Tackling labour and skills issues in
the tourism and hospitality industry
A guide to developing tourism employment plans

Minister’s Foreword
Tourism is important to the Australian economy. It is our largest services export, with international visitor
consumption of $26 billion representing over 8 per cent of total Australian exports.
Tourism also contributes $41 billion to gross domestic product. There are nearly 300,000 businesses within the
industry, ranging from accommodation, restaurants and cafes, to transport and travel agents, as well as the
retail and education sectors.
Tourism, at its core, is about people to people interactions. That is why the skills of the industry’s workforce are
critical to its ability to earn more export income and contribute to Australia’s prosperity.
There are over 530,000 Australians that are directly employed by tourism. Yet by 2015 the industry will be faced with a shortage of
56,000 workers.
This is a problem not just for individual businesses, but for the industry’s international competitiveness. Labour shortages create capacity
constraints that restrict our ability to meet growing international demand for our world class tourism products, services and experiences.
In order to deliver an internationally competitive tourism industry, the Government is committed to making it easier for the industry to
up-skill its existing workforce and find labour when it is needed.
This is why the Government, through Tourism 2020, has put a strong emphasis on addressing the industry’s labour shortage.
Through Tourism Employment Plans, regions are developing solutions to address their labour and skills issues and making better use of
existing Government initiatives. The first pilot Plans have already been delivered in Broome and the Red Centre, with plans for Sydney,
Mornington Peninsula/Phillip Island, Tropical North Queensland, Kangaroo Island, Regional Tasmania and Canberra to follow in 2014
and 2015.
This document provides regional tourism organisations, local government and regional chambers of commerce with guidance to
develop their own Tourism Employment Plan to address the labour and skill issues affecting their region.
I am passionate about what our industry can achieve. I believe the Tourism Employment Plans will help businesses and regions become
more internationally competitive by improving product and service quality.
Global competition for the tourist dollar is fierce, and investing in the workforce is crucial to getting more tourists through Australia’s
doors. I urge all regions to recognise the importance of tourism employment planning, and encourage you to utilise this Guide to
develop your own unique solutions to address your labour needs.
The Hon. Andrew Robb AO MP
Minister for Trade and Investment
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Glossary of abbreviations
JSA

Job Services Australia

LEC

Local Employment Coordinator

RDA

Regional Development Australia

RESJ

Regional Education, Skills and Jobs Coordinator

RSC

Regional Steering Committee

RTO

Regional Tourism Organisation

SSA

Service Skills Australia

STO

State Tourism Organisation

TA

Tourism Australia

TAFE

Technical and Further Education

TEP

Tourism Employment Plan

TRA

Tourism Research Australia

VET

Vocational Education and Training
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Purpose of this guide
This Guide to Developing Tourism Employment Plans (the Guide) aims to assist tourism planners (such as state tourism
organisations, regional tourism organisations, local government, or regional chambers of commerce) to work with the tourism and
hospitality (tourism) industry to identify and ease labour and skills pressures that are being felt across many of Australia’s tourism
regions. Through a Tourism Employment Plan, tourism planners can develop practical and regional-specific solutions that are
driven by industry.
But why the emphasis on tourism employment planning? The largest body of research ever conducted to profile the tourism
labour force, the Australian Tourism Labour Force Report, highlighted that around half of all tourism businesses are experiencing
recruitment, retention and skills shortages. The Report found that an additional 56,000 people will be needed to fill tourism
vacancies by 2015.
The Report also found that the size and nature of labour force challenges in the tourism industry vary markedly from region to
region. An issue facing one region may not be faced in another. A key conclusion of the Report was that responding to labour and
skills pressures requires local solutions. In response, the Australian and State and Territory Governments are working with industry
to deliver eight Tourism Employment Plans across Australia (Figure 1).
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Figure 1: Tourism Employment Plans Regions
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This Guide has been developed by drawing on the experience of the first set of Plans. Each region is unique, as are the labour
and skills issues it faces. The level of stakeholder consultation, and resulting solutions to issues, will vary from one region to the
next. For this reason, the Guide should be treated as a planning document to advise a region on how to develop its own Tourism
Employment Plan, or adapt individual solutions to meet its unique labour and skills needs.
The Guide takes tourism planners through some of the essential processes and considerations in setting up a Tourism
Employment Plan. The five steps are

Step 1:

Step 2:

Step 3:

Step 4:

Step 5:

Define and
profile the
region

Identify the
region’s labour
and skills issues

Select
appropriate
solutions for
the region

Allocate roles,
responsibilities
and timelines
for delivery

Implement,
communicate,
measure, revise

The Guide complements a range of other initiatives being delivered through Tourism 2020 to increase the supply of labour, skills
and Indigenous participation across Australia — some of which are highlighted within this Guide.
For the latest information on these initiatives and labour and skills resources, visit www.Tourism2020.gov.au. The Guide can be
read in conjunction with the Guide to Best Practice Destination Management, available from www.artn.com.au/destinationmanagement.
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What is a Tourism Employment Plan?
A Tourism Employment Plan is a locally-led plan to solve a region’s labour and skills issues. It delivers targeted and practical
measures to address recruitment, retention and skills needs. A Tourism Employment Plan also builds capacity in the region, by
bringing together key industry players to act upon the issues that are affecting their businesses.
For a business, the Tourism Employment Plan provides solutions to attract and keep workers. It also provides new ideas and tools
to undertake more effective workforce planning. This can help businesses meet future recruitment needs more easily.
For the industry, the Tourism Employment Plan is a means for greater collaboration between businesses, industry bodies, the
education/training sector and government. This ensures efforts are concentrated in working towards a common goal.
For the region, a Tourism Employment Plan leads to improved training and employment opportunities, meaning a better skilled
workforce, enhanced service quality, and better tourism experiences. It makes the region more internationally competitive; a
region where people want to holiday, live and work.
Each region is unique, as are its labour and skills needs. Planners may choose to deliver one or two solutions to address a key
issue for the region; others may wish to develop a larger Plan to respond to a broad set of issues tailored specifically to the
region.
The decision to deliver a Tourism Employment Plan should not be taken lightly. For instance, consider the resourcing needed to
deliver the Plan:
•

Will it be delivered without cost, or is seed funding required to get it started?

•

What is your budget and resourcing, and how do you plan to deliver it (for example, will you get a contractor to develop it, or
use an existing organisation)?

•

Are existing funds in place that you could use?

You should also consider the level of stakeholder coordination in the region, and whether it will be able to support the
development and ongoing delivery of the Plan. Ultimately, industry engagement and ownership of the Tourism Employment Plan
is critical to its success.

A guide to developing tourism employment plans
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The Tourism Employment Plan process
The Tourism Employment Plan process requires a
solid commitment of time and resources to come up
with a practical document that delivers real solutions
for the region. This should be thoroughly considered
before commencing the process.
Developing a Tourism Employment Plan can be
undertaken in a series of five steps. The length of
time spent on developing the Plan is at the discretion
of the tourism planner. As a suggestion, consider
developing the Plan over a 12 month period.
Remember that, once developed, the Plan should not
simply sit on a shelf getting dusty — it is an ongoing
plan to deliver practical solutions for the region both
now and into the future.
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TEP Tip #1
Contractors have been engaged to deliver the existing
Tourism Employment Plans, with each developed over a 12
month period. Selection of an appropriate contractor should
consider their experience in the tourism and hospitality
industry; experience in workforce development and planning;
knowledge of the region and employment issues related to
training, education, immigration, regional development and
social inclusion policies; experience in building partnerships;
capacity and capability to deliver the project within desired
deadlines; risk; and value for money.
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Step 1:

Step 2:

Step 3:

Step 4:

Step 5:

Define and
profile the
region

Identify the
region’s labour
and skills issues

Select
appropriate
solutions for
the region

Allocate roles,
responsibilities
and timelines
for delivery

Implement,
communicate,
measure, revise

Is there a business
case for the TEP?

What are the specific
issues we are trying to
address and what data
exists to measure the
problem?

What are the best
solutions we can use
to respond to our
specific issues?

Who can lead the
delivery of solutions?

How will we know if
the solutions have
helped to resolve the
issues?

Which solutions can we
deliver in the short (e.g.
quick-wins), medium
and long term?

Who will be
responsible for driving
the Plan forward?

What is the boundary
of the region?
What strategies/plans
already exist in the
region?
What data can we
use to build a tourism
employment profile
for our region?
Which stakeholders
do we need to talk to
and engage from the
outset?
Suggested timeframe:
0-1 month

What has been done
in the past to address
these issues that we
can build from?
What gaps do we
need to fill through
new solutions?

Is funding needed to
implement particular
solutions? If so, how
will we source it?

Who do we need to
talk to and how?

Suggested timeframe:
3-6 months

Suggested timeframe:
1-3 months

A guide to developing tourism employment plans

When should we aim
to deliver solutions by?

Suggested timeframe:
3-9 months

What measures can
we use to assess the
Plan’s success ,both
before and after its
development?
How will we
communicate the
positive stories of
the Plan to keep
momentum going?
Suggested timeframe:
9 - 12+ months

9

CASE STUDY 1:
Kicking goals for tourism employment in Broome
and the Red Centre
Context
The Australian Tourism Labour Force Report
found that by 2015, an additional 56,000
people will be required to fill tourism
vacancies across Australia. For the Northern
Territory and Western Australia, tourism
labour force issues are exacerbated by high
turnover rates and some of the highest levels
of recruitment and retention difficulties in
Australia.
In response, Tourism Ministers selected the
Red Centre and Broome regions, along
with six other regions, to receive Tourism
Employment Plans (TEPs). In mid-2013, the
Broome and Red Centre TEPs were finalised.
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Approach

Outcome

The Broome and Red Centre TEPs have 34 and 48 industry-led actions
(respectively) to address tourism and hospitality labour and skills shortages,
by raising awareness of assistance programs, increasing staff retention
levels, enhancing industry attractiveness, and boosting local and Indigenous
employment.

Through the TEPs, better information about
assistance programs is reaching businesses,
and more are taking up programs to address
their specific business needs.

Some of the actions that the Broome TEP is delivering include a one-stop-shop
business support network, to assist them with accessing the right programs and
tools to improve their business. It is also focusing on the next generation of
workers with the delivery of local promotional programs to encourage people to
think about career opportunities in the local tourism industry.

The industry has gained a stronghold over
its future by coming together through the
TEPs to form new partnerships that will drive
change in the long-term.

Key to the Red Centre TEP is making it an attractive place for workers to
live, through a ‘Region of Choice’ approach. This will include an orientation
program with an ‘on-boarding’ kit for new staff and adaptation of existing
accredited training to support middle management skill development.
Industry engagement and ownership of the TEPs has been crucial to their early
success, along with establishment of strong governance structures. In the Red
Centre, an Interagency Tourism Employment Network was established with
direct links to the region’s National Landscapes Committee. In Broome, the
Broome Tourism Employment Alliance will oversee TEP solutions, and is now an
incorporated association with the ability to apply for government grants.

A guide to developing tourism employment plans
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Step 1 –
Define and profile
the region
The first step in establishing
a Tourism Employment Plan is
defining and profiling the region.
That is, setting the parameters
of the region and making
sure you collect and analyse
information specific to the area.
Draw on sources such as visitor
surveys, economic studies, and
demographic data to make a
profile of the region’s tourism
industry.

A guide to developing regional
tourism employment
tourism employment
plans
solutions
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Once you have established your boundary, a good starting point for building your region’s employment profile is the
Australian Tourism Labour Force Report. The Report is broken down into regions and provided in two parts. The first part
presents findings from a survey of tourism businesses undertaken in 2010 on the labour and skills pressures being experienced
at the State/Territory level. The second part provides a summary of the current workforce (composition, qualifications, and so
on) and forecasts of the estimated level of labour shortages (by occupation) at the regional level to 2015.
Look at existing strategies that may impact the region, as well as existing programs that may be available to tourism
businesses to improve their labour and skills situation. This includes things like destination management and action plans;
economic development plans; the national long-term tourism strategy – Tourism 2020; State/Territory tourism strategies;
strategic workforce development and employment plans; and so on. Look at marketing strategies for the region to
understand which direction the region wants to take, and how tourism labour supply will need to meet the needs of the
destination into the future to make sure there is no disconnect.
There are a range of useful data sources that can inform the employment profile for your region (see Table 1). It is a good
idea to validate your research during stakeholder consultations to ensure your data matches what is being experienced in the
region (see Step 2).
The size, complexity and diversity of regions differ markedly. Before commencing this step, consult the existing Tourism
Employment Plans for guidance. In the coming year, these will provide ‘models’ of the variety of Plans that can be developed
for regions with particular characteristics.
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TEP Tip #2
The existing Tourism Employment Plans provide ‘models’ for regions with particular characteristics. However, each
has its own unique set of solutions to address the particular issues the region is facing. Consult the models as they are
developed to see if they can help guide your Plan.
The remote area model is provided by the Red Centre and Broome TEPs (completed 2013). These respond to
labour supply issues in remote areas, particularly where there is competition from other higher paying industries,
through boosting the region’s employment profile and engaging specific untapped labour sources such as youth and
Indigenous people, and utilising appropriate migration streams.
The regional area model will be provided by the Kangaroo Island and Tropical North Queensland TEPs (to be
completed mid-2014) and Tasmania TEP (to be completed 2015). These respond to regional tourism labour force
needs, including labour supply pressures, through better regional workforce development and up-skilling, better use
of non-traditional labour sources (such as Indigenous youth, mature-aged and long-term unemployed people), and
utilisation of appropriate migration options.
The city-fringe model will be provided by the Mornington Peninsula-Phillip Island TEP (to be completed early 2014).
This responds to the limited supply of workers in regions that sit on the fringe of larger cities, through engaging nontraditional labour sources.
The capital city model will be provided by the Sydney TEP (to be completed early 2014) and Canberra TEP (to be
completed 2015). These will consider how to effectively meet capital city labour shortages through better utilisation
of local labour supply including Indigenous workers and other non-traditional labour sources, up-skilling the existing
workforce, and utilising appropriate migration streams to fill skill gaps.
Visit www.Tourism2020.gov.au for updates and useful materials from these Tourism Employment Plans.

A guide to developing regional tourism employment solutions
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Table 1: Suggested data sources
Australian Tourism
Labour Force Report

Projections on labour needs and occupations in demand in
tourism regions

www.Tourism2020.gov.au

Skills Info

Data on industry employment trends and prospects, labour
market data, vacancy trends, skills shortages, regional
employment, education and training

www.skillsinfo.gov.au

Australian Bureau of Statistics

Census data; Labour Force Surveys; visitor data (to build a
profile of your visitor base and assess seasonality of labour
demand, unemployment data);

www.abs.gov.au

Tourism Research Australia

Data on international visitor arrivals (including projections),
domestic visitor nights, expenditure, regional snapshots.

www.Tourism2020.gov.au

Australian Government
Department of Employment;

Vacancy reports and indexes, skills shortage list, labour market
regional information and maps, employment service areas;
economic studies; demographic data.

employment.gov.au

Employment data, skill shortage information, tourism marketing
plans

Various

Australian Government
Department of Education
State/Territory government
data
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education.gov.au
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Australian Workforce and
Productivity Agency

National forecasts for skills needs, workforce and productivity
data

www.awpa.gov.au

Local region information
sources

Surveys, studies, reports undertaken in the region, tourism
marketing plans

Various

Regional Development
Australia

Regional-specific studies, maps

www.rda.gov.au

Service Skills Australia

National Tourism and Hospitality Workforce Development
Strategy, environmental scans, training information

www.serviceskills.com.au

State and Territory
skills councils

Industry skills organisations advise on workforce development,
skills and training

Various

A guide to developing tourism employment plans
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CASE STUDY 2:
Painting the picture of employment
in the Sydney tourism region
Context

Approach

The Sydney Tourism Employment Plan (TEP)
was initiated to address significant forecast
labour and skills shortages. In order for the
Sydney TEP to address the issues, it first
needed to get a clear picture of employment
in its region which encompasses a very large
and diversified location, with a total of 16
Local Government Areas (LGAs). However,
existing data did not offer information at a
sufficiently detailed level for such a complex
region.

The Sydney TEP began by looking at existing data from the Australian
Tourism Labour Force Report and Tourism Research Australia, and identifying
where it needed further information to plug gaps in the details. To do this, it
deconstructed the Sydney TEP region into the 16 LGAs and utilised census
data, along with data held by industry associations, to build an employment
profile for each LGA. The profile incorporated current employment data and
forecast employment gaps, alongside visitation data, to better understand the
supply of employment against visitor demand. The data was validated by all 16
LGAs and key industry associations.
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Using this data profile as an evidence base, workshops were held with over 250
industry stakeholders across the 16 LGAs to deliver targeted information on
the most useful programs to address employment gaps. The workshops also
presented an opportunity to identify other potential solutions to address labour
and skills issues, including better utilisation of non-traditional labour sources.
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Outcome
For the first time, the Sydney tourism region
has a comprehensive employment profile
that can be easily and regularly updated.
This has not only given industry a better
understanding of its labour supply, but also
provided the evidence base for addressing
specific employment issues, both now and
into the future.

Lessons
•

Identify existing data sources available for
the region

•

Validate data with locals ‘in-the-know’

•

Build in a process to keep data up to date

Image source: Destination New South Wales
Image source: The Stafford Group (Tourism and
Hospitality Employment Profile for the Sydney TEP).

A guide to developing tourism employment plans
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Step 2 –
Identify the region’s
labour and skills
issues
Following your initial research, it is
crucial to undertake consultations
and workshops with the tourism
industry in the region — especially
operators. Consultations will help
to validate your research findings,
and hone in on the specific issues
to be addressed and gaps to be
filled. Along with operators, key
stakeholders might include industry
associations, tourism organisations,
relevant State/Territory and local
government agencies, chambers of
commerce, regional development
organisations, and training
institutions. Discussion starters for
consultations are outlined in TEP
Tip #4.

A guide to developing regional
tourism employment
tourism employment
plans
solutions
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TEP Tip #3
It is crucial to consult with local tourism
industry stakeholders early on — don’t
rely on factsheets to get industry on
board. Leading practice involves talking
to between 30-60 people (depending
on the region’s size) which will allow
you to reach a critical understanding of
the key issues in the region. This also
allows influential stakeholders to get
engaged from the ‘get-go’. Set up a
series of group workshops with up to
15 operators to identify the issues they
are facing; outline the objectives of the
Tourism Employment Plan and potential
solutions; and get them engaged and
interested from the outset.
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Common issues that have been found across the existing Tourism
Employment Plans can be used as a starting point to improve your
understanding of things to look out for during consultations. The main
themes include:
•

Limited awareness and use of national, state and industry assistance
programs

•

Need for better coordination between government, industry and training
providers to address issues

•

High staff turnover

•

Limited access to labour during peak seasonal periods

•

Lack of attractiveness of tourism as a career path

•

Underutilisation of the non-traditional workforce (e.g. long-term
unemployed, school leavers, people with non-English speaking
backgrounds, disabled, mature-aged, and international students)

•

Need for better engagement of Indigenous Australians into mainstream
tourism employment

•

Need to build capacity for small businesses

•

Limited focus on up-skilling and training and its return on investment

•

Lack of language and cultural awareness skills to meet international
customer needs.
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Along with consultations and workshops, carry out a mapping and gap
analysis of existing national, State/Territory and local government and
industry programs available to address labour and skills issues in the region.
Look at the Tourism Employment Plans developed for the Red Centre
and Broome to see how they undertook the mapping and gap analysis for
these regions, and visit the Workforce Futures website to see what existing
programs might be relevant to your region’s needs. It is also worthwhile
getting a grasp on what has been tried in the past for the region, what has
been successful and what lessons can be learnt. This will provide you with a
good early indication of how the region’s issues can be alleviated through
existing programs, or where gaps need to be filled through new solutions.
In the early stages of consulting with businesses, provide them with
information about programs you have identified in the mapping and
gap analysis that they may be able to access to address their issues. This
can provide an immediate benefit to the business, and also helps to
create positive sentiment around the Tourism Employment Plan and raise
awareness of the programs across the industry more broadly.
There are a number of other factors that have a cumulative bearing on
labour and skills issues which should not be dismissed. For instance,
housing prices, differences in licensing arrangements between jurisdictions,
and transportation limitations can all have an impact on labour supply
for particular regions. These ‘environmental’ issues require a broad,
collaborative approach across the region, but are unlikely to be addressed
purely through the Tourism Employment Plan. However, the Tourism
Employment Plan can serve as a means to bring some of these issues to the
attention of decision-makers and others with influence in these areas.

A guide to developing tourism employment plans

TEP Tip #4
“Discussion starters” for consultations
might include:
•

What are the key labour and skills
issues faced by the organisation and
region?

•

What strategies are you currently
using to address these issues?

•

Which occupations are proving most
difficult to fill and why?

•

What are the major issues for
retaining staff?

•

What are the major difficulties with
attracting staff to the region?

•

How are regional changes (e.g.
social, economic) impacting the
tourism market?

•

How is your business responding to
tourism labour and skills constraints
and changing market dynamics?

•

What solutions can be developed to
improve the image of the tourism
industry as a career option?

•

What would you like to see included
in the Tourism Employment Plan?
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CASE STUDY 3:
Coming to grips with the real issues in Broome
Context
The industry mix, demography, climate and
remoteness of Broome make it distinctive
from other West Australian and Australian
regions. Understanding these qualities and
the impact on labour and skills issues for local
businesses was fundamental to the Broome
Tourism Employment Plan (TEP).

Image source: Carpe Diem Strategic Solutions
(Broome TEP workshop).
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Approach

Outcome

The Broome TEP undertook a range of activities to ‘nut-out’ the major
issues impacting businesses. As a first step, it analysed available data (from
the Australian Tourism Labour Force Report, Census, and Department of
Employment) and undertook a review of existing literature to identify industry
characteristics, determine the range of assistance programs available to address
labour and skills issues and their current level of usage. It also analysed the
provision of tourism and hospitality training for the workforce from local and
external providers.

Through strong research and industry
engagement, the Broome TEP identified
exactly what needed to be done to re-shape
tourism employment in Broome. Now,
businesses are accessing the necessary tools
and are empowered to take action to make
sure they get the right staff for the job.

Early consultation was an essential part of this process. It ensured the Broome
TEP provided a true representation of local issues and had ownership by the
local industry from the outset. A TEP Steering Committee was established with
two prominent and well-regarded industry figures placed in the role of Chair
and Deputy.
One-on-one consultations were conducted with over 50 stakeholders involved
in the Broome tourism industry, and workshops were run with over 100
operators and industry professionals, to identify the key problems facing them.
Participation was encouraged through the involvement of key industry figures
who promoted the benefits of being involved to others within the industry.
Workshops were guided by “discussion-starter” questions to actively engage
participants.

Lessons
•

Get industry engaged throughout the
process — ensure the TEP is ‘owned’ by
locals

•

Engage industry champions who will
accept ongoing responsibilities and
inspire others to act

•

Focus consultations by providing
participants with “discussion-starter”
questions before events

This has shaped a number of exciting new ideas for the region. For instance,
one business’ induction program has been highlighted through the TEP to
encourage others in the region to think about how they can introduce new
workers to the tourism industry through one-on-one coaching, hands-on
training and workplace projects, which will increase productivity and reduce staff
turnover.

A guide to developing tourism employment plans
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Step 3 –
Select appropriate
solutions for the
region
Once you have identified the
specific labour and skills issues that
the region is facing, you will need
to work with the region’s tourism
industry to develop solutions
to the identified issues. These
solutions will vary depending on
a range of factors including the
composition of the region (size,
visitor profile, industry makeup,
support services available);
seasonality; the local supply of
labour; access to and availability of
training; and the level of industry
coordination.

A guide to developing regional
tourism employment
tourism employment
plans
solutions
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Short-term solutions should be delivered early on (suggested timeframe is within 3-6 months) to deliver immediate outcomes
for the region. A key outcome could be something as simple as increasing the number of businesses that access targeted
labour and skills programs, thereby helping them to address specific issues they are having within their business and across
the region. Utilise industry ‘champions’, case studies and workshops to promote programs which are of most benefit to the
region. Short-term solutions should build momentum for the Tourism Employment Plan and demonstrate it has a strong focus
on achieving results.
Medium-term solutions should focus on building capacity within the local region (suggested timeframe is within 6 to 12
months). This could include establishing support mechanisms to assist businesses with accessing the right assistance
programs, developing training programs relevant to the region’s needs, and building better collaboration between key
stakeholders in the region to work towards a shared outcome for the tourism industry.
The implementation of solutions beyond the short and medium-term should be led by the local industry. Appropriate
measures need to be in place throughout the development of the Tourism Employment Plan to ensure relevance and
ownership is transferred to the region, and that it maintains ownership for delivering solutions in the long-term.
The selection and execution of solutions should be undertaken in whichever way best suits the region’s needs. Consider what
funding options are available to implement each solution. You may be able to deliver some elements without cost by using
existing industry networks and organisations. However, some solutions may require funding, so this should be considered as
part of the planning process. Whichever option you take, make sure this is in line with the original intent and scope of your
Tourism Employment Plan.
Appendix 1 suggests a number of existing programs and strategies that may be used or adapted to suit the specific needs
of your region. These respond to issues such as those highlighted in Step 2. Use the table at Appendix 1 to ‘check-off’ the
solutions that are relevant, then think about ways that these could be adapted to suit your specific needs. Remember, the
solutions presented are a guide only — it is at the discretion of the local industry to determine the most relevant solutions to
its labour and skills issues.

28

TACKLING LABOUR AND SKILLS ISSUES IN THE TOURISM AND HOSPITALITY INDUSTRY

TEP Tip #5
There are over 600 programs currently available to assist businesses in addressing their labour and skills needs. Some of
the key programs that should be considered for inclusion in your Tourism Employment Plan include:
Workforce Futures
(under the National
Workforce
Development
Fund)

Businesses can get up to 17.5 hours of free access with a Skills Advisor to
determine their current and future skills needs. Following this, businesses
can choose to follow up with staff training programs to ensure that
employee skills are meeting business needs.

Visit www.
workforcefutures.
com.au for more
information.

Seasonal Worker
Program

Accommodation businesses can engage workers from the Pacific and
Timor-Leste to provide a more stable and reliable workforce during peak
seasons, and help with low-skilled employment needs. The Program is
open to businesses in Western Australia, Northern Territory, Tropical North
Queensland, the Whitsundays, and Kangaroo Island.

Visit employment.
gov.au for more
information.

Careers
Promotional
Campaign

A range of free promotional tools are available to businesses and industry
to market the various career pathways the tourism industry has to offer. As
part of the Campaign, the Discover Your Career website has been created
which contains free online advice for employees, factsheets, case studies,
blogs and career path information.

Visit www.
discoveryourcareer.
com.au for more
information.

Global Youth
Campaign

Tourism and hospitality businesses now have access to a new online jobs
board to promote temporary positions they are struggling to fill. It will
target the international youth market, with businesses able to upload an
unlimited number of job vacancies free of charge to Monster.com — one of
the largest and most well-known employment sites in the world. Businesses
have until 1 March 2014 to upload their vacancies.

The jobs board is
available at www.
workingholidayjobs.
careerone.com.au.

Further information on these and other programs is contained in Appendix 1.
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CASE STUDY 4:
Matching the solutions to the issues in the Red Centre
Context

Approach

The Red Centre’s aim is to become a ‘Region
of Choice’ for tourism employment. In
undertaking the Tourism Employment Plan
(TEP), it sought to support a positive industry
culture, create an accelerated and supported
management career path, increase staff
retention as well as local and Indigenous
participation in the sector.

The Red Centre TEP undertook extensive industry and stakeholder
consultations, as well as a mapping and gap analysis, to identify the
employment issues confronting the local industry. Four key issues were:
•

Difficulty filling seasonal labour shortages

•

Low staff retention levels

•

Need for better targeted training to meet skills shortages

•

Limited one-on-one industry support.

Image source: UniQuest (The Employment
Challenge).
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Careful analysis of the issues was undertaken to inform the specific actions
that could be delivered to address them. A total of 48 actions were identified
to help address the challenges. These were clearly aligned to the issues to
ensure they met industry needs, and were prioritised into short, medium and
long-term actions. The Red Centre Tourism Interagency Network became a
key mechanism to ensure the ongoing implementation of the actions. Other
relevant industry bodies were also engaged to take on the responsibility for
progressing particular actions. Two examples are shown below.

Outcome
With many of the Red Centre TEP actions now underway and a positive
sentiment being felt across the industry, the Red Centre is in line to become a
renowned employment region of choice, meaning a better skilled workforce,
enhanced service quality, and better tourist experiences.

Lessons
•

Prioritise your solutions in terms of those
that can deliver ‘quick wins’ for business,
and those that might take a bit more time
to develop

•

Don’t reinvent the wheel — there are
many programs already available that
could be used or adapted to address a
particular issue; identify these and get the
message out

Challenge

Immediate/short-term solution

Medium/long-term solution

Responsible agency

Need for
more oneon-one
industry
support

Easy to use Guide to Employment Programs
and an employer tool kit containing useful fact
sheets and case studies

Maintenance of tool kit, with
updated fact sheets and case
studies, to ensure they remain
current and relevant

Red Centre Tourism
Interagency Network

More
targeted
training to
meet skills
shortages

u

u

Adaptation of existing accredited training
programs to meet the requirements of the
industry and location
Utilise recurrent funding secured by the training
institution to deliver training to front-line and
mid-level managers

A guide to developing tourism employment plans

u

u

Use industry leaders, with
experience in the Red Centre,
to create Career Pathways
Maps for workers that link to
available training and education
opportunities.

u

Training institution
u
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Step 4 –
Allocate roles,
responsibilities
and timelines for
delivery
Now you have identified those
issues affecting the region, and
the solutions to address them, the
next step involves identifying how
the solutions will be put into place.

A guide to developing regional
tourism employment
tourism employment
plans
solutions
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TEP Tip #6
Identify industry ‘champions’ early on
to provide real-life examples of how
they have managed to address their
issues and demonstrate the benefits of
planning for your workforce and spread
positive word-of-mouth about how
existing programs can help businesses
to address their employment pressures.

Things to consider include:
•

What are the likely timelines for delivery?

•

Who will be responsible for driving and implementing the solutions?

•

Which stakeholders will be crucial in delivering the solutions?

•

What resourcing will be required to drive solutions forward?

•

Which solutions should be given priority?

To assist the implementation of solutions, you should develop a governance
structure to outline specific roles and responsibilities, prioritisation of the
solutions for the regions and the decision-making process. This could
be supported by the establishment of a regional steering group, with
membership from key players including industry associations, regional
tourism organisation, National Landscapes Committee; all levels of
government in the region, Regional Development Australia Committee,
registered training operators and training institutions, employment service
coordinators and Job Services Australia providers, and, of course, operators.
However, if there is already a similar body operating in the region, consider
whether it might be able to take on this role.
Establishing a regional steering group can ensure industry engagement
in the Tourism Employment Plan, and create a sense of ownership and
prioritisation in implementing solutions. It is particularly important to
engage tourism businesses through a regional steering group to ensure
they are involved throughout the process, and also to assist with identifying
industry ‘champions’; that is, influential leaders of the tourism community
who have direct contact businesses and can promote the benefits of the
Tourism Employment Plan.
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If there appears to be limited desire in the region for collaboration between
stakeholders and businesses, you may wish to consider what other measures
can be adopted. This could include the support of existing committees, such
as regional tourism organisation boards, chambers of commerce or National
Landscapes Committees.
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CASE STUDY 5:
Deciding the “what”, “when” and “who” in Broome
Context
Broome’s economy is linked to its function as
a regional service centre and an important
tourism, recreational and cultural destination.
Prior to the Broome Tourism Employment
Plan (TEP) there was limited sharing of
information between businesses involved in
Broome’s tourism industry.
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Approach

Outcome

Mid-way through developing the Broome TEP, the industry unanimously agreed
to establish the Broome Tourism Employment Alliance (BTEA) as the primary
body responsible for addressing the tourism industry’s labour and skills issues at
the regional level.
Through the TEP, the BTEA became an incorporated association, meaning
that it can employ staff and apply for government grants. A secretariat, initially
funded by Tourism WA and the Kimberly Training Institute, will support the
BTEA. Secretariat functions will include:

For the first time, key players in Broome’s
tourism industry have come together
to address their labour and skills needs,
improving training and employment
outcomes in the region. Businesses now have
multiple opportunities to network and share
ideas, and can access new tools to help them
attract and keep workers.

•

As one initially sceptical participant noted:

Monitoring and tracking outcomes and key performance indicators
developed for the TEP

•

Regularly updating the TEP

•

Maintaining a database of industry support programs

•

Preparing and distributing a regular workforce e-newsletter to its 160+
audience.

Members of BTEA include representatives of resorts and other tourist
accommodation providers, training providers, tour operators, hospitality
businesses, coastal cruise companies, event management companies, and
Indigenous tourism representatives.
Through BTEA, the TEP will be a living document that continues to act upon the
issues and lead to positive outcomes for the region’s tourism industry.

A guide to developing tourism employment plans

“I see BTEP as something that will continue
to develop over time, as our challenges
change and resolutions are realised, this plan
will be ever evolving. Given my experience
I would strongly encourage other industry
members to become involved in the future of
the TEP.”

Lessons
•

Establish governance structures early and
clarify roles and expectations

•

Value informal networks and regularly
share ideas and lessons learnt
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Step 5 –
Implement,
communicate,
measure, revise
Measurement of solutions is crucial
to ensuring their success, and to
highlight exactly how the industry
is benefiting. It might also highlight
whether your solutions may have
missed the mark and need to be
adapted to ensure they meet the
region’s needs. Consider setting
a ‘benchmark’ at the start of the
Tourism Employment Plan process,
and setting regular measurement
points along the way.

A guide to developing regional
tourism employment
tourism employment
plans
solutions
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Simple measurements can include the level of uptake of labour and skills programs prior to and after implementation of the
Tourism Employment Plan. Qualitative feedback from industry and visitors, such as through the local visitor centre, could also
be used to see if the strategies are delivering benefits to a region. As part of the Red Centre Tourism Employment Plan, the
development of a standardised employee entry/exit survey will help to measure the success of solutions being delivered. In
regions where visitor satisfaction is measured, you can use this to track service satisfaction for the region over time to see if the
Tourism Employment Plan is contributing to improvements. See Table 2 for examples of some direct and in-direct measures of
success for possible inclusion in your Tourism Employment Plan.
Beneath all this, it is crucial to keep communication channels open. Develop a stakeholder communication strategy for the life
of the Tourism Employment Plan to communicate key achievements. This could include the development of a social media
website which could outline key initiatives, networking opportunities, workshop programs, regular news updates, and enable
tourism businesses to share information and lessons learnt across the region. In Kangaroo Island and Tropical North Queensland,
the Tourism Employment Plans are supported by social media sites that help to communicate useful events such as workforce
planning workshops, as well as provide a forum for industry to collaborate and share ideas in the tourism employment space.
Stakeholders will want to see that their involvement in the process has led to positive outcomes for them and the industry. It
will also help to promote the good news stories to others in the region, to encourage them to look at ways to address their own
employment needs.
Use the ‘skeleton’ structure for a Tourism Employment Plan at Appendix 2 to formulate your own Plan. This should clearly and
concisely outline what the issue is, what solution will be developed, who will manage it, and timelines for delivery. As each Plan is
unique it is important that the solutions are best able to fit the needs of the region.
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Table 2: Example measures of success
(before and after solution)
How many businesses accessed a particular program prior to and after
implementation of the TEP
Level of awareness of existing employment programs
Level of uptake and/or completion of VET training courses
Skill levels within businesses
Proportion of tourists that are highly satisfied with the level of customer
service they receive

TEP Tip #7
A key to success is considering how
implementation, communication,
measurement and revision will work
from the outset. Think about who will
do what, how will others know what is
happening, how will we know if an action
works, and how will we change course if
actions are not working?

Number of tourism and hospitality job vacancies
Occupations experiencing decreases or increases in job vacancies
Level of employment for particular groups
(i.e. youth, Indigenous, people with disability, mature age)
Employee retention rates
Staff turnover rates
Level of employee mobility between businesses/regions/across seasons
New/improved linkages between schools, training sector and businesses
Level of staff satisfaction
The number of business with workforce development plans in place
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CASE STUDY 6:
Judging what worked best and keeping it all moving
in the Red Centre
Context

Approach

The Red Centre Tourism Employment
Plan (TEP) was developed over 12 months
to address issues surrounding attraction,
retention and seasonality. To ensure the Red
Centre TEP met the needs of industry, it
needed measurable outcomes to identify if
solutions were working well or if they needed
improvement.

At the outset, the Red Centre TEP set clear, measurable goals and key
performance indicators (KPIs) to measure its success over time. Some of the
goals and KPIs are included in the matrix below.

Goal

KPI

Increased Vocational Education and
Training in Schools (VETis) participation
Creating a positive employment climate
Enhancing management training
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The Red Centre TEP also identified where it could improve some of its ideas
to make sure they best met the needs of the region. One of the solutions
proposed through the TEP was an online resource to help businesses access
government employment programs. After conducting a feasibility survey, it was
determined this would fail to reach the intended audience and that the solution,
while still meritorious, needed to be adapted.

u

increase in tourism sector VETis places in the Red Centre against the current
level of take up

u

an increase in the positive perception of working in the Red Centre, identified
through a qualitative gauge developed in the Employee Exit Survey

u

participation in the Management Training Program against an initial
assessment of what a completion rate would be
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As a result, the contractors decided to develop a Programs Guide that several
‘Industry Champions’ would familiarise themselves with to provide guidance
to local operators on an as-needs and informal basis. The Red Centre found
that this approach worked much more effectively, as communication between
industry operators is predominantly through word-of-mouth.

Outcome
The measurement of TEP actions is making sure they hit the mark for tourism
businesses in the Red Centre. It will lead to an improved workforce, better
business capability, and an improved visitor experience.

Lessons
•

Set clear goals at the outset

•

Decide early how success will be
measured and how supporting data will
be collected

•

Be prepared to re-think actions to make
sure they hit the mark

Image source: Tourism NT (Camel Safari, Alice Springs, Northern Territory).
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TEP Tip #8
A free Tourism Employment Plan Advisory
Service is available to assist regions that are
interested in developing their own Tourism
Employment Plan. It will guide regions
through this Guide, and suggest useful data
sources and links to further information
to help the development of a Tourism
Employment Plan.
Regions can access the Advisory Service
by contacting:
Elise Gordon
Tourism Employment Plan Advisor
Austrade
Email: tourismemploymentplans@ret.gov.au
For further information and updates on how
the current Tourism Employment Plans are
tracking, monitor www.Tourism2020.gov.au.

Summary
Labour and skills are a crucial component in the tourism supply chain. Enhancing
the quality of service is pivotal in building your region’s reputation both domestically
and globally, and making it competitive in the international marketplace. It ensures
that once tourists visit your destination, they will want to return and bring others with
them.
There is no ‘one-size-fits-all’ approach to solving labour and skills issues in the
tourism industry. This Guide provides leading practice advice for developing a
Tourism Employment Plan to respond to regional labour and skills pressures.
The Guide has taken you through some of the necessary steps in addressing
these issues. Defining and profiling the region sets the parameters for the Tourism
Employment Plan and assists with building a strong profile of the region’s workforce
and how it needs to be matched to tourism strategies and plans.
Identifying the region’s labour and skills pressures involves engagement with the
tourism industry including businesses, the education and training sector, government
agencies, and industry bodies. Consultations help to validate research findings and
pinpoint the specific issues that need to be addressed.
Once these issues have been identified, formulating practical measures to address
them is the next step. This includes the development of new ideas to fill gaps the
region is experiencing, better use of existing government and industry programs
that are already available or adapt existing TEP solutions.
In developing the solutions, consideration must be given to funding options
available, who will be responsible for driving them forward and what timeframes they
should be delivered in. Developing a governance structure and regional steering
committee will ensure leadership and ownership of the Plan by local industry.
Finally, measurement of the Plan’s solutions is crucial to ensuring they are meeting
their intended objectives. It ensures the Plan remains relevant to the region and it
can be revised to meet the region’s needs, or adjusted to suit the current tourism
climate.
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Appendix 1: Suggested Tourism Employment Plan solutions
What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
attractiveness
of tourism and
hospitality as
an employment
choice

Set up a regional career and jobs
expo targeting secondary school
students to engage their interest
in working in the industry.

A North West Expo is held annually
in Broome. It is a two day event
showcasing around 160 of the
region’s best businesses, industry,
employment and training —
including tourism and hospitality
career options. The event is
attended by some 7,500 visitors,
including students from Broome
itself and others from outlying
areas who are transported in for
the occasion.

Broome

Education
institution

A School Familiarisation Program
in Broome aims to engage school
students and their families in a
direct and practical way to career
opportunities in hospitality and
tourism.

Broome

Establish a students and family
program to engage secondary
students and their families so
together they can consider a
career in tourism and hospitality
and identify an appropriate
education and training pathway.
Career pathways should be
discussed as part of regular parentteacher interviews within the
normal school curriculum.
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Check box:
Is this what
the region
needs?



¨
Education
institution

¨
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
attractiveness
of tourism and
hospitality as
an employment
choice

Establish an ambassador program
bringing young, qualified and
successful tourism/hospitality
workers (e.g. chefs) to tour around
the region’s secondary schools to
promote career paths to students.

The Hospitality Ambassadors
Program was held in Broome in
August 2012. It was attended by
job seekers, career changers,
95 students and 14 teachers. It
encourages people to seek the
skills and knowledge they need
to be a tourism or hospitality
professional.

Broome

Training council,
government
employment
department

Undertake an employment ‘region
of choice’ campaign to promote
the benefits of working in tourism
and hospitality and living in the
region (for instance, offer discounts
to local businesses as part of a
package for people moving to the
region).

A factsheet describing the region’s
key attributes was developed for
the Red Centre, as well as a suite of
incentives for new employees.

Red Centre
Broome

Encourage businesses to adopt an
employer of choice mentality, to
create a common understanding
and practice of good employment
principles and culture.

An Employer of Choice Toolbox
has been developed for the Red
Centre, with factsheets, case
studies and YouTube clips available
to highlight the various career
pathways the industry has to offer.

Red Centre
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
attractiveness
of tourism and
hospitality as
an employment
choice

Provide work experience
opportunities for students
undertaking certificates related
to tourism/hospitality during the
shoulder season.

A number of tourism businesses
in Broome have agreed to recruit
students undertaking Certificate II
in Hospitality for work experience
during the shoulder season. The
aim is to retain the students as
trainees upon completion of their
placement.

Broome

Business

Utilise the Discover Your Career
portal to promote the various
career pathways that can be
offered in the industry.

Discover Your Career is an online
career resource developed by
the National Tourism Alliance
with the support of the Australian
Government to promote tourism
and hospitality career pathways
in high demand occupations
and regions. The site offers
responsive career advice, training
opportunities and the latest job
vacancies, all in one convenient
online platform.
To see the Discover Your
Career portal, visit www.
discoveryourcareer.com.au

Other

In the Red Centre, plans are
underway to develop a ‘gap year’
program to promote careers in the
region.

Red Centre

Promote a gap year program for
the region, encouraging workers
to move into the region for a year
to gain valuable experience in the
tourism and hospitality industry.
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
attractiveness
of tourism and
hospitality as
an employment
choice

Leverage Tourism Australia’s ‘Best
Jobs In The World’ Campaign to
encourage youth to seek jobs in
the industry.

The Best Jobs In The World
Campaign is part of a major
international push focussing
on opportunities provided by
Australia’s Working Holiday Maker
program. It extensively promoted
six jobs to entice young people
from around the world to come to
Australia to holiday and work, and
provides an excellent platform to
help fill many unfilled tourism jobs
across Australia.
An online jobs board has been set
up to capitalise on this Campaign,
offering businesses the opportunity
to upload an unlimited number of
job vacancies, free of charge, to
Monster.com — one of the largest
and most well-known employment
sites in the world. Businesses have
until 1 March 2014 to upload their
vacancies.
The jobs board is available
at http://workingholidayjobs.
careerone.com.au.

Other

RTO
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Lack of
attractiveness
of tourism and
hospitality as
an employment
choice

Develop a ‘show and tell’ program
to bring potential employees
into local tourism businesses to
view ‘live work’ in the industry and
promote career opportunities.

In Broome, local tourism businesses Broome
are collaborating to invite and
organise for Indigenous people
from nearby communities to visit
and view ‘live work’ in the industry
to promote and assist them to
find out more about potential
employment opportunities in the
tourism industry.

RSC

Consider seeking an Employer of
Choice for Women citation from
the Workplace Gender Equality
Agency.

Since 2001, the Employer of
Choice for Women citation has
been a public acknowledgement
awarded to those organisations
demonstrating strong commitment
to providing equal opportunities to
women, recognising and advancing
female employees.
This prestigious citation has
provided recipients significant
differentiation in a competitive
marketplace, particularly when
seeking to attract the best possible
talent. Used in recruitment and
other promotional materials, the
citation ensures recipients are
recognised for their efforts in
the area of equal opportunity for
women.
For further information,
visit www.wgea.gov.au

Business
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Location of strategy
• Broome
• Red Centre
• Other/ case study

Other

Who could
lead the
implementation
of the solution?

Check box:
Is this what
the region
needs?
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¨
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers into
the tourism
and hospitality
industry

Connect employers with Job
Services Australia providers in
regions – employers can register
their details and advertise
vacancies for free. Local
Employment Coordinators can help
to match workers with businesses,
and also work with regions to find
innovative solutions to emerging
unemployment pressures.

For further information, visit
employment.gov.au

Other

Business

Encourage businesses to
look towards Australian
Apprenticeships. Contact a Group
Training Organisation, who can
organise for sharing of Apprentices
across businesses.

For further information, visit www.
australianapprenticeships.gov.au
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers into
the tourism
and hospitality
industry

Look at VET in Schools (VETiS)
options for your region to reach
the youth employment market.

In the Red Centre, industry is
undertaking an assessment of
agencies delivering VETiS to
ensure they are appropriately
trained and experienced and
that programs meet agreed
competency standards and have
extensive industry placements.

Red Centre

Education
institution

In the Red Centre, the local Job
Services Australia provider is
investigating the feasibility of an
Indigenous youth program to
take approximately 10-15 people
through a training and work
experience program through a
number of recognised career paths.

Red Centre

Explore ways to encourage nontraditional labour sources into the
workforce.
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers into
the tourism
and hospitality
industry

Encourage businesses to consider
utilising non-traditional sources of
labour.

A range of programs are available
to assist in engaging nontraditional sources of labour,
including:
• Employing People with
Disability – provides information
and assistance about benefits of
employing people with disability.
• Employment Assistance Fund –
employers that employ people
with disability may be able to
get financial help for equipment,
modifications and services to
support employees.
• Indigenous Employment
Program – provides support for
employers to employ Indigenous
workers.
• Indigenous Wage Subsidy – this
is an incentive paid to eligible
employers when they employ
eligible Indigenous Australians
on an ongoing basis.
• Indigenous Cadetship Support
– employers who want to offer
work placements and ongoing
employment to Indigenous
students can get financial help.

Other

JSA, RESJ,
business
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers into
the tourism
and hospitality
industry

Encourage businesses to consider
utilising non-traditional sources of
labour.

• Experience+ – employers
can get assistance to develop
workplace practices that assist
them to employ mature-age
workers.
• Experience+ Jobs Bonus –
employers may be able to get
financial help when they employ
a mature-age job seeker.
• Support for Employers to
build a Diverse Workforce –
provides materials and support
for employers that wish to hire
and train the non-traditional
workforce.
• Wage Connect – employers who
provide jobs to people who have
been unemployed for a long
time may be able to get financial
help.
For further information, visit
employment.gov.au
In the Red Centre, industry has
prepared an ‘Employ outside the
box’ fact sheet which outlines
options to consider in addressing
labour and skills shortages by
recruiting members of the nontraditional workforce.

Other

JSA, RESJ,
business
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers into
the tourism
and hospitality
industry

Encourage businesses to work with
Partnership Brokers to encourage
students keen to build a career
path in tourism.

The Schools Business Community
Partnership Brokers (Partnership
Brokers) program is focused on
building partnerships to help
young people to achieve Year
12 or equivalent qualifications
and reach their full potential. The
Program encourages a whole-ofcommunity approach to improving
education and transition outcomes
for all young people. For further
information and to find a broker go
to employment.gov.au

Other

JSA, RESJ,
business

Difficulty
recruiting
workers with the
right skill level

Review existing training programs,
traineeships and apprenticeships
offered in the region to identify
potential gaps and identify ways
that these could be adapted to
better meet the requirements of
the industry and region.

In the Red Centre, the local
university campus is looking at
adapting its training programs to
see how they can better meet the
region’s specific skills needs.

Red Centre

Explore options for a labour hire
model where multiple employees
are shared with multiple
employers.

The Red Centre is supporting
greater industry uptake of trainee/
apprentice employment models
where employees can be shared
with multiple employers. This will
include mentoring support for
apprentices in their first year.

Red Centre
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
recruiting
workers with the
right skill level

Connect businesses with the
nearest Department of Immigration
and Border Protection Outreach
Officer for advice on employing
skilled workers from overseas,
including 457 temporary skilled
migration visas.

To find your local Outreach Officer,
visit www.immi.gov.au/employers/
outreach

Other

Outreach
Officer, business

Connect businesses with
SkillSelect. This is an online service
that enables employers to easily
identify and contact intending
skilled migrants and nominate
them for skilled visas to fill
shortages.

For further information, visit www.
immi.gov.au/skills/skillselect

Other

Establish a labour exchange
program across two or more
tourism regions that experience
different peak tourism seasons
to fill labour demand when most
needed.

The Regional Education, Skills
and Jobs Coordinators and TEP
contractors in the Red Centre
(NT), and Fleurieu Peninsula and
Kangaroo Island (SA) are working
with industry to look at the
potential to develop a seasonal
labour swap program between the
two regions to meet their alternate
peak season labour demands.

Difficulty
sourcing
local labour
(particularly
during peak
seasonal
periods)

Check box:
Is this what
the region
needs?
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
sourcing
local labour
(particularly
during peak
seasonal
periods)

Establish seasonal worker
accommodation arrangements to
ensure the region can sustain an
increase in the workforce during
peak seasons.

In the Red Centre, discussions are
underway to establish a partnership
between university and training
academies in the region to use
student accommodation that is
underutilised over the peak period
for housing tourism and hospitality
workers.

Red Centre

RSC, education
institution

Connect accommodation
businesses with the Seasonal
Worker Program (SWP)*, which
enables businesses to seek workers
from the Pacific and East Timor for
up to 6 months to fill critical labour
shortages.

Broome employers participating
in the SWP have found that
employees have a strong work
ethic, motivation, willingness to
learn, strong productivity and
virtually no absenteeism. The
SWP provides greater capacity
to forecast and plan workforce
requirements.
For further information, visit
employment.gov.au

Other

Check box:
Is this what
the region
needs?



¨
Business

¨

*Available only to accommodation providers in
Western Australia, Northern Territory, Tropical
North Queensland, the Whitsundays, and
Kangaroo Island.
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
sourcing
local labour
(particularly
during peak
seasonal
periods)

Consider ways to encourage
workers with Responsible Service of
Alcohol certification to move into
the region to fill RSA-related job
vacancies.

RSA certification is recognised
mutually across Australia. Look
at the RSA mobility factsheet to
see how workers can move across
jurisdictions to help meet seasonal
labour and skills needs. Visit www.
tourism.gov.au/labour to download
a copy.

Other

Business

Connect businesses with the
For further information, visit
Connecting People with Jobs
employment.gov.au
program. This encourages job
seekers to relocate for ongoing
work or an apprenticeship, and
may provide a wage subsidy to
employers who take on a relocating
job seeker in ongoing work.
Difficulty
retaining
workers once
they are in
tourism and
hospitality
employment

¨
Other

Business

¨

Develop a package of benefits for
new workers to the region. This
could include a proper welcome
for new staff, materials about the
region, discounts and incentives
linked to local business product.

In the Red Centre, a “Coupon
Red Centre
Book” will be developed for the
region, offering a suite of incentives
for employees from the time they
arrive in the region and progressing
as their tenure increases (e.g. at 3,
6 and 12 months).

RTO

Create an orientation program
for new staff to the region, with
an “on-boarding” kit and monthly
orientation/networking events.

A business in the Red Centre has
agreed to run a new staff induction
for people moving to the region,
and not just those coming to work
for their business.

RTO
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the region
needs?
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
retaining
workers once
they are in
tourism and
hospitality
employment

Develop career pathway plans or
maps for new workers or students
that can include relevant case
studies and ways to progress their
careers that are targeted to the
specific job seeker.

The Red Centre has developed
a set of case studies to be
incorporated into career pathway
plans, with resources including
YouTube clips of conversations
with local workers and national
identities in real jobs across the
Territory, Australia and the world.
Industry leaders with experience
in the Red Centre will help to
create Career Pathway Maps and
link these to available training
and education opportunities. It
will be used in schools and other
educational institutions.

Red Centre

Education
institution

In the Red Centre buddy systems
exist in some businesses. It is
planned to adopt this approach
more broadly for new employees.
This would be done as part of a
Region of Choice program to help
new employees settle into the town
and build new networks.

Red Centre

Set up a buddy system to connect
new employees who are moving
into the region with locals or other
people who have been through a
similar integration process and can
help the person to acclimatise to
the region.
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Difficulty
retaining
workers once
they are in
tourism and
hospitality
employment

Encourage employee sharing
across a number of businesses
within a region to create an
incentive for tourism and
hospitality employees to move
into the region and develop their
careers through rotations across
a number of different roles in
different organisations.

The Red Centre is exploring the
possibility of greater industry
uptake of trainee/apprentice
employment models where
multiple employees are shared with
multiple employers.

Red Centre

Business

Develop a range of youth oriented
experiences featuring local tourism
experiences to make the region a
more attractive place for young
people to live and work.

The Red Centre TEP plans to
link with the region’s National
Landscapes Program to look at
opportunities to develop youthoriented experiences to improve
attractiveness of the region.

Red Centre

Develop training schedules for upskilling and reskilling staff during
the shoulder season when time and
resources are more available.

Tourism businesses in Broome
are working with tourism training
providers to plan and conduct
training programs for staff during
the ‘wet’ season.

Broome

Lack of
skills within
the current
workforce
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
skills within
the current
workforce

Develop training programs that
address regional-specific skills
needs of both staff and managers.

A Red Centre Managers Training
Program has been established
in the region to help develop
leadership capacity, targeting high
turnover rates, working in remote
areas, property management,
engaging Indigenous communities,
and high seasonality. This aims to
address the challenge of retaining
entry-level managers in the region.

Red Centre

Education
institution

Connect businesses with Skills
Connect. This service is designed
to help link eligible businesses
with a range of skills and
workforce development programs
and funding.

For further information, visit www.
skillsconnect.gov.au

Other

Connect businesses to the
Workforce Futures program, to
receive free one-on-one advice
on workforce needs from Skills
Advisors and access support to
undertake necessary workforce
development programs.

More than 1500 businesses have
put their hand up to get useful
workforce planning advice and
support through Workforce
Futures. For further information
on Workforce Futures, visit www.
workforcefutures.com.au

Other
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
skills within
the current
workforce

Connect businesses with the
National Workforce Development
Fund (NWDF). Enterprises
can identify their current and
future business and workforce
development needs and apply
for funding to support training of
existing or new workers in areas of
skills need.

Over $18.8 million in combined
industry and government funding
has been committed to tourism
industry projects through the
NWDF, with more than 1451
training places having been
funded. For further information,
visit industry.gov.au

Other

Business

Connect businesses with the
Tourism e-kit to build operator
skills in social and digital
marketing. The e-kit contains
a series of free, simple online
tutorials teaching businesses how
to get online and make the most of
online product distribution.

The Tourism e-kit covers the basics
of developing a good website to
advanced topics such as search
engine marketing and online
product distribution. The selfpaced program is complemented
by formal training resources
that can be delivered by trainers
who have been accredited and
licensed by the Australian Tourism
Data Warehouse. For further
information, visit www.atdw.com.
au/tourismekit.aspx. The site also
provides information on trainers
and workshops, and can be used to
register and pay for training events.

Other

A guide to developing tourism employment plans

Check box:
Is this what
the region
needs?



¨
Business

¨

61

What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Lack of
skills within
the current
workforce

Explore opportunities to link with
companies servicing other sectors
(e.g. resources) and the possibility
for joint training relevant to both
sectors.

The Broome Tourism Employment
Alliance is looking at ways to link
better with service companies
which currently support regional
resource projects to investigate the
possibility of mutually beneficial
training programs.

Broome

RSC

Develop a ‘skills passport’ for
tourism and hospitality workers to
assist mobility between businesses
both at local and regional levels.

In Broome, local stakeholders are
assessing the suitability of a ‘skills
passport’ system for the region, to
assist workers in moving between
regions where work is available.

Broome

Set up topic specific workshops
to increase industry uptake of
existing programs to assist with
labour and skills issues.

Both the Broome and Red
Centre TEPs have held a number
of workshops that generated
strong attendance with more
than 170 stakeholders, outlining
specific programs that could help
businesses and encouraging them
to consider accessing these.

Red Centre

Need to
improve
awareness of
and support for
businesses to
access existing
programs to
ease labour and
skills shortages

62
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the region
needs?
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Need to
improve
awareness of
and support for
businesses to
access existing
programs to
ease labour and
skills shortages

Develop a mentoring service
for tourism businesses that
have accessed labour and skills
programs (e.g. Labour Agreements
or other programs that are more
complex to access) to share their
experiences and offer advice and
assistance where possible.

A tourism business operator in Red Red Centre
Centre, with a Labour Agreement
for tour guides, is utilising
numerous channels opened up by
the TEP to mentor other businesses
in the region.

RSC

Develop case studies about
businesses utilising labour and skills
programs, to highlight potential
benefits to other businesses. Case
studies can also highlight some
of the leading practice ideas that
businesses have implemented to
overcome their labour and skills
issues.

The Red Centre has developed
a number of useful case studies
highlighting leading practice in
the region. These include effective
retention strategies, experiences in
employing overseas workers, and
Indigenous employment initiatives.

Red Centre

RSC

Establish a regional-based onestop-shop to assist and provide
support to tourism businesses in
determining which avenues are
available to meet their needs.

Broome is delivering a one-stopshop business support network,
to assist businesses in accessing
the right tools to improve their
business.

Broome
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• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Need to
improve
awareness of
and support for
businesses to
access existing
programs to
ease labour and
skills shortages

Develop a guide to employment
programs that are available to
businesses within the region,
which can be regularly updated as
appropriate.

More than 60 tourism employment
and business support programs
were identified as being available
to Red Centre businesses.
To reduce overlap and assist
businesses in accessing the
best programs, the Red Centre
Employment Network has
developed a guide to employment
programs, in consultation with
key stakeholders including
businesses. Industry ‘champions’
will familiarise themselves with
the guide to provide assistance to
local operators on an as-needs and
informal basis. The guide will also
be hosted on the RTO’s website,
and be reviewed and updated
twice annually.

Red Centre

RSC
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Need to
improve
awareness of
and support for
businesses to
access existing
programs to
ease labour and
skills shortages

Develop an employer toolkit of
factsheets and case studies, to
guide businesses in accessing the
right programs.

In the Red Centre, the Employer
of Choice Toolbox will be a
central repository for employer
support tools, including factsheets
on key topics that are stifling
innovation in the region’s approach
to employment, social media
management and how to leverage
this for employment needs,
employee surveys to understand
why they came/went, and a human
resources management checklist
for each employer to understand
where they could improve.

Red Centre

RTO

Need to
build regional
capacity for
employers and
employees

Establish an employment alliance
within the region to share a
common voice and leadership in
progressing and implementing
labour and skills initiatives.

In Broome, the Broome Tourism
Employment Alliance has been
established to bring together
businesses, industry, educational
and government bodies to provide
a holistic approach to addressing
labour and skills issues in the
region. This is the first time that
these key players have come
together to address tourism
employment matters at a regional
level.

Broome
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Need to
build regional
capacity for
employers and
employees

Create a standard ‘code of
conduct’ or service charter for
the region’s tourism industry, to
establish a common understanding
of the service culture needed for
the industry and a standard of
cultural awareness and diversity
among operators.

The Red Centre TEP identified the
need for a common ‘cultural code
of conduct’ for new staff across the
region, as some businesses had
standards in place while others had
none. The code will be signed by
new staff before they come to the
region.

Red Centre

RTO

Encourage businesses to adopt a
set of good business practices,
including appropriate induction
programs, a genuine philosophy of
appreciation for the contribution
staff make to the business,
appropriate opportunities for
further training, development of
career pathways and creative and
innovative incentives to retain
employees in the long-term.

The Broome Tourism Employment
Alliance aims to disseminate case
studies on good business practices
through its newsletters and at
relevant industry events.

Broome

Set up regular networking events
for industry to bring together
key stakeholders to discuss
employment issues, share ideas
and good news stories.

Various forums held by the RTO
and Chamber of Commerce
in Red Centre will be used to
introduce discussions around
tourism employment and share
good news stories. These will bring
together industry, RTOs, JSAs and
Workforce Futures Skills Advisors.

Red Centre
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What are the
issues being
experienced?

What solution could be used to
address the issue?

How has this been implemented in
other regions?

Location of strategy
• Broome
• Red Centre
• Other/ case study

Who could
lead the
implementation
of the solution?

Need to
build regional
capacity for
employers and
employees

Implement a regional employee
survey, to track and measure
key employee attitudes about
working in the region upon arrival,
throughout their time in the region,
and upon leaving the region.

The Red Centre is developing an
exit survey for employees to track
progress on TEP strategies, and to
encourage sharing of information
amongst industry.

Red Centre

RTO

Establish a management
mentoring system to guide and
support new managers into the
region/business.

As part of the Red Centre’s
Management Training Initiative, the
RSC is seeking industry support for
a Management Mentor program to
guide and support new managers.

Red Centre

Develop a regular newsletter,
or a regular article in existing
newsletters, to send out to industry
highlighting positive stories and
examples of how businesses
have benefited from assistance
programs.

The Broome Tourism Employment
Alliance will develop a bi-monthly
e-newsletter, highlighting good
business practices in the region
such as how best to deal with the
seasonal nature of employment.

Broome
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Appendix 2: ‘Skeleton’ Tourism Employment Plan structure
The below table outlines the basic structure of a Tourism Employment Plan, which can be adapted as required.
1. Introduction

• BACKGROUND (why the need for a TEP?)
• PURPOSE (what does the TEP aim to achieve?)
• APPROACH (what approach will the TEP undertake?)

2. Regional Profile

• REGION DEFINITION (what are the boundaries of your region?)
• TOURISM TRENDS (visitation, value, key markets, visitor characteristics, seasonality, tourism product offering)
• WORKFORCE (composition of the region’s workforce, skill levels, capability and capacity, forecast occupation
requirements)
• OTHER REGIONAL PLANS (employment plans, economic development plans, national landscapes, marketing plans)

3. Key Issues

•
•
•
•
•
•

PRIORITY ISSUES (what are the key issues that need to be addressed through the TEP?)
ATTRACTION/RECRUITMENT ISSUES
RETENTION ISSUES
SKILLS DEFICIENCIES
CAPACITY-BUILDING NEEDS
ENVIRONMENTAL ISSUES

4. Solutions

•
•
•
•
•
•

SOLUTIONS (articulate the strategies that will be used to address the issues from part 3)
EXISTING PROGRAMS AND TOOLS (what is already available to meet some of the identified issues?)
KEY STEPS (outline the key steps that need to be undertaken to deliver solutions)
FUNDING REQUIREMENTS (identify funding requirements if necessary)
TIMELINE (highlight when the strategy should be delivered)
KEY PERFORMANCE INDICATORS (identify measures of success for the strategies, and plans for reviewing them)

5. Roles and
Responsibilities

• RESPONSIBILITIES (who will be responsible for driving TEP solutions in the long-term e.g. a regional steering group?)
• GOVERNANCE (how will the regional steering group run and how often will it meet?)
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