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ABSTRACT

The investigation has sought to establish if the people already involved in the tourism
| industry have undérgone any training. If not in which areas do they feel they need
training. These areas or aspects in which they feel they need to be trained in, constitute
Tourism Training Needs. The investigation has also Sought to establish the focus of
Tourism Training Programmes in the two mstt‘artxons, Damelin and Manpower Services
Commission Private Colleges, found in the Newcastle Local Council Areas. It has further
' purported to establish Whethér these Tourism Training Programmes adequately equip
students with all the skills and expertise valuable to the tourism industry job market.

A descriptive survey has been chosen for use in this investigation. Data has been gathered
through the use. of questionnaires and interview schedules. Two sets of questionnaires
with structured questions have been deéigued for the Frontline Staff and Tourism
Students. Three sets of interview schedules have been designed containing semi-
structured questions by which the interviewer has probed the interviewees.

* Tourism establishments and facilities from which respondents have been drawn have been
selected on the basis that they have been within a ten kilometre radius from the Newcastle
Central Business District (CBD) and have been accommodating five tourists and more.

' This investigation has established that the majority of the Frontline already in the industry
are lacking in trammg and as such they have recommended the establishment of
Department of Education and Training for Tourism. Tourism 'f‘raining Needs have been
found to exist and amongstrothers are communication skills, conflict resolution skills,

hospitality skills, hygiene skills, public relations skills and serving skills. The investigation

has ﬁirther_ established that traming (of whichever form/kind) so long as it is related to

tourism, has great impact on the Marketing and Service Quality of the tourism
* establishment and facilities.



Management has been found to have been trained in Non-Tourism management and
consequently they feel they need contextualized management training, that is, Tourism
Training Management.

The researcher has discovered that Tourism Training Programmes of the two institutions
{(Damelin and MSC College) focus on Travel Tourism and train students to be employees

in the Travel Agencies and Tour Operation Companies.

KEYWORDS: = |
Coinprehensive, Contextualization, Improvement, Marketing, “Moments of Truth”,
Service Quality/Excellence, Traming, Training Needs and Training Programmes



CHAPTER ONE
ORIENTATION OF THE STUDY
11 INTRODUCTION'

South Affica, like most parts of the world, is expertencing a boom in tourism and
accomrhodztﬁon establishments which were running at disastrously low occupancies are
now full or nearly full much of the time. All provinces and the local governments are
greatly' commritted to uﬁfolding the tourism potential of cur country. KwaZulu-Natal
 boasts a mumber of historical places, natural environment, wild life and scenic areas which
can serve to put this part of our country on a tourism competition map.

Nevertheless, development of tourism potential requires a certain amount of education
and training on thé part of persons involved. As development is dynamic, people in
touﬁ_sm should be well equipped with skills and expertise to innovate and momtor
development. They should be trained to be able to handle tourists warmly and friendly.
Vast knowledge of tourist attractions and their directions should be possessed by people
in tourism in order td be of assistance to tourists and keep them happy all the time. -

‘Training, whetlgg formal or informal, is paramount to the development and management
of tourism facilities or areas. This implies that there are training needs in existence. This
implication is explicitly suppoﬂe-d by the White Péper (1996) when it argues that the
tourism industry has tremendous potential to create jobs. The government recognizes that
_ appropriate skills and experience are necessary to facilitate employment érowth as well
| as international competitiveness. To regard skills as appropﬁate, research should be
undertaken to identify relevant training needs so that training programmes to equip people
- with appropriate skills can be developed.



1.2 BACKGROUND TO THE INVESTIGATION
1.2.1 The N_ewcastle Local Council Area

Newcastle 1s a coal—vmiﬁng' town on the alternative route between Durban and
. Joharmesburg. The Newcastle Council comprises of Blaauwbosch, Charlestown, Ingogo,
Madadeni, Newcastle town and 1ts surroundings and Osizweni. -

The Newcastle town and its surrounding is the hub of tourism facilities and is
predominantly populaléd by Whites. Charlestown and ‘Ingogo are occupied by rural
Africans and White farmers, respectively. An Inn and a Motel are found in these areas.
Madadeni and 0s1zwem townships are populated by Africans, most of whom are
‘employed in the Newecastle industrial area. Blaauwbosch is semi-r_ural in nature and

accommodates Africans.

The council is made up of areas which boasts a mﬁnber of historical places, lodges, guest
farms, motels, hotels and other tourist attractions. With the abundance of these tourism
relatéd facilities, Newcastle has a great potential for tburism development. Some of these
facilities developed as commercial veﬁtures to cater for the occasional visitor who might
show interest and or. reqmre a place to rest on route between the two major centres,

Durban and Iohannesburg Recently there has been some interest in developing these
facilities with tourism in mind. -

- The total populatlon of Newcastle Trans:tsonal Local Area, accordmg to the monthly

- pubhcatxon (“Newcastle: Thls is your mdustnal future™) (1998) cun‘ently stands at 430
780. These figures indicate that there is a large supply of people with potential for
training. The research of this nature ilelps in identifying the tourism training needs of the
people already in the industry and establishes the basis upon which fisture tourism training
prbgrammes for prospeCtivé students will be based. Figure 1.1 ¢learly depicts the
~ Newcastle Local Council Areas where these 430 780 people are found as well as the
o mdustnes and the residential area.



. FIGURE 1.1 NEWCASTLE LOCAL COUNCIL AREA -
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1.3 THE SUBJECT OF INVESTIGATION

For tourism to succeed anywhere, people involved should have or must have received

training which serves to initiate them into their roles. It also provides them with certain
* hands-on experience and expertise that will make them to be efficient and effective in their
roles. According to Baum (1993: 138) there are two features common to all sectors of
tourism industry, the concept of the “Moment of Truths™ and its relationship to the
attainment of service quality/excellence in a tourism facility.

A large part of the “Moment of Truths™ occur between a customer and frontline staff, for
example tour guidés, receptionists, waiter/waitress and so on. Frontline staff are the

-people who create posiﬁve Moments of Truths for the tourists. Success in this regard is
not an easy task. It cannot be answered by, for example, “Scientific management” but by
training of frontline staff who are always in contact with customers behind the eyes and
ears of management. The implication is that frontline staff should be trained in certain

skills and expertise without which tourism business can crumble. They should be
committed to the attainment of service quality, Baum (1993).

“ Therefore the focus of this investigation was primarily on the training needs of the
.management and frontline staff already involved in tourism. It had tried to establish
whether the management and frontline staff had received any training relating to their

roles in these tourism facilities.
14  OBJECTIVES OF THE INVESTIGATION

Generally an investigation of this kind would fike to establish what training in tourism and
its development had been undergone by people in charge of tourism facilities and their
frontline staff . ' :



More specifically, the objectives of this investigation were to:

(2)

®

©

@

(©)
®

Establish if there was any training which specifically focus on the
marketing of the Council areas in terms of their training potential. A
large number of matriculants were unemployed and were available for
training in tourism skill -

Find out what were the training needs of the peoplé already involved in
guest farms, farm houses, lodges, hotels, bed and breakfast and tourist
attractions. Were they adequately trained for their roles? If not, what
aspect(s) they felt they needed to be trained in to be able to stand up to the
challenges of their jobs?

Find out what training needs exist relating to service excellence in tourism.
Establish what was the focus of the training programmes in the two
institutions Damelin and Manpower Services Commission (MSC) College
in the area as well as the Newcastle Transitional 1.ocal Council.
Establish what motivated-students to register for the tourism course.
Find out if the training programmes offered adequately prepared students

for their envisaged roles in the market.

1.5 . DELIMITATIONS OF THE INVESTIGATION

£

An investigation was carried out in the Newcastle Transitional Local Council areas,
namely Blaauwbosch, Charlestown, Ingogo, Madadeni, Newcastle town and its
surroundings and Osizweni. - Areas which did not have tourism facilities relating to

service were not investigated. So from time to time it should be remembered that when

Newecastle council areas are mentioned, it is only those with such facilities.

The investigation further confined itself to the people already in the tourism service
'_faciliﬁes, that was management, frontline staff and institution staff. It was not the purpose
of this mvestigation to reflect on the composition of staff in terms of race. However it

‘might reflect gender, age, level of training and so on.



In terms of training, formal, informal, in-service, or any other type were viewed as having
equipped or imparted certain skills and expertise to trainees in one way or another. The
management and frontline staff were classified according to these categories of training.

1.6 ASSUMPTIONS OF THE INVESTIGATION

The researcher assumed that the respondents were truthful and honest. He further
assumed that since we were living in democracy, there was balance in employment of

people in tourism industry, especially the service ones.
1.7 THE CONTRIBUTION OF THE INVESTIGATION

Overall, this investigation would contribute to the development of tourism potential and
its infrastructure. Economically, tourists would be prepared to spend their money in
tourism facilities with high service quality - hence boosting the economy of the council

. areas.. . .

It would draw the attention of the council and other interested parties to the tourism
- training needs for the befterment and attainment of service quality. This investigation
- would firther help institutions to design their training programmes with specific goals or
training needs to .meet. With the realization of the need to train frontline staff, service
quality would be improved and tourists would be satisfied and serve as a good
advertisement - hence marketing and promoting the council’s tourism facilities.

1.3 DEFINITION OF TERMS

Deﬁmtmn of terms was done to explain the meaning that they carry for this document.
The terms that were explained carry different meanings and connotations. Some of the
meanings they carry might not be relevant for this investigation. To get rid of the

- irrelevant meanings and comnotations here, the researcher specified their meanings and



-

connotations suitable for this investigation. Whenever and wherever the terms defined
here are used they carry the meaning explained unless otherwise stated.

1.8.1 Frontline Staff

Olsen, et al, (1996) view frontline staff as including tour guides, receptionists,
waiters/waitresses, ticketing staff, taxi driver and retail sales persons. Frontline staff
create memorable moments for tourists, because there are the people who have direct
contact with the visitors. '

182 Marketing

According to Lucas (1996) marketing is the performance of business activities that direct
the flow of goods and services from the producer to the consumer or customer.
- Marketing aItracts “attention, sustains interest, fosters desire and consolidates action.
These principles are embedded in tourism training and help in the marketing of tourism
facilities and atﬁacﬁons. Marketing should, as its part, include innovation and not only
persuade tourists to buy more but to repeat the experience as often as possible,
(Torkildsen, 1986). Trained personnel in tourism ensures that tourists visit the facilities
as often as possible.

1

183 Moments of Truth (MOT)

Baum (1993) defines moments of fruth as any mteraction between customer and
organisation which leads to a judgment by a customer about quality received by him/her
“This term has been explained in this investigation because it connotes warm treatment and
ﬁiend]y communication that the frontline staff as well as the management should always
display towards the tourists. This behaviour by frontline staff and management denotes
quahty trea:tmeﬁt. - - ' : :



1.8.4 Service Quality

Olsen, et al, (1996: 18) describe service quality as the extent to which the service
delivered meets the expectations of tourists. Sometimes service quality is referred to as
customer service. Here one can mention the speed of response to queries, welcoming

- gestures and friendliness.
1.85 Training

Trade Union Research Project (1994); Lucas (1995) and Booth and Snower (1996) agree
that i‘raining entails acquisition of skills and expertise to do the job, as well as embraces
an in-service or on-the job fraining which leads to issuing of certificates. While Morea
(1972) deﬁneﬁ'ttdining as teaching some one skills and that culminates in someone
learning and changing behaviour. For the purpose of this document training is used
carrying the méan_ing .of both definitions. A frained persons acquire skills and expertise
that change the way they do their job, sometimes this is attested to by a certificate that is

issued to them :
1.9 THE IMPORTANCE OF RELATED LITERATURE REVIEW

" The review of fiterature which relates to tourism training noeds was undertaken. This had

- shed light on what training needs were there in other areas and to what extent was
training, formal or informal, paﬁmount to tourism development potential and service
quality. Literature even highlighted as to how tourism training needs were handled in other
countries and to what extent they attached importance to toutism trammgneeds
Detailed literature review is discussed in chapter three.

One had been able through literature review, to identify “grey areas” and one would
perhaps consider making inroads. Literature also revealed a number of methods and
approaches employed in handling research.



1.10 LIMITATIONS OF THE STUDY

Although the study was carried out in the Newcastle Transitional Local Council areas,

there were areas without a single tourism facility relating to service in existence.

‘Some _authbriﬁes and)managers, despite e)q)lanaﬁon and production of the transmittal
letter, did not cooperate enough and were unwilling to divulge some information.
Howe\?er, the amount of information gleaned and cooperation received was enough to
validate this investigation. Since an investigation sought to find out about people’s
qualifications and Ievel of training, some people felt embarrassed but cooperated fairly

- well.

1.11 CONCLUSION

This chapter had to a large extent tried to sketch out clearly the path that the researcher
followed. It had also hlghhghied the conceptual as well as spatial scope of the path and
the reason for following it. The chapter had also pointed out some difficulties experienced
in gathering information.



RESEARCH METHODOLOGY AND PROCEDURES
21  INTRODUCTION

The ways and means of gathering data, analysing it and interpreting would be clearly

outlined and explained in this chapter. Research instruments would also be explained at

length with a view to clearly show how, and for what purpose, they were chosen and

" used. Reference is also made to how and where the pilot study was carried out and the
- changes that it helped to effect to the questionnaires and interview schedules.

22 METHODOLOGY

_ Methodology encompassed research deﬂgn, research sample, data collection, data analysis
and interpretation and pilot study. Each of these five ¢lements would be discussed at
length below.

221 Research Design

A descriptive survey was undertaken using questionnaires for the frontline staff and

tourism students and interview schedules for the management, institution staff and

. lecturing staff, This research design also included quantitative and qualitative research
techniques: . : o '

The self administered questionnaires for the frontline staff contained simple structured
queshons to wlnch respondents gave simple answers and chose from the options provided.
The questions were structured such that they assessedtourism training needsin order to
 establish the basis upori which firture tourism training programmes could be based. Some
of the responses to questions were quantifiable.



' The interview schedules for both management and institution staff contained semi-

structured questions by which the interviewer probed the respondents to answer freely.

However the questions were built around the essence of this investigation.

The variables were training, marketing and service quality. Training was an independent
variable and marketing and service quality were dependent variables. As an independent
variable training influenced marketing and service quality which were both dependent.

222 Research Sample

-~ Since the nature of the population of investigation was small, the sample was made up of
“all the people- already involved in tourism industry especially the tourism service facilities.
 Particular attention was given to the management, frontline staff and institution staff of

the tourism famhhes/estabhshments which were falling within ten kilometre radius from

~ the Newmsﬂe Central Busm&ss District (CBD ) and could accommodate more than four
tourists. -

All people in these identified tourism facilitics had an equal chance of being given
qu&suonnanes and inferviewed. The implication was that the findings of this invésﬁgation
 ‘would be a true reflection of what obtained in the tourism industry in the Newcastle Local
" Council areas. Figure 2.1 shows on]y the selected facilities which fall within ten kilometre

radius from the Newcastle Central Business District. These tourism facilities have been
divided into hotels, lodges, motels and guest farms, bed and breakfasts, caravan park and
attractions. Tt should be noted that these facilities are divided only for the purpose of a
map. . Inthe text the facilities are not divided but are discussed together The discussion
would centre mainly on the information gleaned from these facilities.

© 22.3 Research In_ﬁtnuments

The population under investigation was divided into four categories, namely; management,

* frontline staff, training institution staff and tourism students.

11
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Hotels

l.  Capricom Hotel

2. Holiday Inn

3 Kings Hotel

4. Royal Hoel

Lodges, Motels & Guest Farms
5 Bally-Hi Motel

6. Blue Ridge Guest Farm
7 Drakensberg Lodge

8. Hilldrop Farm House
9. Majuba Ladge

Bed & Breakfasts

10. Cannon B&B

11. Hilldrop B&B

12. San-ResCos B&B
13. Grey Goosa Farm

Caravan Park

Visited Tounst Attractions

14 Amcor Dam Caravan Par

Attractions
15. Fort Amiel




~ The self-administered questionnaires with structured questions were used for frontline
staff and tourism students. The mterwew schedules with semi-structured questions were
used for both management and lecturing staff. The interview schedules comprised semi-
structured questions which were open-ended and closed ended. Open-ended questions

allowed the izitervievuiees. to express their opimions, ideas and perceptions.
All responses obtained were categorized and encoded for easy analysis and interpretation.
2.2.4 Collection of Data

Data was collected using self-administered questionnaires and interview schedules as
described earlier. The various tourism service facilities were visited and all frontline staff

were issued with questionnaires to complete over a period of one week.

Management and training institution staff were visited by appointment and interviewed

by the researcher in person.

All questionnaires and interview schedules were prepared meticulously and tested in
advance by the researcher. All responses afterwards were categorized, encoded and fed
into a computer for analysis and formulation of tables and graphs. -

-

2.2.5 - Data Analysis and Inferpretation

Analysis was both quanﬁtaﬁve and qualitative, data was bt_:enbroken down, categorized
and ordered. This was followed by description and explanation. Data was also
statistically presented in the form of tables and graphs.

* The quantitatively and qualitatively presented data was interpreted with the purpose of
explaining and finding ‘meaning to results in order to draw inferences'about the research
: objecti\_rés. ' From these results conclusions were drawn and recommendations suggested.









HOSPITALITY AN D TOURISM STUDENTS’ QUESTIONNAIRE

Dear Student

Iam curremly working on a Research Project which is part of the requirements for completmg
my Mastersin Recreation and Tourism. I therefore hurably request you to fill in this questionnaire
in a sincere and honest manner. The information provxded will be treated mth strictest

‘confidentiality possible and will be used for completion of the Project only.

1.1

12
“ 13

i4

22
23

24

25

26

Personal Background

Age
Gender:
Nationality: _
 Highest standard attained at school:
About the Course R
What motivated / made you to enrol for this course?
| Interest and love
Long been staying at home }
Persuaded by someone
Failure in other fields
Other spécif'y -
Did you know about this course before? ~ Yes Q No O
How much did you know about the course before enrolling for it?
| ) | Nothing
Little
Much
| Whanstheduranonofthecomse?
Do you think this course equips with all the skills and expertise of the jOb it is preparing
~youfor?  YesO) No O o N

What career opportunities does this course offer?

Thank yon.



FRONTLINE STAFF QUESTIONNAIRE

- _DEAR.RE"S_PONDENT

‘Iam pf_esently working on a research Project which is part of the requirements for completing my

Masters in Recreation and Tourism. I thérefore humbly request you to fill in this questionnaire
ina sincere and honest manner. The information gathered will be treated with the strictest
confidentiality possible and will only be used for the :

>

1

1.2

13-
14
. LS

Establishment of whether or not tourism trammg needs exist in the Newcastle Transitional

- Local Council Areas.

Identification of what tourism training needs are in existence and based on this.
Determine what should be the focus of tounsm training institutions and how they should

design their training programmes to best meet training needs and demands of this industry
in the Newcastle Transitional areas.

For thlS questxomwre the followmg apphes

Formal training =

Semi formal training =

.I.nforma.l o =

education or training (theorencal) undergone in a formal
institution and a certificate, diploma or degree awarded.
establishment where one is employed clinched a deal with

a formal institution to which its employees are sent for a

- few weeks for theoretical background.

Leaming as one progress with work and leaming from

others without following any pre-planned programme.

~ PERSONAL BACKGROUND INFORMATION
1

Age

Gender:

Place of Origin:

- Educational Qualification:

| Types of subjects done at school:

| Commercial

General _ .
Science
Technical
Other specify
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1.6 . TypeofEmployment/Job(Clerk, Receptionist etc.)

2 INVOLVEMENT IN THE HOSPITALITY AND TOURISM INDUSTRY
2.1 PAST EXPERIENCES
2.1.1 Howlonghaveyoubeeninthis current job? |

212 Have you been involved in the industry before?  Yes H| No Q1

2.13 Whatskins(expeﬁisedidyoupossessrelaﬁngtotheindustry?

2.1.4  Did you undergo any training? Yes [k No O

2.1.5 Ifyes, what type of training?

Pre-service

In-service

Refresher course

- o Short sources
Informal
Semi-formal
Formal

" 216 Did you receive any accreditation for training you underwent?
. YesQO No 1

217 Ifyes, in what form?

Centificate

Diploma
Degree

Attendance Certificate |
Salary increase

{ Promotion
Any other (specify)
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Ys  No QO
© 2.1.9 Ifyes, in what manner?

Improving perfofmance

Improving service quality
Realizing importance of industry
| Marketing industry

Enhanéiﬁg Public Relations

 - Any other specify

2.1.10 Should_you have not recetved any prior in¥service training in the industry which skills

would you recommend Hospitality and Tourism Training programmes to concentrate on:

Communication

Reception

Serving
Hygienic

Conflict Resolution

Hospitality
Public Relations
Any other specify

22  PRESENT EXPERIENCES
2.2.1  How long havj: you been involved in the present job?

Less than a year

between 1 -3 y1s
between 4 - 6 yrs
between 7 -9 yrs
Morethaners'

222 Haveyourecewedanytrannngforthe]obyouarematthemomem?
| Yesd . No I )
2. 2 3 Ifyes, how hasyomtra:mnghelped you‘?
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Yestd . No 4

.2.2.5_. Givcr&soﬁ(s)foranyofyouroptionschosenabove.

226 | Incééej}ou received traxmng give name(s) of institution(s) attended.

227 Fulltime O Part time }

- 2.2.8 How would you recommend Hospitality and Tourism Training to be offered?

Through Correspondencé

In-service course

Refresher course

Alternating theory and Practicals at 6 month interval
Any other specify |

229 Would you recommend that Hospitality and Tourism Training Industry creates its own
‘education and training Department for training of their staff? Yesd ~ No O

-~ 2.2.10 Give r_mon(s:) for any of the options chosen above.

2211 What form should training by E and T under H and T industry take?

Workshops

Seminars
Refresher Courses . -

‘Short courses -

In-service course

Induction
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22 12 At what interval would you like to see the following activities conducted"
: Wnte the number given next to each activity and period. '

-

| 1 2 3 4

Activity |OnceaYear |Twicea Year | Quarterly As often as possible
Workshop- |

Seminars

Refresher

In-service

2213 Givena position to structure the education and training programme for Hospitality and
Tourism Training Industry.

22131

22132

22.14 Are there any career prospects in the industry?
2.2.15 Whatareyour current studies?

Whom would you target for such training?

People already in the industry

People intending to join the industry

Newly appointed people in the industry
'} Any other specify |

Which aspects of training would you concentrate on?

Skills training

Theory Training

Any other (specify)

Yes 1

No U

' Thank You.
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