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A demand led, public and private sector, partnershi p working to help unlock the true skills potential of the Scottish Hospitality, Leisure, Travel and To urism Sector.
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The key priorities for skills development within th e Tourism Sector in Scotland continue to be identif ied as:

Improving the appeal of the sector / attracting new  talent.
Improving Skills

Customer Service
Management and leadership

As part of a clear commitment moving forward, and in partnership with key public and private sector organisations, the TFFC Skills Group has 
developed a refreshed and collaborative Skills Strategy which sets out a number of key challenges and actions that will support and meet the 

expectations and requirements of industry. 

The strategy places strong emphasis on the need to develop clear partnership working between key industry players at both a national and 
local level. It also identifies the need to support existing initiatives and activities within the sector that work well, rather than re-invent new ones, 

and sets out clear opportunities where both the public and private sector can come together to support the needs of the employer.

Given the current economic climate and the challenges a reduction in public funding will bring to the sector, there has never been a more vital 
time for industry to clearly articulate its skills needs and ensure that those initiatives and qualifications best placed to support the requirements 

of industry are delivered.

The TFFC Skills Group welcomes the support from all industry and public sector partners to work with and support its work moving forward.
The next few pages highlight the key actions identified for each of the 4 key priority areas and highlights the lead organisation and key partners 

who will drive the work forward.

Iain Herbert David Allen David Cochrane
Chief Executive Head of Scotland Chief Executive
Scottish Tourism Forum People 1st HIT Scotland

Philippe Rossiter Lawrence Durden Anne Pierce
Chief Executive Tourism Manager Chief Executive
Institute of Hospitality Skills Development Scotland Springboard
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The need to improve the appeal of the industry among potential 
recruits and those that are in a position to influence career choice 
is consistently cited as a priority for attention. With long term 
growth forecast (95,000 new jobs by 2017), competition with other 
sectors, an apparent reduction in the availability of workers from 
Eastern Europe and the impact that the changes in visa 
regulations will have on the industry’s ability to recruit from non-EU 
countries, there is an urgent need to focus attention on recruiting 
from the indigenous population. More importantly, the very fact 
that we have large numbers of unemployed people in Scotland 
and an abundance of potential talent makes economic and social 
sense to focus attention closer to home when attempting to 
address staffing requirements. 

Lead Organisation: Springboard Scotland

Partners: Industry, Local Industry Partnership Groups, National Awarding Bodies, Further & Higher 
Education, Work Based Training Providers, People 1st, Skills Development Scotland, Public 
Agencies.
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5 Year MeasurementStrategic Action

• Increase in the availability and access of information to aid understanding and navigation across the full range of 
careers and qualification available within the sector.

• 50% of employers to have registered with Springboard’s INSPIRE Work Experience Quality Standard.
• 10% year on year increase in the number of Springboard Ambassadors supporting the sector.
• Increase in the number of graduating HLTT Students entering and staying within the sector.
• Bi-annual research measuring a year on year improvement in “HLTT Career Perceptions”.

Action Point 1
Increase the number of young people 
attracted to the industry as a career of 

choice

• Increase in the number of robust pre-employment routeway programmes being delivered for the sector each year.
• Increase in the availability of funding to support sector specific pre-employment training.
• All adult job seekers provided with access to up to date information on career routes within the sector.

Action Point 2
Attract and support adult job seekers 

into the sector to help fill the industries 
vacancies and skills shortages.

• Increase in the availability and access of up to date information designed to support influencers understanding of 
the sector.

• Regular delivery of industry engagement “Insight” events that improves influencers understanding of the sector. 
• 50% of all careers teachers, careers advisors and job centre staff to have completed an industry insight 

programme.
• Development and roll out of a sectoral “Lecturers into Industry” programme for FE.

Action Point 3
Educate and inform those in a position 
to influence potential recruits about the 

range, value and worth of career 
opportunities in hospitality and tourism

• Reduction in the number of vacancies filled by migrant workers within Scotland.
• Year on year increase in retention levels for the sector.
• 50% of Scottish hospitality and tourism businesses to have achieved the Hospitality Assured, IIP, or other form of 

recognised ‘Good Employer’ standard. 
• Increase in the numbers of potential recruits accessing up to date on and off line information designed to support 

better understanding of the sector.

Action Point 4
Promote best employment practices 
and other initiatives that increase the 

appeal of the industry to potential 
recruits in Scotland.

• Reduction in the number of Chef Skills Gaps reported by employers within the sector. 
• Year on year increase in the promotion, demand and uptake of chef based Modern Apprenticeship Programmes 

for the sector.
• Year on year increase in the number of school pupils engaging in FutureChef.
• Delivery of the Junior Chefs Academy model within Scotland, leading to increased sign up to further education 

programmes.

Action Point 5
Address current skills shortages in 

relation to chefs.



Whilst an improvement in the general level of craft competence is 
a required and necessary goal for the sector, it has to be 
matched with the development of a lifelong learning culture and 
the encouragement of aspiration.  With Tourism continuing to be 
a strong contributor to the Scottish economy, it is vital that its 
workforce, now and in the future, is equipped with the necessary
skills that not only meet and exceed the expectations placed 
upon it, but can maximise the opportunities events such as the 
2014 Commonwealth Games can bring in terms of increased 
visitors numbers and revenues.
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Lead Organisation: People 1st, Skills Development Scotland

Partners: Industry, Local Industry Partnership Groups, National Awarding Bodies, Further & Higher 
Education, Work Based Training Providers, Springboard, Public Agencies.



• Increase in the number of chefs that hold qualifications commensurate with their current job role.
• Reduction in the Chefs Skills Gap reported by employers within the sector.
• Increase in the number of Chefs entering local, national and international culinary competitions and events.

Action Point 1
Increase the Skill Levels of those entering and 

working within the Professional Kitchen.

• Year on year increase in the demand and uptake of Modern Apprenticeship Programmes within the sector.
• Increased funding prioritisation for MA Programmes that address key skills requirements for the sector.

Action Point 2 
Increase the profile and uptake of Modern 

Apprenticeships within the Sector.

• Delivery of Accommodation Management and Housekeeping influencer events. 
• Delivery of other sectoral influencer events as required. 
• Increase in the number of businesses engaging with Further Education, Schools and pre-employment 

programmes.
• Increase in the number of businesses engaging with National Occupation Standards consultations.

Action Point 3
Identify and agree actions that protect against 

future Skills Shortages within the sector.

• Reduction in the number of employees currently working within the sector with no formal qualifications (12% to 
9%)

• Reduction in the number of employers reporting skills gaps within their business. (25% to 20%)
• Increase in the number of employers accessing Government funding to support training. (3% to 10%)

Action Point 4
Increase the number of employees across the 

sector that have accessed and achieved a 
relevant qualification.

• Increase in the number of businesses accessing information on qualifications and funding. 
• Increase in the number of businesses engaging with work based providers. (7% to 12%)

Action Point 5
Improve and simplify employer access to up to 
date information on qualifications, funding and 

other skills provision for the sector. 
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5 Year MeasurementStrategic Action
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Lead Organisation: People 1st 

Partners: Industry, Local Industry Partnership Groups, National Awarding Bodies, Further & Higher 
Education, Work Based Training Providers, Visit Scotland, Public Agencies, Federation of 
Small Businesses.

The true measure of any business operating within the hospitality and 
tourism sector is its ability to deliver consistently high levels of 
customer service and professionalism to its customers.  Whilst good 
marketing and the offer of discounts and promotions will clearly help 
to attract new customers in, if the basic principles of customer service 
are not in place and the employees of that business don’t have the 
confidence and knowledge to ensure they meet and exceed the 
expectations of its customers, the likelihood of these, or any other 
customers, coming back to that business will clearly diminish and with 
it, so to its ability to make a healthy financial return.  

Therefore excellence and professionalism in customer service 
provision is the lifeblood that not only supports each and every
business operating within the sector, but one that is also vital to 
ensure Scotland grows its position and reputation as a “Must See and 
Welcoming Destination” for the future. 
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• 90% of all customer facing employees working within the sector to have completed a recognised Operational 
Customer Service programme.

• All new entrants to the sector to have completed one of the recognised Operational Customer Service 
Programmes.

Action Point 1
Increase the uptake and quality of customer 

service training being provided at an operational 
level.

• 85% of all supervisors and managers working within the sector to have completed one of the recognised customer 
service programmes.

Action Point 2
Increase the uptake and quality of customer 

service training being provided at a supervisory 
and management level.

• Publication of a cross sectoral research paper into the links between customer service and profitability.
• Launch of industry viral campaign that promotes the need for businesses to engage in Customer Service Training 

and identifies associated business benefits.
• Circulation of sign posting information indentifying how employers access Customer Service training.

Action Point 3
Simplify access and information relating to 

Customer Service Training, and the benefits it 
can offer the business.

• Mechanism agreed and in place that gives recognition and reward to employers operating within the Visit Scotland 
QA Scheme, and other external assessment programmes, who provide employees with access to a recognised 
Customer Service Programme.

Action Point 4
Integrate recognised Customer Service Training 

within external assessment programmes.

• Delivery of an incentives package that encourages small, rural and seasonal businesses to provide customer 
service training within their business.

Action Point 5
Increase the levels of Customer Service Training 

being offered by small / rural and seasonal 
businesses across Scotland.

5 Year MeasurementStrategic Action
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If the Scottish Hospitality and Tourism sector is to maintain its 
competitive edge on the global stage, it will need to ensure that more 
professionally qualified managers and leaders are being developed.  
The post-recession environment will require businesses to place a 
much stronger focus on “Talent Development” and help enable its 
managers and leaders to become more self-reliant, innovative and 
motivated to continuously challenge and create the best conditions 
for success. 

People 1st research has demonstrated very clearly that the need for 
good management and leadership skills, and effective skills 
utilisation within the workplace, is a critical factor, and one which 
underpins all other areas of development within the sector.

Lead Organisation: Professional Bodies

Partners: Industry, Local Industry Partnership Groups, National Awarding Bodies, Further & Higher 
Education, Work Based Training Providers, People 1st, Public Agencies.

The research also highlights the current low level of qualified managers within the sector which emphasises how 
important it is to address this major weakness and potential impediment to future growth. Trained managers and 
leaders, who clearly demonstrate professionalism in their work, will make a positive impact on organisational 
performance and evidence suggests that managers with a professional qualification are more likely to be retained and 
developed by their employers.
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• 90% of all managers operating with the sector to have achieved a relevant sectoral management qualification at 
SCQF Level 7.

Action Point 1
Increase the number of managers within the 

sector who have achieved a minimum 
qualification level relevant to the sector.

• 80% of managers operating within the sector to have met the minimum requirements for joining their relevant 
professional body.

• 50% of Further and Higher Education students, graduating from sectoral programmes of study, to have joined 
their relevant professional body where applicable.

Action Point 2
Increase the number of professionally 

recognised managers operating within the 
Sector.

• Increase the promotion and showcasing of sectoral and non-sectoral CPD Events to employers and managers at 
both a local and national level within Scotland.

• 90% of managers operating within the sector to have a personal development plan in place and are engaging in 
CPD activities.

Action Point 3
Increase the number of managers who engage in 
continuous professional development within the 

sector 

• Increase the promotion and showcasing of sectoral and non-sectoral mentorship and scholarship initiatives 
currently available to managers at a local and national level within Scotland.

Action Point 4
Increase the profile and awareness of industry 

mentorship and scholarship programmes within 
Scotland.

• To have established a facility that delivers international leadership programmes for high level development within 
Scotland.

Action Point 5
Support the development and creation of an 
Industry Leadership facility within Scotland

5 Year MeasurementStrategic Action


