Coast region of Tasmania (including King
Island) is growing rapidly in scale, quality and diversity. Our region’s increasingly dynamic profile as a
world-class destination is reflected in rising visitor numbers and strengthened industry confidence.

This exciting period of expansion provides a firm indication of the industry’s vital contribution to our region’s
economic sustainability - now and into the future. It requires us to step up to challenge of building and
upskilling the workforce required for the industry to deliver on its potential. Importantly, this challenge must
be collectively met by industry, government and industry service providers in a coordinated and strategic
effort.
The Steering Committee is pleased to put forward this Tourism Employment Plan 2016-19 for the North
West and West Coast of Tasmania and King Island (TEP) which has been developed over many months in
in close consultation with local industry and tourism organisations. This TEP will assist to position our
region to meet its emerging workforce challenges through a unique, regionally-specific, collaborative
approach. It delivers an action focused plan which identifies challenges and proposes initial actions toward
building a dynamic, skilled workforce to support and grow regional industry capacity into the future.
This TEP has been made possible through the support of the Australian Government, which selected our
region as one of eight tourism ‘hot spots’ around Australia to undergo comprehensive workforce
development planning as part of the national Tourism 2020 plan.

Our region’s TEP has had additional support though the Tasmanian Tourism 21 initiative. The State
Government is now developing a state-wide Tourism and Hospitality Industry Workforce Development Plan
and the TEP will be one of four regional action plans under that state-wide plan.

The ongoing management of the TEP will be guided by local industry representatives, within the
governance framework of the state-wide Workforce Development Plan. This will ensure that the TEP’s
implementation is coordinated, supported and will deliver relevant, direct and regionally-specific solutions to
workforce challenges.

Steering Committee

Ian Waller, Cradle Coast Authority
Greg Astell, Tasmanian Hospitality Association
Lisa Punshon, Department of State Growth
Debbie Grice, Quality Hotel Gateway, Devonport
John Dabner, Tall Timbers Hotel, Smithton
Justin McErlain, Wynyard Waterfront
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Executive Summary

Resolving our workforce challenges

Tasmania’s North West, West Coast and King Island region has been selected as
one of eight tourism ‘hotspots’ across Australia for the development of a Tourism
Employment Plan 2016-19 (TEP). The TEP is a crucial component of the
Australian Government’s Tourism 2020 initiative, supporting industry capacity
through the development of practical, region-focused solutions to workforce
challenges.

Increasing recognition of the world-class visitor experiences on offer and the resulting growth in visitor
numbers are highlighting gaps in the workforce capacity and skills of our region’s tourism and hospitality
industry. A dynamic, capable and committed workforce is critical for the industry in our region to
deliver on current opportunities and to further develop its potential.

What will the TEP do for our region?
This Tourism Employment Plan provides a region-focused, coordinated approach to

resolving key workforce challenges and supporting the industry to deliver on its potential
The challenge of maintaining and growing our industry workforce can be complex and involve a range of
solutions and stakeholders. The TEP provides a coordinated framework to facilitate the resolution of the
challenges identified in our region.
The TEP has been developed around five key focus areas:


Targeting skill shortages.



Increasing business productivity and workforce planning.





Retaining quality staff.

Encouraging labour mobility.

Better aligning training to industry needs.

The TEP is an industry-driven approach to addressing both current and projected labour and skill demands.
It has been developed by a representative Steering Committee, in collaboration with local operators, to
deliver a practical, solution-focused plan that responds directly to the industry’s workforce needs.
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The challenges we face

A range of workforce challenges have been identified for regional actions as part of the TEP.

In addition to the regional challenges identified for TEP actions, a number of other important challenges
have been identified that require action at a state or national level:


Reducing transport barriers to employment.



Improving the job-readiness of University graduates for managerial-level positions.





Improving access to affordable housing/accommodation in the region.
Reducing high labour costs (particularly penalty rates).

Reducing the complexity of the regulatory environment for tourism and hospitality operators.
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A plan for action

A comprehensive Action Plan (see overleaf) has been developed that details what needs to be done, by
whom and when, in order to address the industry’s workforce needs.

The Plan has been developed through extensive consultation with industry and is driven by the need for:



Realistic, practical solutions.

Industry and sponsor ownership and commitment.

The Plan is built around the two key themes represented in the region’s identified workforce challenges. It
details specific, targeted actions to address skill needs and labour availability issues.

Pilot projects

Three high priority pilot projects are already in progress and have been designed to deliver immediate
outcomes for operators in the region.
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#

Action

Priority

Timeframe

Status

Toolbox available on
CCA website

Theme 1: Attracting labour to the industry in our region
1.

Develop a web-accessible ‘toolbox’ containing information about resources, programs and useful contacts.

High

Short

2.

Investigate models for connecting employees and employers to fill available tourism and hospitality jobs in the region.

Medium

Long

3.

Establish a sustainable mechanism for identifying and resolving critical tourism and hospitality skill shortages in the region.

High

Medium

4.

Establish a ‘famil’ programme to support key influencers (teachers, trainers, career advisors and employment agents) in
promoting tourism and hospitality careers.

High

Short – Medium

Pilot in progress

5.

Establish an ambassador program to help promote the industry more widely, through attendance at industry and career
events and so forth.

High

Short – Medium

Pilot in progress

6.

Encourage the Tasmanian Government to present a submission to the Australian Government for the inclusion of the
North West/West Coast and King Island region in the revised visa extension areas to the tourism and hospitality industry.

High

Short

7.

Build the skilled workforce on King Island to meet projected emerging industry demand.

High

Medium - Long

In progress

Theme 2: Developing workforce skills
8.

Undertake a skills audit on King Island to identify specific industry skill needs.

High

Short

9.

Develop a Mystery Visitor Experience Program to highlight areas where support may be required to assist sectors of the
industry in the provision of excellent visitor experiences.

Medium

Medium

Pilot in progress

10. Developing and trialling a high level diagnostic tool that will help operators to identify their workforce development needs
and connect them to relevant solutions.

High

Medium

Pilot in progress

11. Provide additional Tour Guiding training to meet emerging industry demand.

High

Medium

In progress

In addition to these actions, there is a recognised need to ensure that identified key challenges which lie outside the scope of the TEP are progressed
appropriately. A thorough approach to employment planning recognises the interconnectedness of the factors influencing regional industry success.
Further work is needed to identify the specific actions and relevant Government bodies required to develop solutions to these challenges in conjunction
with the aims of the TEP.
vi
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Setting the Scene

The North West Coast and West Coast of Tasmania, including King Island, is part of a burgeoning
state wide visitor economy that stands to offer substantial contribution to Tasmania’s future (Figure
1). Increasing interest and investment in maximising the potential of Tasmania’s inherent value as
a tourism destination has seen the snowballing momentum of the visitor economy established as
not only a viable but a vital component of Tasmania’s progress.
Our region boasts some of the most
iconic examples of Tasmania’s
natural and cultural heritage –
including the Tarkine, Cradle
Mountain and the Gordon River, as
well as historic towns and
exceptional food and wine districts.

Figure 1: Tasmania's North West, West Coast and King Island 1

Annual visitor numbers have soared
in recent years, with both domestic
and international visitors traveling to
our region to enjoy the extensive and
increasing range of world class
accommodation, unique wilderness
experiences, adventure tourism,
cultural events and gourmet
produce.
Poised on the cusp of expansion,
our region stands to shine as a
leading example of Tasmania’s
visitor experience potential – but it all
relies on the workforce.
A dynamic, skilled and committed
workforce is critical to the capacity
of the industry to deliver on its
potential.

Recent analysis of the Australian
tourism and hospitality industry has
revealed that labour force shortages,
in both availability and skill level,
constitute one of the greatest
inhibitors to growth2.

In recognition of the increasing significance of direct and indirect tourism revenue, the Australian
Government launched Tourism 2020, a National Long-Term Tourism Strategy, to support the
maximisation of the industry’s potential, aiming toward increasing annual tourist spending to $140
billion by 20203. Building on a strong collaborative foundation between the industry and both state
and federal governments, Tourism 2020 seeks to address existing challenges to the visitor
economy and build capacity through a range of programs, including regional Tourism Employment
Plans (TEPs). The TEPs run alongside dynamic state initiatives such as the Tasmanian Visitor
1
2
3

Cradle Coast Authority

Australian Tourism Labour Force Report 2015-2020
Tourism 2020 Overview
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Economy Strategy 2015-2020, known as Tourism 21, which has established comprehensive state
wide tourism objectives. This highly successful partnership between the Tasmanian State
Government and industry has developed strategic priorities to increase visitor numbers and
expenditure through generating demand, access and infrastructure and supporting a growing
workforce4.
This report outlines the goals, frameworks and initiatives engaged to mobilise necessary labour
resources to enhance visitor experiences and facilitate the growth of our vibrant visitor economy.

1.1 What is a Tourism Employment Plan?

In order to address key industry workforce challenges identified in the Australian Tourism Labour
Force Report 2015-2020, Tourism Ministers selected eight regions across Australia for the
development of a TEP5.
A TEP is designed to assist the industry in addressing regional workforce challenges by:


Identifying targeted and practical measures to address labour and skills issues.



Helping implement industry-led solutions where gaps are identified.



Linking tourism and hospitality operators with programs geared towards improving
education, training and employment outcomes.

Importantly, TEPs provide a mechanism for the industry to develop a coordinated dialogue
between government and industry stakeholders. This in turn leads to:


Increased coordination between stakeholders.



Increased interest and uptake in available government programs by operators.



Collaborative efforts to resolve workforce challenges.

The Tourism 2020 initiative identified the North West Coast and West Coast (including King Island)
as an area of key industry growth and commissioned the development of the TEP as a means to
develop practical, regionally specific actions for addressing workforce challenges, which can have
the effect of impairing industry success. Visitor numbers to our region are increasing and the TEP
provides a framework to engage and develop the available local workforce and additional workers
to ensure visitor economy growth is supported by quality service.

4
5

Tasmanian Visitor Economy Strategies 2015-2020
Austrade – Tourism Employment Plans
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1.2 Developing the TEP

This Tourism Employment Plan 2016-19 for the North West and West Coast of Tasmania and King
Island was developed under the guidance of a Steering Committee involving representatives of the
Department of State Growth, the Cradle Coast Authority, the Tasmanian Hospitality Association
and three local industry representatives6.
An Industry Reference Group was also established to provide targeted engagement with
representative industry stakeholders. The Industry Reference Group was based on the Cradle
Coast Authority’s Industry Development Committee (7 members), and was supplemented by a
number of representatives nominated by the Tasmanian Hospitality Association.

Wider industry consultation was undertaken in June 2016 and will provide ongoing guidance on
TEP actions and strategies.
Identified workforce challenges were linked to practical, direct actions appropriate to the nature
and scale of each challenge. Through ongoing consultation, the TEP has been progressed
according to the three phase process illustrated in Figure 2.
Figure 2: TEP development process

Developing the TEP focused on identifying priority workforce issues with reference to five key
focus areas critical to workforce health and growth.


Targeting skills shortages.



Encouraging labour mobility.
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Retaining quality staff.

Increasing business productivity and workforce planning capacity.
Better align training to industry needs.

Details of the Steering Committee and its Terms of Reference and membership of the Industry Reference Group are provided in
Attachment A. Additional consultation was undertaken with a broader range of industry stakeholders, as outlined in Attachment B.
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North West and West Coast Visitor Economy

2.1 Visitor Experiences

The expansion of our region’s visitor economy is driven by the outstanding diversity and quality of
the tourism experiences on offer. The visitor experience provided by the region is unique in its
abundance of accessible parks and wilderness areas, a rich cultural history and a wide range of
tours, activities, accommodation and dining options that caters for both family holidays and the
most sophisticated gourmands.
The pristine wilderness in our region is recognised by visitors as a rare opportunity to experience
the natural world. Visitors can easily reach wilderness areas such as Cradle Mountain and
Corinna by car. There are also opportunities to partake in numerous adventure tourism
experiences, including guided rafting, sea kayaking and walking tours, accessible caves and
canyons and mountain biking trails. New developments, such as the world-class golf course on
King Island, provide further ways for visitors to experience our region’s natural beauty.

For visitors drawn to cultural history, our region contains significant sites of Tasmanian Aboriginal
heritage, as well as historic towns that tell the stories of the first Europeans to settle and build a life
here. Towns such as Sheffield, Stanley, Queenstown and Strahan are becoming recognised as a
valuable link to the past, with activities including mine tours, heritage railways and cruises to Sarah
Island and the Gordon River providing gateways for visitors to connect to our region’s fascinating
cultural heritage.
Ideally situated and richly resourced in natural and cultural assets, our region’s remarkable range
of visitor experiences is catching the eyes of the world.

4

2.2 The Impact of the Visitor Economy

The visitor economy is increasingly significant to building our region’s future. An impressive fiftynine percent7 of the 1.15 million annual visitors to Tasmania include our region in their itinerary8. In
addition to external visitors to the state, approximately 1.4 million Tasmanians visit our region
every year9, bringing the total number of visitors to 1.9 million in 2014-15 and generating a net
expenditure of over $500 million10. This constitutes an increase of a quarter of a million
visitors in one year11.

7
8
9
10
11

Cradle Coast Authority ‘Tasmania’s North West’ presentation 2013
T21: The Tasmanian Visitor Economy Strategy 2015 - 2020

Tourism Region Profiles for North West and Wilderness West 2014-15
Tourism Region Profiles, North West and Wilderness West, 2014-15
Tourism Region Profiles, North West and Wilderness West, 2014-15
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The regional significance of the visitor economy goes beyond its immediate economic impact. The
industry is a major employer, currently comprising seven percent of all jobs in the region. This
proportion of jobs is even higher within the West Coast subregion (see Figure 3) - a clear indicator
of the strength the industry offers our region into the future and the importance of securing its
sustainability and growth. This data is drawn from the 2011-12 census and the penetration of the
industry is likely to have changed (data from the 2016 census is not yet available).
Figure 3: Number and Proportion of Tourism Jobs, 2011-1212
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2.3 Industry Capacity

The exceptional visitor experiences on offer in our region and dramatic recent growth highlight the
scope of industry expansion potential. Importantly, a skilled and vibrant workforce is vital to the
industry’s capacity to deliver on projected growth in the scale, diversity and quality of regional
tourism.
Workforce distribution and training characteristics are key considerations in supporting the
realisation of industry potential. Our population (114,000 in 2015) is dispersed across a regional
area that comprises approximately a third of Tasmania’s landmass13. The resident workforce is
densely situated around several key centres – ninety-five percent of the region’s total population
lives on the North West coast - and is notably sparse elsewhere in the region.

12
13

Economic Impact Analysis – Tourism – King Island, North West and West Coast Reports, 2011-12
Regional Population Growth, Australia, 2014-15
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In addition to the dispersed population, the capacity of our resident workforce to meet industry
demand is constrained by the limited availability of adequately skilled workers. Over sixty percent
of the current workforce in our region does not hold post-school qualifications 14.

Nationally recognised vocational education and training for the tourism and hospitality industry is
delivered using the Tourism, Travel and Hospitality (SIT) Training Package.15 The national database
of assessment resources and training providers (www.training.gov.au) lists over 450 registered
training organisations that provide training delivery and assessment services using the SIT Training
Package in Tasmania.
Eighteen of these registered training organisations have physical Tasmanian locations. Four have
at least one physical location on the North West and West Coasts of Tasmania16. These training
providers are:


Outside the Square Solutions (Burnie)



Workforce Development (Burnie)




TasTAFE (Devonport, Burnie, Smithton)
Work and Training (Ulverstone).

The numbers of both apprenticeship and traineeship commencements and completions in SIT
Training Package training contracts have decreased in the region over the last three years (see
Figure 3)17.
Figure 3: SIT Training Contract Commencements and Completions 2013 -15
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Australian Tourism Labour Force Report 2015-2020

Registered training organisations are currently working from two versions of the SIT Training Package – SIT and SIT12.

MySkills – Australia’s directory of training. More information on the registered training organisations offering SIT Training Package
qualifications is provided in Attachment C.

Unpublished data supplied by Skills Tasmania
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Other training and education pathways for the tourism and hospitality industry include
apprenticeships and traineeships, off the job training through a registered training organisation, or
training in the workplace.
The Certificate III in Commercial Cookery is the most popular qualification commenced in the
region under the SIT Training Package, representing:


16 percent of training contract commencements in 2013



38 percent of training contract commencements in 2015.



31 percent of training contract commencements in 2014

The qualification with the highest rate of training contract completions in 2013 and 2015 was the
Certificate III in Hospitality. The Certificate III in Commercial Cookery topped the list of
completions in 2014.
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Participation in TasTAFE18 tourism and hospitality industry training in the region increased slightly
between 2012 and 2013, then decreased marginally between 2013 and 2015, as demonstrated in
Table 1.
Table 1: Tourism and Hospitality Industry Training 2012 – 2016, TasTAFE19

2012

2013

2014

2015

403 (23%)

356 (27%)

291 (22%)

274 (21%)

East

36 (2%)

15 (1%)

54 (4%)

19 (1%)

North

616 (35%)

439 (33%)

367 (27%)

402 (30%)

South

686 (39%)

517 (39%)

630 (47%)

638 (48%)

1741 (100%)

1327 (100%)

1342 (100%)

1333 (100%)

Region
North West

TOTAL

Skills Tasmania data indicates that commencements and completions of training programs funded
through competitive tendering processes have declined between 2012 and 2014, then steadied
(see Figure 44).

Number of Student Places

Figure 4: Commencements and Completions under Skill Tasmania’s Competitive Tendering Programs 2012
-1520
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The factors described shape our region’s current workforce capacity and provide important context
for identifying the key challenges faced in supporting the industry to deliver on its potential.

18
19
20

This training was undertaken by TasTAFE under a Memorandum of Understanding with Skills Tasmania.
Unpublished data supplied by Skills Tasmania
Unpublished data supplied by Skills Tasmania
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3

Workforce Challenges

This section identifies current workforce challenges that require regional-level development and
coordination if the tourism and hospitality industry is to reach its potential.

The sources and solutions of regional workforce challenges can be complex and embedded and
careful analysis was required to ensure that the TEP approach was direct and achievable. Twelve
key workforce challenges were identified and endorsed through consultation with regional
stakeholders (see Figure 5).

Key review documents included the Australian Government’s Tourism 2020 strategy and
Australian Tourism Labour Force Report 2015-2020, the Tasmanian Government’s Tourism 21
strategy, the Tasmanian Visitor Economy Strategies 2015-2020, the Destination Management
Plans for the four Tasmanian regions, TEPs from other regions of Australia and a number of other
relevant reports and papers.
A wide range of federal and State support programs and service providers were identified that
assist the industry with workforce challenges. These include career advice and skills training for
job-seekers, workforce planning, business management and cultural awareness mentoring for
employers and a variety of grants and subsidies (see Attachment D).

A number of gaps in current support mechanisms and programs led to the identification of key
workforce challenges and indicated a need to develop more effective collaborative relationships
between relevant regional stakeholders.
The key challenges led to the development of two strategic themes.
Theme 1

Attracting labour to
the industry in our
region

Theme 2

Developing
workforce skills

It is critical that initiatives be taken which attract more labour to the
industry in the region.

The existing workforce is not sufficient to meet projected industry
workforce demand on the North West and West Coast of Tasmania
(including King Island).
This is due to the seasonal nature of industry workforce demand,
competition for labour from other industries and population factors.

Ensuring high visitor satisfaction with tourism and hospitality products is
critical to the sustainable growth of the industry.
To ensure that the industry delivers a great visitor experience, it is
essential that the workforce has the skills necessary to deliver a high
quality service.

Figure 5 summarises the identified labour and skill challenges and indicates which of these two
key TEP focus areas they relate to (they are not listed in priority order).
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Figure 5: Key Labour and Skills Challenges

Labour Challenges

Skills Challenges

Addressing skill/labour shortages in specific
occupations and during seasonal peaks

Strengthening partnerships between
education and training providers and
industry

Retaining skilled employees and
trainees/apprentices

Ensuring that training programs are
delivering the skills and competencies
required by industry

Improving perceptions of the industry as a
career choice

Improving awareness of and access to
existing government skills and training
programs

Tapping into underutilised labour sources

Improving how Government sponsored
employment programs service the industry
in the region

Establishing a pool of tourism and hospitality
industry ambassadors

Building specific skills to support emerging
markets

Strengthening the workforce planning and
development skills of operators

Developing the skills of employees,
particularly in customer service

A range of actions were then identified which respond to these key challenges. These actions and
their implementation strategies are outlined in Section 4. In preparing the TEP, a number of other
significant challenges were identified, which fall outside the scope of the TEP and require action at
a state or national level:


Reducing transport barriers to employment.



Improving the job-readiness of University graduates for managerial-level positions.





Improving access to affordable housing/accommodation in the region.
Reducing high labour costs (particularly penalty rates).

Reducing the complexity of the regulatory environment for tourism and hospitality
operators.

It is important to ensure that these challenges are considered by the appropriate state or national
bodies.
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Meeting the Challenges

Actions to address the identified labour and skills challenges were developed against the need for:



Realistic, practical solutions.

Industry and sponsor ownership and commitment.

The actions and supporting rationales are summarised in the following sections. This is followed
by an Action Plan that outlines who needs to do what by when.

4.1 Theme 1: Attracting Labour to the Industry in our Region
#

Actions

Rationale

1.

Develop a webaccessible ‘toolbox’
containing information
about resources,
programs and useful
contacts.

There is a need to promote information to the industry regarding available
programs and resources in a ‘one stop shop’ style format.
The ‘toolbox’ should include:




2.

3.

4.

5.

Listings of resources and programs relevant to the industry.

Information and resources in relation to using the visa system to fill
workforce gaps.
A listing of useful contacts.

Investigate models for
connecting employees
and employers to fill
available tourism and
hospitality jobs in the
region.

Various models to connecting workers with employers have been used,
with varying levels of success.

Establish a
sustainable
mechanism for
identifying and
resolving critical
tourism and hospitality
skill shortages in the
region.

Ad hoc reports and consultations indicate that skill shortages exist
throughout the region, including shortages of chefs and staff for front of
house roles.

Establish a famil
program to support
key influencers
(teachers, trainers,
career advisors and
employment agents)
in promoting tourism
and hospitality
careers.

The movement of school leavers into the industry is an important source of
labour for the industry. There is a need to ensure that school leavers in the
region are provided with the opportunity to understand the career
opportunities offered by the industry.

Establish an
ambassador program
to help promote the

It is clear that the industry requires role models and leaders. Rob Pennicott
has, by default, become the ambassador for ecotourism experiences in
Tasmania. However, there is no formal mechanism in the region for

Learning from these alternative models and developing a model that
focuses on the efficiencies of the various approaches is likely to effectively
connect workers with jobs.

There is a need for regular reporting of skill shortages, which would enable
industry and government and other stakeholders to work together them.
The Commonwealth Department of Education and Training has existing
methods for identifying skill shortages at a national and state level. There
is a need to examine if these methods can be tailored to use in the
identification of specific regional skill shortages.

Tourism and hospitality operators are very aware with the concept of famil,
where visiting media and journalists are ‘shown’ a product to assist them to
publicise that product to a wider audience.
It is proposed that a similar concept be developed to deliver to teachers,
trainers, career advisors and employment agents (‘influencers’) a famil that
will assist them in promoting the industry to students in high schools and
colleges.
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#

Actions

industry more widely,
through attendance at
industry and career
events and so forth.

Rationale

identifying, encouraging and coordinating those who can act as
ambassadors for the industry.

The breadth and depth of the industry product and service offering
necessitates the development of a managed community of ambassadors
who would be available to promote, share and drive continuous
improvement in the industry in the region.
Initially, the ambassador program will support the famil program but it is
anticipated it will develop a wider brief.

6.

Encourage the
Tasmanian
Government to
present a submission
to the Australian
Government for the
inclusion of the North
West and West
Coasts and King
Island region in the
revised visa
extensions to the
tourism and hospitality
industry.

There are restrictions on the length of stay that visa holders can have if
they hold Working Holiday (subclass 417) or Work and Holiday (subclass
462) visas.

Specifically, ‘… the main purpose of your visit must be for an extended
holiday. You can do any kind of work over the course of your 12 month stay
in Australia, however the conditions of your visa limit you to a maximum
period of six months work with any one employer, unless you've been given
permission by the Department of Immigration and Border Protection to
work longer’.
The Commonwealth Government has introduced new rules for visa
extensions for specific industries including the Northern Australian tourism
and hospitality industry. These new rules provide increased flexibility for
certain industries. Under the new rules, working holiday or work and
holiday visa holders in Northern Australia can work longer for one employer
and are able to count work in the industry towards an extension of those
visas.
Given the seasonal nature of the industry and the subsequent difficulties
experienced in recruiting staff for peak periods, there has been a call from
industry for the North West Coast, West Coast and King Island to be given
access to these special visa rules.

7.

Build the skilled
workforce on King
Island to meet
projected emerging
industry demand.

With recent increased tourism and associated development activities on
King Island, a number of significant workforce related issues have
emerged, including an urgent need to build the workforce capacity on the
island.
The Cradle Coast Authority, the Department of State Growth and the
Coordinator General’s Office are working with other stakeholders to
address the range of issues involved.
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4.2 Theme 2: Developing Workforce Skills
#

Actions

Rationale

8.

Undertake a skills
audit on King Island to
identify specific
industry skill needs.

With recent increased tourism and associated development activities on
King Island, a number of significant workforce related issues have
emerged, including an urgent need to build the workforce capacity on the
island.

Develop a Mystery
Visitor Experience
Program to highlight
areas where the
provision of skills or
other support may be
required to assist
sectors of the industry
in the provision of
excellent visitor
experience.

A need has been identified for the improvement of service within the
industry in the region. A benchmark ‘Mystery Visitor Experience Program’
would assist in providing evidence with which to engage tourism and
hospitality operators on this issue.

9.

10. Support tourism and

hospitality operators
to deliver excellent
visitor experiences
through the
development and
implementation of a
high level diagnostic
tool for identifying
their workforce
development needs
and connecting them
to the solutions.

A detailed understanding of the current skills situation on the island and its
emerging skills needs is required to inform further actions to resolve its skill
needs.

The program would assess evidence of visitor experiences in relation to
groups of operators within the region.

The program could be used as an ongoing tool for identifying skills and
related issues in specific areas or industry sectors in the region, identifying
service gaps and reporting on successes.
In seeking to improve their delivery of excellence in visitor experience,
operators (particularly small and micro businesses) often require structured
assistance to identify problems and how they can be resolved. Small
operators are usually time poor and can be unaware of the range of
assistance programs they can access.

Structured assistance can be provided by diagnostic tools that support selfassessment or use by moderators such as business advisors.
There is a need for a simple high level diagnostic product that can quickly
assist operators in the industry to:



Identify their strategic priority workforce needs of management and
staff.

Connect them to the range of programs and services that meet those
identified workforce needs.

This action is designed to complement the THA’s Customer Experience
Awareness Program, which is a comprehensive, consultation based
analysis of the skill development needs of workers and business
owners/managers.
11. Provide additional

Tour Guiding training
to meet emerging
industry demand.

There is a need to ensure that the industry has a pool of skilled tour guides
to meet the emerging market opportunities. This need is accentuated by
the Tasmanian Government’s initiative in calling for expressions of interest
in tourism investment opportunities in the Tasmanian Wilderness World
Heritage Area, National Parks and Reserves. Of the 25 projects that have
been proposed to the State Government under this initiative, 13 are located
in the region and at least nine of these involve tour guiding.
This issue has been recognised by the Department of State Growth, which
has gone to market with a tender to provide tour guide and business skills
development for tourism and hospitality operators in our region. It is
expected that the initial training delivered through this tender process will
be completed in September 2016.
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4.3 Action Plan

The Action Plan has been developed to provide a clear outline of TEP actions, priorities, timeframes and sponsors and supporters. The Action
Plan will guide industry and government initiatives to resolve identified challenges.
The timeframes for the actions identified in Table 2 are divided into short, medium and long term:


Short term actions are those that have either already been implemented or are recommended for implementation mid-2016.



Long term actions are those recommended for implementation from six months to three years.



Medium term actions are those recommended for implementation over the next six months.

Table 2: Tourism Employment Plan - North West and West Coasts of Tasmania Action Plan
#

Action

Priority

Timeframe

Sponsor
Stakeholders

Supporting
Stakeholders

Status

Theme 1: Attracting labour to the industry in our region
1.

Develop a web-accessible ‘toolbox’ containing information
about resources, programs and useful contacts.

High

Short

CCA

N/A

Toolbox available on CCA
website

2.

Investigate models for connecting employees and
employers to fill available tourism and hospitality jobs in
the region.

Medium

Long

THA

Employment
network partners

To be developed

3.

Establish a sustainable mechanism for identifying and
resolving critical tourism and hospitality skill shortages in
the region.

High

Medium

THA

DSG

To be developed

4.

Establish a famil program to support key influencers
(teachers, trainers, career advisors and employment
agents) in promoting tourism and hospitality careers.

High

Short – Medium

CCA

THA

In progress

5.

Establish an ambassador program to help promote the
industry more widely, through attendance at industry and
career events and so forth.

High

Short – Medium

CCA

THA

In progress
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CCA

CCA

#

Action

Priority

Timeframe

Sponsor
Stakeholders

Supporting
Stakeholders

Status

6.

Support a State submission to the Australian Government
for the inclusion of our region in the revised visa
extensions to the tourism and hospitality industry.

High

Short

CCA

Tasmanian
Government

To be developed

7.

Build the skilled workforce on King Island to meet
projected emerging industry demand.

High

Medium - Long

CCA

DSG

In progress

THA

Coordinator
General’s Office

Theme 2: Developing workforce skills
8.

Undertake a skills audit on King Island to identify specific
industry skill needs.

High

Short

DSG

CCA

In progress

9.

Develop a Mystery Visitor Experience Program to
highlight areas where support may be required to assist
sectors of the industry in the provision of excellent visitor
experiences.

Medium

Medium

CCA

THA

In progress

10. Support tourism and hospitality operators to deliver
excellent visitor experiences through the development
and implementation of a high level diagnostic tool for
identifying their workforce development needs and
connecting them to the solutions.

High

Medium

CCA

THA

In progress

11. Provide additional Tour Guiding training to meet emerging
industry demand.

High

Medium

DSG

Program and
training providers

In progress

Program and
training providers

Relevant
operators

In addition to these actions, there is a recognised need to ensure that the identified key challenges which lie outside the scope of the TEP are
progressed appropriately. A thorough approach to employment planning recognises the interconnectedness of the factors influencing regional
industry success. Further work is needed to identify the specific actions and relevant Government bodies required to develop solutions to these
challenges in conjunction with the aims of the TEP.
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4.4 Action Plan: Measures of Success

The following table outlines detailed, specified measures of success for each action outlined in the Action Plan (see Table 3). In seeking to
provide measurability and accountability, this table allows for the progress and achievement of the actions to be clearly and consistently
understood.
Broader, project-wide measures of success are described in Section 5.4 of this report.
Table 3: Tourism Employment Plan - Action Plan Measures of Success
#

Action

Measure of success

Theme 1: Attracting labour to the industry in our region
1.

Develop a web-accessible ‘toolbox’ containing information about
resources, programs and useful contacts.

A toolbox is available on the CCA website and reviewed and updated on a quarterly
basis.

2.

Investigate models for connecting employees and employers to fill
available tourism and hospitality jobs in the region.

A system is established that successfully places workers into tourism and hospitality jobs
in the North West and West Coast and King Island region.

3.

Establish a sustainable mechanism for identifying and resolving
critical tourism and hospitality skill shortages in the region.

A measure is established that improves the identification and resolution of skill shortages
in the region.

4.

Establish a famil program to support key influencers (teachers,
trainers, career advisors and employment agents) in promoting
tourism and hospitality careers.

A famil program is established that improves the understanding of teachers and other
influencers about the skill and labour requirements of the industry.

5.

Establish an ambassador program to help promote the industry more
widely, through attendance at industry and career events and so
forth.

A pool of ambassadors is established and used to promote the industry to potential new
entrants.

6.

Encourage the Tasmanian Government to present a submission to
the Australian Government for the inclusion of the North West and
West Coasts and King Island region in the revised visa extensions to
the tourism and hospitality industry.

The Tasmanian Government makes a submission to the Commonwealth regarding the
inclusion of the North West and West Coast and King Island region in the revised visa
extensions to the industry.

The toolbox is accessed by industry.
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#

Action

Measure of success

7.

Build the skilled workforce on King Island to meet projected emerging
industry demand.

Growth of the King Island workforce is achieved to meet emerging demand.

Theme 2: Developing workforce skills
8.

Undertake a skills audit on King Island to identify specific industry
skill needs.

Industry skills needs on King Island are identified.

9.

Develop a Mystery Visitor Experience Program to highlight areas
where support may be required to assist sectors of the industry in the
provision of excellent visitor experiences.

A Mystery Visitor Experience program is developed that is capable of identifying skill
development and other opportunities for the improvement of visitor experience.

10.

Support tourism and hospitality operators to deliver excellent visitor
experiences through the development and implementation of a high
level diagnostic tool for identifying their workforce development
needs and connecting them to the solutions.

A diagnostic tool is developed that enables operators to readily identify their workforce
needs and connecting to solutions.

11.

Provide additional Tour Guiding training to meet emerging industry
demand.

Access to Tour Guiding training is sufficient to meet emerging industry demand.
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5

The Way Forward

This TEP has an initial timeframe of three years. It requires ongoing sustainable governance
arrangements to ensure its implementation and to ensure that it is monitored and updated to
ensure it remains responsive to industry needs.

Since the development of this TEP commenced, the State Government has initiated the
development of a state-wide Workforce Development Plan for the Tourism and Hospitality industry.
The governance arrangements for the state-wide Plan is illustrated in Figure 4. The project is in its
early stages and is being overseen by a Steering Committee involving the three project sponsors.
Figure 4: Governance arrangements for state-wide Workforce Development Plan for the Tourism and
Hospitality industry

This State Government initiative involves the development of Workforce Regional Action Plans
(WRAPs) for the four regions represented by Regional Tourism Organisations. This TEP will serve
as the WRAP for the North West and West Coast of Tasmania and King Island region.
In light of this governance arrangement and following consultations with the Cradle Coast Authority
and the Tasmanian Hospitality Association, the following ongoing governance arrangements will
apply to the TEP:




The Cradle Coast Tourism Executive (the State Government’s Regional Tourism
Organisation for the North West and West Coasts, including King Island) will be the
custodian of the TEP. This will ensure that the TEP would be managed consistently with
the WRAPs that are to be developed by the other Regional Tourism Organisations.

The Cradle Coast Tourism Executive will establish a Working Group (with membership
sourced from industry within the region) to progress the implementation of the TEP and
advise it on any changes that may be required to the TEP. The Executive will ensure the
Group is broadly representative of the industry within the region and, in this respect, will
consult with the THA and other relevant organisations regarding the formation of the
Working Group.
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The Terms of Reference for the Cradle Coast Tourism Executive and its Working Group with
respect to the TEP will be to:







Oversee the implementation of the TEP for the North West and West Coast region (including
King Island);
Determine how TEP pilot projects should be deployed generally within the region;

Ensure that the TEP is consistent with the state-wide Workforce Development Plan for the
Tourism and Hospitality industry;

Communicate/consult with the industry in the region regarding the implementation of the TEP;
Monitor progress with the TEP and associated activities and amend project direction where
required; and
Report progress with the TEP to the Steering Committee for the state-wide Workforce
Development Plan for the Tourism and Hospitality industry (or its successor).

This approach will ensure the ongoing sustainability of the TEP by incorporating it within the
broader governance of the state-wide Workforce Development Plan.
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Attachments

Attachment A: Steering Committee and Industry Reference
Group
TEP Steering Committee composition
Organisation

Comment

One representative of the
Tasmania Department of
State Growth

The Tasmanian Department of State Growth is responsible for tourism
industry policy.

One representative of the
Cradle Coast Authority
(CCA)

CCA is a joint authority created by the nine Councils in the region. It is also
the Tasmanian Government’s appointed Regional Tourism Organisation for
our region, with this role being jointly funded by Department of State
Growth and Tourism Tasmania.

One representative of the
Tasmanian Hospitality
Association (THA)

The THA is a leading peak industry body responsible for the hospitality
industry, which encompasses the tourism industry.

Three industry
representatives

These industry representatives were nominated by the CCA and THA.

Industry Reference Group composition
Name

Organisiation

Ian Waller

Cradle Coast Authority

Julian Jacobs

Tasmanian Hospitality Association

Rod Stendrup

Cradle Coast Authority

Kylie Scolyer

Cradle Coast Authority

Justin McErlain

Industry

John Dabner

Industry

Nic Deka

Industry

Stuart Jones

Industry

Deborah Winton

Industry

Clint Walker

Industry

Michael Bonney

Industry

Debbie Grice

Industry

Carolyn Nissen

Industry
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Name

Organisiation

Mike Brindley

Regional Development Australia - Tasmania

Lisa Punshon

Department of State Growth

Julian Jacobs

Tasmanian Hospitality Association
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Attachment B: Stakeholders
Industry stakeholders consulted
Name

Organisiation

Ian Waller

Cradle Coast Authority

Julian Jacobs

Tasmanian Hospitality Association

Rod Stendrup

Cradle Coast Authority

Kylie Scolyer

Cradle Coast Authority

Justin McErlain

Industry

John Dabner

Industry

Nic Deka

Industry

Stuart Jones

Industry

Deborah Winton

Industry

Clint Walker

Industry

Michael Bonney

Industry

Debbie Grice

Industry

Carolyn Nissen

Industry

Mike Brindley

Regional Development Australia - Tasmania

Lisa Punshon

Department of State Growth

Julian Jacobs

Tasmanian Hospitality Association
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Attachment C: Tourism and Hospitality Training in Tasmania

The training qualifications from the SIT Training Package that are provided from registered training organisations with physical Tasmanian locations are
listed in Table 6. It states the number of training providers that offer a qualification in Tasmania (state) and in the North West and West Coast of Tasmania
(region).
Table 6 lists the qualifications from both versions of the SIT Training Package.
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No. of Providers

Workforce Development

Work & Training Limited

Smart City Vocational
College Pty Ltd

Skills Right Now P/L

TasTAFE



Scala Institute



Outside the Square
Solutions







ORS Training Solutions






Orange Vocational
Education and Training



National Joblink



MEGT Institute



Learning Partners Pty
Ltd



Institute of Project
Management

Tasmanian Secondary
Colleges





Industrylink Training

Franklyn Scholar

SIT10213 - Certificate I in
Hospitality
SIT10216 - Certificate I in
Hospitality
SIT20112 - Certificate II in
Tourism
SIT20116 - Certificate II in
Tourism
SIT20213 - Certificate II in
Hospitality
SIT20312 - Certificate II in
Kitchen Operations
SIT20316 - Certificate II in
Hospitality

Ashley Institute of
Training

Course name

Guilford Young College

Table 6: Qualifications and training providers of SIT Training Package21
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MySkills – Australia’s directory of training
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10
15

Work & Training Limited

Workforce Development

No. of Providers







11







Smart City Vocational
College Pty Ltd



Skills Right Now P/L



Scala Institute

TasTAFE



Tasmanian Secondary
Colleges



Outside the Square
Solutions



ORS Training Solutions



Orange Vocational
Education and Training

MEGT Institute



National Joblink

Learning Partners Pty
Ltd

Industrylink Training



Institute of Project
Management



Guilford Young College

Franklyn Scholar

SIT20416 - Certificate II in
Kitchen Operations
SIT30112 - Certificate III in
Tourism
SIT30116 - Certificate III in
Tourism
SIT30216 - Certificate III in
Travel
SIT30316 - Certificate III in
Guiding
SIT30513 - Certificate III in
Guiding
SIT30612 - Certificate III in
Events
SIT30616 - Certificate III in
Hospitality
SIT30713 - Certificate III in
Hospitality
SIT30813 - Certificate III in
Commercial Cookery
SIT30913 - Certificate III in
Asian Cookery
SIT31013 - Certificate III in
Catering Operations
SIT31113 - Certificate III in
Patisserie
SIT31312 - Certificate III in
Travel
SIT40112 - Certificate IV in
Guiding

Ashley Institute of
Training

Course name

4
1




2



1





























































1



1



















15
13
9
1
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3
2
2
1

SIT50313 - Diploma of
Hospitality
SIT50416 - Diploma of
Hospitality Management
SIT60112 - Advanced Diploma
of Travel and Tourism
SIT60212 - Advanced Diploma
of Events
SIT60216 - Advanced Diploma
of Event Management
SIT60313 - Advanced Diploma
of Hospitality
SIT60316 - Advanced Diploma
of Hospitality Management
Total


















9



2













































2



7

2



7




1



1
1
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9
1





No. of Providers

Workforce Development

Work & Training Limited

2






TasTAFE

Tasmanian Secondary
Colleges

Smart City Vocational
College Pty Ltd

Skills Right Now P/L

Scala Institute

Outside the Square
Solutions

ORS Training Solutions

Orange Vocational
Education and Training

National Joblink

MEGT Institute

Learning Partners Pty
Ltd

Institute of Project
Management

Industrylink Training

Guilford Young College

Franklyn Scholar

SIT40212 - Certificate IV in
Travel and Tourism
SIT40313 - Certificate IV in
Hospitality
SIT40413 - Certificate IV in
Commercial Cookery
SIT40416 - Certificate IV in
Hospitality
SIT40713 - Certificate IV in
Patisserie
SIT50112 - Diploma of Travel
and Tourism
SIT50212 - Diploma of Events

Ashley Institute of
Training

Course name

12

4

7

2

16

14

2
28

11

4

14

2

5

2

12
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3
9

5

3

Attachment D: Employment and Business Support Programs

The table below provides a summary of Commonwealth and State programs that can provide assistance in addressing the identified skills and labour
issues.
Program / product name

Program owner

Key focus

Description

Australian Apprenticeship Support Network

Commonwealth

Retaining quality staff

This support network provides information about
apprenticeships to employers and apprentices.

Approved Destination Status Scheme

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This scheme approves tourism operators to receive organised
tourist groups from China.

Business Support

Commonwealth

Increasing business
productivity and
workforce planning
capacity

Business.gov.au provides a range of information and support
options for businesses, including information about advisory
services, licensing and grants and assistance.

Digital Business

Commonwealth

Increasing business
productivity and
workforce planning
capacity

The Digital Business website provides information on how to
get businesses / organisations online.

Discover Your Career portal

Commonwealth

Targeting skills
shortages

The Discover Your Career portal is a directory of websites that
contain information on careers, including tourism and
hospitality industry careers.

Export Market Development Grants Scheme

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This Scheme provides financial assistance to aspiring and
current exporters, including businesses that have promoted
inbound tourism.

https://www.australianapprenticeships.gov.au/australi
an-apprenticeship-support-network

https://www.austrade.gov.au/Australian/Tourism/Wor
king-with-China/ADS
www.business.gov.au

http://digitalbusiness.gov.au/

http://discoveryourcareer.com.au/
https://www.austrade.gov.au/Australian/Export/Export
-Grants

Increasing business
productivity and
workforce planning
capacity
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Program / product name

Program owner

Key focus

Description

Industry Skills Fund

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This Industry Skills Fund aims to boost business productivity
by providing assistance to small to medium enterprises. This
assistance is available through skills advice (identifying skill
opportunities and maximising training outcomes) and training
grants (co-investment for businesses to improve identified
skills growth in their workforce).

Jobactive

Commonwealth

Increasing business
productivity and
workforce planning
capacity

Jobactive provides job brokering services, connecting job
seekers with employers across Australia.

Long Term Unemployed and Indigenous Wage
Subsidy

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This subsidy is a payment of up to $6500 for employing an
eligible job seeker who has been on employment services for
12 months or an indigenous job seeker who has been on
employment services for 6 months.

https://www.business.gov.au/assistance/industryskills-fund

http://www.employment.gov.au/jobactive

http://www.employment.gov.au/long-termunemployed-and-indigenous-wage-subsidy

Retaining quality staff

MySkills

Commonwealth

Better align training to
industry needs

MySkills provides information on training relevant to industry
sectors.

National Disability Coordination Officer Programme

Commonwealth

Targeting skills
shortages

The NDCO Programme helps people with disabilities access
and participate in tertiary employment and subsequent
employment. The Programme aims to:

http://www.myskills.gov.au/
https://www.education.gov.au/national-disabilitycoordination-officer-programme
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improve links between education and training providers
and job services

improve transitions between education/community and the
workplace
improve participation in education and the workplace.

Program / product name

Program owner

Key focus

Description

Parents Wage Subsidy

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This subsidy is a payment of up to $6500 for employing an
eligible job seeker who is on a Parenting Payment; or who is a
Principal Carer Parent receiving Newstart Allowance, Youth
Allowance or Special Benefit.

Encouraging Labour
Mobility

Provides assistance to job seekers who are eligible for
relocation assistance can receive payments of up to:

http://www.employment.gov.au/parents-wagesubsidy

Retaining quality staff
Relocation Assistance to Take Up A Job

http://www.employment.gov.au/relocation-assistancetake-job

Commonwealth



$3000 if relocating to a capital city



an extra $3000 if relocating with dependent children.



$6000 if relocating to a regional area

Restart Wage Subsidy

Commonwealth

Increasing business
productivity and
workforce planning
capacity

The Restart Wage Subsidy is a payment of up to
$10,000 (GST inclusive). Employers can receive the Restart
wage subsidy over two years if they employ an eligible mature
job seeker.

SkillSelect

Commonwealth

Encouraging labour
mobility

SkillSelect is an online service that helps Australia manage its
skilled migration programme. It helps to ensure that the skilled
migration programme is based on Australia's economic needs.
It supports the government in managing who can apply for
skilled migration, when they can apply and in what numbers.
As a result, the time taken to process a visa application is
significantly reduced.

Skills Passport

Commonwealth

Targeting skill
shortages

This is a job matching program that matches potential
hospitality industry apprentices and trainees with employers.

http://www.employment.gov.au/restart-help-employmature-workers-0
http://www.border.gov.au/Trav/Work/Skil

https://skillspassport.net/
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Program / product name

Program owner

Key focus

Description

Tourism Demand-Driver Infrastructure (TDDI)
Program

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This program is designed to support the delivery of
infrastructure projects that will contribute to the development
of tourism.

Tourism Tribe

Commonwealth

Targeting skill
shortages

Provides assistance in using online resources to recruit staff,
as well as other resources.

Transition to Work

Commonwealth

Targeting skills
shortages

The Transition to Work service aims to support young people
moving into the workforce. The service can help develop skills
and connect young people with employment opportunities.
Tasmanian providers of this service are:

https://www.austrade.gov.au/Australian/Tourism/Polic
y-and-Strategy/Infrastructure-andInvestment/tourism-demand-driver-infrastructureprogram
https://www.tourismtribe.com/
https://www.employment.gov.au/transition-work

Better align training to
industry needs




Colony 47 Inc

Northern Joblink Ltd.

Worker Migration

Commonwealth

Encouraging labour
mobility

The Australian government has a range of migration options
available to workers.

Workforce Planning Guide for the Tourism and
Hospitality Industry

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This guide is a 6-step guide to building workforce capability in
tourism and hospitality businesses. The guide provides you
with practical advice on building the workforce capability of
your business. It was developed to assist tourism and
hospitality businesses with a key aspect of workforce planning
– the preparation of Workforce Development Plans.

Youth Wage Subsidy

Commonwealth

Increasing business
productivity and
workforce planning
capacity

This subsidy is a payment of up to $6500 for employing an
eligible job seeker who is under 30 years of age.

http://www.border.gov.au/Trav/Work/Work

www.serviceskills.com.au/workforce-planning-guide

http://www.employment.gov.au/youth-wage-subsidy

Retaining quality staff
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Program / product name

Program owner

Key focus

Description

Aussie Host Program

Industry

Targeting skill
shortages

This is a customer service training program that focuses on
interpersonal communications, customer relations and service
applicable to a wide range of customer service businesses
and sectors.

http://aussie-host.com.au/enus/ourproducts/courseprofiles.aspx

Retaining quality staff
Increasing business
productivity and
workforce planning
capacity

Australian Tourism Accreditation Program

Industry

Increasing business
productivity and
workforce planning
capacity

This program supports tourism business development to
improve customer services and the sustainability of business.
Accreditation indicates that the business operates at a high
standard and provides high quality product, services and
experiences.

Jobs Pool – Tasmanian Hospitality Association

Industry

Increasing business
productivity and
workforce planning
capacity

THA has partnered with an employment service provider –
Advanced Personnel Management (APM) to develop a pool of
employees that will help address long term and seasonal
shortfalls of employees in the Industry.

http://www.tict.com.au/accreditation

http://australianhotels.asn.au/jobs-pool/what-is-jobsdrive/

Encouraging labour
mobility

The Jobs Pool enables:



Sustainable Tourism Online Portal

http://www.sustainabletourismonline.com/

Industry

Increasing business
productivity and
workforce planning
capacity
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employers to advertise vacancies via the THA website

jobseekers not aligned with an Employment Services
Provider to lodge their availability directly through the THA
website.

Provides access to comprehensive information on tourism
sustainability.

Program / product name

Program owner

Key focus

Description

Tourism Australia Distribution Training

Industry

Increasing business
productivity and
workforce planning
capacity

The Aussie Specialist Program (ASP) is Tourism Australia’s
global online training program, shared by all eight state and
territory tourism partners and designed to provide frontline
travel vendors from around the globe with the knowledge and
skills to best sell Australia.

Tourism Export Kit

Industry

Increasing business
productivity and
workforce planning
capacity

This kit is designed to provide the basic tools, knowledge and
key contacts needed to enter the export tourism market.

26Ten Grants Program

State

Increasing business
productivity and
workforce planning
capacity

26TEN aims to improve the literacy and numeracy levels of
adult Tasmanians.

http://www.tourism.australia.com/programs/Distributio
n-Programs.aspx

http://www.tourism.australia.com/documents/Industry
/Tourism_Export_Toolkit_Vol_1_apr16_final.pdf
http://26ten.tas.gov.au/build-yourbusiness/Pages/grants.aspx

It seeks to encourage action by the whole state through
increasing the awareness and understanding of literacy issues
and the importance of clear communication, and providing
support and programs to improve literacy and numeracy levels
and the use of plain English in Tasmanian businesses and
communities.
26TEN invites applications from Tasmanian employers and
registered training organisations (in partnership with
Tasmanian employers) for projects to improve the literacy,
numeracy and communication skills of Tasmanians in the
workplace.

Best Practice Guide for Vocation Education and
Training
http://australianhotels.asn.au/wpcontent/uploads/Best-Practice-Guide-January2013.pdf

State

Retaining quality staff
Increasing business
productivity and
workforce planning
capacity

Better aligning training
to industry needs
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This guide provides business operators with information on
the vocational education and training system to ensure clear
understanding of the roles and responsibilities of the learner,
the RTO and the employer.

Program / product name

Program owner

Key focus

Description

Digital Ready for Business

State

Increasing business
productivity and
workforce planning
capacity

The Digital Ready for Business program provides Tasmanian
retailers and the wider small business community with the
information and tools required to make the most of online
services and the opportunities that are available.

Enterprise Centres

State

Increasing business
productivity and
workforce planning
capacity

Enterprise Centres Tasmania is a state-wide network of
business advisors and mentors, created to help small
businesses and their owners to reach their potential.

My Education

State

Better align training to
industry needs

My Education offers the opportunity for partnership between
students, parents and carers, the school and the community to
engage both students and businesses in identifying future
employment options.

Supporting Small Business with Apprenticeships and
Traineeships Program

State

Increasing business
productivity and
workforce planning
capacity

This program aims to make it easier for small businesses to
take on an apprentice or trainee by linking businesses with
potential employees who have appropriate skills.

Tasmania Hospitality Industry Employment Pilot

State

Targeting skill
shortages

An employment program to fill job vacancies in Tasmania’s
hospitality industry.

Increasing business
productivity and
workforce planning
capacity.

The Tasmanian Training Awards are the peak state awards
for vocational education and training (VET), recognising
innovation and excellence in the training sector.

http://digitalready.tas.gov.au/

http://www.enterprisecentres.tas.gov.au/

http://my.education.tas.gov.au/Pages/default.aspx

http://australianhotels.asn.au/new-employment-pilotto-serve-up-jobs/

Tasmanian Training Awards

http://www.skills.tas.gov.au/trainingawards

Increasing business
productivity and
workforce planning
capacity

State
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Program / product name

Program owner

Key focus

Description

TICT Tourism Awards

State

Increasing business
productivity and
workforce planning
capacity.

These awards recognise extraordinary personal and
professional achievement and contribution by an individual
over many years to the Australian and particularly the
Tasmanian Tourism Industry.

Work Readiness for Growth Industries Program

State

Better align training to
industry needs

This is a grants program that is aimed at ensuring Tasmanian
employers have access to the skills they need to drive future
growth. Training organisations and employers will work
together to enable young Tasmanians with employable skills.

http://www.tict.com.au/tas-tourism-awards
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Attachment E: Pilot Projects
Title

Aim

Scope

Outcome

Delivering
Excellent
Visitor
Experience

The aim of this
program is to support
the delivery of
excellent visitor
experience by tourism
operators in the North
West and West Coast
region of Tasmania
(including King Island).

The outputs of this pilot will be the
establishment of a:

Improved operator
understanding of how
to meet their skill or
other workforce
development
priorities in order to
work further towards
delivering excellence
in visitor experience.

More specifically, the
program is developing
and trialling a high
level diagnostic tool
that will help operators
to identify their
workforce development
needs and connect
them to relevant
solutions to those
needs.





Diagnostic tool for operators to use to
identify the workforce needs that are
required to improve their visitor
experience.

Framework for resolving the identified
workforce needs by connecting operators
to appropriate existing Government and
private programs.

The pilot involves the design and testing of a
diagnostic tool and associated framework for
addressing workforce needs.
Development of the diagnostic

The development of the diagnostic involves:






Drawing on the learnings of the THA Great
Customer Experience program.
Considering how the tool can utilise an
analysis of relevant social media platforms
(Trip Advisor, Facebook etc.).
Considering how it can support both selfanalysis by operators or moderation by
third party advisors.
Considering how it can be made relevant
for both owner/managers and general
staff.
Considering whether the tool is suited to
online delivery in the future.

Coordination framework

The pilot involves creating a framework for the
users of the diagnostic to connect operators
with existing programs that resolve their
workforce needs.
Testing

The diagnostic and coordination framework is
beingtested by identifying the workforce needs
of eight to ten operators on King Island and
Strahan and Queenstown (West Coast of
Tasmania) and connecting them with
appropriate programs/services that work
towards resolving these.

The pilot will be evaluated and the framework
modified to ensure the future applicability of the
program, across businesses and regions.

Cradle
Coast Famil
and
Ambassador
Program

The aim of this pilot is
to raise the profile of
the tourism and
hospitality industry in
the region and to
promote the industry as
an attractive career

The outputs of this pilot will be the
establishment of:


A famil program to be used to ensure
increased awareness and first-hand
experience of the tourism and hospitality
industry amongst teachers, trainers,
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A proven and robust
framework for
attracting people to
work in the tourism
and hospitality
industry.

Title

Aim

choice. Promotion
includes both
encouraging potential
industry entrants to
seek work in the
industry, and
encouraging the
existing workforce to
remain within the
industry and develop
their skills and
experience. The
program includes two
‘streams’:
1.

2.

Developing and
trialling a famil
program, which is
aimed at
educating the
‘influencers’ (e.g.
teachers, trainers,
career advisors,
employment
agents) by
exposing them to
real life industry
activities; and
Developing an
ambassador
program, which
will create a pool
of ambassadors
for the industry,
who can be called
upon to help
promote the
industry through
attending industry
events, career
expos supporting
the famil program
and so on.

The initial focus for the
pilot is on the
influencers in the
schools sector, but the
famil and ambassador
programs will be
developed in such a
way as to be easily
expanded into and
used by other
influencers, such as
employment agencies,
career advisors and
other education and
training influencers
(e.g. TasTAFE and
other Registered
Training
Organisations).
Teachers, trainers,
employment agents

Scope



careers advisors and employment agents
on the North West and West Coast of
Tasmania (including King Island).

A group of ambassadors that can be called
upon to promote the industry, along with
established mechanisms to access them.

Famil program

The famil program is operating as the initial
focus of the ambassador program. It involves
developing and testing a framework to be used
by teachers, trainers, employment agents and
careers advisors (influencers) to get them to
experience the ‘real world’ of the tourism and
hospitality industry through engaging with
nominated ambassadors. That is, expose them
to the real world of working behind a bar,
washing dishes, dealing with customer
complaints, taking bookings, making up a room
and so on. It provides a behind the scenes
experience so participants can understand the
needs of those entering the industry.
Following this exposure to the ‘real’ industry,
participants use their knowledge to provide
students/job seekers with an accurate picture
of working in the industry.

The framework includes the provision of
information on the other TEP initiatives such as
the Cradle Coast Ambassador Program, and
related information. For example:



A purpose designed ‘kit’ on how the
schools sector can engage with industry.

An overview of the job roles in the industry.

Ambassador program

It is understood that a concept of an
ambassador program is in its initial stages of
development by the Tasmanian Hospitality
Association (THA) for engaging with schools
and careers. The pilot ambassador program
will focus on younger ambassadors in the
region who can assist the influencers in the
school system.
This pilot project also looks at how the THA
ambassador program concept could be
expanded to service a broader workforce
audience, for example, older workers, tour
guides, farm experience experts etc. This
includes developing and establishing a
framework for operating an ambassador
program. The ambassador program may
operate in various ways, including:


In support of the famil program, where
ambassadors assist the famil program by
speaking with teachers, trainers, career
advisors and employment agents as part
of their industry visits (the ambassadors
involved in the schools famil program may
be a combination of younger and older
ambassadors).
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Outcome

Title

Mystery
Visitor
Experience
Program

Aim

and careers advisors
will be able to use the
famil and ambassador
programs to raise
interest in and assist
transition to the
industry.

The aim of this pilot is
to develop a framework
through which to
deliver to tourism and
hospitality operators a
greater understanding
of how they could tailor
their businesses to
provide excellent visitor
experience.

Scope


As an ongoing, stand-alone program,
where ambassadors can be invited to
share their enthusiasm at industry and
training/education related functions and
events.

Outcome

In the initial instance, the ambassador program
is being set up to support teachers, but it needs
to be developed in such a way as to be
applicable in a broader context. Overall, the
pool of ambassadors will need to include older
and younger ambassadors. Younger
ambassadors, however, are more likely to be
suited to the pilot in relation to the school
‘influencers’.
The scope of the program is to enable service
evaluation and to facilitate the improvement of
service delivery in response to the evidence
provided.

More specifically, the project involves the
design and implementation of an initial Mystery
Visitor Experience Program data collection
program for specific sectors within the industry.
It examines the potential to use social media
(e.g. Trip Advisor) for information data
collection.
The program will be trialled with a targeted
industry sector (to be identified as part of the
project), and evaluated to ensure it can be
applied across any region and sector within the
tourism and hospitality industry.
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The program will
deliver information to
the project sponsor,
who will use it to
strategically influence
business
understanding of
service performance
and what actions
might be required to
improve that
performance.

