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Foreword

Foreword

The retail, tourism
 and hospitality (RTH

) industries have 
undergone significant change over the last decade, 
w

ith the further expansion of internet shopping, online 
booking of accom

m
odation and the rise of travel and 

experience review
 sites such as Trip A

dvisor, to nam
e 

but a few
.

The m
ajority of RTH

 businesses are m
icro, sm

all or 
m

edium
-sized enterprises w

hich face particular issues 
in term

s of training and skills. Further Education 
institutions are keen to m

eet the needs of these 
businesses and understand the challenges they face. 
W

ith this in m
ind, C

olegauC
ym

ru / C
ollegesW

ales 
sought to gain a better understanding of the skills 
requirem

ents and challenges facing sm
all businesses in 

the RTH
 sector and com

m
issioned research in this area.

The research took place in tw
o stages: a quantitative 

approach looking at issues related to skills and 
qualifications in SM

Es; and a second, m
ore qualitative, 

interview
-based piece of research focussing on SM

E 
skills needs, recruitm

ent, the differences betw
een the 

training needs of businesses in retail, hospitality and 
catering, and im

portantly, how
 to m

eet these needs 
w

ith a focus on how
 Further Education (and, in som

e 
cases H

igher Education) should react in term
s of 

developing courses and approaches to teaching and 
learning m

ore w
idely. The current report is a sum

m
ary 

of the second stage of the research and the qualitative 
interview

s undertaken.

This w
ork raised m

any unsurprising issues such as 
problem

s w
ith transport and the difficulties of recruiting 

in particular parts of W
ales. H

ow
ever, less obvious 

issues such as how
 to provide outlets for creativity for 

those people w
ho have chosen creative professions 

w
hen the available w

ork in those professions does not 
m

atch the level of challenge that they anticipated, also 
arose. The exam

ple of the theoretical new
 chef w

ho 
dream

s of w
orking in a M

ichelin starred restaurant but 
is instead destined to cook gam

m
on, egg and chips 

in a pub night after night struck a particular chord and 
gave rise to the title of this report.

A
ddressing som

e of the challenges in this report w
ill 

not be easy but as som
e of the businesses interview

ed 
dem

onstrated, new
 and flexible solutions are possible, 

in term
s of recruitm

ent, how
 training is delivered and 

the type of training delivered.  

This report represents an im
portant contribution to 

understanding the issues facing skills providers w
hen 

seeking to m
eet the needs of SM

Es. C
olegauC

ym
ru 

looks forw
ard to sparking a conversation and seeing 

how
 best to address the recom

m
endations set out by 

the research team
 of M

ark Lang, D
avid Pickernell,  

C
elia N

etana, and Sim
on Thom

as.

C
olegauC

ym
ru is grateful both to the research team

 
and for an EA

C
EA

 grant to EQ
A

VET N
ational Reference 

Points, w
hich funded the research and m

ade this w
ork 

possible. 
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Table 1: Background details of respondents
Table 1b: O

ther Stakeholders

Retail, tourism
 and hospitality (RTH

) in W
ales is a 

m
ajor elem

ent of the W
elsh econom

y particularly in 
term

s of em
ploym

ent, but also turnover and G
VA

. The 
literature suggests that em

ployers have a key role to 
play in driving and investing in em

ployee training and 
developm

ent but because em
ployers tend to focus on 

job-specific, in-house training this lim
its the lifelong 

learning agenda to the developm
ent of the set of 

know
ledge, m

otivations and skills levels for em
ployees 

com
m

only referred to as their hum
an capital. 

There is also a general consensus in the literature 
that training investm

ents by SM
Es are significantly 

low
er than those of larger firm

s. In RTH
, there has also 

been a tendency to have high levels of recruitm
ent 

and low
 levels of training, w

hilst retail em
ployers face 

considerable training challenges because of the high 
proportion of part-tim

e w
orkers, higher than average 

staff turnover and poor im
age as a career destination, 

particularly for w
ell-qualified em

ployees.

 The research
Tw

o stages of research, funded through an EA
C

EA
 

grant to EQ
A

VET N
ational Reference Points, w

ere 
undertaken on behalf of C

olegauC
ym

ru. The first stage 
took a m

ore quantitative approach and exam
ined 

issues related to skills and qualifications in SM
Es in 

the fields of retail, tourism
 and hospitality. The second 

took a m
ore qualitative, interview

-based research in 

this area and considered skills needs, recruitm
ent, the 

differences betw
een the training needs of businesses in 

Retail, Tourism
 and H

ospitality, and im
portantly, how

 to 
m

eet these needs w
ith a specific focus on how

 Further 
and in som

e cases H
igher Education should react 

in term
s of course developm

ent and m
ore practical 

approaches to teaching and learning. This report 
presents a sum

m
arised version of the second stage of 

the research and the qualitative interview
s undertaken.

Thirty interview
s have been undertaken (betw

een 
O

ctober 2016 and February 2017), 20 interview
s w

ith 
business ow

ners and m
anagers from

 Retail, Tourism
 

and H
ospitality sectors and 10 interview

s w
ith relevant 

local authority officers, Regional Skills Partnerships, 
sector skills experts, and further education 
representatives, referred to here as Stakeholders.  
The interview

s w
ith businesses covered RTH

 businesses 
from

 across a range of geographies and firm
 sizes, 

but w
ith a focus on (relative to the RTH

 population as 
a w

hole), larger SM
ES, m

ixtures of full and part-tim
e 

staff, m
ulti-site and / or m

ulti activity (i.e. m
ixtures 

of retail tourism
 and hospitality) businesses, in order 

to fully explore the range of education, skills and 
training options available from

 businesses that can be 
considered relatively successful w

ithin their activities. 
D

etails of participants are given in (Annex 1 in tables 
1a and 1b).
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Recruitm
ent

W
hen asked about the degree of difficulty found in 

recruiting the right people, discussion focused around 
not just attracting staff but retaining them

. Partly, 
the recruitm

ent issue can be seen as an overlap of 
geographical and firm

 size issues. For exam
ple, for 

m
icro and sm

aller business, positions w
ere often only 

advertised locally w
hich presents certain constraints. 

W
hilst this m

ay also highlight internal m
anagerial 

constraints w
ith regards to H

R strategy, location 
w

as also a reason w
hy w

ider advertising did not 
occur. A

dvertising positions nationally, for exam
ple, 

som
etim

es posed challenges because of perceived 
problem

s w
ith regard to the business location and / or 

poor transport infrastructure:

“I think there is a bit of psyche there 
that w

e’re sort of one step aw
ay from

 
O

uter Siberia, even though w
e’re in 

N
orth W

ales.” Business 17

The issue of geography w
as often m

ore related to 
specific skills as opposed to general skillset issue. In 
term

s of attracting staff, som
e businesses found certain 

roles w
ere easier to fill, such as adm

inistration, than 
others, such as m

anagem
ent, from

 the local skillset.

There is also recognition am
ong the business 

interview
ed that as their business becom

es m
ore 

established and their reputation grow
s, the perceived 

level of quality of candidates im
proves and attracts 

m
ore senior level staff.

W
hilst it is encouraging that a reputational effect 

m
ay dim

inish recruitm
ent and retention problem

s 
created by location and firm

 size, this also highlights 
particular issues for new

 business start-ups in RTH
, 

disproportionately affecting entrepreneurial activities in 
certain localities.

The role of chef w
as the one m

ost frequently cited as 
being a vacancy difficult to fill and challenging to retain 
once filled.

“W
e em

ploy about 20 odd chefs in our 
kitchens and w

e could alw
ays do w

ith 
another tw

o or three and trying to find 
them

 is difficult.” Business 7

It w
as instructive, how

ever, to exam
ine the issue of 

recruitm
ent in relation to retention. The interview

ed 
business identified, for exam

ple, both the am
bition of 

talented chefs and the perceived restrictions im
posed 

on them
 from

 w
orking in specific locations and m

arkets.

“So they do a chef’s course but m
ost 

of their chefs are snapped up. B
ecause 

the problem
 w

ith chefs is that they are 
creative people in the m

ain and they 
love cooking lovely food but m

ost 
chefs, certainly in W

est W
ales they’re 

needed to cook gam
m

on, egg and 
chips in a pub night after night after 
night and that’s part of the problem

 is 
that they actually all w

ant to w
ork in a 

restaurant w
ith a M

ichelin star and it’s 
very difficult w

hen you’ve great bright, 
intelligent people that are creative, 
w

ho w
ant to get on…

” Business 7

W
hilst this m

ay be sim
ply a reflection of the m

arket, it 
m

ay also highlight a strategic issue for the businesses 
in term

s of how
 best to use talented and qualified 

staff in w
ays that m

ight increase the m
arketability of 

their business. C
onversely, other businesses found 

the problem
 to be w

ith initial recruitm
ent rather than 

retention, though again location w
as a factor, along 

w
ith the perceived attractiveness of the job being a 

potential problem
:

 “…
there’s a high level of unem

ployed 
16 – 25 year olds in W

ales, certainly 
in W

est W
ales and w

hat frustrates m
e 

is that I can guarantee if you w
ant 

to go into being a chef or w
orking 

in a kitchen and you’re prepared to 
w

ork relatively hard you w
ill have 

100%
 success rate in getting a job 

from
 college because there is such a 

dem
and that is unsatisfied.” Business 7

This issue of attractiveness of RTH
 positions w

as 
w

idespread: the seasonal, part-tim
e and often 

unsociable hours associated w
ith m

any RTH
 businesses, 

w
ith little opportunity for career progression w

ithin 

the often very sm
all businesses interview

ed, proving 
challenging for attracting and retaining certain people. 
There w

ere general issues across RTH
:

“So attracting people w
ho’ve got 

the right skills set for us is quite hard 
because w

e can’t offer everybody the 
hours that they w

ould like.” Business 11

B
ut there w

ere also som
e specific sectoral issues.  

For exam
ple, hospitality had specific issues related to 

unsociable hours:

“H
ospitality in general is very hard to 

recruit for at the m
om

ent. People don’t 
w

ant to w
ork nights so w

e’ve lost a lot 
of people to that.” Business 13 

For retail, perceived poor career progression w
as 

highlighted:

“If you w
ant a career in retail you’re 

m
ore than likely going to w

ork in one 
of the big departm

ent stores or a chain 
w

here you’ve got the opportunity to 
progress w

ithin that business. B
ecause 

otherw
ise you w

ill alw
ays be a shop 

assistant.” Business 11

There w
as seen to be a need to im

prove the 
perception of RTH

 career prospects, w
ith m

ore focus 
on the rew

arding and enjoyable elem
ents of w

orking in 
RTH

 w
ithin SM

Es.

“I don’t think it’s prom
oted enough 

how
 enjoyable the careers can be in 

retail” Business 14

In addition, how
ever, career progression w

as som
ething 

seen to be m
ore achievable w

ithin hospitality, 
particularly w

here there w
as an early experience of 

w
orking in the sector.
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“They could very w
ell be w

ith us for 
five, six years w

hile they finish school, 
go to college, m

aybe a local college 
and som

etim
es they’ll then take 

a decision that they w
ant a career 

in hospitality and they stay w
ith us 

anyw
ay. A

nd w
e’ve got a num

ber of 
exam

ples of people w
ho are now

 in 
m

ore senior roles.” Business 17

This w
as also em

phasised through the highlighting of 
the transferability of skills w

ithin hospitality in particular, 
as a w

ay to recruit staff initially. Issues of retention 
w

ould rem
ain, though this m

ay help to highlight that 
continuous skills and training developm

ent m
ay be 

a w
ay to help retain staff for longer, if appropriately 

structured and funded.

RTH
 business generally, therefore, are beginning to see 

the need for im
proving career prospects w

ithin their 
industry to attract and retain the calibre of staff they 
need. Som

e are also recognising that low
 w

ages m
ay 

contribute to high staff turnover:

“W
e do struggle a little bit w

ith 
stability of the basic skills of packing 
and bottling and those things, w

hich 
you w

ould describe as very, not quite 
m

anual labour but m
aybe sem

i-skilled 
jobs. W

e struggle w
ith retaining 

people. B
ut yes w

e do struggle to keep 
continuity and that m

ight be, m
aybe 

w
e’re not paying them

 enough”.  
Business 15 

M
any of the RTH

 businesses interview
ed stated that 

they are becom
ing less seasonal and see this as one 

w
ay to im

prove the attraction and retention of staff.

C
learly, this highlights a dem

and side issue but also 
relates to the attractiveness of specific locations as all 

year round attractors of tourists and custom
ers.  

The larger, still grow
ing businesses, in particular, 

recognised that they offered better career prospects, 
this focus on grow

th possibly highlighting another 
w

ay (in addition to firm
 size) to focus policy on specific 

SM
Es in the future.

“I think the business is seen to be 
stronger now

 than w
hat it has been. 

You know
, it’s m

ore of a career rather 
than a job to com

e into because the 
C

om
pany’s grow

ing so obviously 
there’s alw

ays scope for a person’s 
career to grow

 w
ith the C

om
pany.” 

Business 20

O
ther solutions to attracting and retaining staff 

(particularly chefs in our sam
ple) include im

proving 
the sociability of w

orking hours associated w
ith the 

RTH
 industry. O

ne exam
ple of how

 a RTH
 business 

has m
anaged to retain their H

ead C
hef is by agreeing 

m
ore sociable hours that fit w

ith the C
hef’s fam

ily 
com

m
itm

ents. 

“…
our H

ead C
hef for exam

ple, he’s 
got tw

o sm
all children…

 w
orks full-

tim
e. In a previous incarnation he used 

to go to w
ork at eight in the m

orning 
and get hom

e at m
idnight, w

ith a split 
shift, no point in going hom

e, alw
ays 

w
orked on a Saturday and a Sunday. 

H
is w

ife w
orks M

onday to Friday, they 
never had any quality tim

e as a fam
ily 

w
hereas now

 he w
orks Tuesday to 

Saturday day tim
e hours.” Business 11

This, how
ever, requires the ability to adjust the business 

m
odel, w

hich again m
ay help identify RTH

 firm
s in the 

future w
ho are m

ore able to assist in skills and training 
and also m

ake best use of the skilled and trained RTH
 

graduates being produced.

“So to retain…
w

e’re in quite a good 
position here w

here w
e don’t open 

night tim
es, w

e don’t open Sundays, 
they’re not expected to w

ork 140 hours 
a w

eek. So w
e’re starting to get chefs 

com
ing to us because they w

ant a 
really good w

ork-life balance and that 
com

es dow
n to the business m

odel” 
Business 13

O
wners’ perceived skills gaps

In term
s of the business ow

ner’s ow
n perceived skills 

levels, they often focused on their business experience.

“W
ell m

ost of the know
-how

 com
es 

from
 m

e really because obviously I’ve 
been buying and selling (product) for 
40 years and I’ve been trading in this 
specific area for 40 years so I know

 
the sort of product m

ix you need and I 
generally know

 the suppliers I can get 
the products I need to fill the dem

ands 

in an area like (N
am

e of sm
all tow

n)” 
Business 12

 “…
business acum

en is a very different 
thing and it’s a long arduous task 
to learn parts of it w

ell and you’ll 
never learn all of it because you’ll 
constantly m

ake m
istakes but you just 

constantly learn. A
nd so, yes, through 

experience.” Business 13

Responses also highlighted that skills had been 
developed through w

orking their w
ay up the career 

ladder and learning on the job in other businesses prior 
to starting their ow

n business:

“I’ve alw
ays been in catering. M

y last 
job w

as (N
am

e of tourist destination). 
I w

as there for six and a half years and 
w

as prom
oted up to D

eputy G
eneral 

M
anager.” Business 19

Few
 business ow

ners had m
arketing, tourism

 or other 
sector specific degrees but the vast m

ajority reported 
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significant prior business experience w
hether self-

em
ployed or m

anagerial experience in em
ployed w

ork 
before setting up their ow

n businesses. This appeared 
to condition their attitudes tow

ards training. Indeed, 
only tw

o of the 20 business interview
ees had no prior 

business experience (B
usiness 3 and B

usiness 16). 
These tw

o businesses reported that the skills they 
perceived to be necessary w

ere then built up on the 
job rather than by m

eans of form
al business training. 

B
oth these businesses w

ere m
icro, fam

ily businesses 
w

here training could also be seen as internal. This 
highlights, how

ever, that a subset of such retail, 
tourism

 and hospitality businesses m
ay benefit from

 
skills and training in som

e specific areas, possibly 
w

here such training could link together internal and 
external sources of training. For exam

ple, the strengths 
obtained from

 previous w
ork experience included 

transferable skills from
 previous jobs or businesses such 

as leadership, com
m

unication and custom
er service.

H
ow

ever, m
any business ow

ners did not perceive that 
they had any im

m
ediate personal skills gaps or training 

needs as m
any of them

 had been previously involved in 
the industry in m

anagerial positions.

“I m
ean there’s, no-one can say 

they know
 everything. I think w

e’re 
com

fortable w
ith w

hat w
e’ve got at the 

m
om

ent. W
e certainly haven’t got any 

plans to do any m
ore training either of 

us. I m
ean w

e’ve both run com
panies 

before so in term
s of accounting and 

business m
anagem

ent, it’s just very 
m

uch, you know
, m

ore of the sam
e sort 

of thing.” Business 3

There w
as also general consensus that in term

s of 
training, business ow

ners should play to their strengths. 
Skills or areas the business ow

ners w
ere not so 

com
fortable w

ith tended to be outsourced, especially 
accountancy-related tasks. This highlights that there 
m

ay be areas for future ow
ner skills developm

ent, 
depending on the skill itself, but also the location of 
the business relative to the sourcing of that skill or task, 
and the cost to the business.

Perceived business skills gaps
M

any of the businesses interview
ed w

ere m
ulti-

stranded business incorporating tourist destination or 

activity elem
ents, accom

m
odation and an elem

ent of 
retail. This therefore precluded sim

ple delineation of 
separate retail, tourism

 and hospitality specific skills 
gaps, w

ith the businesses requiring a w
ide range of 

skills across the business as a w
hole. 

For the sm
aller businesses in particular this presents 

challenges in term
s of recruiting staff w

ho have skills 
across a w

ide range of roles. In term
s of training there 

w
as also a frustration w

ith providers not being seen as 
able to offer training solutions to fit the broad range of 
training requirem

ents. This is an im
portant observation 

given that it highlights the need for m
any businesses to 

have a RTH
 w

ide m
ulti-training offering rather than one 

focused on one or tw
o of these sub sectors. 

For businesses in m
ore rural areas of W

ales, 
unsurprisingly, there w

as a perceived shortage in 
supply of such skillsets locally.

 “…
w

e don’t em
ploy all local people 

because som
etim

es the skills aren’t 
there.” Business 4

This is also a particular challenge for those businesses 
interview

ed w
ho required m

ore specialist skills, 
exam

ples given including locom
otive engineering, 

boat building and different types of m
echanics. This 

w
as also true w

here there had been no history locally or 
w

ithin W
ales m

ore w
idely of the activities the business 

w
as involved in, highlighting a key skills and training 

related potential short term
 barrier to new

 RTH
-focused 

businesses. In these cases, a lack of local specialist 
technical colleges or universities nearby or even w

ithin 
W

ales w
as reported as m

aking specialist recruitm
ent 

particularly challenging (Business 1).

U
nsurprisingly given this and the literature, w

hen then 
asked about areas of skills that w

ould be particularly 
advantageous to develop m

ore fully for their w
orkforce 

and to w
hat level, m

any of the business interview
ed 

preferred in-house or “on the job” training as they 
could train the staff m

em
ber in their ow

n specific 
business m

anner. C
learly, how

ever, w
here there 

are specialist skills gaps, then in-house on the job 
training m

ay not be possible, and in m
ore rem

ote 
areas recruitm

ent w
as not possible, m

aking the role of 

training providers of m
ore relevance, albeit w

ith clear 
difficulties in som

e cases in sourcing such training.
Regarding apprenticeships, the attitude of the 
w

orkforce appeared to be the m
ost challenging aspect 

for in-house and on the job training.

“I’ve alw
ays had this view

 that you can 
train skills, you can train m

anagem
ent 

skills but you can’t train attitudes.” 
Business 1

M
ore broadly and clearly of relevance across retail 

tourism
 and hospitality w

as a focus on soft skills 
developm

ent. W
ithin this a key them

e identified w
as 

C
ustom

er Service.

“…
not that our custom

er service is 
bad, but it could be so m

uch better.” 
Business 4

General com
petences: custom

er 
service
A

 key them
e across the businesses interview

ed w
as 

a need for exceptional custom
er service. G

iven the 
strategic im

portance placed on im
proving visitor 

grow
th and the im

portance of custom
er review

s 
online such as TripA

dvisor as a m
easure of success, 

the im
portance of custom

er service skills particularly 
for “front of house” or custom

er facing staff m
em

bers 
is clear for such businesses. This focus is often an 
indication of the ability of these business to change 
and adapt to real forces that affect their businesses. 

O
ften w

hen the capacity for internal on the job and 
in-house training w

as available, the businesses w
ould 

place such custom
er service skills and positive attitude 

above firm
 specific skills w

hen recruiting new
 m

em
bers 

of staff:

“I w
anted to sort of recruit people w

ho 
w

ere not as good at therapy but really 
good at custom

er service and, you 
know

, give them
 a lot of tim

e training.”
Business 18
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H
ow

ever, a lack of such custom
er service skills w

as seen 
as a skills gap by businesses interview

ed, particularly 
am

ong their younger w
orkforce, across the sectors.

“People don’t know
 how

 to speak 
to people anym

ore. People are 
em

barrassed. Their ego kicks in, they’re 
afraid to approach tables, they’re 
scared of speaking…

” Business 13

“I think w
hat retailers talk about is really 

there is a distinction, there’s a skills gap 
betw

een younger people and older 
people in term

s of those softer abilities 
to engage w

ith the consum
er.” 

Stakeholder 1

M
uch of the in-house training described by the 

businesses interview
ed w

as therefore based around 
custom

er service and relaying the im
portance the 

business places on looking after the custom
ers on 

a regular basis. Im
portantly, in this area som

e of the 
businesses have also sought out external custom

er 
service training from

 private training firm
s and invested 

tim
e off site to undertake the training. Exam

ples of 
results perceived as successful from

 custom
er service 

training include:

“I know
 for exam

ple, one of the 
m

em
bers of staff up there w

as told on 
the course by m

aybe standing up and 
having an expression and w

hen they’re 
speaking on the phone that com

es 
across to them

 and now
 you can go up 

there and you’ll actually see him
, he’ll 

stand up and he’s got his headphones 
and he could be w

alking up and dow
n, 

and the w
ay he’s standing, he’s taken 

that on board. A
nd the w

ay that they 
speak to custom

ers now
 to w

hat they 
did before custom

er service training, 
you know

, there’s a huge difference and 
they seem

 m
ore confident.” Business 20

Stakeholder interview
ees also recognised the 

im
portance of custom

er service training to RTH
 

industry sector businesses broadly, as w
ell as the 

perceived custom
er service skills gap. They report 

trying to im
prove com

m
unication w

ith businesses to let 
them

 know
 of high standard custom

er service training 
program

m
es available from

 local training providers and 
also of possibilities of funded places w

here these are 
available. Stakeholders acknow

ledged that, particularly 
for tourism

, related training had m
oved on from

 “…
this 

is w
hat tourism

 is…
” (Stakeholder 9) to m

eet the higher 
levels of skills and expectation driven by the custom

er 
experience and the business’s needs to m

eet ever 
higher expectations. This therefore highlights that as 
w

ell as identifying a general need for training delivered 
in-house across RTH

, there also appears to be a need 
and desire for tourism

-focused (although likely retail 
and hospitality relevant) externally sourced training in 
this area.

General com
petencies: 

entrepreneurship education 
In term

s of externally sourced education and training, 
there w

as also a clear desire expressed for m
ore 

entrepreneurial-focused general education and 
training skills for staff. W

here business confidence 
w

as reported, this w
as often due to the business 

ow
ners’ ow

n perceived entrepreneurial skills and 
often associated w

ith a perceived need for greater 
entrepreneurial training for staff, particularly w

ith 
regards to self-sufficiency and confidence in ow

n 
abilities and capabilities. For exam

ple:

“N
ow

 I like em
ploying people w

ho 
w

ould like to do som
ething them

selves 
because w

hat they do is pay a lot 
of attention to w

hat I do. If they pay 
attention to w

hat I do, I’m
 a success 

and m
y business is a success, they’re 

going to replicate w
hat I do w

hich 
m

eans service grow
s a w

hole level.” 
Business 13

There w
as seen to be a need for this to be em

phasised 
m

ore in schools, as w
ell as Further Education.  

For exam
ple:

“W
hen I w

as in school and I’m
 only 26 

now
, so it’s not that long ago, but w

e 
never had the option to do anything 
like that in secondary school. The 
younger guys that w

ork for us now
, 

the option is there but it feels, from
 

(w
hat) they say, that they choose to do 

entrepreneurship as opposed to have 
to choose an extra science m

odule or 

som
ething, it’s…

 I m
ean som

e w
ill do it 

because they w
ant to get into it, but it’s 

not, I don’t think it’s pushed.” (Business 14)

Specific occupational com
petences

There w
ere also, how

ever a num
ber of specific 

com
petencies identified w

here recruitm
ent of suitably 

skilled staff rather than relying on training after 
recruitm

ent w
as the preferred strategy. Specifically, 

there w
ere expectations from

 em
ployers in term

s of 
w

anting chefs and beauty service w
orkers to be able to 

deliver to m
axim

um
 capacity from

 day one, w
hich they 

found great difficulty in achieving. 

“…
I rang the…

college. I said I need 
chefs. I need guys w

ho’ve just left 
college, w

ho w
ant to com

e in, because 
they don’t have bad habits. I w

ant to 
train them

…
 N

ow
 to a young chef 

com
ing straight out of college…

 H
e’s 

com
ing here and w

e’re under pressure. 
W

e’re under pressure to put good, 
fresh food out as quickly as possible. 

1  Sim
s, D

., G
olden, S., B

lenkinsop, S. and Lew
is, G

., 2000. B
arriers to take-up of m

odern apprenticeships and national traineeships by SM
Es 

and specific sectors. Labour M
arket Trends, 108(9), pp.424 – 426.
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In under 12 m
inutes w

e’re putting 
restaurant standard food out onto a 
table and serving 100 plus people in 
the space of an hour and a half. It’s 
intense. So as a chef that’s w

here you 
w

ant to be. I didn’t get anyone.” Business 13

This highlighted a problem
 w

ith the external education 
and training potentially related to the degree or lack, 
of w

ork-based experience. This points to a need for 
m

anaging expectations of future em
ployers, giving a 

clear picture of w
hat’s involved in the course and w

here 
best to source particular skills. H

ow
ever, it m

ay also 
highlight the need for a greater m

ix of taught skills 
and training w

ithin w
ork-based activity that previous 

evidence
1 around apprenticeships has show

n m
ay be 

difficult to deliver w
here there is a lack of businesses 

of sufficient size, because of a lack of infrastructure 
and staff to introduce, adm

inister and m
anage training 

initiatives, as w
ell as liaise w

ith external bodies.

A
lternative strategies to ensure a greater m

ix of 
practical w

ith course-focused experience w
ere also 

evident. For exam
ple, another business, specialising in 

m
assages knew

 w
here to source graduates w

ho w
ould 

have done m
assages during their course:

“…
w

e tend not to em
ploy the ones 

w
ho have done beauty options 

because they haven’t done enough 
practical or academ

ic holistic training. 
So w

e’d rather take a holistic therapist 
that’s done som

e beauty options…
” 

Business 18

Related to this, there is also a need to m
anage the 

expectations of the graduates com
ing into their first 

position w
hich again m

ay point to the need for a 
greater m

ix of off-site, often college-based training, 
w

ith w
ork based activities, w

hich again m
ay prove 

difficult in certain locations w
here the capacity for this 

m
ay not exist.

“w
e had a young lad, I think he w

as 
16 w

ho cam
e recom

m
ended from

…
catering college and he quit after 
three days because he w

as peeling 
vegetables and he said it w

asn’t cheffy 
enough for him

 and this w
as from

 a 
16-year-old…

.” Business 9 

Im
portantly, stakeholder interview

ees also recognise 
the need for m

ore com
m

unication betw
een industry 

and skills and training stakeholder organisations to 
find the m

iddle ground for occupational, as w
ell as 

academ
ic com

petence, w
hich goes beyond basic 

safety checks and regulatory standards to also prepare 
the graduate for the real life challenges of w

orking 
in the RTH

 industry. C
rucially this is also identified as 

requiring m
ore w

ork experiences throughout their 
training, highlighting the im

portance of relevant 
delivery m

echanism
s.

Externally funded opportunities
In term

s of the use of governm
ent-funded skills and 

education, accessing funding w
as a key issue. For som

e 
types of training, including quite sector specific training 
activities, there w

ere instances of businesses accessing 
funding such as G

overnm
ent or (location specific) 

European funding via skills and training stakeholder 
organisations:

“…
 w

e have just been having som
e 

contact w
ith (nam

e of local FE) C
ollege 

w
ho have got som

e funding to deliver 
som

e training in team
 leadership and 

custom
er service, so w

e’re looking at 
som

e of our front of house staff like 
reception desk for custom

er service 
training, and then som

e of the team
 

leaders doing som
e leadership training. 

A
nd w

e’ve also just got som
e funding 

from
 Sport W

ales to do another tw
o 

(adventure activity) people qualified to 
coach (adventure activity)…

” Business 6

There w
ere, how

ever, also a range of quite specific 
skills developm

ent requirem
ents FE / H

E w
as not seen 

to be able to m
eet, w

ith the type, level and tim
escales 

for training also identified as issues. The businesses 
reported a w

illingness for training but that funding 
especially for the m

ore “everyday” types of training, 

such as regulatory training, w
ere few

 and far betw
een 

or perceived as “too little too late”.

“…
it’s very unusual to get B

asic Food 
H

ygiene courses funded, but w
e have 

m
anaged to in this last few

 m
onths.” 

Business 10

“you know
, they say it’s there but w

hen 
you get to actually w

anting to do 
som

ething in tim
e for the start of the 

season next year then the tim
efram

e, 
the tim

escale it doesn’t becom
e 

possible half the tim
e.” Business 14

O
verall this highlighted an issue for the businesses in 

term
s of everyday basic training, for w

hich external 
funding w

as perceived as an issue.

Skills and training policy initiatives: 
apprenticeships and levy
O

ne them
e of critical im

portance to this area w
as 

apprenticeships. There w
ere m

ixed experiences of 
apprenticeships across the businesses interview

ed 
w

ith levels of experience typically divided by size of 
business rather than sector. M

icro businesses typically 
expressed reluctance to take on an apprentice and 
did not plan to do so in the future as they perceived 
their business as too sm

all to be of benefit to the 
apprentice. For exam

ple:

“I think because it’s such a sm
all 

business I don’t think, if som
ebody 

cam
e to us looking to do an 

apprenticeship if they’d get enough out 
of the business to get them

 through 
their qualification.” Business 8

Larger SM
Es interview

ed tended to have m
ore 

experience of apprenticeships ranging from
 skills 

training, to learning to use different tools. This w
as 

seen, how
ever, as particularly applicable to tourism

 and 
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hospitality, specifically chefs, w
hich m

ixed in-house w
ith 

different types of external sources of training:

“A
nd then obviously w

e’ve got our 
kitchen team

, a lot of those are doing 
apprenticeships and things again, 
w

hich is very m
uch distance learning. 

They’re not having to attend college. 
The tutors com

e here and…
so it’s 

com
pletely different to how

 it w
as 

w
hen I w

as training…
” Business 17

Im
portantly the apprenticeship process w

as view
ed 

positively by businesses w
ho had experienced 

them
. It w

as perceived, how
ever, that successful 

apprenticeships really depend on the individual 
apprentice and how

 m
otivated they are. Sm

aller 
businesses w

ho w
ere offering apprenticeships 

expressed the im
portance of finding the “fit” and 

com
m

itm
ent level of the apprentice given the 

investm
ent of tim

e to be spent by the business ow
ner, 

and crucially, that the apprentice w
ould stay w

ith the 
firm

 follow
ing the apprenticeship. 

Stakeholder interview
ees also recognised, how

ever, 
that there w

ould be business concerns regarding 
apprenticeships and how

 the A
pprenticeship Levy 

w
ould affect larger businesses. 

“If w
e’re talking about the larger 

businesses and particularly w
ith the 

apprenticeship levy now
, a lot of 

m
em

bers are going to be captured by 
that w

ho otherw
ise w

ould have done 
the training in-house”. Stakeholder 1

Take up of apprenticeships w
as seen to be particularly 

low
 in the retail sector (Stakeholder 3) and, w

here 
it w

as taken up apprenticeships w
ere often seen as 

an alternative route into w
ork other than going to 

university, w
hich m

ight create the type of com
m

itm
ent 

issues SM
Es w

ere concerned about:

“I think m
ore and m

ore people are 
looking at the university landscape 
against an apprenticeship route and 
saying w

ell do I w
ant to burden m

yself 
w

ith all that debt?” Stakeholder 4

Stakeholder interview
ees also, how

ever, expressed 
concerns regarding the A

pprenticeship Levy in term
s 

of its im
pact on existing apprenticeship program

m
es 

especially those funded by W
elsh G

overnm
ent. G

iven 
that apprenticeships are reported as being one of the 
m

ain w
ays industry and skills and training stakeholders 

w
ork together, Stakeholders are w

orried that the levy 
w

ill m
ean businesses w

ill actually have less m
oney to 

invest in training (Stakeholder 7).

O
verall this highlights a requirem

ent for skills and 
training to take account of potential changes to the 
m

ix of delivery m
ethods and funding illustrated by the 

apprenticeships approach (and the new
 levy system

), 
w

ith support in choosing apprenticeships and careful 
evaluation of w

hich SM
Es have the capability to offer 

but also the incentive to benefit from
 this type of 

approach, as opposed to externally provided sources 
of training or indeed recruitm

ent alternatives. There 
also appear to be differential im

pacts of this across 
RTH

, how
ever, w

hich m
ean that alternatives to the 

apprenticeship approach m
ay be required, both for 

sectoral but also SM
E size reasons (retail firm

s likely to 
be sm

aller on average).

The best ways for FE / HE to react 
Training delivery
U

nsurprisingly, the preferred training delivery m
ethod 

by business ow
ners interview

ed w
as in-house “on the 

job” training, closely follow
ed by onsite training w

here 
assessors or trainers w

ould visit the business prem
ises. 

In-house training (generally dissem
inating inform

ation, 
processes and practices already existing w

ithin the 
business rather than new

 know
ledge) benefitted the 

business by not needing to have day release and 
allow

ing the business ow
ner to control w

hat w
as being 

taught. M
uch w

as dependent on the m
otivation of the 

em
ployee, w

ith business ow
ners putting m

ore onus on 
attitudinal com

petences of prospective staff m
em

bers 
than on previous experience.

“I w
ould rather have som

ebody w
ho is 

right for training rather than som
ebody 

w
ho’s bringing their ow

n w
ay of doing 

things.” Business 11

C
ascading new

 inform
ation to the w

ider team
 through 

in-house training w
as also popular for those in retail. 

O
nly one business ow

ner recognised that w
hilst in-

house training benefitted the business, the em
ployees 

w
ere m

issing out on form
al accredited training w

hich 
could help them

 further their careers.

H
ospitality businesses also had positive experiences 

of online training w
hich m

ainly consisted of regulatory 
training such as Food H

ygiene. W
here there w

ere skills 
gaps for the business and in-house training w

as not 
therefore an option, having external training com

e to 
the business prem

ise w
as a popular training solution. 

Stakeholder Training providers also recognised the 
benefits of training on the business prem

ise:

“If w
e’re going to help the businesses, 

isn’t it easier for one or tw
o people to 

go to the place of em
ploym

ent and 
w

ork w
ith the staff there rather than 

dragging tw
o, three, ten, tw

enty staff 
out to go som

ew
here else to have 

support off tw
o people. It’s m

ore cost 
effective in term

s of us w
orking w

ith 
em

ployers directly…
” Stakeholder 8

There is also recognition am
ong the Stakeholder group 

of businesses’ needs, especially business preference for 
training delivery on site / including online m

echanism
s. 

“That w
ill all be done in the w

orkplace 
or in their ow

n tim
e at hom

e w
hen 

they’ll upload things for their assessor 
to see. So it’s quite accessible from

 a 
sm

all business perspective. Everyone 
assum

es there’s day release in 
apprenticeships or there’s day release 
in various courses and there isn’t 
alw

ays.” Stakeholder 3
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M
icro and sm

all businesses
W

hilst the training provider stakeholders w
ere sensitive 

to the fact that training is not alw
ays going to be 

top priority to the m
icro and sm

all business ow
ner 

(Stakeholder 3), it w
as also highlighted that SM

Es in 
other industry sectors present a different picture in 
term

s of skills and training provision:

“I m
ean som

ething like the 
construction sector’s a really good 
m

odel w
here sm

aller businesses do 
tend to recruit apprentices and you see 
that and that’s really positive” Stakeholder 3

W
ithin RTH

, how
ever, there w

ere perceived difficulties 
outside of legally required training.

“Sm
aller clients tend to sort of com

e 
through to us if they have statutory 
requirem

ents, but they’re quite a lot 
harder to engage generally.” Stakeholder 4

Sm
all retailers in particular w

ere seen to pose particular 
challenges for training providers in term

s of gaining 
access and com

m
unicating w

ith them
, requiring m

ore 
indirect approaches.

“…
sm

all retail businesses are a lot 
harder to get into. It takes a lot m

ore 
resource to get into them

. So w
e try 

and use em
ployer fora like the FSB

, 
C

ham
ber of C

om
m

erce, w
here they’re 

getting inform
ation.” Stakeholder 3

The sm
all retail sector w

as also highlighted as having 
less take up of face to face and local training, possibly 
due to the grow

ing availability of use of in-house online 
training program

m
es.

A
 suggested w

ay to im
prove access and also take up 

of skills training especially in m
icro and sm

all business, 
w

as for them
 to look to group by specialism

, offering 
training by m

eans of a clustered approach:

“I’m
 a big fan of clusters. C

lusters 
can be of sm

all com
panies, sm

all 
enterprises as w

ell as big enterprises, 

so sm
all clusters w

ould be quite 
good and I think that w

hilst no single 
establishm

ent …
 can afford the tim

e 
or the energy …

 to do the training that 
if you put four of those together they 
m

ight find a pattern of training that 
they could do across them

 for a couple 
of people.” Stakeholder 6

External training experiences
W

hen business ow
ners described their experiences 

of external training, w
here they had used Further 

Education C
olleges, private training com

panies or 
other training providers, the overall preference w

as 
for control over w

hat w
as being taught and content 

relevant to their business as w
ell as fitting around the 

seasonality and w
orkload of m

any of the businesses.

“W
e w

ill arrange for various people 
that w

e’ve w
orked w

ith before to 
m

aybe run six one day sessions over 
tw

o m
onths or som

ething in the w
inter 

w
ith a group of people for us, rather 

than going out to an FE and having 
one person. I m

ean one of the reasons 
for doing that is w

e can focus a bit 
m

ore to be very relevant about our 
business and get them

, you know
, if 

they’re talking about health and safety 
w

e can give them
 the handbook and 

say that’s w
hat w

e do as opposed to a 
very different course.” Business 1

It m
ay be that a disadvantage norm

ally associated 
w

ith m
any RTH

 businesses, nam
ely the part-tim

e 
and seasonal aspects of the sector, m

ay also lend 
them

selves to future skills, education and training 
opportunities, in the sense of allow

ing tim
e to gain 

academ
ic and college based know

ledge in non w
ork 

periods. The w
ork periods w

ould then allow
 on the job 

experience. Indeed, the potential for using less busy 
periods for off-site training provision w

as recognised by 
several of the interview

ed firm
s (Business 6), 

The concern for lack of relevance to their specific 
business w

as also expressed around level of academ
ic 

content w
ith externally provided training, w

hich m
ight 

be too theory driven or too “lecture-like” to keep 
som

e of their staff m
em

bers interested. W
hilst others 

also sought out external training providers to deliver 
in-house team

 building and m
anagem

ent training. 
(Business 6 and Business 2), there w

as, how
ever, also 

suspicion of external training providers som
etim

es 
including m

ore than w
as needed for their particular 

business both in term
s of relevance to their specific 

business needs as w
ell as for com

m
ercial reasons:

“You know
, I think it’s too easy to m

ake 
a tw

o day course out of som
ething that 

could be done in a m
orning.” Business 9

C
onversely, and a m

ajor outcom
e of the research, 

businesses do value training, but it m
ust be directly 

relevant to their business. B
usiness ow

ners gave 
exam

ples of external providers w
ho cam

e to their 
prem

ises to run shorter courses on specific skills of a 
less academ

ic nature such as B
arista training, Social 

M
edia and C

ustom
er Service training. B

oth exam
ples 

show
 how

 the expertise of the training and further 
know

ledge in that area w
as valuable. The business 

ow
ners expressed the value such external expertise 

had to them
, their businesses and generated a 

realisation of the lim
itations of their in-house skillset.

“W
e’ve had social m

edia gurus com
e in 

and w
ork w

ith us, w
hich, she w

as only 
here for tw

o or three hours but w
hat w

e 
learned in that tim

e w
as…

I like to think 
I know

 m
y w

ay around but I w
as quite 

surprised w
hat I didn’t know

.” Business 14

Findings

17
16

Findings
“G

am
m

on, egg and chips in a pub night after night”



“W
e’ve had people to com

e in and 
train us up on how

 to do the coffee 
properly…

 It w
ent on throughout the 

day actually and they just sort of…
it’s 

surprising, there’s m
ore to m

aking a 
cup of coffee than m

eets the eye and I 
didn’t realise because like I said to you 
I cam

e into it quite green.” Business 16

M
any hospitality businesses stated they m

ainly dealt 
w

ith external training providers for statutory training 
requirem

ents. B
usinesses dealing w

ith food and drink 
production, for exam

ple, em
phasised in particular 

statutory accredited training especially w
hen dealing 

w
ith m

ajor superm
arkets and sought external training 

they perceived to be of a nationally recognised level  
of quality.

“So, you know
, w

hen you’re selling 
to m

ajor custom
ers like Tesco and 

Sainsbury’s they w
ant to know

 that 
you’ve got som

e sort of hygiene 
approval. So w

e bought in consultancy 
skill for that to help us to get the 
expertise in-house.” Business 15 

D
iscourse around relevance of training to their specific 

business w
as m

ore of a challenge am
ong businesses 

w
ith m

ore specialist skills needs such as different types 
of m

echanics, boat builders, engineers, sports coaches 
and construction equipm

ent training. The experience 
here w

as that there w
as no other option for specialist 

training than to go off site and few
 options available 

locally, especially in rural areas w
here m

any of the 
action adventure type tourist destinations are located. 
(Business 5, Business 6).

In term
s of preference betw

een private and FE C
ollege 

as training providers there w
as no universal agreem

ent 
on w

hich w
as better in term

s of the businesses’ ow
n 

experience. It w
as noted am

ongst those w
ho used 

private training providers over FE colleges, how
ever, 

that they w
ere m

ore flexible and better able to tailor 
courses, in term

s of content and delivery, to the 
individual business:

“I think they tend to be m
ore flexible 

and they w
ould look at the needs 

for the business and the tim
ings and 

geography of the w
hole thing, w

hereas 
w

ith further education it is m
ore 

difficult to fit into their tim
e scales of 

things.” Business 10

Experiences of working with Further 
Education Colleges
The m

ajority of businesses interview
ed had had som

e 
contact and experience w

ith a Further Education 
C

ollege, only tw
o business interview

ed reporting that 
they had not (Business 11 and Business 12). Sim

ilar to 
the experiences of private external training providers 
above, w

here suspicion w
as expressed about how

 
m

uch of a training offering w
ould be specifically 

relevant to their business, those w
ho had used Further 

Education colleges also suspected that they w
ere seen 

just as a client base to m
any of the colleges. Som

e 
businesses questioned how

 m
uch of the FE offering 

w
as w

hat w
as needed and how

 m
uch w

as “upselling”:

Som
e, how

ever, view
ed colleges as less com

m
ercially 

m
inded in this sense than private training provider 

com
panies and that Further Education colleges w

ould 
be the go to place w

hen considering training for their 
business:

“I’d rather go to a college. I think 
privately (i.e. private training providers) 
they’re going to know

 their stuff but 
they’re also going to try and sell you as 
m

uch as they can and get as m
uch out 

of you, w
hereas a college it’s m

ore of a 
personal approach I think.” Business 14

This does, how
ever go against the perception of som

e 
businesses (Business 10) that FE colleges are not as 
flexible as private training providers:

“I think previously there have been 
frustrations in term

s of that education 
providers have a very fixed prospectus 
or curriculum

 and that in the past has 
been potentially a barrier to som

e 
em

ployers because the qualifications 
on offer aren’t w

hat they expect or 
need.” Stakeholder

Stakeholders are, how
ever, becom

ing m
ore aw

are of 
the need to supply “tailor m

ade” training solutions 
(Stakeholder 7) both in term

s of w
hat the individual 

business says it needs and also against local m
arket 

industry needs.

“…
before w

e offer any course, and 
every year w

e do this in our curriculum
 

developm
ent and planning. W

e look 
and analyse local m

arket industry 
needs and that’s part of the job…

 

O
ur courses are then tailored to w

hat’s 
needed.” Stakeholder 3

A
lthough in practice there are also lim

itations in term
s 

of costs effectiveness.

“…
w

e’ll tailor m
ake courses as w

ell. 
B

ut I have to say generally that there 
can be a little bit of a cut off on that. 
In term

s of the size and in term
s of the 

num
ber of people it can som

etim
es 

not be cost effective for us if they’re 
very sm

all and it’s just one person that 
needs training, som

ething like that, 
w

e’d encourage them
 to com

e in 
here.” Stakeholder 4

Lack of com
m

unication between  
FE and RTH industry
It w

as recognised, how
ever, that com

m
unication 

betw
een training providers and business ow

ners 
needed to be im

proved in order to identify skills gaps 
and w

here and in w
hat w

ays training providers could 19
18
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best m
eet the needs of the business. There w

as a sense 
of frustration that conversations w

ere being had but no 
productive outcom

es w
ere forthcom

ing.

C
onversely, w

here successful contact had been m
ade 

and relationships built there w
ere positive experiences 

of m
eeting individual businesses funding and training 

delivery needs:

“(The Local C
ollege) have got som

e 
funding for these general courses, and 
there’s ones in Food H

ygiene. There’s 
a w

hole pack of different courses they 
have, but just kind of custom

er service 
and team

 leadership as certificates 
and diplom

as and they w
ill cover 70%

 
of the cost for any staff to go through 
those courses…

.It’s generally on-site. 
They’d have to be released from

 their 
job and be on-site.” Business 6

Links between industry and Stakeholders
The positivity w

here links existed also extended 
to other links betw

een the businesses and a range 

of stakeholders. Som
e businesses interview

ed, for 
exam

ple, report contacting FE colleges to offer w
ork 

placem
ents or to give talks to student groups, or 

inviting local colleges to business opening events 
(B

usiness 15, B
usiness 16, B

usiness 18 and B
usiness 

19) w
hich could im

ply businesses’ w
illingness to 

offer placem
ents and “real life” w

ork experience in 
conjunction w

ith taught courses. O
thers preferred to 

m
ake links w

ith local educational institutions w
here 

they had personal connections already:

“N
ot so m

uch the college. O
ne of, 

(m
em

ber of staff’s fam
ily m

em
ber) is 

the governor of our local secondary 
school so w

e do tie in as m
uch as w

e 
can there. The college, (nam

e of FE 
college), not so m

uch.” Business 14

B
usinesses and stakeholders seem

 to be in broad 
agreem

ent in term
s of w

here the skills gaps are 
and w

here im
provem

ents to supplying such skills 
developm

ent could be m
ade. There is also agreem

ent 
betw

een businesses and stakeholders that better 
com

m
unication betw

een industry and stakeholders is 
needed. Interestingly, stakeholders also gave exam

ples 
of the indirect w

ays they try to link in better w
ith 

businesses to identify skills needs:

“…
w

e w
ork w

ith the Regional Skills 
Partnerships, m

ainly to look at, to feed 
in inform

ation and also to look at w
hat 

com
es out from

 those partnerships in 
term

s of the skills needs, the dem
ands, 

the shortages in relation to tourism
.” 

Stakeholder 10

O
bservations and conclusions

The view
s of RTH

 businesses on Further Education 
are com

plex. Som
e see little relevance w

hen it com
es 

to m
eeting training and skills need and so have no 

opinion, w
hile som

e are dissatisfied. Local FE provision 
is often perceived to be either not specialist enough 
for specific skills requirem

ents, or not flexible enough 
in term

s of delivering training on-site (as opposed to 
at the college itself). H

ow
ever, the businesses w

ho 
have better relationships w

ith FE providers often also 
have on-site delivery of FE provision. H

E provision, in 
contrast, is generally not sought, though w

here it is it is 
associated w

ith businesses w
ith a grow

th focus in term
s 

of sites, exports, as w
ell as turnover.

In addition, the offering from
 FE is som

etim
es view

ed 
as not fitting the individual circum

stances of particularly 
the sm

aller businesses, either in term
s of content 

or delivery. O
ne solution stakeholders identified as 

being on offer w
as the “bite-size” online approach, 

w
hich can be seen as offering potential w

here the 
skills and training needs are m

ore basic, and generic, 
for businesses not able to release staff for skills and 
training activities. 

Em
ployers w

orking alongside training providers, 
colleges and universities to change and adapt their 
curriculum

 and prospectus to m
eet em

ployer needs, 
and do m

ore training in the w
orkplace w

as also seen 
as im

portant – creating w
hat is a m

uch m
ore bespoke 

approach. This w
ill also be to som

e extent dependent 
on w

here the funding is for such initiatives, given the 
resource constrained nature of the businesses and 
public sector bodies. O

ne stakeholder contracted 
to deliver such w

orkplace learning and assessm
ent 

highlighted the popularity of this approach (com
pared 

w
ith day release and evening-based approaches).

Stakeholders pointed out that w
orking w

ith larger 
businesses is, unsurprisingly m

ore attractive to 
FE because it’s easier to do, larger businesses are 
m

ore likely to understand the broad skills landscape 
of W

ales, as w
ell as having greater resources and 

incentive to train. This led to a perceived disconnect 
betw

een FE and sm
aller SM

Es in particular, though 
the links betw

een skills providers and broader bodies 
representing sm

all business, such as the FSB
, m

ay help 
in this regard.

H
ow

ever, sm
aller businesses often prefer to w

ork 
directly w

ith their local FE institution because of greater 
fam

iliarity, proxim
ity, and trust and therefore confidence 

because that cam
pus, that tutor, that departm

ent 
etc., is on their geographic door step. Interestingly, 
therefore, w

hilst H
igher Education level provision w

as 
highlighted as an area w

here em
ployers w

ere m
ore 

likely to support off-site institution based learning, it 
w

as also suggested that such learning m
ay need to be 

at FE as opposed to H
E institutions, given their greater 

geographical reach.

The m
ove tow

ards all age apprenticeships w
as also 

seen as positive in this regard, because of the w
ay it 

potentially allow
s a m

ore flexible interaction betw
een 

w
ork-based and college-based learning activity. There 

m
ay, how

ever, need to be additional publicising 
of w

hat m
odern apprenticeships entail, because 

of the m
ore traditional w

ay in w
hich they are often 

considered, and the difficulties the sm
allest SM

ES in 
RTH

 often perceive in offering such apprenticeships 
because of their ow

n resource constraints.
O

ne initiative highlighted how
 this m

ight be overcom
e, 

w
ith an exam

ple of an apprenticeship program
m

e 
w

ith around 20 com
panies linked to it, w

here the 
apprentices w

ork around the various com
panies to 

ensure they are gainfully em
ployed all the tim

e. G
iven 

the w
ay in w

hich m
any of the RTH

 firm
s interview

ed are 
now

 offering m
ultiple RTH

 offerings (as opposed to just 
focusing on retail, tourism

 or hospitality) this m
ay be 

one w
ay forw

ard, particularly in m
ore rural areas w

here 
sm

aller SM
ES are likely to dom

inate even m
ore. 
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The issue of reducing the seasonality of the RTH
 sector 

in W
ales w

as seen as crucial by som
e stakeholders. 

A
gain, how

ever, this w
ill require a broader m

arketing 
approach w

hich if successful w
ould also prom

ote the 
value of skills and training developm

ent in RTH
.

The issue of attractiveness of RTH
 positions w

as 
w

idespread, w
ith the seasonal, part-tim

e and often 
unsociable hours associated w

ith m
any RTH

 businesses, 
little opportunity for career progression w

ithin the often 
very sm

all businesses interview
ed, proving challenging 

for attracting and retaining certain people. W
hilst 

few
 of the business ow

ners had m
arketing degrees 

or tourism
 or other sector specific degrees the vast 

m
ajority reported significant prior business experience 

(w
hether self-em

ployed or m
anagerial experience in 

em
ployed w

ork before setting up their ow
n businesses) 

and this appeared to condition their attitudes 
tow

ards training. In term
s of specific skills, a focus on 

exceptional custom
er service and the skills required to 

deliver and m
easure this (including social m

edia skills) 
w

as seen to be required generally. This also seem
ed to 

provide an indication of the ability of RTH
 businesses 

to change and adapt to real forces that affect their 
businesses. 

G
iven the expressed desire for training approaches 

that com
bined (on and) offsite training w

ith on-site 
real w

orld experience, the basic apprenticeship 
m

odel appears to be a suitable m
odel by w

hich to 
begin to align FE and RTH

 businesses. There w
ere, 

how
ever, m

ixed experiences of apprenticeships across 
the businesses interview

ed highlighting issues to 
overcom

e. Typically, experiences w
ere divided by size 

of business rather than Retail, Tourism
 and H

ospitality. 
M

any m
icro businesses expressed reluctance to take 

on an apprentice as they often perceived their business 
as too sm

all to be of benefit to the apprentice. Sm
all 

retailers in particular w
ere seen to pose particular 

challenges for training providers in term
s of gaining 

access and com
m

unicating w
ith them

, requiring m
ore 

indirect approaches. The exam
ple w

here m
ultiple 

sm
all firm

s are netw
orked together to offer joint 

apprenticeship on-site experience is therefore of 
potential im

portance here. Larger SM
Es interview

ed, 
by contrast, tended to have m

ore experience of 

apprenticeships ranging from
 skills training, to learning 

to use different tools, w
ith this particularly applicable to 

tourism
 and hospitality. 

G
eneral conclusions from

 the research therefore, 
w

ere that the businesses do value training, as long 
as it is seen as directly relevant to their business, 
w

ith approaches that m
ixed onsite and offsite FE 

delivered education and training w
ith onsite real w

orld 
experience (such as m

ight be offered by apprenticeship 
type and other vocational approaches) appearing to 
offer the best opportunity to link FE provision w

ith 
RTH

 businesses. Im
portantly, RTH

 firm
s w

hich w
ish to 

grow
 are also m

ore likely to need to provide m
ultiple 

offerings, and flexibility in term
s of skills set. 

Policy recom
m

endations

•  Efforts to extend the tourist season in W
ales and 

encourage greater year-round activity should be 
increased. This could im

prove RTH
 as a career choice. 

If attem
pts to increase dem

and are successful, this 
could also prom

ote the value of skills and training 
developm

ent in RTH
 generally.

•  A
s apprenticeships com

bine (on and) offsite training 
w

ith onsite real w
orld experience, som

ething w
hich 

w
as considered desirable by m

any interview
ees, there 

should be a greater focus on the role apprenticeships 
can play in im

proving alignm
ent betw

een FE and RTH
 

businesses.

•  Policym
akers should initially focus on the training 

needs of businesses w
hose activity spans across RTH

 
(rather than operating in solely retail, hospitality or 
tourism

). These businesses show
 strong potential w

ith 
regards to training-based policies, because of the 
w

ider range of training they m
ight need but could 

also help to offer. 

•  B
usinesses w

hose activity spans across RTH
 can face 

particular challenges in term
s of finding external 

training providers w
ho can deliver the training that 

they need. Special effort should be m
ade to include 

these businesses in helping to design apprenticeships 
and other form

s of vocational training.

•  For Education and training providers, evaluation and 
review

 of training provision should pay particular 
attention to the needs of SM

E stakeholders and 
seek to incorporate these into revised, or enhanced 
course, provision.

•  M
ore w

ork is needed to netw
ork m

ultiple sm
all firm

s 
together to m

ake it easier for them
 to offer joint 

apprenticeships w
ith experienced com

bined and 
spread out across the different businesses. Sm

all firm
s 

should be encouraged and supported to do this and 
apprenticeships should be designed to m

ake this a 
sim

ple option.

•  G
reater use of w

ork experience and w
ork placem

ents 
is needed across vocational training courses of 
all types to ensure that people have a better 
understanding of w

hat jobs actually involve and 
ensure em

ployer and future em
ployee expectations 

m
atch. 

•  There is a need for better prom
otion of careers 

in RTH
 w

ith a focus on progression, as w
ell as the 

rew
arding and enjoyable aspects of w

orking in SM
Es 

in RTH
.

•  B
usinesses need to consider new

 m
odels of w

orking, 
flexible w

orking and job sharing to address issues 
around (and perceptions of) unsociable hours in som

e 
areas of RTH

 industry.

•  In term
s of key skills across RTH

, a focus on 
exceptional custom

er service and the skills required 
to deliver and m

easure this (including social m
edia 

skills) is recom
m

ended. RTH
 businesses w

ho 
follow

 this approach seem
 to be the ones w

ith the 
greatest ability to adapt to the changing business 
environm

ent. 
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Firm
Location

Sector
Fam

ily business 2
Size 3

Business 1
South W

ales
Tourism

M
icro

Business 2
South W

ales
H

ospitality and Tourism
Yes

M
edium

Business 3
South W

ales
H

ospitality
Yes

M
icro

Business 4
South W

ales
Tourism

Sm
all

Business 5
M

id W
ales

Tourism
Yes

Sm
all

Business 6
South W

ales / M
id W

ales
Retail, Tourism

, H
ospitality

Sm
all

Business 7
W

est W
ales

Retail, Tourism
, H

ospitality
M

edium

Business 8
South W

ales
Retail, Tourism

Sm
all

Business 9
M

id and W
est W

ales: 3 sites
Retail Tourism

 and H
ospitality

Yes
M

edium

Business 10
South W

ales / W
est W

ales  
(3 locations)

H
ospitality

Yes
Sm

all

Business 11
South W

ales (2 locations)
Retail and hospitality

Yes
Sm

all

Business 12
South W

ales / M
id W

ales
Retail

Yes
M

icro

Business 13
South W

ales, 3 sites, C
ardiff

H
ospitality

Sm
all

Business 14
M

id W
ales

Retail, Tourism
 and H

ospitality 
Yes

M
edium

Business 15
M

id W
ales (plans for second 

site)
Retail, Tourism

, H
ospitality (?)

M
edium

Business 16
South W

ales / M
id W

ales  
(3 sites)

H
ospitality

Yes
Sm

all

Business 17
N

orth W
ales

Tourism
 and H

ospitality
M

edium

Business 18
South W

ales (C
ardiff)

H
ospitality

M
icro

Business 19
South W

ales
H

ospitality
M

icro

Business 20
N

orth W
ales

Tourism
 and H

ospitality
M

edium

Stakeholders
Location

Sector

Stakeholder 1
A

ll
Retail

Stakeholder 2
M

id W
ales

Tourism
, Retail and H

ospitality

Stakeholder 3
N

orth W
ales

Education

Stakeholder 4
South W

ales (m
ultiple site)

Education, skills and training

Stakeholder 5
A

ll
B

usiness

Stakeholder 6
South East W

ales
Skills and Training

Stakeholder 7
A

ll W
ales deliver

Education, skills and training

Stakeholder 8
N

orth W
ales

Econom
ic D

evelopm
ent

Stakeholder 9
W

est and M
id W

ales
Skills and Training

Stakeholder 10
A

ll W
ales

Tourism

2 Either m
ore than one fam

ily m
em

ber currently em
ployed in business or m

ore than one generation have ow
ned / run the business. 

3  These categorisations are based on estim
ated FTEs averaged over the course of a year, acknow

ledging that num
bers m

ay fluctuate according 
to season and P/T nature of som

e em
ploym

ent.

Table 1: Background details of respondents
Table 1b: O

ther Stakeholders
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