










It has been a mixed 12 months 
for businesses operating within 
the hospitality, leisure, travel 
and tourism sector.  Many have 
continued to experience difficulties, 
particularly those dependent on 
the corporate market and those 
located in areas hard hit by job 
losses.  And, economics aside, 

of course no-one could have predicted that a volcano in Iceland 
could have had such a devastating effect on those operating 
within the travel industry.  

However, businesses within the fast food, branded pub,  
budget hotel, self-catering accommodation and visitor attraction 
industries have performed comparatively well - partly as 
customers are opting for brands they recognise as providing 
value for money and partly due to the increase in domestic 
tourism. 

From a human resource perspective, encouragingly businesses 
appear not to have made large-scale redundancies, preferring 
to reduce hours and hang on to skilled staff.  They also do not 
appear to have significantly cut the amount of training they 
provide, although how they provide this training may have 
changed in order to reduce costs.  These trends, coupled with 
businesses reporting that it has become easier to recruit skilled 
staff, should put the sector in a strong position to take advantage 
of the upturn when it fully kicks in. 

In recent years, significant progress has been made by 
People 1st, government and industry to put in place the right 
infrastructure to address current and future skills needs. 

Progress includes reviewing, streamlining and simplifying industry 
qualifications, so that employers have a greater understanding 
of what they do, and introducing new ones to meet new 
industry needs.  In addition, there is now much better structured 
information and guidance for employers on training and funding, 
as well as guidance for new entrants or those developing their 
careers in the sector via uksp.co.uk. 

Yet, there is still a lot to be done.  We need to continue to focus 
on improving skills in the three priority areas of management 
and leadership, customer service and chef skills through joint 
collaboration with government and industry.  

Despite the recession, employers are still reporting difficulties 
in recruiting chefs.  Clearly it is important to increase the quality 
and supply of new recruits. Over the last five years, People 1st 
has been working to reform chef qualifications so they meet 
industry needs.  This led to the development of the Diplomas 
in Professional Cookery (for full-time students) and revisions to 
the Apprenticeship in Professional Cookery for those wishing to 
learn in the workplace.  Now the right provision is in place, the 
challenge is to increase the number of learners going through the 
programmes.  

Addressing the shortage is not just about attracting skilled new 
recruits, but is also about retaining the workforce that we already 
have. Statistics show that chefs stay with employers offering 
training for an average of 6.5 years, compared to 4.4 years for 
those who don’t offer training. If you also take into account the 
stress that is put upon managers and teams when turnover is 
high, you cannot put a price on keeping your chefs happy.

The ‘golden decade of sporting events’ presents a significant 
opportunity to invest in raising customer service skills and 
creating a legacy for tourism.  With new short customer service 
qualifications for the sector in place, it is crucial that these, along 
with other initiatives, are seized upon by industry to guarantee a 
step-change in customer service levels across the UK.  It is also 
vital that we learn valuable lessons from the Winter Games in 
Vancouver. 

The importance of highly skilled managers to the future success 
of the sector is unquestionable. With the sector predicted to 
require an additional 3,900 more managers across Northern 
Ireland by 2017, and only half of managers possessing 
managerial level qualifications, there is much work to be done.  

Over the past 12 months, People 1st has worked to improve 
supervisory and leadership qualifications and also stimulate 
employer investment in management development through the 
sharing of best practice case studies and the roll-out of the high 
profile and highly successful Women 1st initiative.

Looking to the future, we need to continue to work  
collaboratively to take forward the Sector Skills Action Plans 
for Northern Ireland, Scotland and Wales and the National 
Skills Strategy for England to drive skills development and raise 
productivity in this vital sector of the economy. 

Setting the foundations  
for future success 
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