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Introduction
Service Skills Australia

Objectives

Service Skills Australia (SSA) is the Industry
Skills Council (ISC) for the service industries.
Skills councils are the recognised national bodies
providing advice on industry training and skills
development needs to government and industry.

This Environmental Scan provides an overview
of current and emerging trends in the service
industries covered by SSA’s training packages.
These trends are highly relevant to workforce
development and vocational education and training
(VET) for these sectors.

SSA works with businesses and workers across
sectors including retail and wholesale, sport, fitness,
community recreation, outdoor recreation, tourism,
meetings and events, hospitality, restaurants and
catering, caravan holiday parks, hairdressing, beauty,
floristry, community pharmacy and funeral services.
SSA supports skills development for these
industries by:
• p
 roviding industry intelligence and advice to
Skills Australia, government and enterprises
on workforce development and skills needs;
• a
 ctively supporting the development,
implementation and continuous improvement of
high quality training and workforce development
products and services, including training
packages. SSA currently manages 10 industry
training packages;

This scan has been produced with information
primarily collected between February and December
2011. The key issues included in this scan
have been identified in partnership with industry
(employers and unions) and supported with available
statistics. SSA obtains its industry intelligence
from SSA’s Industry Advisory Committees,
state and territory training advisory bodies and
SSA’s consultation with industry and other key
stakeholders.
The trends outlined in the scan provide information
on current and future skill demands of industry and
individuals and their wider context. Consequently,
the Environmental Scan informs continuous
improvement of SSA’s skills and workforce
development strategies, which includes the
development of training packages.

• to develop a culture within the service industries
which promotes and enhances the skills
development of its workforce;
• p
 roviding independent skills and training
advice to enterprises, including matching
identified training needs with appropriate
training solutions; and working with enterprises,
employment service providers, training providers
and government to allocate training places.

Service Skills Australia Environmental Scan 2012
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Introduction continued

Key Messages

4

The 2012 Environmental Scan is the fifth to be
undertaken by SSA. This edition continues to
demonstrate the variety of influences that come
to bear on the skill development requirements of
the service industries. Technology improvements,
growing community engagement with environmental
issues, the ageing population and the health
agenda are significant—and longstanding—trends
influencing the evolution of the service industries.

It is increasingly apparent that workforce
development strategies need to accommodate
the varied needs for each sector and region.
Analysis of stakeholder feedback indicates that
regional variability extends beyond state, rural and
metropolitan divides. This has become particularly
acute as the mining boom progresses, whereby
service industries operating in mining centres are
being exposed to a unique market environment.

In 2012, factors driving new developments include
the increasing wealth and influence of Asia, and
both the direct and indirect effects of the mining
boom. Many of the service industries are undergoing
significant transformations in the face of the
structural adjustment of the economy—a decline in
the consumption of goods, yet buoyant demand for
the consumption of services. Furthermore, tradeexposed industries, such as tourism, continue
to be challenged by the persistently high value
of the Australian dollar. The divergence in the
performance of sectors is receiving a great deal
of acknowledgement, popularly referred to as the
“multi-speed economy”.

Systemic barriers continue to hinder skill
development within the service industries. Industry
feedback continues to emphasise that many
students lack ‘job-readiness’ as a consequence of
diluted courses. Furthermore, the domination of the
sector by small and micro enterprises continues
to contribute to the under-investment in skills and
workforce development. To meet industry’s demand
for skills growth, the Commonwealth Government
instituted the Enterprise-Based Productivity Places
Program (EBPPP). A study commissioned by the 11
ISCs indicates that the EBPPP model of funding has
been, and remains, an effective way to encourage
greater training investment by smaller enterprises1.

In order to meet the ever-changing skill demands
of industry, effective workforce planning and
development is needed. This allows for the
workforce to become an enabler of industry goals
and ensures that the right skills are being developed
for both the job outcome and the needs of the
learner. SSA continues to advocate for workforce
planning and development that includes training
investment, as well as other capacity strategies.

Effective workforce development in the service
industries pays great dividends to Australian
society—including productivity gains. The service
industry is a major employer, often supporting the
skill development of younger workers. Employment
in the industries covered by SSA’s training packages
totalled 2.4 million at May 2011—21.3 percent of
the workforce2.
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Sector Profiles
This Environmental Scan covers tourism, hospitality
and events; sport, fitness and recreation; and retail,
wholesale and personal services. These industries
will be referred to as the ‘service industries’
throughout this document. The nature of these
industries can be best described using the Australian
and New Zealand Standard Industrial Classification
(ANZSIC) categories of ‘Accommodation and Food
Services’, ‘Retail Trade’, ‘Wholesale Trade’ and ‘Arts
and Recreation Services’. In addition to these ANZSIC
categories, tourism is measured in the ABS Tourism
Satellite Account (TSA), which calculates the portions
of industries that are tourism-related.
These categories broadly match the industries within
the scope of SSA’s training packages. However,
some occupations are excluded, while certain
irrelevant industries are included. For example, event
management is excluded as ANZSIC categorises this
activity under ‘Administration and Support Services’
and some sport and recreation coaching is captured
under ‘Education and Training’. Certain occupations,
including pharmacists, and sub-industries—motor
vehicle retailing in retail trade—are included despite
not being within the remit of SSA’s training packages.
Finally, the tourism figures in the scan overlap
with figures given for its constituent industries.
Despite these shortcomings, data which uses these
categories is the best, readily available information
for analysing changes in these industries.
Key points about these industries can be
summarised as follows:

·	In the 2010–11 financial year, the accommodation,
food, retail, wholesale and arts and recreation
sectors contributed nearly $160 billion, or 12.3
percent, of Australia’s Gross Domestic Product
(GDP) 3. Breaking this total down, this included:
−− $60.8 billion (4.7%) in retail trade
−− $56.5 billion (4.3%) in wholesale trade
−− $31.4 billion (2.4%) in accommodation
and food services
−− $11.2 billion (0.9%) in the arts and
recreational services4.
·	There were 320,513 businesses operating at the
end of the 2009 financial year5.
·	The retail, wholesale, accommodation and
food, and arts and recreation sectors are
predominantly made up of small and micro
businesses, with 90.2 percent of businesses
employing 0–19 employees6.
·	Employment in these industries constituted
21.3 percent of the workforce7.
·	In the five years to 2015–16, 11.7 percent of
projected employment growth will be in the
accommodation and food services, retail,
wholesale, and art and recreation industries8.
·	With the exception of the wholesale industry,
employment in the service industries can be
characterised as having a higher proportion
of younger, female and part-time and casual
workers. This is illustrated in Figure 1 below.

Figure 1. Employment Characteristics of Selected Service Industries (2011)
Industry

Proportion of Part-Time
Employment (%)

Proportion of Female
Employment (%)

Proportion of
Employment Aged
18–24 (%)

Retail Trade

53.9

57.1

34.8

Accommodation and Food Services

56.4

45.5

45.0

Arts and Recreation Services

43.6

47.1

26.0

15.9

33.3

10.5

Wholesale

Source: ABS Labour Force, Australia, Cat. no. 6291.0.55.003 – Quarterly, to November 2011
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Latest Industry Intelligence
Household Consumption Patterns

The Mining Boom

It is becoming increasingly evident that a long-term
structural shift has occurred in the consumption
patterns of Australians, moving away from goods and
towards services. This has provided a boost to the
sport, fitness, recreation, hair, beauty and restaurant
and café sectors, but has resulted in subdued
demand within the retail and wholesale sectors.

The Australian economy is currently in the midst of
‘mining boom mark II’, which is driving unprecedented
levels of investment and profitability in the resources
sector13. The Treasury estimates that the mining
sector will reach record shares of Gross Domestic
Product in the next two years14. This dramatic shift
in the economy is having ramifications across all
industries, with particular effects for tourism, retail
and hospitality operators located in mining regions.

The Australian Bureau of Statistics (ABS) Household
Expenditure Survey provides clear evidence of this
shift. For example, spending on clothing, footwear,
household equipment and furniture fell from 14
percent in the 1980s to 8 percent in 2011. In
contrast, across all income brackets, expenditure
has particularly risen in recreation services, such
as pay TV and internet, and health, education and
household and personal services. In the last year,
this divergence has heightened, with consumption
of goods rising by approximately 1.75 percent, while
consumption of services has increased by 4 percent9.
Since 2009, this trend has been supplemented by
a significant peak in the household savings ratio
after two decades of decline10. The sharp increase
in the savings ratio over the recent period is
predominantly attributed to the increase in housing
debt repayments, the uncertainty brought about
by the Global Financial Crisis and a ‘wealth’ effect
associated with falling financial asset prices11.
However, the increased level of saving has primarily
affected the consumption of goods. At the recent
Australian Economic Forum, the assistant governor
of the Reserve Bank of Australia, Phillip Lowe, noted,
“although households are saving a higher share of
their income than in the past couple of decades,
[consumers] have also been prepared to increase
their spending on services quite significantly”12.

6
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A direct effect of the mining boom is related to the
use of a fly in/fly out (FIFO) and drive in/drive out
(DIDO) mining workforce in remote mining centres.
The has resulted in high demand for business-related
travel, producing flow-on effects for accommodation,
food services and aviation businesses. The strong
demand for labour in these remote regions has also
resulted in a situation whereby the service industries
cannot compete with the highly inflated salaries
offered by mining companies.

Technology Developments:
The National Broadband Network
The rollout of the National Broadband Network will
increase both the speed and reliability of internet
connections. This will greatly facilitate access to
information and communication technology for
use in a variety of businesses processes. This
investment is being made by the Government in
order to bring about productivity improvements,
to broaden the reach of businesses into new
customer bases and to subsequently drive job
growth. For the retail industry in particular, the
continually decreasing barriers to move online
brings the opportunities described above, but also
poses challenges for the industry. This was best
articulated in the Allen Consulting Group Report,
which noted, “High-speed broadband would help
foster innovation, but ultimately it will be up to the

small businesses themselves to use the technology
in new and creative ways15”. For example, as the
internet allows easier consumer access to global
markets, this increases the level of competition for
Australian businesses. However, such access is not
always detrimental and can actually be beneficial by
broadening the consumer base for Australian goods.
Industry has indicated that this is an area where
skill development is required, particularly for small
businesses. Currently, levels of online presence
remain low. For example, only 36 percent of
restaurants and cafés have their own website16.
Within tourism, only 41 percent of businesses
have a website that provides regularly updated
information for availability and price. The retail
industry has similarly low levels of internet uptake—
only 46 percent have an online presence and only
33.8 percent received orders through the internet17.
Consequently, there is a significant role for
training packages to deliver the necessary skills to
businesses so that the potential of the internet can
be fully exploited. Indeed, Access Economics cited
businesses’ lack of skills and knowledge in this area
as the most significant reason for the low uptake
levels of e-commerce 18.
Training provision itself can also be revolutionised
through facilitating online learning. A significant
benefit of faster and more reliable internet
connections is the improvement to the use of audiovisual ICT technology, through which online content
is delivered. Industry feedback suggests that there
is the potential for an increase in ‘just-in-time’
training, where training needs can be responded
to immediately with online modules.

e-Commerce and Social Media
In addition to improved telecommunications
infrastructure, the growing consumer embrace of
e-commerce is bringing further pressure on industry
to engage with online mediums. Rapid growth in smart
phone ownership has exacerbated this trend. It is
predicted that internet usage through smart phones
will overtake usage through personal computers during
201219. Consequently, the service industries also need
to engage with mobile online platforms, such as ‘apps’.
Since 2005, the total amount of online transactions
through credit and debit cards has increased,
on average, by 15 percent annually20. However,
estimations of total value suggest that the
penetration of online retail is still relatively small—
three percent of total sales21.
Beyond e-commerce, the use of the internet for the
dispersal of product information is highly significant.
This is largely as a result of the development and
popularity of social media outlets, online discussion
forums and weblogs. This has led to specific
repercussions for many of the service industries.
Industry feedback has indicated that many customer
service roles have evolved as a result of consumers
choosing to self-educate. For example, in retail, the
sales assistant role has developed to focus on the
experience of the purchase and more sophisticated
service provision, rather than information delivery.
Furthermore, in the beauty and community pharmacy
industries, beauty therapists and pharmacy sales
assistants are increasingly relied upon to verify
information found online.
The sport and recreation industry has also noticed
the effect of social media, as patrons are bypassing
traditional clubs and associations in favour of online
alternatives. Finally, social media has contributed
to the growth of online reviewing in the food and
accommodation industry, raising customer service
expectations and increasing the need for public
relations skills in responding to online reviews.

Service Skills Australia Environmental Scan 2012
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Latest Industry Intelligence continued

Demographic Changes
Australia’s estimated resident population at 31
March 2011 was 22.5 million. This constituted
growth of 1.4 percent over the previous year. This
is projected to grow even further, increasing to a
projected 30.9–42.5 million by 205622. Such growth
will lead to an increased demand for workers in the
service industries. Staff efficiency and productivity
gains will be required in some sectors to manage
the growing number of customers and the changing
nature of their needs.
Breaking down population data by state and territory
reveals substantially different growth patterns across
the country. For instance, over the last year, Western
Australia recorded the highest level of population
growth out of all the states and territories. Its 2.2
percent growth—compared with 0.4 percent for the
Northern Territory—demonstrates the unevenness
of Australia’s population increases. Over the
longer term, it is forecast that the populations of
Queensland and Western Australia are set to more
than double by 2056 from their 2007 levels23. This
regional variability will ensure that tailored workforce
development strategies are required to meet the
specific needs of each state and territory. Indeed,
the inadequacy of a ‘one-size-fits-all’ approach to the
service industries has never been more apparent.

8
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Coupled with the growing population is a substantial
demographic shift towards older ages. The median
age of Australia’s population (36.8 years at June
2010) is projected to reach between 38.7–40.7
years in 2026 and 41.9–45.2 years in 205624.
This shift is already evident—since June 1990, the
median age has already increased by 4.8 years25.
A significant effect of the ageing population is
intensified competition for workers. The working age
population is projected to decline from 67 percent
in 2004 to between 57–59 percent by 205126. For
the service industries, the changing profile and size
of the working age population will have particularly
noticeable effects. This is due to the fact that
the service industries traditionally employ a large
number of young people.

Sustainability
Consumers and industry are becoming increasingly
aware of environmental issues. The 2011 legislative
agenda concerning responses to climate change
generated significant media attention, which has
arguably led to even greater increases in consumer
awareness. Growing numbers of environmentally
conscious consumers are seeking out businesses
that demonstrate ‘green’ credentials, thus bringing
new opportunities for businesses to tap into an
expanding market.
This has led to the launch of industry-led initiatives
such as the First Star rating system, which
acknowledges environmentally sustainable practices
within hotels. A similar certification program, Green
Table, has been implemented for restaurants, cafés
and catering businesses. Programs such as these
serve to provide transparency for consumers, while
also rewarding and recognising environmentally
responsible businesses.
A key way for businesses to undergo a ‘green’
transformation is by ensuring that their staff have
the requisite skill sets. Already, many jobs within
the service industries could be classified as ‘green’.
Connection Research in conjunction with the
Department of Environment and Climate Change
and the Environment Institute of Australia & New
Zealand defined ‘green jobs’ as:

It is important to note, then, that so-called ‘green
collar’ skills do not only cover trade skills (such as
green plumbing, construction of energy efficient
buildings, renewable energy and low input gardening)
but are part of a wide variety of roles. In 2010,
the Commonwealth Government mandated that all
training packages needed to be reviewed to identify
skills gaps concerning sustainability. As a result,
SSA’s training packages have been updated to
embed sustainability skills across all relevant units.

Health Agenda
A fundamental shift in the attitude towards health
care has occurred in the past decade. Previously,
health care focused mainly on treatment, but this has
shifted increasingly towards preventative strategies28.
This shift is connected to growing cost burdens on the
health system resulting from the increased prevalence
of chronic illnesses. The most recent national study,
carried out in 2003, identified that 32.2 percent of
Australia’s illnesses are related to controllable lifestyle
and behavioural factors29 —such as obesity, tobacco
smoking and alcohol consumption—resulting in health
expenditure of $6 billion30. This is having significant
effects on the community pharmacy and sport, fitness
and recreation sectors.

i) m
 anagers, professionals and technicians
who work in green organisations or who have
green skills and responsibilities within other
organisations that may not be considered as
‘green’; and
ii) s
 ervices, clerical, sales and semi-skilled workers
who work in ‘green’ organisations27.

Service Skills Australia Environmental Scan 2012
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Industry-Specific Trends
Retail
A very recent development in retail has been the
introduction of ‘group shopping’. This innovation
involves awarding ‘bulk’ discounts to a predefined
minimum number of customers collectivising online.
Examples of group shopping in Australia include
scoopon.com.au and cudo.com.au. Similarly, online
private shopping clubs involve aggregating offers
from brands with surplus stock that are marketed
exclusively to members through a regular online
newsletter. Industry feedback has indicated that this
innovative model is proving to be highly successful.
The introduction of the private label model has also
been a substantial factor in the changing structure
of retail. Private label retailing involves the exclusive
retail of ‘unbranded’ goods31. The most recent
development in this model has been the introduction
of ‘premium’ private labels. This effectively
introduces price strategies in markets more
traditionally focused on quality. Notable examples of
this in Australia are the Spanish clothing chain Zara,
and the now well-established, IKEA. This industry
trend has resulted in the need to broaden skills to
include product design, marketing and inventory
control, which are skills traditionally reserved for
manufacturers and wholesalers.
Furthermore, customer self-service options have
been a recent and significant development in retail,
particularly in the supermarket industry. Research
has shown that Australian consumers have been
remarkably supportive of the model. Australians were
shown to embrace the technology at twice the rate of
consumers in Europe and the United States32.
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There have been some concerns, however, that
this development is effectively transferring the
work of the check-out operator to consumers and
will subsequently decrease labour requirements.
However, there is scope for this development to
increase the skills required of staff. In particular,
it has been noted that the introduction of this
technology requires enhanced problem solving
capabilities, as well as digital literacy33.

Wholesale
The wholesale industry is intrinsically linked to
the performance of the retail industry through
‘downstream demand’. However, the relevance of
the sector is being diminished as manufacturers
increasingly internalise wholesale functions. As a
result, retailers are establishing direct relationships
with manufacturers and bypassing wholesalers, thus
engaging in ‘vertical integration’. This is being driven
by the competitive pressures in retail, in which cost
savings are able to be made by direct sourcing,
especially from cheap overseas manufacturers. The
decline in the wholesale Gross Value Added of 0.6
percent over the 2010–11 financial year reflects the
retail trend of ‘bypassing’ wholesalers.
Furthermore, there is an increasing trend toward
manufacturers establishing direct consumer
accessibility or engaging in ‘disintermediation’34.
This involves retailing directly to the public to reduce
their costs and have more control over pricing and
marketing of the products35. For example, this has
been the strategy of Apple.
The bypass trend is also being intensified by the rise
of online retail, in which many discount enterprises
are competing strongly on price by passing on
savings by using the online model in addition to
sourcing directly from manufacturers. An example of
this is the new and highly successful Kogan brand,
which sells Kogan-branded electronics obtained
directly from Chinese factories. The increasing use

of e-commerce platforms is creating an imperative
for wholesalers to remain relevant by also adopting
ICT systems. Currently, ABS statistics show that
57.3 percent of wholesale businesses have a web
presence and there has been some development in
terms of establishing websites36. Furthermore, 48.8
percent received orders via the internet37.
Computerised stock control and inventory systems
have been the main technological development
within the industry; however, this has been in place
for some time. A fully automated inventory system
includes functions such as recording and bar coding
inventories, matching orders with stock, assessing
customer credit ratings and generating invoices and
address labels.

Floristry
The floristry industry continues to experience a high
level of competition, arising from the generic cut
flower market, purely online florists and from other
gift categories. In response to this competition
throughout the past decade, florists have expanded
their product range beyond cut and arranged
flowers38. Industry feedback suggests that floristry
business models are maturing, with businesses
aware that product diversification is best kept to
items with a strong link to flowers. The benefit of
this strategy is that it neither detracts nor dilutes
the value of their core offering. Furthermore,
industry has suggested that there has been a
cultural shift away from flowers representing the
traditional gift item. Florists often diversified into
unrelated items that have generally centred on
gift add-ons such as chocolates or soft toys; as a
result, florists have moved away from this model.

Instead, the industry is reporting a greater focus
from the industry in competing on quality. As a
result, strategies are increasingly focused on
delivering superior products and services. In
response to the industry need for improved floral
design skills, the SFL10 Training Package responded
by introducing the Diploma of Floristry Design.

Community Pharmacy
The current single biggest factor for community
pharmacies is the implementation of the 2010 Fifth
Community Pharmacy Agreement (Fifth Agreement)
and its associated pharmacy practice incentives.
The Fifth Agreement sets out the funding terms for
dispensing Pharmaceutical Benefit Scheme (PBS)
medicines, and providing programs and services.
A key component of the Fifth Agreement was the
implementation of pharmacy practice incentives
for expanded health care services to strengthen
community pharmacies’ role in primary health care.
This has been significant in the way that it has
expanded and diversified the role of community
pharmacies in the health care system. These
reforms have been necessitated by an ageing
population, coupled with the increased prevalence
of chronic diseases which are often preventable.
Technology developments are also impacting upon
community pharmacy operations, particularly the
implementation of a national system for electronic
health records39. Under the Fifth Agreement,
community pharmacies are required to use
and contribute to these health records through
dispensing e-prescriptions. This builds on existing
digital transitions, such as dispensing software and
Medicare Australia’s PBS online claiming system.

Service Skills Australia Environmental Scan 2012
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Industry-Specific Trends continued

An additional factor for community pharmacies is
the increased strain on profit margins as a result
of some recent funding decisions. In September
2010 a memorandum of understanding was signed
between the government and Medicines Australia
which reduced the prices charged to consumers
for generic medicines and other drugs listed
on F2A in April 2012. With key patents expiring
in 2014–15, the increased number of generic
medicines will exacerbate constraints on profit
margins. According to Pfizer, the generics market
in Australia is expected to double in size over the
next five years as a consequence of these combined
factors40. Additionally, Pfizer’s recent decision to
move to a direct distribution model, which bypasses
wholesalers, is having a significant effect upon
community pharmacies. As a major pharmaceutical
supplier, this is affecting the reliable supply of
medicines. Consequently, industry reports that
stock management skills are increasingly important.
In addition to a general increase in the burden on
the health care system, pain clinics are reportedly
experiencing especially acute demand, resulting
in long waiting lists. Pain clinics are involved in
managing and treating patients who suffer from
chronic pain and are predominantly operated within
hospitals. Industry feedback suggests that in
order to alleviate the strain upon existing clinics,
pharmacies may increase the provision of services
in this area. Industry feedback has also indicated
that the misuse of use of pain relief medications
and analgesics, such as Nurofen and Panadeine, is
increasing and may require increased monitoring.
As a result, pharmacy assistants will increasingly be
required to identify and manage ‘at-risk’ patients.

Funeral Services
The funeral services industry is undergoing
structural shifts in its business model due to
the rising demand for pre-paid funerals. Industry
feedback has indicated that these services are
often outsourced to consultants on a commission
basis. Therefore, rather than up-skilling the current
workforce, the sales workforce is being drawn
upon instead. Due to the complex legal protocols
concerning pre-paid funeral contracts, there is
an increasing industry need for knowledge of
commercial law. There is also the potential for
increased regulation. Finally, given that the pre-paid
funds are invested in the market until the service
has been provisioned, the industry is more sensitive
to interest rate movements.
Demographic shifts are leading to an increase in the
number of deaths. In 2006-07, 134,800 deaths were
recorded, which is projected to more than double
by 2056, before reaching approximately 411,400
by 210141. Industry reports that this is leading to
a shortage of qualified embalmers. As a result,
overseas recruitment is taking place. As a long-term
strategy, however, this is an inadequate solution.
Industry feedback has also noted the increased
need for cultural awareness for funeral directors as
a result of the increasingly multicultural composition
of the Australian population. The increasing cultural
diversity of the workforce and its customer base
means that the ability to provide services attuned to
different cultures is becoming an essential skill for
many funeral service employees. Industry feedback
indicates that larger companies are employing
specialists with culture-specific knowledge to cater
to this need.
Numerous media reports of substandard practices
have resulted in inquiries into industry practice42. It
is speculated that licensing may be implemented in
the future to manage this.

12
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Hairdressing and
Beauty Services
The hairdressing and beauty industries continue
to report increasing pressure as a result of greater
consumer expectations. Subsequently, businesses
need to ensure that their services distinguish them
from their competitors and meet the expectations of
the consumer. This is contingent upon the requisite
skills of staff, including a thorough knowledge of
products and services and advanced technical skills.
The hairdressing and beauty industries are also
undergoing a phase of unprecedented demand
for their services. This is in line with broader
consumption trends towards services. Industry
feedback also suggests that this demand is
linked to cultural and demographic trends. In
particular, the ageing of the population, together
with a cultural emphasis on appearance and youth,
are driving demand for beauty and hairdressing
services. However, while there is strong demand for
hairdressing and beauty services, these industries
have reported a decline in the sale of hair and
beauty products. This is consistent with the broader
trend of a decline in the consumption of goods, and
is also due to competition from cheaper substitute
sources—supermarkets, department stores,
community pharmacies and online stores.

New technologies such as intense pulsed light and
laser treatments are having a significant impact
on the type of treatments offered by the beauty
industry and will continue to do so at a rapid pace.
Many of these treatments require new high level
skills and knowledge, in addition to substantial
capital investments. Salons are also reporting
increased customer demand for professional advice
to assist customers to navigate the developments
in products and procedures. As such, ongoing
professional development is required.
Salons are also increasingly incorporating software
and information and communication technology in
their business processes. This includes the use
of appointment management software and text
messages for appointment confirmation. Salon
workers in both the hairdressing and beauty sectors
are subsequently required to have digital literacy
skills to engage efficiently with these technologies.

Service Skills Australia Environmental Scan 2012
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Industry-Specific Trends continued

Tourism, Hospitality and Events
Tourism, hospitality and events businesses have
operated in a turbulent and difficult environment over
2010 and 2011. In particular, the exchange rate of
the Australian dollar has remained high and consumer
sentiment and discretionary spending has been low.
Tourism, overall, has performed modestly in recent
times. In 2010–11, tourism expenditure in Australia
decreased by three percent compared to 2009.
However, some segments within tourism have
experienced growth, albeit at varying degrees43.
In particular, outbound and business travel has
remained buoyant. Furthermore, the continued
growth in the mining and construction sectors
has increased demand for business travel and
hospitality in their associated regions.
International outbound travel by Australians has
increased in response to the favourable exchange
rate and the expansion of low-cost carrier flight
services. In particular, international travel within the
Asia-Pacific region has replaced domestic travel due
to price competitiveness. This trend has resulted
in a situation whereby tourism-dependent regions
in Australia are suffering, whereas travel agencies
have seen strong demand for their services.
The accommodation and food sector is experiencing
strong growth in both local and visitor markets. Over
the 2010–11 financial year the accommodation
and food sector reported a 5.4 percent increase in
seasonally adjusted Industry Gross Value Added44.
This equated to a contribution of $29.94 billion
to Australian Gross Domestic Product over this
period45. This growth comes as a result of strong
turnover in the sector; just in the cafe, restaurant
and takeaway sector, total turnover in the 2010-11
financial year amounted to just over $32 billion46.
This represents an increase of 4.95 percent from
the previous year47. Credited as the cause of this
growth is an increasingly time constrained society
seeking the convenience of eating out. This is also
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evident in the 2009–10 ABS Household Expenditure
Survey, in which spending on meals in restaurants,
hotels and clubs increased 68 percent compared
with 2003–04, in addition to a 50 percent spending
increase on meals out and fast foods48.
Asian visitors to Australia are expected to contribute
approximately 55 percent of the projected increase in
visitors by 202049. In particular, the greatest number
of visitors from the Asian region is expected to come
from China, constituting 42 percent of projected
growth50. Further growth is expected to come from
India, and, to a lesser extent, the South East Asian
market, specifically Malaysia and Indonesia.
The business events market is especially high yielding
and is experiencing strong growth, despite subdued
levels of domestic leisure travel. Business Event
(BE) visitor spending in Australia was worth around
$9.7 billion in 2008. On average, BE visitors spent
$234 per night in 2008, compared with $163 for all
visitors51. At June 2011, international convention or
conference arrivals increased by three percent over
the previous year52. Furthermore, BE arrivals in total
grew by 19 percent between 2009 and 201053. This
is being driven by new international source markets,
such as Malaysia (37% increase), China (28%) and
India (28%) 54. However, the majority of this market
is made up by domestic business travellers, with
15.2 million domestic visitors compared to 758,000
international business travellers in 200955.

Domestic growth in this sector is also occurring as
a result of the resources boom. It is estimated that
FIFO and DIDO travel accounts for approximately
23 percent of domestic business nights, based on
figures for overnight travel ‘to the individual’s usual
place of work’56. Furthermore, in the mining regions
of South West Australia, North West Australia and
Mackay, approximately 50 percent of business visitor
nights are attributable to FIFO and DIDO travellers57.
Extreme weather events, as seen recently in
Queensland and Victoria, have highlighted the
need for tourism related industries to develop
crisis management skills, as well as media and
public relations skills to offset the negative
portrayal of disaster-struck regions. These skills
were targeted in workshops that were provided in
regions affected in 2011.

Sport, Fitness, Outdoor
Recreation, and Community
Recreation
Australian households are increasingly spending a
greater proportion of their income on recreation. In
the 12 months to June 2010, the average weekly
household consumption on recreation increased by
41 percent, or $47, since 2003–0458. This is largely
a by-product of increasing household incomes and
subsequently higher levels of disposable income.
Over this period, the mean gross household income
per week increased by 50 percent59.

Furthermore, the composition of participation is also
shifting. In particular, physical activity is increasingly
moving away from sports and recreation and
towards fitness activities. Participation in aerobics,
fitness or gym activities increased from 12.6
percent of the population to 14 percent in 2009–10.
This makes it the second highest type of physical
activity engaged in behind walking for exercise. This
has also coincided with decreases in participation
rates across many sports over the same period.
Participation rates have remained stable for the
remaining types of sports and recreation activities,
with some experiencing modest changes that are
not statistically significant.
A significant industry development has been the
new emphasis upon the role fitness instructors
can play in preventative health. This is evident in
the ‘Lift for Life’ program which is being run by
Fitness Australia in conjunction with Baker IDI Heart
and Diabetes Institute. ‘Lift for Life’ is a resistance
training program designed to assist those at risk
of Type 2 diabetes and other chronic diseases.
Industry feedback indicates this is an initial step
towards an integration of fitness instructors into
allied health. If this trend continues, it will likely
reach a point where general practitioners are able
to refer patients to fitness instructors.

In 2009–10, average weekly household expenditure
relating to sport and recreation totalled $10.74
out of the $43.52 spent on average across all
recreational and educational services60. This
represents an increase of $7.02 spent on average
in 2003–0461. Therefore, sport and physical activity
expenditure currently accounts for approximately a
quarter of this category and is increasing.
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Workforce Development
Needs
Employees are the most important asset for a
business in the service industries and business
success depends largely on the quality of
the service that those employees provide.
Understanding their needs within the context of
evolving business models, consumer behaviours
and workforce trends is a source of ongoing work for
industry and government in the short, medium and
longer term.

Effective Workforce Planning

The quality of skills of many Australians in the future
depends largely on an industry-driven vocational
education system that is based on current and
future industry needs. Effective industry-led planning
of the nation’s workforce is crucial if investment in
the national vocational skill base is to be effective.

• The significant returns on training in the labour
market for those who invest in education, as well
as reforms to education systems that broaden
access.

Within many occupations the number of people
with qualifications has increased faster than total
employment. This is known as skills deepening and
is the result of a number of factors, including:
• An overall rise in the level of skill and
qualification requirements within occupations
due to technological and organisational changes.

• The removal of skill gaps, where workers have
been under-skilled for the occupation in which
they are employed62.
Australia’s economy is made up of many diverse
industries and sectors, each of them demanding a
range of specific skills63. The Council of Australian
Governments’ agreement for reform to the national
training system came into effect in 2009. The
agreement, The National Agreement for Skills
and Workforce Development, contains a target to
double the number of higher VET qualifications,
which includes Diplomas and Advanced Diplomas.
The prevailing focus on higher level skills does not
reflect the composition of the service industries’
workforce and its need for vocational education
and training.
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The following graph illustrates the typical skill
profile (as described by qualifications) of the
service industries (defined as the wholesale, retail,
accommodation and food services, and art and
recreation services industries). It provides a picture
of the importance of lower AQF level skills and
qualifications to the service industries’ workforce.

While there has been a movement towards
employment requiring higher skill levels in some
industries, the majority of job opportunities will be
at entry levels—that is, Certificates II and III. These
skill levels are suited to the majority of employer
needs. In part, this reflects the greater proportion of
younger workers in the service industries, including
students working while studying. However, this does
not negate the need for training.

Figure 2. Workforce (Aged 15–74) by Level of Highest Non-School Qualification Attainment
Without Non-School

1,492,700

Undefined Certificate Level

31,400

Certificate I/II

110,400

Certificate III/IV

399,800

Diplima/Advanced Diploma

208,000

Bachelor Degree

306,400

Graduate Certificate/Diploma

18,900

Postgraduate

62,200

0

200,000 400,000 600,000 800,000 1 mil
Number of Workers

1.2 mil

1.4 mil

1.6 mil

Source: ABS Survey of Education and Work, May 2010 Cat. No. 6227.0.
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Workforce Development Needs continued

Institutional Delivery
of Qualifications
SSA understands that a significant number of
students in fee-paying colleges undertake service
industry qualifications through an institutional
pathway, often with minimal exposure to a real
workplace context.
Employers need to be confident that graduates
of wholly classroom-based programs have the
equivalent skill depth and breadth as graduates
from workplace-based programs, undertaken as an
apprentice or trainee.
It would appear that a number of providers are not
meeting the requirements specified in the training
package. It has been reported that training facilities
often do not meet the recommended standard and
that some RTOs are failing to provide authentic
workplace simulations. As a result, students are
graduating despite not being ‘job-ready’.
To address this issue, SSA has taken some steps
to provide solutions including, improvements to
the training package, development of User Guides
and the Right Way program, detailed in the section
‘Suggested Approaches to Workforce Development’.

Retention has been identified as a universal
issue across all the service industries. Popular
consensus places the blame for this issue on the
fact that service industry jobs are not perceived as
‘careers’. This was confirmed in the retail sector
through a recent study by the Australian Centre for
Retail Studies. The report found that high school
students, university students and shopfloor workers
each expressed a view that the retail industry is
undesirable as a long-term career64.
This was also highlighted in the recent Deloitte
Access Economics (DAE) Australian Tourism
Labour Force Survey. Enterprises rated the lack
of career development opportunities as the main
contributor to issues of retention. Furthermore,
the survey estimated a turnover rate of 64 percent
nationally, with certain regions having even higher
levels. However, despite this recognition, career
development strategies are pursued by only
20 percent of surveyed businesses65. Training
unaccompanied by an appropriate career pathway
often encourages turnover, thereby reducing the
businesses’ return on their investment66. This trend
is encouraged by the fact that many businesses in
the service industries are small and micro-sized,
making the provision of internal career pathways
difficult. Consequently, an industry strategy for
developing career pathways is required.

Career Development
An important element of effective workforce
planning is the identification of strategies to retain
skilled labour within the workforce. The development
of flexible career pathways for employees has been
shown to increase retention rates and improve job
satisfaction. These pathways need to recognise that
some employees will wish to remain in operational
job roles, while others will be looking to advance to
management and other leadership positions.
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Reconceptualising ‘Skill’
for the Service Industries
In addition to the public perception that service
industry jobs are unsuitable as a viable, long-term
career, there is the related belief that these jobs
require little skill. This further impacts upon the
ability of the industry to retain workers. Generally,
the phrase ‘skilled work’ is often used to describe
only those jobs that have traditional apprenticeships

attached to them. The dangers of this out-dated
way of perceiving skill have been all too apparent in
the recent debates over migration and international
students, where it has been easy for influential
commentators to affect government policy in ways
that are detrimental to the service industries.
Assumptions about skill underpin several areas of
national policy, for example:
• F unding for apprenticeships and traineeships
(both Commonwealth and State).
−− Funding for some traineeships in the service
sectors has been withdrawn because, it is
argued, the jobs are not skilled and do not
need training.
• Migration policy and what jobs are on the
‘skilled list’.
−− The recent debates over migration and
international students, for example, show that
it has been easy for influential commentators
to affect government policy in ways
detrimental to the service industries.
• The Australian Qualifications Framework (AQF).
−− Despite revisions, the AQF still refers in
its descriptors of qualification levels to
preparation for ‘skilled work’ without any
attempt to define what this means.
The ‘Ways of Seeing’ project sought to challenge
these notions of skill and realign the way that
Australian policymakers, analysts and industry
stakeholders think about skill. It considered why
relevant Australian policymakers and practitioners
think some jobs are skilled and others are not. This
involved a ‘multiple-frame’ approach that included
different ways of looking at skill. The approach
used has led to the development of a conceptual
framework for looking at skill in jobs and a draft
practical tool for trial use in policy and practice.

The focus groups held with service industry
representatives allowed for a broadened
understanding of some of the reasons for the
underestimated level of skill in service industry
roles. In particular, the following were found:
• The everydayness of the work—that is,
the fact that people see some of these jobs
being performed most days of their lives
and undervalue the work because of this;
• P
 eople might imagine that the ‘entry level’
of the work is all there is;
• The jobs are sometimes done badly—and
thus give the public the impression that the
work is unskilled;
• S
 ome of the work can be performed without
training—albeit, poorly.
Overall, the perception of skill was found to be
determined by the following factors:
• low proportion of casual and part-time jobs
• s
 trong trade union history and/or
licensing requirement
• status of industry
• requirement for a qualification in order to practice
• proportion of men in the workforce
• p
 roportion of young people aged less than
25 in the workforce
• little variation in levels of performance
of a recognised worker
• pay levels
• o
 ccupation is not ‘everyday’—that is, not
highly visible in a routine way to the public

Service Skills Australia Environmental Scan 2012

19

Workforce Development Needs continued

VET in Schools
While there has been huge growth in the participation
numbers, there is increasing concern about the
quality of Vocational Education and Training in
Schools (VETiS) delivery and particularly, a lack of
employment outcomes.
Industry has expressed concerns about the delivery
of VETiS. Feedback suggests that typical delivery of
VETiS does not achieve required industry outcomes.
Furthermore, there is often competition in school
environments between the prevailing academic
curriculum and those required by VET.
The inconsistency of VETiS policy and practice
across the states and territories is also making
delivery difficult for providers, and businesses that
employ across state borders. A literature review
highlighted the variety of interpretations of the term
VETiS—each state or territory system locates VETiS
in a different curricular context. The major concern
is the inconsistency between VETiS, both within a
jurisdiction as well as across Australia. Currently
there are no common standards around approval,
regulation, resourcing, administration, delivery and
monitoring of VETiS.
An industry consultation process found:
·	Key stakeholders in VETiS have such
fundamental differences in what they consider
is the purpose and expected outcomes.
·	Some stakeholders wish to walk away or ignore
this nationally critical skilling opportunity.
·	Quality issues (not just limited to VETiS) were
a key component of consultations. There is
massive variability (excellent to indefensible)
in VETiS programs across Australia.
·	Many stakeholders expressed a desire for clear
and explicit guidelines.
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·	The diversity across the services industries
requires different VETiS pathways, as such,
VETiS must be considered on an individual
industry sector (training package) basis.
·	VETiS must be focused on developing job skills.
Demographic changes, economic growth,
higher levels of competition and increased skill
requirements are creating even greater demand for
skilled youth in Australia. Given these factors, and
the importance of VETiS, the service industries need
to take a strategic and holistic approach to VETiS
in order to maintain their share of youth employees
recruited via VETiS pathways and to ensure they
can meet future workforce needs67. VETiS is seen
as critical area for action due to the involvement of
a significant number of Australian students and the
recent rapid growth of VETiS programs.

Core Skills
Apart from vocational education, the development
of core language, literacy and numeracy (LLN) skills,
helps individuals effectively and safely operate at
work and in their personal lives. Additionally, LLN
is important for the productivity and efficiency
of businesses. The situation can occur where
employers and managers focus their training on
vocational skills, but neglect the LLN skills that
underpin VET.
The 2006 Adult Literacy and Life Skills Survey
(ALLS) 68 confirmed reports from employers that
there are employees who struggle with LLN. The
ALLS report regards Level 3 as the benchmark
required for individuals to meet the complex
demands of everyday life and work in the emerging
knowledge-based economy. However, this is not
always the case. For example, the majority of people
employed in the retail and wholesale industries are
at levels 1 and 2.

SSA and the other ISCs believe that the
responsibility for building the LLN skills of
Australians should be shared by industry and all
education sectors. Industry views on LLN were
recently obtained in a series of forums organised by
the ISC Foundation Skills Network. The discussions
focused on employer views of the challenges
to addressing foundation skills deficits in the
workplace. These were identified at the level of
the business, the training system, the learner and
funding arrangements.

Training Issues

Enterprise Issues

• It can be difficult to identify and gain participation
from those in need of LLN assistance.

• There is a difficulty in teasing out whether LLN
issues are the cause of workforce challenges, as
opposed to other potential contributing factors.

• S
 ingle operators, shift workers, itinerant
and the casual workforce need to be
targeted for foundation skill training,
as they are generally overlooked.
• F oundation skill training must be relevant
to the industry and the job role.
• B
 usinesses can have difficulties identifying
training providers that meet their needs.
Worker and Learner Issues

• F oundation skill support should include a range
of literacy types, such as computer literacy.

• There is a difficulty in gaining management
understanding of, and buy-in, to foundation
skills support.
• It can be difficult to assign a dollar value to
the improvements to business functioning
from improving foundation skills in workers.
• There is a lack of awareness that foundation
skills deficits occur at all levels of employment.
• It is sometimes assumed that foundation
skills deficits only apply to those with English
as a second language.
• The vocational context can be missing when
learning LLN.
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Industry-Specific Workforce
Development Needs
Wholesale, Retail and
Personal Services
Employment in the wholesale, retail and personal
services (WRAPS) sector is forecast to grow by
15,000 by 201569. Furthermore, the Department of
Education, Employment and Workplace Relations
(DEEWR) projects employment to increase by 6.2
percent between June 2010 and June 201670.
Monash University’s Centre for the Economics
of Education and Training (CEET) estimates that
an additional 73,000 WRAPS workers will hold
qualifications, compared with 2009. Consequently,
over the same period, the number of people without
a qualification is forecast to drop by 58,000. The
proportion of people with qualifications is forecast
to increase from 39 percent in 2008 to 45 percent
in 201571. The qualification requirements for the
WRAPS sector are estimated to reach 231,000 by
2015—38,000 per year. Around one in every five
qualifications will be at degree or higher level and
the rest will be at the VET level (62,000 Advanced
Diploma/Diploma, 97,000 Certificate III/IV, and
23,000 Certificate I/II).
The working age population is projected to decline
from 67 percent in 2004 to between 57–59 percent
in 205172. Consequently, the competition for labour
will intensify. For the retail and wholesale industries,
this will have particularly noticeable effects.
This is because the wholesale and retail sectors
traditionally employ a very large number of young
people. In 2010, 34.8 percent of workers were aged
between 15 and 24, compared to 16.9 percent for
all industries.
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In certain retail occupations the proportion is much
higher. In 2010, 51.6 percent of sales assistants
and 64.3 percent of checkout operators were aged
between 15 and 2473. Many of these employees are
generally working part-time in order to earn income
whilst studying.
A less tangible, although by no means less
important, skill gap that needs addressing in the
WRAPS sector is quality customer service. The
media continues to report that Australian customer
service standards are below par worldwide. This is in
part related to surveys, such as the 2011 American
Express Global Customer Service Barometer which
rate Australia poorly74. Industry maintains that a
large proportion of this growing body of criticism
is more representative of the increasing customer
service expectations on the part of consumers.
There is a strong sense within the industry that this
is critical to the ongoing survival of enterprises.
Some businesses have responded by expanding
the authority of frontline customer service staff
to manage negative customer experiences. This
strategy requires additional skills for frontline
staff, representing an opportunity for workforce
development. SSA is currently investigating
this issue in conjunction with the University of
Queensland and Griffith University.

Tourism, Hospitality and Events
Access to, and retention of, a sufficient quantity
and quality of labour inputs are fundamental for
tourism, hospitality and events businesses. In
response, operators often find themselves ‘making
do’ with what is available and hiring at a skill level
below that required. This is resulting in a fall in
productivity and service outcomes.
The recent survey, conducted by DEA on behalf of
the Department of Resources, Energy and Tourism,
supported industry claims of the significant labour
and skills issues afflicting the industry: “nearly
half of all tourism businesses surveyed indicated
they are experiencing a recruitment, retention and/
or skills deficiency”75. Overall, it is estimated that
there is currently a vacancy rate of nine percent
across tourism-related industries, compared to an
economy-wide average of two percent. This equates
to a current shortfall of 35,800 workers76.
CEET’s baseline estimates indicate that by 2015,
at least 29,000 more people in tourism and the
hospitality industry will hold qualifications than

they did in 200977. However, the number of people
without any qualifications is also forecast to
increase. The qualifications profile will also shift
towards higher-level qualifications, with a decline of
14,000 in the number of Certificate I/II. A shift to
higher-level qualifications, at the diploma or higher
level, is particularly expected for chefs.
In terms of skilled employees, DAE forecasts the
need for an additional 25,927 across tourism
businesses by 2015. Given the level of projected
growth in qualifications, this implies a shortage of
15,033 workers78. DAE also forecasts the need for
an additional 30,748 non-skilled workers79.
DEEWR forecasts that vacancy levels in 2015 will
be ‘very high’, with ‘strong’ growth, among chefs,
cooks and café workers80. ‘Strong growth’ and
‘high vacancy rates’ are also expected for hotel
service managers, bar attendants and baristas.
‘Very strong growth’ is forecast for waiters. Finally,
‘slight growth’, but ‘high vacancy rates’ is expected
for tourism and travel advisers81. Similar results are
also forecast by DAE, as indicated below.

Figure 3. Top 10 Occupations by Accumulated Shortages in Skilled Labour (2012 to 2015)
Occupation

Accumulated Skilled
Labour Demand

Supply of Qualified
Labour Matching
Demand

Accumulated Skilled
Labour Shortage

Chefs

3,492

1,375

2,118

Cafe and Restaurant Managers

3,114

1,162

1,952

Waiters

2,110

720

1,390

Kitchen Hands

1,839

537

1,302

Tourism and Travel Advisers

1,531

441

1,090

Cooks

1,658

759

899

Bar Attendants and Baristas

1,360

511

849

Hotel and Motel Managers

1,072

394

679

Automobile Drivers

1,226

548

678

899

335

564

Housekeepers
Top 10 Total

18,301

6,782

11,519

Total Tourism and Hospitality

25,927

10,894

15,033

Source: DAE Australian Tourism Labour Force Report, Part Two.
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Industry-Specific Workforce Development continued

The National Long-Term Tourism Strategy identifies the
need to develop the appropriate skills and knowledge
required to service the growing Asian market. By
2020, it is expected that Asian visitors to Australia will
contribute approximately 55 percent of the projected
increase in visitors82. Tourism businesses require
Asia-specific intelligence in order to devise appropriate
strategies to cater for this segment83. Immediate
skill needs in this area have been addressed through
specific workshops such as the ‘China Cultural
Awareness Program’ run in Queensland in 2011.
The growth of the Asian market particularly affects
the skills required by tour guides, with an increased
demand for guides with a sound command of Asian
languages. Anecdotally, industry reports that there
are an insufficient number of multilingual local
guides. This is a significant issue given the lead-time
required for language learning. Despite Australia’s
substantial Asian communities, industry reports
that there have been difficulties attracting these
groups into tour guiding. As a result, overseas multilingual guides are increasingly being used by foreign
tour groups. However, there are industry concerns
relating to the level of local knowledge held by
foreign tour guides. Accreditation of foreign guides
is being investigated by the Tourism Quality Council
of Australia, and currently exists for all guides in the
Uluru-Kata Tjuta National Park. This is a positive
step forward to ensure that the experience of
international visitors in Australia is first-class.

Sport, Fitness, and Outdoor
and Community Recreation
Employment in the sport, fitness and outdoor
recreation sectors has been steadily increasing over
the last decade. However, there has been a greater
level of volatility in employment levels in recent years.
Sport coaches, officials and fitness instructors
comprise the largest share of employment in this
sector. The employment of coaches and officials
increased between the 1990s and the last decade;
however, employment has levelled out in the past five
years. Employment growth of fitness instructors has
been particularly significant since 1999. This rate of
increase has slowed in the past five years, with a dip
in employment after the Global Financial Crisis.
Forecasts to 2015–16 indicate continued growth in the
sector of 9.7 percent84. This equates to an additional
6,000 employees by 2015, compared to 2009.
However, higher increases have been estimated by
DEEWR forecasts, at 9,500 employees85. Both reports
expect the greatest proportion of growth to be driven by
fitness instructors, continuing the trend of recent years.
The current profile of educational attainment in the
sport, recreation and fitness industries indicates
that a relatively high proportion of individuals hold a
Bachelors degree or higher, compared to the other
industries covered by SSA’s training packages.
However, there are still a substantial amount of
employees without a non-school qualification.
However, the CEET report forecasts this profile to
move towards higher level qualifications. In 2015,
there will be 11,000 more people with qualifications
and 5,000 less without qualifications in the sector,
compared with 2009 levels. Part of this is from
the increase in employment in roles that require
qualifications, but the remainder will come from
skills deepening and/or upgrading. These estimates
of qualification requirements are a lower bound, as a
result of the exclusion of volunteers.
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Employment within the sport and physical recreation
industries is dominated by younger workers. Forty
percent of employment in this industry is from
the 15–24 years age group, compared to 16.9
percent across all industries86. This is even more
pronounced for sport coaches and officials, in which
50 percent of employees are aged 24 and under.
Among fitness instructors, the age profile is still
disproportionately skewed towards younger workers.
However, due to the greater higher education
requirements, there is very little employment of
those aged 15–19. The ageing population will
increase the competition for these young workers
and will need to diversify its employment base.
The volunteer sector accounts for a significant
proportion of the workforce supporting sport and
recreation, including significant roles such as
governance positions. The ABS estimated that of
the 4.5 million people involved in non-playing roles
in organised sport and physical activity in the 12
months prior to April 2010, only 18.6 percent received
some type of payment for their involvement87.
It is estimated that management and committee
work accounts for 32 percent of this sector’s
volunteering roles. However, the majority of total
sport volunteers (54 percent or 925,900) were
involved in coaching, refereeing or judging. Finally,
a significant proportion of total sport volunteers
were also involved in administrative and clerical
roles (37 percent or 637,200) 88.

Despite this, industry reports that training is not
often provided to volunteers. This is largely because
training of volunteers is not publicly-funded. There
is a strong case for at least some basic training
to be provided to volunteers and funded publicly
as the social returns from any such investment is
likely to exceed the costs.
SSA’s work indicates that the culture of managing
volunteers needs to change significantly and
reflect more of the practices and behaviours that
are commonplace in the commercial working
environment. Organisations that utilise volunteers
need to make greater use of contemporary human
resources practices.
It is apparent that paid employees and unpaid
volunteers have many similarities in their
motivations and expectations for their position.
In place of the absence of financial recognition or
reward for one’s commitment and performance in a
volunteer role, an understanding of the motivations
for volunteering is crucial in ensuring retention.
Volunteers are highly likely to be time constrained89,
making this group particularly at risk of leaving.
Sport and recreation volunteers have a greater
propensity of being employed and of having
dependent children aged up to 17. Approximately
46.8 percent of volunteers in the sport and
recreation sector have dependent children aged
0–1790. Furthermore, 82.7 percent of sport and
recreation volunteers are also employed in paid
work. Therefore, work-life balance issues are
particularly significant for volunteers. As a result,
SSA supports the greater adoption of the practices
outlined in Volunteering Australia’s National
Standards for Involving Volunteers in Not-for-Profit
Organisations as the basis for using volunteers.
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Suggested Approaches
to Workforce Development
Discuss, Display, Do: A New
Model for the Recognition of
Prior Learning
During 2009, SSA worked with industry to develop
a new model for the recognition of prior learning
(RPL), as feedback had indicated that employees
in the service industries found the existing RPL
processes and procedures too demanding, requiring
a considerable investment in time and effort where
time is crucial.
These concerns were confirmed through the results
of a survey of registered training organisations
about the ease of access to RPL which identified the
critical barriers being:
• lack of understanding and assessor resources
• funding mechanisms
• Qualification Framework requirements
• with audit practices.
As a result, Discuss, Display, Do (DDD) aimed to
develop and pilot an RPL model that was a more
effective and efficient means of discovering a
candidate’s existing competencies. A process is
required that (from the candidate and employer’s
perspective) is simple, quick and appropriate,
whilst still retaining the necessary rigour to enable
a qualification to be awarded with confidence. The
shortened timeframes in this process also make it
cost effective. This resulting model would then allow
the concept of RPL to be appropriately deployed as
it was intended.
The project piloted the new RPL model by creating
an assessor network within an organisation, the
Parents & Citizens Federation. The assessor
network was formed by training a combination
of 86 volunteers as Lead Assessors, Regional
Assessors and Assessor Advocates. The assessor
network then assessed an original 100 unemployed
volunteers, followed by a further 50 employed
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volunteers. The project outcomes also reported
increased self-esteem, a sense of empowerment
and the P&C Federation’s public acknowledgment
of volunteers’ contributions.
Case Study: This middle aged female
participant is a long time volunteer and had
been employed casually for 16 years with a
retailer local to her residence. Engaged in
merchandise duties, our participant had no
formal qualifications to speak of other than
her Higher School Certificate. Happy with
her work hours whilst raising her children our
participant now wanted to be substantiated
in her position. She had not sought formal
educational experiences as she felt they
weren’t suitable for her to continue to
successfully balance her responsibilities to
her family. After undertaking and receiving
her qualification in retail, the participant has
sought and obtained permanency in this role
with a welcome extension of hours better
suited to her teenage children. Her manager,
newly appointed to the store, was more than
happy to accommodate her qualifications and
her commitment to the company.

DDD is a project that aims to develop and pilot an
RPL model suitable to the needs of workers and
employers in the service industries. The project
investigates and identifies how the national training
system can respond to meet the needs of the
service industries. In doing so the project addresses
the following Australian Government Priorities:
• A new national approach to Apprenticeships,
Training and Skills Recognition
• S
 upporting the development of the National
Volunteer Strategy
• The National Reform Agenda
• The Social Inclusion Agenda

Integrating Higher Education
and VET into the Retail Sector
The retention of quality employees is a key
workforce development issue for all service industry
businesses. The promotion of worthwhile careers
and professions is a strategy that many employers
believe is crucial to retaining quality skilled labour.
Retail industry stakeholders have reported that
VET qualifications and higher education degrees
are useful for a variety of reasons, including
providing skills for the workplace, developing
frameworks for thinking about the future,
expanding employee horizons, demonstrating
the professionalism of the industry, affirming
self-worth, and as an opportunity for employers
to value add to employees’ workplace experience.
Employees in the retail sector have low levels
of tertiary qualifications91. Since there is a high
correlation between tertiary education and effective
performance, there is a clear need to professionalise
the retail industry through higher levels of
qualifications. Furthermore, industry is keen to
see relevant outcomes in terms of employability
and qualifications that improve productivity.
During 2009 and 2010 SSA worked with the
University of Western Sydney and its associated
training organisation, the University of Western
Sydney College, on a qualification that will provide
candidates with a degree with an integrated VET
major in retail. Through this elevated qualification,
retail employees will be able to take advantage of
career opportunities in industry at managerial levels.
This qualification—the Bachelor of Business &
Commerce (Retail Management)—integrates a
bachelor’s degree in Business with a traineeship
which covers both Certificate III in Retail and
Certificate IV in Retail Management traineeship.
The student will experience a seamless, integrated
approach to learning across the higher education

and VET sectors and working within the retail
industry. The first students commenced in March
2011. It is the strong link between the program and
employment that is critical to the success of the
program and achieving workplace outcomes.
Strengthening the relationship between the VET
and higher education sectors is critical to each
sector. Equally critical is addressing issues around
workforce development in retail, as well as quality
issues that are relevant to both sectors; issues
such as questions of trainer capability, relevance
of pedagogy and appropriateness of programs. The
partnership between education sectors is proving
that positive, productive and effective relationships,
built on the needs of industry as well as mutual
trust and understanding of the role that each can
bring to industry, will provide a powerful foundation
for a strong retail workforce.

National Workforce Development
Fund and EBPPP
On 5 November 2009, the Australian Commonwealth
Government announced the launch of Enterprise
Based Productivity Places Program (EBPPP). EBPPP
is an expansion of the successful Productivity
Places Program (PPP) trial conducted through 2008
and 2009. Furthermore, in July 2011, the National
Workforce Development Fund (NWDF) was announced.
The EBPPP and interim version of the NWDF are based
on the ISCs playing a broker role between employers
and training providers.
The overall policy intent of these programs is to
increase the skill levels of existing workers from a
range of industries, in occupations on the priority
occupations list. This will assist enterprises to
increase productivity and meet the demand for higher
skills. The crucial aspect of the EBPPP and current
NWDF arrangements is that they are the only examples
of training funding which is truly industry driven.
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Suggested Approaches to Workforce Development continued

Under the EBPPP program, SSA approved over 1200
learners. Furthermore, as at August 2011 under the
new NWDF program, SSA received 43 applications,
representing 1425 places and in excess of 200
employers. Of these applications, 98 percent were
identified as small or micro enterprises. Sixteen of
these applications were sourced from the wholesale,
retail and personal services sectors.
SSA’s approach was based on asking enterprises:
• W
 hat is the identified business/enterprise/
sector/region need?
• H
 ow will the “qualification” and/or “skill set”
address the identified need?
• w
 ill the business measure the effectiveness/
impact in the business?
Despite the general perception that small
businesses lack foresight, the responses from
this process indicated otherwise. In fact, small
businesses were very responsive when asked the
appropriate questions, demonstrating that they
are quite capable of expressing their training
needs and planning for the future.
The experiences of the EBPPP program elucidate
the return on investment for training in the service
industries. Specifically, learning adopted by an
owner that is implemented in their business can
have a significant multiplier effect newly acquired
knowledge and skills are shared throughout
the organisation. This will manifest as a gain in
productivity, skills utilisation and/or financial return.
One of the key outcomes from these programs has
also been the introduction of a learning culture in
organisations once management and leadership
roles were up-skilled. This is inherently related to
the clear understanding of the returns to the training
investment, which strengthens management’s
support for training.
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"EBPPP empowered us—it’s given
us the leverage a micro business
in the regions wouldn’t usually
get. Rather than being told what
training we could have and when,
trainers have had to tune into our
local business needs environment,
my values as an employer and
the precise skills I need my
people to have. Results speak
for themselves; my staff get
compliments every week on their
customer service, they genuinely
feel central to the business and
our turnover is up 17 percent."
Business Owner in EBPPP Program
SSA promoted the program across its network
and highlighted the opportunity for:
• Micro and small business participation.
• The inclusion of traditionally non-funded cohorts
(owners, self-employed, casuals, part-time
workers without adequate hours to access
traineeships, existing qualifications etc.).
• Building sector and geographic capacity.
• Identifying and responding to a community
of interest i.e. the option for communities/
enterprises/associations to identify needs
beyond the traditional scope of one ISC.
• D
 riving the relationship between training (and
RTOs) and enterprise to generate value-add.

Quality Implementation:
Right Way

The Right Way Program is an industry recognition
system for quality training providers delivering in
the Service Skills Training Package areas.

As is evident in industry’s concerns outlined above,
industry representatives are keen to become more
involved in implementation to support the national
training system and build the nation’s productivity.

This program, part of SSA’s strategic work to achieve
quality skills outcomes throughout the service
industries, focuses on three key areas: quality
training and assessment facilities; quality trainers
and assessors; and quality learning resources.

In response to ongoing industry concern, SSA has
already made improvements to the quality of its
training packages. This has resulted in more specific
units of competency, tighter assessment guidelines,
and more detailed requirements for assessors.
Future changes will also result in a more helpful/
detailed resource checklist available as part of the
non-endorsed training package support material.
A range of services and products underpinned
by a set of policies and procedures have been
developed that will underpin the work that the ISC
undertakes in implementing its training packages
on a sustainable basis. This quality implementation
framework consists of two parts:
• Package User Guides
• Right Way Program
• The Training Package User Guides stipulate:
• m
 inimum assessment and learning requirements
to achieve qualifications
• r equired assessor/trainer qualifications and
experiences above and beyond those required
by regulation
• p
 rofessional development requirements
for trainers and assessors

Subsequently, through the Right Way program, SSA
seeks to facilitate industry recognition of facilities,
trainers, assessors and learning resources.
Participants in this industry recognition system must
adhere to standards and provide evidence of quality
through an application and assessment process
operated by SSA and its network of agencies.
Effective outcomes of training and assessment
are inextricably linked to the quality of these core
components of the VET system. Through this
program, SSA aims to:
• E
 nsure and recognise the provision of quality
training and assessment by registered training
organisations (RTOs).
• B
 uild the capability of trainers and assessors
who work in the service industries.
• P
 romote the development of, and recognise,
effective learning resources which align to
training package content.
• Achieve quality skills outcomes throughout
the service industries92.

• requirements around work placement
and/or experience
• guidelines for selecting and recruiting students
• m
 inimum equipment and facility requirements
for delivery
• m
 inimum recommended duration for delivery
of units and/or qualifications.

Service Skills Australia Environmental Scan 2012

29

Current Impact of
Training Packages
Detailed figures regarding the number of enrolments
and completions in SSA Training Packages between
2007 and 2010 are available in the sector-specific
2012 Environmental Scans.
The following figures on enrolments and completions
of qualifications describe a portion of the total training
effort. Firstly, these figures only provide enrolments
and completions for institutions in receipt of public
funding. Currently, data from private providers is not
publicly available. In addition, completions data is
underestimated due to the lack of a unique student
identifier to track recommencements.
Completion rates as an exclusive measure of
training effectiveness continue to be a concern to
the service industries. Industry overall, and the
service industries in particular, believe that they
have been unnecessarily disadvantaged by use
of completion rates as a measure of success of
industry training.
This situation remains a concern as there is a strong
need for the development of nationally-consistent data
collection tools that more accurately measure and
evaluate course completion and non-completion rates.
In response to these concerns, SSA undertook
a research project to determine if the current
assumptions about the reasons for non-completions
are correct and to mount a case for a national data
collection method that accurately measures and
evaluates course completion and non-completion
rates. The publication of the study raised the profile
of these concerns and added weight to the call for
the implementation of a Unique Student Identifier to
allow better tracking of a student’s journey through
the VET system.
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Retail, Wholesale and
Personal Services
In 2009, the majority of government-funded course
enrolments in retail were in the Certificate II in Retail
(SIR20207), which is considered to be the entry-level
qualification relevant for most of the workforce. This is
not to downplay the role of higher level qualifications.
The majority of enrolments in WRF04 Floristry
Training Package over the last four years continue to
be at the entry-level qualification, Certificate II. This
is concerning given the limited job opportunities at
this level. However, the rising number of enrolments
in Certificate IV in Floristry can be attributed to the
industry’s growing acceptance and uptake of the
VET pathway.
Between 2007 and 2010, the majority of course
enrolments in community pharmacy qualifications were
in the Certificate II in Community Pharmacy. However,
enrolments at Certificate III are increasing, reflecting
increasing industry demand for greater skills.
The majority of enrolments in the WRH06 Hairdressing
Training Package in 2010 were in Certificate III in
Hairdressing. However, there is a trend of increasing
enrolments across all qualifications. SSA is very
concerned about the high levels of enrolments at the
Certificate II level in Hairdressing. Industry feedback
has consistently advised that there are extremely
limited job outcomes at this level. However, there is
some evidence that some State Training Authorities
continue to encourage enrolments in this qualification.
The Certificate IV in Hairdressing is predominantly
delivered as additional part-time training to be
undertaken outside of the workplace. Participation
is frequently initiated and paid for by the candidate.
SSA believes that this is because the Certificate IV
is not well understood by many employers. Given
the traditional use of the apprenticeship model, the
industry has a widespread lack of understanding of

the VET system (other than apprenticeships) with
regard to accessing training places and funding
where available93.
Most enrolments in the WRB04 Beauty Training
Package in 2010 were in the Certificate III in Beauty
Services, despite there being limited job outcomes
at this level. The greatest job opportunities in this
industry are as beauty therapists (Certificate IV
or Diploma) or nail technicians (Certificate II). As
a result, the recent spike in enrolments at the
Diploma level is a positive development.
Within the SIF08 Funeral Services Training
Package, there were 70 students in-training and 38
completions across all qualification levels in 2010.
Student numbers remain low due to the limited
number of RTOs delivering this training package.
A further barrier is that a significant component of
practical assessment requires employment in the
funeral services industry.
Further details of enrolments and completions
between 2007 and 2010 by qualification are outlined
in the 2012 industry-specific Environmental Scans.

Tourism, Hospitality and Events
Enrolments in tourism, hospitality and events
courses are the third highest among available
training packages, behind business and community
services, respectively 94.
Feedback to SSA indicates that Certificate II
qualifications are seen as useful, provided that the
training is effective and equips the learner with the
appropriate foundation skills and knowledge. It is
also considered important that training includes
essential ‘soft skills’ such as customer service.

The quality of training and work readiness of
graduates has been an ongoing issue for many
tourism, hospitality and events employers. The DAE
Australian Tourism Labour Force Survey indicated
that the quality and accessibility of training in many
regional areas is an issue for many operators.
In addition, the currency of industry knowledge
and customised pedagogical practices for VET is
reportedly lacking in some trainers. Gaining work
experience and on-the-job training, in addition to
class-based learning, is a crucial component to the
development of students.
The quality of work experience is also dependent on
the knowledge and skills of supervising workers. It is
crucial that those undertaking work experience have
positive initial exposure as it often determines longterm career considerations.
Enrolments in hospitality courses increased from
123,642 in 2007 to 134,836 in 201095. Strong
growth has occurred in Certificate III in Hospitality
(Patisserie), Certificate II in Hospitality (Kitchen
Operations), Certificate IV in Hospitality (Commercial
Cookery), and Certificate IV in Hospitality
(Supervision). Meanwhile, enrolments have declined
in Certificate II in Hospitality (Asian Cookery),
Certificate III in Hospitality (Catering Operations) and
Certificate IV in Hospitality (Catering Operations).
Student enrolments in tourism courses have
increased by approximately 23 percent since 2007.
This can largely be attributed to the number of
people enrolling in the Certificate III in Tourism (Retail
Travel Sales), Certificate IV in Tourism (Guiding)
and Diploma in Tourism (Operations Management).
Elsewhere, there has been a decline in enrolments
in Certificate III in Tourism (International Retail
Travel Sales), Certificate III in Tourism (Attractions
and Theme Parks), Certificate IV in Tourism (Sales
& Marketing), Certificate IV in Tourism (Natural
and Cultural Heritage) and the Diploma in Tourism
(Marketing and Product Development).
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Current Impact of Training Packages continued

Events qualifications continue to attract significant
levels of student enrolment, with numbers at
Certificate III and Diploma levels showing strong
upward trends.
Further details of enrolments and completions
between 2007 and 2010 by qualification are
outlined in the 2012 Tourism, Hospitality and
Events Environmental Scan.

Sport, Fitness and Recreation
Enrolments in sport, fitness, and community and
outdoor recreation qualifications in 2010 were
mostly at Certificate II and Certificate III levels. The
high number of enrolments at these levels reflects
the fact that Certificates II and III are the entry level
qualifications for the majority of the workforce. They
also reflect participation in Vocational Education
and Training in Schools (VETiS) activity.
Enrolments are generally increasing, with strong growth
seen in fitness, community recreation and coaching
qualifications. However, an enrolment in sport and
recreation qualifications has particularly declined and
outdoor recreation enrolments are being constrained
by a lack of RTOs delivering these courses.
Enrolments in community recreation continue to be
predominantly at the Certificate II level. This is partly
based on industry requirements for the Royal Life
Saving Society Australia (RLSSA) Pool Lifeguard and
AUSTSWIM Swimming Teacher industry accreditation
schemes that use these qualifications. However,
enrolments have been increasing at all levels since
2007, although this has mostly been from a low base.
The revised training package endorsed in 2010, SIS10,
has restructured the community recreation courses into
separate Certificates for Community Activities and for
Aquatics. This sector is also known for its high use of
skill sets, which are not captured in the available data.
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Enrolments in fitness qualifications are
predominantly at the Certificate III level. However,
enrolments are experiencing growth at all levels.
Sport and Recreation enrolments are increasingly in
higher level qualifications. Enrolments in Certificate
I and II have decreased significantly since 2007,
by 50 and 60 percent respectively. However,
enrolments at the Certificate IV level have increased
by 83 percent.
The majority of enrolments in outdoor recreation
qualifications continue to be at the Certificate
II level. This is likely to be due to the significant
numbers undertaking pathway training through VETiS
delivery. However, enrolments in this qualification
level have been decreasing since 2007. This can be
partly attributed to the decreasing numbers of RTOs
delivering courses in outdoor recreation.
Further details of enrolments and completions
between 2007 and 2010 by qualification are
outlined in the 2012 Sport, Fitness and Recreation
Environmental Scan.

Future Directions for
Endorsed Components
of Training Packages
SIR07 Retail Services Training
Package
SSA developed the SIR07 v3 Retail Services Training
Package as part of its continuous improvement
process to ensure that the retail specific qualifications
and units of competency reflect the current
developments and work practices of the retail industry.
The 2005–06 review of the Retail Training Package
resulted in the three training packages being
amalgamated into one—the SIR07 Retail Services
Training Package. The rationale to this amalgamation
was based on the inclusion of a number of retail
units in the community pharmacy and wholesale
qualifications as well as the government policy of
rationalisation at the time. The submission of SIR07
Retail Services Training Package was conditionally
supported by the community pharmacy industry as
long as the industry did not experience negative
consequences as a result, and that the impact
of these training packages coming together be
evaluated at the time of the next review.
The SIR07 v3 Retail Services Training Package now
includes 10 retail industry-specific qualifications, six
revised and four newly developed, ranging from AQF
Certificate I to Vocational Graduate Certificate level.
The new qualifications address job outcomes in fast
food, supervisory and management and business to
business environments.

SIR07 v3 contains 154 retail units of competency
and 59 imported units of competency. Nineteen new
units of competency were developed to reflect the
retail industry’s need for customer service, higher
technical and management skills required to work
within the retail/business to business environment.
However, 77 units of competency were not reviewed.
These units were identified as having little or no
change in terms of currency.
SIR07 v3 contains 43 community pharmacy units of
competency. This includes the development of 15
new units of competency to reflect the industry’s
expanding role into health care support services and
management as a result of the terms of the Fifth
Community Pharmacy Agreement. Imported units
of competency are sourced primarily from the retail
services and health training packages, reflecting the
connectivity to both industries.
Units of competency have also been updated
to ensure employability and sustainability skills
are embedded, as well as clearer advice on
the knowledge, and literacy, numeracy and
communication skills required. Assessment
requirements have also been made more explicit as
a result of feedback from industry that requested an
improvement in quality standards.

The SIR20307 Certificate II in Wholesale and
SIR30307 Certificate III in Wholesale have also
been removed due to qualifications no longer
offering entry or career pathways in the wholesale
services industry.
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Future Directions for Endorsed Components of Training Packages
continued

Qualifications have been improved to ensure
that they are flexible to meet the diverse needs
of multiple community pharmacy industry
environments. This flexibility also meets industry’s
need for multi-skilled workers within the many
small businesses that make up the community
pharmacy industry. Key actions taken to improve
and broaden the application of community pharmacy
qualifications include:
• a
 clear progression from fundamental skills
packaged at Certificate II level to more broader
skills required for the Certificate III level,
while maintaining both qualification levels
as entry points
• c lear specialisations for candidates of the
Certificate IV qualification, to provide those
with experience with the opportunity for further
skills development.
A diploma level qualification addressing
management requirements was scoped during
this project, with a number of options considered
to address this skill need. In late 2011, the role
of management within community pharmacies
expanded dramatically with the implementation
of the Fifth Community Pharmacy Agreement.
As a result, SSA has committed to scoping this
area under continuous improvement following
the endorsement of SIR07 v3. In the short term,
a skill set in Community Pharmacy Management
has been developed to address this skill need.
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SFL10 Floristry Training Package
In 2012, work will commence on updating SFL10 in
order to reflect the new design model for streamlined
training packages96.
This includes simplifying and streamlining existing
content, and developing companion volumes
The focus of this continuous improvement project will
be technical and policy-related in nature, however there
is also the opportunity to respond to issues identified
in the implementation of the training package.
The new design model provides industry with an
avenue to:
• D
 escribe workplace performance standards in
simpler language, with less repetition and greater
consistency throughout the package.
• S
 trengthen the assessment requirements, e.g.
performance evidence, mandatory conditions
for assessment (e.g. simulated workplace,
existing workplace, online, RPL).The Assessment
Strategies Guide Companion Volume allows
industry to provide even more guidance on
implementing the Assessment Requirements.
• D
 escribe the knowledge requirements and
resources, including information about the
discipline, industry and applied knowledge, in
detail in the Knowledge Guide Companion Volume.
The most recent Floristry Training Package
Continuous Improvement project was completed in
2009–2010. The SFL10 Floristry Training Package
was endorsed by the National Skills Standards
Council (NSSC, formerly the National Quality
Council) on 22 December 2010.

The SFL10 Floristry Training Package consists of
four qualifications, including one new qualification.
The Training Package’s twenty units of competency
include units that had been updated, realigned, as
well as a number of new units. The assessment
guidelines have also been updated to include
specific requirements on vocational currency of
assessors in the floristry industry.
SSA has since focused on supporting registered
training organisations with quality implementation
of the training package. The delivery of the SFL10
Floristry Training Package by RTOs commenced in
2012. SSA will monitor any feedback arising from
users of the updated Training Package, particularly
the new Diploma of Floristry Design.

SIB10 Beauty Training Package
The SIB10 Beauty Training Package was endorsed
by the NSSC in September 2010. In 2011, SSA
updated the SIB10 Beauty Training Package to
version 1.2. Version 1.2 has been undertaken as an
ISC upgrade and consists of editorial amendments.
These updates allowed amendments to be made
that better reflect industry terminology and
equipment requirements, enabling the inclusion
of new products in training and assessment.
Future directions for the training package include
the reformatting into the Design Model for
Streamlined Training Package Material97 and
addressing emerging skill gaps.

SIH11 Hairdressing Training
Package
The SIH11 Hairdressing Training Package was
endorsed by the NSSC on 23 June 2011 following
its continuous improvement process.
The revised package was driven by industry
stakeholders and reflects current industry job roles
and practices, meeting the increasing expectations
of consumers demanding higher quality and
specialised services.
Industry’s support of the new SIH11 Hairdressing
Training Package is based on job roles, the
availability of more specialisation options, as well
as clear pathways for career development in the
hairdressing industry.
The revised Hairdressing Training Package contains
five qualifications ranging from AQF Certificate
II to Vocational Graduate Certificate levels. It
includes the newly developed SIH70111 Vocational
Graduate Certificate in Hairdressing Creative
Leadership and the SIB50210 Diploma of Salon
Management that has been imported from the
recently endorsed SIB10 Beauty Training Package
to replace the WRH50109 Diploma of Hairdressing
Salon Management. The qualification WRH40206
Certificate IV in Trichology has been deleted as the
qualification does not have any relevance for the
hairdressing industry.
The SIH11 Hairdressing Training Package contains
58 hairdressing specific units and 25 imported units
of competency. This includes the development of
21 new units, which have been included to reflect
industry’s need for higher level technical and
customer service skills that are currently required
to work within the hairdressing industry.
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Future Directions for Endorsed Components of Training Packages
continued

The inconsistency in quality outcomes has been
an ongoing concern for both industry and training
providers. Two of the major factors which impact
on quality outcomes include RTOs not having
adequate training and assessment facilities and
resources and trainers and assessors not having
the appropriate qualifications or industry skills.
This has been addressed in the updated
Assessment Guidelines, where industry determined
that assessment is undertaken to meet current
industry practices within realistic, simulated or
workplace environments. Updates include:
• updated context for assessment
• assessment environment requirements
• strengthened requirements for assessors.
Industry uses the apprenticeship pathway as
its benchmark, as it allows for the full range of
hairdressing skills and knowledge to be developed
over time. It is for this reason that industry believes
that the ‘short’ delivery duration of a number of
institutionally delivered programs is a key factor
in their inability to produce salon-ready graduates.
Many employers believe that the concept of
‘accelerated’ or ’fast track’ training is diminishing
the development of communication and integrated
skills in apprenticeship training.
Future directions of the Hairdressing Training
Package include the reformatting into the Design
Model for Streamlined Training Package Material98
and addressing emerging skill gaps.

SIF08 Funeral Services
Training Package
The 2009 Work Plan of the National Skills
Standards Council (NSSC, formerly the National
Quality Council) gave priority to developing flexible
and responsive training products that include
embedding sustainability in all training packages.
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In December 2010, Version 1.1 of the SIF08
Funeral Services Training Package was released.
Version 1.1 resulted from an ISC upgrade to comply
with these recent NSSC requirements.
A full review of the SIF08 V1.1 Funerals Training
Package will be conducted in 2012. The SIF08
V1.1 Funeral Services will be the first SSA training
package to be redeveloped and endorsed under the
Streamlining of Training Packages Design Model.
The purpose of the review is to ensure that the
Funeral Services Training Package:
• m
 aintains it currency and relevance for the
funeral services industry by ensuring the
qualifications and units of competency reflect the
current developments and work practices of the
industry.
−− The intent of the project is to ensure industry
consultation and engagement. As well as
contributing to the continuous improvement
of the package, the consultation process will
also be an opportunity to provide industry
stakeholders with a greater awareness of
the training package and the VET system
with the aim of promoting a greater take
up of the training package.
• a
 ddresses current VET policies, namely
the Streamlined Training Packages initiative
which is part of the COAG reform agenda for
VET in Australia.
−− The proposed changes to the training
packages aim to make them more “fit for
purpose” i.e. more focused on the needs
of the industry and employers as well as
training providers. The structural amendments
will transfer supporting information into
a companion volume while retaining only
the critical information that relates to
qualifications, competency standards and
assessment requirements in the endorsed
components of the revised Training Package.

SIT07 Tourism, Hospitality
and Events Training Package

The training package will be submitted in its
entirety for endorsement in 2012, at the end
of the three phases.

The SIT07 Tourism, Hospitality and Events Training
Package is undergoing a comprehensive review
through 2011–2012 as part of the continuous
improvement cycle. The review will be conducted
in 3 industry-aligned phases:

The reviewed Tourism, Hospitality and Events
Training Package will be the foundation for
the training package’s Quality Implementation
Framework. The Quality Implementation Framework
consists of 2 components—the Training Package User
Guide and the Right Way program.

• P
 hase 1: The Tourism Review includes the
tourism qualifications, tourism units and
cross-sector units.
• P
 hase 2: The Hospitality Review includes the
hospitality qualifications, hospitality units and
cross-sector units.
• P
 hase 3: The Events Review includes the events
qualifications, event units and cross-sector units.
The primary purpose of the review is to ensure the
Tourism, Hospitality and Events Training Package
Review is relevant and responsive to the current
and emerging skilling requirements of industry. The
review also provides an opportunity to realign the
training package with current VET policy.
The continuous improvement cycle will include a
review of:
• Q
 ualifications, including job outcomes, pathways
between qualifications, entry requirements and
core/elective structure
• s
 kill sets, including the structure of existing skill
sets and the development of new skill sets

A range of activities will take place in preparation for
implementation of the new training package including:
• the Training Package User Guide
• developing support materials
• conducting transition workshops
• a
 ligning transition activities with the Right
Way program.
These activities will commence during the training
package review and will continue through to, and
beyond, endorsement of the training package.
In addition to the training package review, over the
next few years, training packages will transition to
a streamlined training package model100. This new
design model embodies key recommendations of
the VET Products for the 21st Century report, aimed
at streamlining training packages so that they are
fit-for-purpose and focused on industry and provider
needs. The transition process will take place once
the new design model is confirmed by the NSSC.

• u
 nits of competencies, including skills and
knowledge, assessment and evidence guide,
gaps and need to develop new units, overlaps and
opportunities to streamline units (merging units,
importing units from other training packages,
rationalise prerequisites and co-requisites)
• Assessment Guidelines, including licensing and
registration requirements, assessor vocational
competency requirements, environment details
and equipment lists.
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SIS10 Sport, Fitness and
Recreation Training Package
The SIS10 Sport, Fitness and Recreation Training
Package was endorsed on the 21 December 2010
and released on NTIS on the 6 June 2011. Training
Packages are subject to continuous improvement
which allows for changes to be made so as to
keep up to date with the needs and changing
circumstances of industry.
Following the initial release of SIS10, a version 1.3
ISC upgrade was then released on training.gov.au on
the 28 November 2011. This ISC upgrade included
the correction of editorial and typographical errors,
in addition to adjustments to Community Recreation
and Outdoor Recreation skill sets.
Transition workshops to assist stakeholders in
implementing the new package were held across most
states and territories during April and May 2011.
Based on the survey responses of 140 attendees,
128 found the workshop to be useful/ very useful.
Most of the issues impacting on the continuous
improvement of SIS10 came from these
transition workshops.
Development of the sport-specific and generic
sport and recreation qualifications within SIS10
was completed by the end of 2008. They were part
of a four year review process that saw the four
superseded training packages rolled into one.
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The first priority for the continuous improvement of
SIS10 is to update the sport-specific and generic
sport and recreation qualifications in order to reflect
contemporary industry practices. In addition, these
qualifications will be reviewed in light of the revised
NCAS and NCOS schemes, particularly tennis,
basketball, golf, equestrian, officiating units and skill
sets. This will result in a Version 2 of SIS10.
In summary these issues include:
• Improving the sport qualification structures to
better reflect industry needs and coverage on
sport working environments
• Occupational Health and Safety
• Risk analysis
• Inclusion of sport content in the core of the
generic qualifications
• D
 iplomas need to include missing units such as
finance, marketing, HR, IT, sponsorship, facility
management and sports development
• The re-inclusion of officiating
• Inclusion of introductory knowledge on sports law
• Entry requirements
• Inclusion of units on governance and how to work
with a Board.
To address the shortcomings in the sport, and sport
& recreation qualifications, industry representatives
were invited to two think tanks to consider the
issues and identify the current skill requirements.
These were held in late November 2011, in which
the Sydney meeting focused on the sport-specific
qualifications and the Melbourne meeting focused
on the generic qualifications.

The participants were provided with a preliminary
draft of proposed changes, to which they indicated
in principle agreement or suggested further
amendments. Participating organisations in the
Thinks Tanks included:
• Aquatics and Recreation Victoria
• Australian Canoeing Association
• Australian Sports Commission
• AUSTSWIM
• Basketball Australia
• Charttes Industry Training Advisory Council, NT

It is planned that SIS10 Version 2 endorsement
submission to the NSSC will be made in mid-2012.
Version 2 will mainly encompass changes to the
Sport, and Sport & Recreation qualification and units.
Thereafter, continuous improvement will be made
in the outdoor recreation, fitness and community
recreation qualifications, units or skills sets which
may result in further ISC upgrades or endorsement.
Consultation and feedback mechanisms for SIS10
continuous improvement will be available through
the SSA feedback register for all stakeholders.

• Dangerous Minds
• Department of Education, Newcastle
• Equestrian Australia
• Gordon TAFE (The Gordon)
• Gymnastics Australia
• Gymnastics NSW
• North Melbourne Institute of Technology
• NSW Sports Federation
• NSW TAFE
• Professional Golfers Association of Australia
• Royal Life Saving Australia
• S
 eams, Sports and Education
Management Specialist
• SkillsHub Victoria
• Smart Connections Training Company
• Surf Life Saving Australia
• Swimming Coaches and Teachers Association
• TAFE SA
• Tennis Australia
• VicSport
• Victorian Fitness Academy
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Appendices
Appendix A – Report of Continuous Improvement of SSA
Training Packages
Training package

SIR07 v3 Retail Services Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

Qualifications

The new qualifications
address job outcomes in
fast food, supervisory and
management and business
to business environments.
Qualifications have
also been removed as
these qualifications no
longer offer entry or
career pathways in the
retail services industry.
Furthermore, the Business
to business sales
qualifications better reflects
current job roles in this
sector. The Community
Pharmacy Training Package
has been separated
in order to declining
relationship with retail, as
a result of the industries
expanded primary health
care role.

• The review of 6 existing retail qualifications:
−− Certificate I in Retail Services
−− Certificate II in Retail Services
−− Certificate III in Retail Operations
−− Certificate IV in Retail Management
−− Diploma of Retail Management
−− Diploma of Visual Merchandising.
• The development of 4 new qualifications:
−− Certificate II in Retail Fast Food
−− Certificate III in Retail Supervision
−− Certificate III in Business to Business Sales
−− Vocational Graduate Certificate in Retail Leadership.
Units of competency
• Amendments include:
−− updating the unit descriptors, application statements,
required knowledge and skills and evidence guides of
all units
−− reducing the number of prerequisites and removing
co-requisites
−− developing 19 new units of competency
−− removing 3 retail specific units of competency
−− removing 29 specific Community Pharmacy units
of competency
−− improving reference to sustainability principles and skills
within newly developed and revised units of competency
−− upgrading 78 units. Please note that these units retain the
same code as contained in SIR07 V1.3 to comply with the
transitional policy on unit coding.
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New units of competency
were developed to reflect
the retail industry’s need
for higher customer service,
technical and management
skills in both the retail
and business to business
environments.

Date submitted
to Nssc:
6 January 2012
Date endorsed
by Nssc or Isc
upgrade:
Anticipated
endorsement
– 22 February
2012
Date made
public through
Tga:
TBA

Training package

SFL10 Floristry Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

The SFL10 Floristry Training Package was endorsed by the
National Skills Standards Council (NSSC, formerly the National
Quality Council, NQC) on 22 December 2010.

The SFL10 Floristry Training
Package was updated to
ensure it reflects current
industry job roles and
practices and meets the
demand for higher skills.

SSA has since focused on supporting registered training
organisations with quality implementation of the training
package through professional development activities and
the development of the User Guide.

Date submitted
to Nssc:
December 2010
Date endorsed
by Nssc or Isc
upgrade:
22 December
2010
Date made
public through
Tga:
29 June 2011
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Appendix A continued

Training package

SIB10 v1.2 Beauty Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

The SIB10 Beauty Training Package has been updated to version 1.2,
as at December 2011. Version 1.2 has been undertaken as an Industry
Skills Council (ISC) upgrade and consists of editorial amendments.

These updates allowed
amendments to be
made to better reflect
industry terminology
and equipment
requirements and to
enable the inclusion
of new products
in training and
assessment.

Changes to qualification structures include:
• S
 IRXSLS001A Sell products and services has been made a core
unit of Certificate III in Beauty Services
• S
 IRXMGT002A Maintain employee relations and SIRXMGT003A
Lead and manage people have been added to the elective list of
the Diploma of Beauty Therapy
• S
 IRXMGT006A Initiate and implement change; SIRXMPR001A
Profile a retail market and BSBRES401A Analyse and present
research information have been added to the elective list of the
Diploma of Salon Management.
Changes to units of competency include:
• Minor updates and editorial changes have been made to the
following units:
−− SIBBCCS301A Apply the principles of skin biology to beauty
treatments
−− SIBBFAS405A Provide advanced facial treatments
−− SIBBHRS301A Perform waxing treatments
−− SIBBHRS502A Perform female intimate waxing treatments
−− SIBBHRS403A Perform male intimate waxing treatments
−− SIBBNLS203A Apply ultraviolet gel nail enhancement
−− SIBBNLS204A Apply acrylic nail enhancement
−− SIBBNLS203A Apply ultraviolet gel nail enhancement
−− SIBBNLS204A Apply acrylic nail enhancement
−− SIBBNLS205A Apply nail art
−− SIBBNLS206A Use electric file equipment for nails.
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Date submitted
to Nssc:
N/A
Date endorsed
by Nssc or Isc
upgrade:
ISC Upgrade:
12 December
2011
Date made
public through
Tga:
12 December
2011

Training package

SIH11 Hairdressing Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

The SIH11 Hairdressing Training Package replaces WRH06
Version 2.2.

The SIH11 Hairdressing
Training Package was
developed as part of its
continuous improvement
process to ensure that the
training package reflects
the current developments
and work practices of the
hairdressing industry,
including, responding to
government broad policy
initiatives.

The revised Hairdressing Training Package contains the
following qualifications:
−− SIH20111 Certificate II in Hairdressing
−− SIH30111 Certificate III in Hairdressing
−− SIH40111 Certificate IV in Hairdressing
−− SIH70111 Vocational Graduate Certificate in Hairdressing
Creative Leadership.
It includes the imported SIB50210 Diploma of Salon
Management that has been imported from the recently
endorsed SIB10 Beauty Training Package to replace the
WRH50109 Diploma of Hairdressing Salon Management.

Date submitted
to Nssc:
3 June 2011
Date endorsed
by Nssc or Isc
upgrade:
23 June 2011
Date made
public through
Tga:
20 July 2011

The qualification WRH40206 Certificate IV in Trichology has
been deleted due to the qualification not having any relevance
for the hairdressing industry.
The SIH11 Hairdressing Training Package contains 58
hairdressing specific units and 25 imported units of
competency. This includes the development of 21 new units.
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Appendix A continued

Training package
Brief summary of change

Industry Imperatives/
Rationale For Change

Qualifications

The community pharmacy
industry has undergone
a significant amount
of change since the
endorsement of the
previous training package.
The development of the
National Preventative
Health Strategy, along with
the introduction of the
Fifth Community Pharmacy
Agreement has resulted in
the community pharmacy
industry expanding its role
within the Australian health
care system. It is timely
that the qualifications,
competency standards and
assessment guidelines
were reviewed and updated
to reflect the current trends
and expectations of workers
in the industry.

• The three qualifications, Certificates II, III and IV in
Community Pharmacy have been updated to reflect current
industry workplace roles.
• Q
 ualifications have been made more flexible through
the following:
−− Developing a clear progression from fundamental skills
packaged at Certificate II level to more broader skills
required for the Certificate III level, while maintaining both
qualification levels as entry points
−− Developing clear specialisations for candidates of the
Certificate IV qualification, to provide those with experience
with the opportunity for further skills development.
Units of Competency
• New and strengthened units of competency have been
developed in the area of:

−− community pharmacy management
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−
−−

dispensary administration
coordinating service to patients in residential care settings
continence management
testing and advising on blood pressure
testing blood glucose and advise on equipment and
services for diabetes management
providing support for the Australian Needle and Syringe
Program services
supporting the management of obstructive sleep apnoea
coordinating pharmacy health education promotions and
home medicine reviews
operating within the community pharmacy industry
planning a career in the community pharmacy industry
pharmacy product knowledge areas:
−− vitamins, minerals and supplements
−− eye and ear
−− oral care

• All duplicated units of competency have been removed.
• Competency and unit titles have been reviewed and updated
to better reflect the nature of the skills and knowledge.
• U
 nits of competency updated to ensure employability and
sustainability skills are embedded, as well as clearer
advice on the knowledge, and literacy, numeracy and
communication skills required. Assessment requirements
have also been made more explicit.
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Date submitted
to Nssc:
9 January 2012
Date endorsed
by Nssc or Isc
upgrade:
Anticipated
endorsement
– 22 February
2012
Date made
public through
Tga:
TBA

Training package

SIF08 Funeral Services Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

Version 1.2 of the SIR08 Funeral Service Training Package was
released to reflect the following changes:

The purpose of this
version update was to
ensure that the National
Skills Standards Council
(NSSC, formerly the
National Quality Council)
flexibility and sustainability
directives are addressed
within the SIF08 Funeral
Services Training Package.

• Q
 ualification rules for all qualifications, except SIF40208
Certificate IV in Embalming updated to comply with recent
NQC flexibility rules.
• Aspects of sustainability added to Required Knowledge
and Range Statement sections to relevant units. Version
identifiers changed from A to B for the following units:
−− SIFBCR005A Install burial vaults
−− SIFBGM001A Provide general grounds care
−− SIFBGM003A Clean and maintain public conveniences
and amenities
−− SIFBCR001A Coordinate burial site preparation
and reinstatement
−− SIFCCS001A Provide service to clients
−− SIFFNL008A Coordinate funeral operations
−− SIFIND001A Work effectively in the funeral
services industry
−− SIFMWK004A Coordinate mortuary operations
• AQTF information updated.

Date submitted
to Nssc:
N/A
Date endorsed
by Nssc or Isc
upgrade:
N/A
Date made
public through
Tga:
N/A

A case for exemption was
submitted to the NSSC
for the Certificate IV in
Embalming due to the
potential risk resulting
from the greater flexible
packaging rules as a result
of consultations held at
the Australian Institute of
Embalmers conference on
19 June 2010.
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Appendix A continued

Training package

SIT07 Tourism, Hospitality and Events
Training Package

Brief summary of change

Industry Imperatives/
Rationale For Change

SIT07 Version 2.3

Compliance with
Flexibility Policy.

Qualifications reviewed against flexibility policy requirements:
• Certificate III in Tourism (Retail Travel Sales) updated to
incorporate policy requirements.

• B
 usiness case submitted for non-compliant Hospitality
qualifications. Shared view was that changing the existing
core/elective structure of these qualifications would
compromise the job outcome of the qualification.
Exception granted.
Units reviewed and updated to ensure coverage of sustainability
requirements – environment, economic and social.

Compliance with
Sustainability Policy.

Packaging rules for Certificate III in Tourism (Retail Travel Sales)
updated to reflect industry requirements.

Industry currency and
relevancy. Ensure the
training package is fit
for purpose.
Changes reviewed by the
ISC to ensure currency
with industry standards,
skill and workplace
requirements.
Submitted as Version
2.3 via the interim ISC
Upgrade process.
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Date endorsed
by Nssc or Isc
upgrade:
November 2010
Date made
public through
Tga:
January 2011

• Case for extension submitted for Certificate III in Tourism
(Tour Wholesaling) and Certificate III in Tourism (Visitor
Information Services). Further consultation to take place as
part of the 2011–2012 Training Package Review.
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Date submitted
to Nssc:
November 2010

Training package
Training Package Review
Tourism, Hospitality and Events Training Package is undergoing
a comprehensive review through 2011–2012 as part of the
continuous improvement cycle.
The 3 industry-aligned phases of the review:
• Phase 1: The Tourism Review
• Phase 2: The Hospitality Review
• Phase 3: The Events Review.

SIT07 Tourism, Hospitality and Events
Training Package
Industry currency and
relevancy. Ensure the
training package is fit
for purpose.
Alignment with current
Training Package
Development Policy and
Guidelines.
Alignment with Streamlining
Policy.

Tourism considerations include:
• Career pathways for tourism and travel
• Improving visibility of the travel industry
• Connections between tourism and outdoor recreation
• Q
 ualification structure including overlaps between qualifications
and entry requirements
• Skills sets for Airfare Construction and Visitor Information Services
• Competency standards for travel distribution and cruise ships.
Hospitality considerations include:
• Q
 ualification structure including overlaps between qualifications
and entry requirements
• E
 xisting skills sets and considering new skill sets for food
safety supervisor, housekeeping, maintenance
• Unit prerequisites .
Events considerations include:
• Career pathways for events
• Q
 ualification structure including overlaps between qualifications
and entry requirements.
Cross sector considerations include:
• Skills sets for Business Management and Customer Service
• Competency standards for business and innovation,
eBusiness and eMarketing, crisis management,
communication and cultural sensitivity, customer
service and sales, leadership, public relations.
In addition, the language of the training package is being
simplified and repetitive information is being removed, in
line with the streamlining principles of the Design Model
for Streamlined Training Package.
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Appendix A continued

Training package

SIS10 Sport and Recreation Training Package

Brief summary of change

Industry Imperatives/Rationale For Change

Implementation Activities to
support the SIS10 Sport, Fitness
and Recreation Training which
was endorsed by the NQC on 21
December 2010.

• D
 ue to the significant changes to the
suite of qualifications in SIS10, a smooth
transition and implementation of SIS10
needs to be enabled.
• P
 rofessional development based on
training package updates and industry
expectation of delivery and assessment.
• Implementation and professional
development activities will feed into
further areas to be addressed under
continuous improvement.

SIS10 V1.3 Upgrade
Editorial and typographical
errors corrected in addition
to adjustments to Community
Recreation and Outdoor
Recreation Skills Sets.

• Considerable work has been done,
particularly in Outdoor Recreation, to
ensure pre-requisite units are indicated
in elective groups where they were
missing. Units have been added to
general electives banks predominantly
in the Sport qualifications.

Date submitted
to Nssc:
Initial round of transition
workshops will be from April
to June 2011.
Date endorsed by Nssc
or Isc upgrade:
N/A
Date made public
through Tga:
N/A

Date submitted
to Nssc:
ISC Upgrade.
Date endorsed by Nssc
or Isc upgrade:
28 November 2011
Date made public through
Tga:
28 November 2011
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Training package

SIS10 Sport and Recreation Training Package

SIS10 Version 2 endorsement.

• Industry concerned about the deletion of
certain officiating units, particularly where
they link to existing VETiS programs.

Major changes to Sport specific
and generic Sport and Recreation
qualifications in the training
package.
Development of the sports
qualifications within SIS10 was
completed by the end of 2008,
and need to be further updated
to meet industry needs.
Review the structure of all of the
sport, and sport and recreation
qualifications to meet industry
needs and the review of these
qualifications against the NCAS
and NCOS schemes, particularly
Tennis, Basketball, Golf,
Equestrian, and Officiating
units and skill sets.
Development of governance units
and/or skill sets.
Flexibility, recognition and
convergence of skills across
all sectors.
Review all 38 cross-sector units
to ensure their applicability across
all sectors.
SIS10 ISC Upgrades or Version 3
Endorsement.
Scope and prioritise
improvements to individual units
and qualifications in Fitness,
Community Recreation and
Outdoor Recreation.

• Improving the sport qualification structures
to reflect better industry needs and
coverage on sport working environments.
• G
 iven increased compliance
obligations, OHS, legal obligations
and risk need better coverage.
• G
 eneric qualifications do not have enough
industry specific content in the core and
also need to include event management
competencies in electives.

Date submitted
to Nssc:
To be submitted by the
11 May 2012.
Date endorsed by Nssc
or Isc upgrade:
NSSC meeting date 28
June 2012
Date made public through
Tga:
Post June 2012 - TBC

• H
 igher-level qualifications do not have
sufficient depth and are missing core
management skills.
• S
 port qualifications need to align with the
NCAS or NOAS, and must reflect the real
scope of practice at each AQF level—they
need more industry specific units, while
the removal of officiating units is seen as
a loss.
• Conflict resolution, client service and
people management skills need enhancing.
• Identifying clearer pathways and portability
of skills across the industry sectors.
• G
 reater simplification of skills recognition
across the industry sectors.
• Review and develop new skills sets in
alignment with industry registration
schemes.

Date submitted
to Nssc:
To be submitted 19 October
2012
Date endorsed by Nssc
or Isc upgrade:
Proposed endorsement 6
December 2012
Date made public through
Tga:
Post December 2012
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Appendix B – Methodology
The themes examined in this Environmental
Scan were initially developed through targeted
consultation with key industry stakeholders and
supplemented by wide-reading of media releases
and research reports. Additionally, further
information was obtained through industry from
past, present and ongoing SSA projects. Once key
themes had been identified these were presented
to SSA’s Industry Advisory Committees for further
comment and validation. The final Environmental
Scan drafts were approved by the committee Chairs
in January 2012.
A further breakdown of the methodology is
listed below.

• Service Skills South Australia
• F ood, Tourism and Hospitality Industry Skills
Advisory Council (South Australia)
• Service Skills New South Wales
Industry Consultation and Feedback
Targeted consultation with the following key
industry stakeholders was undertaken between
August 2011 and January 2012.
• Jacqui Mills, United Voice
• Mark Scanlan, Garfish Restaurants
• S
 arah Polkinghorne, Department of Resources,
Energy and Tourism
• Darrian Collins, Tourism Research Australia

State Industry Training Advisory Boards
and Industry Training Councils

• Sue Bond, The Pharmacy Guild of Australia

Consultation for the Environmental Scan began
with individual meetings with the following training
advisory bodies. This allowed SSA to obtain statespecific content and data, drawing upon the wealth
of knowledge that these bodies hold as a result of
their extensive local networks.

• Malcolm Grant, Invocare

• Q
 ueensland Fitness, Sport & Recreation
Skills Alliance
• National Retail Association (Queensland)
• Queensland Tourism Industry Council
• CHARTTES Training Advisory Council (Northern
Territory)
• S
 ervice Industries Training Advisory Council
(Northern Territory)
• F utureNow Creative and Leisure Industries
Training Council (Western Australia)
• Retail and Personal Services Training Council
(Western Australia)
• Logistics Training Council (Western Australia)
• Service Skills Victoria
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• SkillsHub (Victoria)
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• Mellissa Trainor, Pulse Pharmacy
• S
 andra Campitelli, Hair & Beauty Industry
Association
• Coleen Shaw, Shirley Dungate,
Viviana Scown, Fiona Tuck, Sue Hannell,
Narelle Blinman, Ann Morris (Advanced
Association of Beauty Therapists)
• Mark Pampling, Alstonville Florist
& Flower Thinking
• Craig Knox, Fitness Australia
• David Cooney, Parks and Leisure Australia
• Silke Koerner, The Outdoor Education Group
• K
 evin Thompson, Terasa Cremer and Peter Topp
(Australian Sports Commission)
• Nick Cox, YMCA Australia
• Anthony Wynne-Hoelscher, Sandra Chong and
Carl Keeley (Australian Hairdressing Council)

• Michael Russell, Master Grocers Australia
• D
 eanne McLeod, Australian Funeral
Directors Association
• Darryl Thomas, Geelong Cemeteries Trust
• Max Binnington, VicSport
• Ian Dewey, Recreation South Australia
• Kevin Lowe, Parks and Leisure Australia
• Michelle Weston, Caravan, RV & Accommodation
Industry of Australia
• Michael Lonie, National Retail Association
• Rick Myatt and Jayson Westbury,
Australian Federation of Travel Agents
• Gary O’Riordan, Australian Tourism Export Council
Projects
Furthermore information, data and feedback was
collected throughout several of SSA’s projects,
including but not limited to:
• D
 iscuss, Display, Do: Skills Recognition
for Volunteers
• Retail Connect Mackay Presentation
• E
 nterprise-Based Productivity Places Program
and National Workforce Development Fund
• Integrated Retail Management Qualification
• Labour and Skills Forecast for the
Service Industries
• Productivity in the Service Industries
• Ready for Retail
• Right Way
• Service Skills Australia Training Package Reviews
• VET in Schools Industry Consultation
• Ways of Seeing: Reconceptualising Skills
For further details regarding these projects please
see SSA’s website: www.serviceskills.com.au
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