How can the tourism industry improve
career perceptions and create career
pathways to attract new workers into the
industry?
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RESTAURANT & CATERING AUSTRALIA
Restaurant & Catering Australia (R&CA) is the national industry
association representing the interests of over 42,000 restaurants, cafés
and catering businesses across Australia. R&CA delivers tangible
outcomes to small businesses within the hospitality industry by
influencing the policy decisions and regulations that impact the sector’s
operating environment.
R&CA is committed to ensuring the industry is recognised as one of
excellence, professionalism, profitability and sustainability. This includes
advocating the broader social and economic contribution of the sector to
industry and government stakeholders, as well as highlighting the value
of the restaurant experience to the public.
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BACKGROUND
The hospitality sector is experiencing, and will continue to experience,
skills challenges at all levels including vacancies in entry level positions,
sourcing cooks as well as café and restaurant managers.
These
shortages, with a shortfall of 123,000 workers expected by 2020, will be
one of the greatest capacity constraints to tourism growth to 2030.
The Restaurant and Catering Industry Association (R&CA) sees the
accessibility to skilled migrants as the immediate short term solution to
these shortages. However, over the coming years the R&CA recognizes
that the career perceptions need to improve with widely understood
career pathways better understood if a greater number of workers are to
be sourced from the local workforce.
In the medium term if the tourism industry is to source more labour from
the local labour force there initially needs to be an understanding the
needs of the current tourism labour market. Over three years ago
Deloitte Access Economics’ Australian Labour Force Report looked at
the state of the tourism labour force and projects skills demand and
shortages forward from 2015 to 2020. Amongst its key findings were that
“123,000 new workers will need to be sourced in the tourism industry by
2020.
The skilled labour shortage is expected to be 30,000 workers, while an
additional 63,000 unskilled workers are also required to be sourced”. It
further stated that “translating this shortage across the entire visitor
economy (direct and indirect employment), an additional 150,000
workers will be needed to close this gap”.
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Regarding recruitment, retention and skills deficiencies the Deloitte
Report said, “an inability to find workers with the right skills was the
highest rated reason for difficulties in recruiting staff:” and “the largest
reason reported for skills deficiencies was a lack of experience across
different occupations.”
However, in response to such deficiencies,
“developing workforce plans was the least common response”. Rather
“just over half of all businesses” saw "mature age workers as the
common source of alternative labour”. Its other key findings were that
“with the current cohort of workers appearing to be relatively new to the
sector, retaining them and providing them with the right experience will
be crucial for the sector in overcoming its projected skills shortage.”
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Other challenges included 51% of tourism businesses identifying
themselves as being seasonal and therefore experiencing fluctuations in
business activity and employment needs. This made maintaining a core
of highly skilled employees rather challenging, particularly as only 35%
of those employed worked full-time and that the average employee
turnover rate was 66%.
The most critical reason for skills deficiencies among tourism employees
was a lack of suitable experience in tourism. However, many tourism
businesses facing a lack of skills, which is “likely to be reducing the
productivity of existing workers” simply hold out for workers with the
requisite skills.
The Acil Allen Consulting Report from November 2016 whose remit was
to look at a ‘Careers and Jobs Outreach Strategy for Australia’s Tourism
and Hospitality Industry’ stated that industry employers had a stronger
preference for those who had previous ‘on-the-job’ training rather than
taking on those with VET qualifications. With those taking VET tourism
courses not seeing their qualifications directly leading to a job in the
industry, there were no well understood clear career pathways. This was
further undermined with the declining financial support for the VET
sector: ninety per cent of Tourism and Hospitality-related VET
opportunities no longer attracted government-subsidies.

IMROVING CAREER PERCEPTIONS AND CREATING CAREER
PATHWAYS TO ATTRACT NEW WORKERS INTO THE INDUSTRY
The R&CA recommends building on the Acil Allen Consulting Report’s
promotion of two campaigns one based on young Australians and the
other on mature aged Australians with their prospective employers.
R&CA has for a number of years maintained a careers information online
portal for the tourism industry, through the Tourism and Hospitality
Careers Council, called Discover Your Career, and also funds and
maintains a specialty hospitality careers portal Discover Hospitality:
https://discoveryourcareer.com.au/
http://discoveryourcareer.com.au/discover-hospitality/
The first campaign centred around reaching and positively influencing
young people was
• “to position careers and shorter-term employment in the industry
as offering:
• ‘skills for life’,
• presenting and highlighting real and viable career paths across the
industry;
• creating a master or ‘umbrella’ brand for careers and jobs in the
industry to which all marketing, advertising, communications, and
stakeholder engagement can be linked, such as the ‘Discover’
brand already created; and
• finally developing and managing a dedicated website that links all
content, tools, products and collateral which is regularly updated
by industry and its partners.”
The key influencers on young people who would need to be targeted are
parents and career advisors who have considerable influence over the
education, training and career choices of their offspring and students.

The campaign would be “to inform, engender interest, generate
dialogue, and create a competitive industry recruiting position for
Tourism and Hospitality.” Digital channels would be “used primarily to
reach audiences, deliver messages, and influence stakeholders.” As per
the Acil Allen Consulting Report’ the campaign needs to address the
issue that “there appears to be little recognition that job and career
opportunities exist in the sectors growing the most rapidly (cafés,
restaurants and takeaway food services). “It also needs to address many
perceptions that students have of the tourism industry which includes
“the length and unsociability of hours, having to deal with difficult or rude
customers, and the lack of opportunity for career advancement in a
reasonable timeframe.”
The second campaign focused on mature age workers and their
prospective employers to:
• reinforce that there is a “high demand for mature-age workers in
specific industry segments;
• mature workers have life experience that can be applied to
available jobs;
• mature workers can be more disposed to on-the-job training, and
may prefer this type of training more than other prospective
employees; and
• Many employment opportunities offer flexible hours, and many
mature-age workers are able to work flexible hours.
While the R&CA strongly supports the two campaigns outlined being
rolled out to build upon the existing investment in the ‘Discover’ brand it
is also important that the Federal Government seeks to address the
market failures that are present in the training and skills area which are
structural. These include low profit margins, low barriers to entry,
undeveloped human resources practices and management capacity in

small and medium employers, perceived low remuneration and barriers
for mature workers.
The Federal Government needs to work with industry at both a national
level but also with State governments at local tourism area level where
challenges and needs are often different.
At a national level there needs to be a common passport of transferrable
skills which combines both those developed on the job and/or through
VET qualifications. The passport should be designed to be recognized
widely while accepted throughout the tourist sector by both employers
and employees. It should be created on the basis of common skills that
different positions within the industry share, enabling opportunities to
work in alternative roles.
The passport should identify the additional
skills required to progress up ‘the industry ladder’, to obtain managerial
level positions. This will help to resolve the current disconnect between
training content and what employers require of Tourism and Hospitality
employees.
The Federal Government should also offer better incentives to
employers to provide ‘on the job’ training as part of the industry passport
so that those tourism businesses facing a lack of skills, don’t simply hold
out for workers with the requisite skills. The incentives need to be
designed so that employers seek to advance their employee skills as
part of their career development even if that ultimately leads to them
progressing elsewhere within the industry.
The industry needs to
perceive this as a necessary conduit to having a flexible and often
seasonal labour requirements, but which provides access to a skilled
workforce where tourism is seen as a career rather than simply as a
means to securing a temporary or entry level employment.
An engaged and well-trained workforce will create a better customer
service experience, improve staff retention rates and offer the
opportunity for great case studies of successful career paths, fostering

better recruitment opportunities. The benefits of investment in these
strategies will be realised by the broad tourism and hospitality sector and
ultimately by the nation through economic benefit, employment
outcomes and productivity for industry, suppliers and the visitor
experience.

REFERENCES
Acil Allen Consulting Report: Careers and Jobs Outreach Strategy, November 2016.
Colmar Brunton: Tourism and Hospitality Careers Report, March 2016. - Austrade
Deloitte Access Economics’s Australian Labour Force Report, October 2015 Austrade

