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Administrative Information 

Industry Reference Committee (IRC) name 
Tourism, Travel and Hospitality Industry 

Reference Committee 

Skills Service Organisation (SSO) name SkillsIQ Limited 

Training package name examined SIT Tourism, Travel and Hospitality 

Skill sets proposed See Attachment A 

Stakeholder consultation method and scale See Attachment B 

 

Background 

The Australian Industry and Skills Committee (AISC) commissions training package development work 

on the basis of evidence of industry need for that change. SkillsIQ, under the direction of the Travel 

Technical Advisory Committee (TAC), and the Tourism, Travel and Hospitality Industry Reference 

Committee (IRC), has prepared this Case for Change to set out the evidence on which the IRC’s 

recommendation for establishing skill sets is based, in relation to the nationally recognised SIT 

Tourism, Travel and Hospitality Training Package products.  

 

Training Package Products proposed for update 

The Units of Competency that will be used to form the proposed Skill Sets are existing Units of 

Competency from the SIT Tourism, Travel and Hospitality Training Package.  It is not proposed that 

any updates are made to these Training Package products at this time.  

 

See Attachment A for the full list of skill sets proposed, and the Units of Competency which make up 

each skill set. 

 

Advice on new Training Package Products 

This Case for Change proposes to develop three new skill sets which comprise a combination of 

existing Units of Competency from the SIT Tourism, Travel and Hospitality Training Package.  All Units 

proposed for the new skills sets are currently included in the qualification SIT30216 Certificate III in 

Travel. 

 

The Case for Change 
Drivers for change  

The travel industry is experiencing a number of changes and developments which are impacting 

workforce skills needs. Key industry and workforce-based factors driving changes are summarised 

below. 

 

• De-regulation of industry - legislative changes 

Travel Agents Licensing in Australia was abolished from 1 July 2014, and the removal of other industry 

prerequisites (such as the requirement to lodge annual financial returns to the Travel Compensation 

Fund (TCF)), has meant the industry has been operating these past four years in a predominantly un-

regulated environment. The absence of legislative licensing requirements has meant that skills training 
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has become fundamental and a key factor for supporting the industry maintain its high quality service 

offering and meet customer expectations regarding customer service, integrity and credibility. 

 

Workforce skills and knowledge is also an important element covered in the voluntary accreditation 

scheme which was developed and introduced by the national peak body, Australian Federation of 

Travel Agents (AFTA), and is known as the AFTA Travel Accreditation Scheme (ATAS). The scheme 

provides a national industry-led model for endorsing travel agents who meet set standards and 

criteria, including ensuring agents are trained destination and product experts, and run professional 

businesses. 

 

Without legal and regulated industry standards, customer trust and sentiment in using travel agents 

can be negatively impacted therefore in today’s environment, it is fundamental for travel agents to 

demonstrate high levels of skills and knowledge on travel products (such as destinations, travel advice, 

documentation, fare calculations etc.). Other important skills include customer service, 

communication and online and social media engagement.  Access to the right skills training, and 

flexible learning options is of utmost importance for supporting the industry with a skilled and 

knowledgeable workforce. 

 

• Technology – impact and pace of technology revolution 

Technology and devices have been changing how businesses operate and how they interact with 

customers, and their impact on the travel industry has been significant. Customer adoption of 

technology, in particular mobile devices and the increased access to the internet, has seen a large rise 

in the use of online and social media platforms to purchase products and engage with businesses. As 

a result, the travel industry has shifted structurally over the last ten years from a predominantly bricks-

and-mortar industry, to one of online booking platforms.1 Online and social media engagement, 

including marketing, is now a key workforce skill required by travel agents to meet strong customer 

demand for online services. 

 

The pace of technology developments has also been raised as a driver changing the way travel agents 

operate. Customers, especially younger cohorts i.e. Millennials, are embracing new devices and online 

and social media platforms as they are released, and therefore there is an expectation for businesses 

to stay up-to-date with trends. Industry has therefore raised a need to better support travel agents, 

who represent mainly small businesses with limited time and resources to implement new technology, 

to gain basic but fundamental skills in online and social media engagement. 

 

• Knowledgeable customer – changing expectations  

The customer today has never been more educated or informed about travel products and services 

prior to purchasing. Improved access to the internet has facilitated individuals gathering information 

and data, including reviews on travel products and services, as well as enabling booking directly with 

suppliers. Consequently, it is essential for travel agents to provide value-added services to customers 

so their significance in the booking process is recognised and triggers a loyal customer base. Skills 

training in the following areas can support agents to showcase value-add offers: 

 

                                                           
1 IBISWorld (2017) Industry Report N7299 Travel Agency and Tour Arrangement Services in Australia (October 2017). 
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o Knowledge and understanding of travel destinations to establish an expert advisory role 

and gain customer trust and patronage. According to AFTA’s workforce research, 

destination knowledge is the most important attribute for frontline staff to possess.2  

o Knowledge of systems and processes to prepare quotations, including communicating 

safeguards offered by an agency for processing payments. 

o Awareness of trends in tourism preferences so advice on options can be provided 

accordingly. For example, this can include knowledge of sustainable and cultural tourism 

options such as eco-tourism experiences (i.e. natural attractions and related cultural 

assets) and organic product preferences for dinning at travel destinations. 

 

• Mature-age workforce  

Over half (53%) of the travel agency workforce is over 45 years, with approximately 1 in 4 staff aged 

over 56 years old.3 Ensuring older workers in the industry have access to flexible training options is 

key to facilitate upskilling opportunities for the workforce. Although older workers may have extensive 

experience in the industry, many are unlikely to have a full relevant qualification (i.e. a Certificate III 

in Travel), or a desire to obtain one, therefore skill sets are particularly important to assist older 

workers access up-to-date skills training and encourage lifelong learning opportunities. 

 

Succession planning is also an issue for the industry as it struggles to attract and retain younger 

workers to the industry to replace older retiring agents. There is a lack of upward mobility in travel 

agencies which can be attributed to several factors, including very small business structures (i.e. two-

staff operation model), and capability and capacity issues (i.e. lack of skilled workforce to progress to 

senior roles). The latter is one that can be addressed with skills training, and support younger workers 

and career changers entering the industry, to stay on and flourish as travel consultants and/or agency 

owners.   

 

• Skills shortages 

Seven in ten employers (69%) in the tourism and travel sector have indicated that there are skills 

deficiencies among their workforces, and this has increased from an initial metric captured in 2011 

of 50%.4 Industry has indicated that in some cases, basic foundations and skills and knowledge of the 

travel industry are lacking in new entrants, particularly younger workers and career changes. The key 

skills gaps identified across the workforce are:  

 

o Basic foundation of the travel industry (including knowledge of destinations, booking 

requirements, services etc.)  

o Leisure travel consulting knowledge (and general customer trends in travel preferences) 

o Social media and online engagement skills 

o Travel booking requirements (including setting quotations, selling products etc.)  

o Customer service 

o Digital/technology skills 

                                                           
2 Australian Federation of Travel Agents (AFTA) Employment Snapshot of Australian Travel Agents (January 2017). 
3 Australian Federation of Travel Agents (AFTA) Employment Snapshot of Australian Travel Agents (January 2017). 
4 Deloitte Access Economics (2015) Australian tourism labour force report: 2015-2020, Australian Trade Commission, Austrade. Retrieved 
from: https://www.tra.gov.au/ArticleDocuments/185/Australian_Tourism_Labour_Force_FINAL.PDF.aspx?Embed=Y 
[Viewed 28 June 2018] 

https://www.tra.gov.au/ArticleDocuments/185/Australian_Tourism_Labour_Force_FINAL.PDF.aspx?Embed=Y
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• Recruitment and retention issues 

As indicated earlier, the industry is struggling to attract and retain workers. Travel agents have 

indicated there is a lack of suitably skilled applicants to fill the vacant positions, therefore industry 

needs training options that can upskill new entrants (i.e. young workers and career changes) 

effectively to fill positions. Retention is also an issue where young workers move on from the 

industry after one or two years of employment. High turnover rates can be attributed to a 

combination of industry-level factors (i.e. such as work conditions and pay rates) as well as employer 

and operational factors, including lack of upward mobility pathways, and training options for 

employees. 

Skill sets can provide travel agents with avenues for upskilling and reskilling their employees (including 

new entrants) so they are equipped with foundation learnings on the industry, and help address 

retention.  

• Limited training opportunities  

Most travel agents represent micro or small operators, employing less than 20 employees, and so 

employers are often challenged to meet time and financial pressures for running small business 

operations. Small-sized business owners often find they cannot spare their time, nor their employees' 

time, to attend fixed training options (e.g. such as the acquisition of a qualification) and so workforce 

training is often deprioritised. There is a significant requirement for more flexible and appealing 

approaches to training the workforce in the industry. 

Skill sets are supported by industry as a training mechanism for meeting essential training needs 

of the travel industry workforce. 

 

Industry Support for Change  
Method and scale of stakeholder consultation 

The Tourism, Travel and Hospitality IRC initially discussed this work in 2016, and proposed it formally 

in its initial four-year workplan.  Since its proposal, consultation has been ongoing through the peak 

body for the travel sector, the Australian Federation of Travel Agents (AFTA). 

 

In February 2018, the newly appointed Tourism, Travel and Hospitality IRC met and reiterated support 

for this project. The IRC agreed to form a TAC to take the work forward.  The TAC met in April 2018 

where members discussed various aspects of the project, including content and issues to inform this 

Case for Change. Further input from the TAC was gathered during May and June 2018, and additional 

feedback to support the work was also gathered during the compilation of the 2018 Tourism, Travel 

and Hospitality Industry Skills Forecast.  

 

Public consultation (for a period of two weeks) will be held to collect additional feedback on this Case 

for Change. 

 

Unresolved issues and sensitivities  

Public funding for skill sets is not available in all jurisdictions therefore this may impact the uptake of 

the proposed skills sets in some areas. 
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Impact of Change 
Impact analysis 

The impacts of the proposed changes on stakeholders can be summarised as follows.  

  

Industry and Employers  

Access to a skilled workforce and training options that support the delivery of the skills and knowledge 

as defined by industry is critical. Skill sets are a training mechanism which is appealing and suitable for 

supporting travel businesses to ensure their workforce has a solid foundation to work in the industry. 

Employers in the industry are often small operators, with limited time and funds available to invest in 

training therefore skill sets provide employers with flexible training options for their employees to 

gain key skills. The skills sets can support employers ensure all employees have a base level of skill and 

knowledge on the industry they are operating in. 

 

The risk of not establishing these new skills sets is that training options for the travel industry will be 

limited to qualifications.  While qualifications provide valuable skills and knowledge, flexible and 

industry-appropriate training options are critically important to support workers to gain a base 

foundation in the travel industry. Without these options, employers (and the industry) may not be 

supported with the skilled workforce it requires. There will be cost implications for in-house training 

and a potential increase in staff turnover due to the lack of appropriate training if skills sets are not 

available.  

 

Registered Training Organisations (RTOs) 

Increased relevance and appeal of the training products will improve opportunities for Registered 

Training Organisations (RTOs) to better support the travel industry to upskill its workforce. Skill sets 

can enhance the current training offer of RTOs and ensure training products better meet industry 

demands.  

 

Another risk of not establishing these new skills sets is that individuals may access training from other 

provider types that meet their needs for flexible training options, but which do not meet the minimum 

industry standards proscribed within Training Package products delivered by RTOs. 

 

Learners 

Learners will benefit from access to flexible and quality training options via skill sets (as opposed to 

having to complete a full qualification to gain relevant skills). Skills sets enable learners to gain a solid 

foundation of skills and knowledge for the travel industry, and gain employment. Once in the 

workforce, learners will have further opportunities to build skills and knowledge to more advanced 

levels. 

 

The risk of no change is that learners may not take up training in travel-specific qualifications, and 

enter the industry with little to no skills or knowledge of the industry. They will instead rely on 

employers to help them gain the skills and knowledge they need to adequately undertake the activities 

and responsibilities for their role. A learner’s employability in the industry may be compromised if 
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they cannot access flexible training options that provide them with essential travel industry skills and 

knowledge. 

 

Estimated timeframes  

Central to the update process is the ongoing involvement of industry and national stakeholder 

engagement. It is estimated that development will take approximately 3 months. This work will be 

conducted under the guidance of the Tourism, Travel and Hospitality IRC.  

 

Significant consultation has already been conducted by AFTA and feedback has shown there is 

overwhelming industry support to establish these skill sets. No changes to existing Training Package 

Products are required. 

 

Implementing the COAG Industry and Skills Council reforms for 

Training Packages  
 

The recommended work in this Case for Change is consistent with the COAG Industry and Skills 

Council (CISC) reforms for training packages insofar as it:  

 

• documents industry expectations for training delivery and assessment, particularly in terms 

of providing opportunity to up-skill existing workers using targeted units of competency 

• enhances portability of skills between occupations, as well as career progression by 

providing short and targeted training to enhance skills 

• identifies three new skill sets that will enhance the flexibility of the training package, in 

particular in terms of addressing specific skill needs for travel consultants.  

 

This Case for Change is to be proposed and endorsed by the Tourism, Travel and Hospitality IRC. 
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ATTACHMENT A - Training Package Components to Update 

SkillsIQ 

Contact details:  Melinda Brown, General Manager  

Date submitted:       to be completed 

Material for update: 

• Skill sets: 3 

This lists the three skill sets proposed, and the existing Units of Competency which comprise each skill set.  

 Training 
Package Code 

Training 
Package Name 

Skill Set Code 
 

Skill Set Name Unit of 
Competency 
Code 

Unit of Competency Name 

SIT SIT Tourism, 
Travel and 
Hospitality 

XX Industry general knowledge, travel 

sales, customer communication 

and service 

SITTIND001                 Source and use information on the 

tourism and travel industry 

SITTTSL005                Sell tourism products and services 

SITXCCS006             Provide service to customers 

SITXCOM002 Show social and cultural sensitivity 

SITXWHS001              Participate in safe work practices 

SITXEBS001 Use social media in a business 

SIT SIT Tourism, 
Travel and 
Hospitality 

XX Australian and international 
destinations 

SITTTTSL003 Provide advice on international 

destinations 

SITTTTSL004  Provide advice on Australian 
destinations 

SIT SIT Tourism, 
Travel and 

XX Australian and international travel 
products 

SITTTSL002 Access and interpret product 
information 
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Hospitality SITTTSL006 Prepare quotations 

SITTTSL008  Book supplier products and services 

SITTTSL009 Process travel-related documentation 

SITTTSL016 Provide specialist advice on cruises 
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ATTACHMENT B – Stakeholder Consultation Method and Scale  

Stakeholder Consultation 

Name of Stakeholder Organisation  Detail Method(s) and Scale of Consultation  

Tourism, Travel and Hospitality Industry Reference Committee (IRC)  

Bradley Woods Australian Hotels Association  Current IRC Chair  

John Hart Restaurant and Catering Industry Association of Australia Current IRC Deputy Chair 

Robyn Agnew Austrade Current IRC member 

Stephen Lunn  Australian Culinary Federation National Office Current IRC member 

Rick Myatt Australian Federation of Travel Agents Current IRC member / TAC Chair member 

Justin Cooney Australian Municipal, Administrative, Clerical and Services Union  Current IRC member 

Stuart Lamont  Caravan Industry Association of Australia Current IRC member 

Ron Browne Clubs Australia Current IRC member 

David Gigg Compass Group Current IRC member 

Lynda Douglas  Defence Catering  Current IRC member 

Joyce DiMascio  Exhibition and Event Association Australasia Current IRC member 

Iain McDougall Hospitality Group Training Current IRC member 

Adele Sheers Qantas Airways Current IRC member / TAC member 

Janette Illingsworth The Star Entertainment Group Current IRC member 

Stephen Schwer Tourism Central Australia Current IRC member 

Travel Technical Advisory Committee (TAC)  

Dean Long Australian Federation of Travel Agents TAC member 
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Brett Jardine Council of Australian Tour Operators TAC member 

Peter Kollar Cruise Lines International Association Australasia  TAC member 

Heather Pascoe-Smith Expanding Horizons TAC member 

George Vajda Gordon TAFE TAC member 

Colin Hamilton Helloworld Travel Ltd TAC member 

Matteo Zanarini International Air Transport Association TAC member 

Monica Pasvolsky Pacific Training Group TAC member 

Barry Mayo Travel Managers Group Australia TAC member 

 


