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Summary of findings
Australia’s tourism sector is set to benefit from continued economic growth in key
international source markets and a falling Australian dollar. But without access to a skilled
labour force, businesses will not be able to reap the full benefits. This report provides a
comprehensive picture of the current state of the tourism labour force and projects skills
demand and shortages forward to 2020.
The report is based on two related exercises:


A survey of tourism businesses to provide a snapshot of current conditions in the
tourism labour market. The focus of the survey was on the extent of recruitment,
retention and skills deficiencies experienced by businesses; and



Modelling that projects the shortages of labour out to 2020 based on forecast visitor
numbers and training completions.

These two exercises build on the 2011 Australian Tourism Labour Force Report which
contained a survey of the sector at that point and projected shortages out to 2015. The
approach and methodology employed in this update are consistent with the 2011 analysis
and the findings are therefore comparable. Findings from this research provide
policymakers and the industry with detailed, localised information on where deficiencies
currently exist, where they are likely to materialise in the future and their origins and
impacts.

Key findings


Businesses surveyed had an average vacancy rate of 7%. If this is reflective of the
entire tourism sector, this would translate to an actual current shortage of around
38,000 positions.



In the absence of any change in policy or industry initiatives it is expected 123,000
new workers will need to be sourced in the tourism industry by 2020. The skilled
labour shortage is expected to be 30,000 workers, while an additional 63,000 unskilled
workers are also required to be sourced.



Translating this shortage across the entire visitor economy (direct and indirect
employment), an additional 150,000 workers will be needed to close this gap. The
conditions under which this estimate is valid are discussed in more detail in Section
1.1.2.



Structural shifts in the Australian economy are evidently impacting the tourism labour
market. The easing of the mining boom and general softening in the national labour
market is aiding tourism businesses in sourcing workers.



This is reflected in the reduced numbers of businesses reporting recruitment and
retention difficulties relative to the 2011 survey. Nonetheless, both remain significant
with 51% and 36% of businesses reporting difficulties in these areas, respectively.



There has been a reduction in the use of overseas workers. Only 10% of workers in the
sector are currently from overseas, down from 13% in 2011.



There has been a large increase in the proportion of businesses identifying skills
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deficiencies, with 69% reporting skills deficiencies among their staff. This has
increased from 50% in 2011 and is in line with the skills shortages projected at that
time.


Hence, it appears that while the ability for businesses to hire workers has improved,
businesses are not finding the skills they need to operate effectively. This may
ultimately be affecting the productivity and competitiveness of the sector.

State and industry comparisons


These deficiencies are relatively consistent across states, with every jurisdiction
reporting greater problems with skills than recruitment or staff retention.



The Northern Territory (69%), The Australian Capital Territory (60%) and New South
Wales (56%) reported the highest level of recruitment difficulties. For Tasmania and
Queensland with recruitment difficulty of 31% and 44%, respectively were the lowest.



Retention difficulties were the highest in the Northern Territory (56%), New South
Wales (41%) and the Australian Capital Territory (39%). Tasmania (24%) and South
Australia (26%) experienced less difficulties with retention of staff.



South Australia (75%), the Australian Capital Territory (71%) and New South Wales
(71%) are experiencing the greatest skills deficiencies. Skills deficiencies are lower in
Tasmania (59%) and Victoria (66%). Cleaners, chefs and cooks were the three
occupations with the most commonly reported deficiencies (qualifications, skills and
work experience), with skills again listed as the largest contributor to these
deficiencies.



Businesses in the café and restaurant industries reported greater labour market
difficulties relative to those in the accommodation or attraction industries.

Recruitment, retention and skills deficiencies


An inability to find workers with the right skills was the highest rated reason for
difficulties in recruiting staff.



In response to deficiencies businesses nominated establishing more flexible working
arrangements as the most common response, ahead of establishing formalised
training. Developing workforce plans was the least common response.



Mature age workers were the most common source of alternative labour, with just
over half of all businesses having sought workers from this group.



The largest reason reported for skills deficiencies was a lack of experience across
different occupations.

Broad policy implications


Successfully addressing the deficiency concerns raised by businesses will likely require
a multifaceted approach.



Career development and promotion: With the current cohort of workers appearing to
be relatively new to the sector, retaining them and providing them with the right
experience will be crucial for the sector in overcoming its projected skills shortage.
Attracting more workers to the sector and demonstrating career pathways will also be
important in meeting projected shortages.



Use of alternative labour streams: A significant number of businesses continue to look
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to mature age, youth and overseas workers to fill gaps in their workforce. The
government may be able assist in facilitating through targeted programs and visa
reforms.


Training: Appropriately targeted training will help ensure that workers coming out of
the training system have skills appropriately tailored to the needs of the sector. There
may be benefits in the sector working more closely with training providers to ensure
these benefits are realised.



Regional and sectoral solutions: There are differences in the labour market by state
and industry. These differences are likely to require localised elements to their
solutions, including improved workforce planning at the regional level and by
businesses.

Deloitte Access Economics
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1 Summary Report
Tourism is one of Australia’s largest export sectors and contributes around $40 billion to
the economy annually. With a falling Australian dollar and growth in our key source
markets this contribution is likely to grow over coming years. Servicing this growth
effectively will require businesses to have access to a pool of appropriately skilled labour.
In 2011 Deloitte Access Economics found that businesses in the tourism sector were
experiencing significant labour market difficulties. The vacancy rate at that time indicated
that around 36,000 positions were unfilled, and around half of all businesses reported
difficulties with staff recruitment, retention and finding the right skills for a position. These
problems were forecast to become more severe by 2015. It was estimated that an
additional 56,000 workers would be needed to meet the increasing demand for the
Australian tourism experience. In the absence of enough workers, and workers with the
right skills, businesses either simply have unfilled positions, or would only have access to
workers who lack the required abilities or experience.
Since then there have been a number of policy responses under Tourism 2020 and a range
of industry initiatives aimed at improving tourism businesses’ access to the workers they
need. As a direct result of the previous reports this included eight Tourism Employment
Plans (TEPs) in regions identified as ‘hot spots’ in 2011, where labour market issues were
found to be particularly acute. TEPs address specific regional employment issues and
deliver practical workforce solutions to improve the competitiveness of tourism businesses.
They link tourism businesses with programmes geared towards improving education,
training and employment outcomes. With these initiatives only rolled out relatively recently
their full effects will continue to be realised.
This report builds on the previous analysis to provide a snap-shot of current issues in the
tourism labour market, and projects shortages forward to 2020. It aims to provide policy
makers and industry with the most comprehensive set of information on which to base
decisions, and identify the possible labour shortages for each region.
This study was conducted in two parts:


A tourism labour force survey - conducted online over May and June 2015, the survey
data provides a snapshot of the labour force in 2015 and captures the key deficiencies,
and attempts being made to address these deficiencies, identified by businesses in the
sector.



Modelling projections of labour force shortages by region and occupation out to 2020
based on forecast growth rates of international visitors and training completions.

More details on the approach and results for these two parts are contained in the main
report.
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1.1 Australia’s tourism labour force in 2015
In most cases, the 2015 results are similar to the previous survey: the average business is
slightly larger but employs a broadly similar proportion of full time workers, and both the
vacancy rate and turnover is similar to 2011.
However, the forecast skills shortages1 in the 2011 labour force projections appear to have
been realised in the current survey findings. The proportion of businesses identifying skills
deficiencies has increased by nearly 40%, and a lack of skills was consistently ranked as the
top deficiency across a range of occupations. With the labour force modelling this time
projecting increased demand for workers into the future, finding the appropriate skills will
be important challenge.
Interpreting the survey findings
The number of responses to the survey varies significantly across states and territories.
Findings at the national level are likely to be the most robust given the number of
responses informing these estimates. Statistics for jurisdictions with a smaller number of
responses, particularly the Northern Territory and the ACT should be interpreted with
caution, particularly where they are significantly different to the national average.

1.1.1

National trends

The current survey received 1,978 completed responses, of which 1,430 were from
employing businesses. In 2015, 51% of tourism businesses identified as being seasonal,
implying that just over half of the sector experienced fluctuations in activity (and typically
employment) over the course of a year (Table 1.1). Maintaining a core, highly skilled
employment base can be challenging in the face of these fluctuations. This is reflected in a
relatively low proportion of full time workers in the sector, at around 35%, well below the
average across other sectors. The average business employed 19 workers, a slight increase
since the last survey.
The average employee turnover rate was 66%, broadly similar to the 2011 results. This
again reflects the relatively transitory nature of large parts of the tourism labour force and
the fluctuations inherent in seasonal employment.
The proportion of businesses identifying recruitment and retention difficulties decreased
between 2011 and 2015, however these problems remain an issue. Approximately half of
businesses identified a problem recruiting employees, and just over one third experienced
difficulties retaining staff. Retention difficulties in particular are less pronounced than in
2011 (down 10 percentage points), although it is not clear whether this reflects a change in
factors external or internal to tourism businesses. However, by far the largest deficiency
identified by businesses was a lack of appropriate skills – 69% of businesses identified
skills deficiencies in their workforce, a jump of 19 percentage points from the last survey.

1

In this report skills refers to the attainment of particular qualifications (for example diplomas, certifications or
degrees) and should not be confused with skills from the point of view of Australian and New Zealand Standard
Classification of Occupations (ANZSCO).
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Table 1.1: Survey summary statistics - Australia
Metric

2011

2015

Total survey responses

1,814

1,978

Businesses reporting as seasonal

47%

51%

16

19

Share of employees full time

37%

35%

Vacancy rate

9%

7%

Employee turnover rate

64%

66%

Businesses identifying recruitment difficulty

57%

51%

Businesses identifying retention difficulty

46%

36%

Businesses identifying skills deficiencies in employees

50%

69%

Average number of employees

Source: Survey data, Australian Tourism Labour Force Report – Labour Force Profile (Part 1) 2011

While businesses are having slightly less difficulties in sourcing and retaining staff, they
overwhelmingly reported that these staff are not appropriately skilled for the position to
which they are recruited. This is in line with the estimated skills shortages forecast for 2015
in the previous labour force modelling. The easing of deficiencies in the recruitment and
retention of labour may reflect the broader softening in the national labour market as the
mining boom eases. However, the skills of these workers are unlikely to be aligned with the
needs of tourism businesses, at least until sufficient experience in the sector is gained, and
the relatively low level of formal training completions means that the relevant skills are not
being made available to the sector.
The survey asked businesses to identify the reasons for the difficulties they experienced.


The most common reason given for recruitment difficulties was the inability to find
appropriate skills for the job. Furthermore:
• While a lack of applicants was the most common reason identified in the 2011
survey, this was identified as the second greatest difficulty in recruiting staff in
2015, and was ranked significantly lower than a lack of skills.
• Competition from other regions or industries was identified as the least
important difficulty for recruiting.



Difficulty retaining employees was most commonly identified as being due to
employees finding the role too difficult.



The most critical reason for skills deficiencies among tourism employees was a lack of
suitable experience in tourism. Further:
•
A misalignment between the applicants’ skills and the requirements of the role
was ranked a close second.
•
A lack of access to training, a lack of quality training or a high drop-out rate
from training were least likely to contribute to a lack of skills.

Overall, the lack of skills is likely to be reducing the productivity of workers and making
recruitment more difficult as businesses hold out for employees with the right skills.
Perceptions that employees see their current position as too difficult, and view the position
Deloitte Access Economics
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as short term only, presents a challenge for businesses to present the tourism sector as a
viable and rewarding long term career prospect. This is particularly the case given the
higher proportion of the workforce without tourism-specific skills that have been, and will
continue to be, employed to fill the gap created by a lack of skilled workers.
Training ranking as the least significant reason for skills shortages implies it is not a lack of
availability of high quality training that is holding back the sector. Instead, the lack of
experience of the average worker in the sector appears to be meaning that employees
aren’t ‘tourism ready’. With retention less of a problem than in 2011, it may be the case
that this new cohort of workers will gain the required experience over time. However, this
will require businesses to continue to retain and develop their current workforce.
The majority of employees are hired from within the region in which the business operates,
with 78% of employees identified as local, and 12% of employees relocating from within the
state or inter-state to take the position (Chart 1.1). International workers comprise 10% of
total employment in the sector, with half of these being working holiday makers. This is
significantly down from the 13% share for international workers in 2011 (that is, a 23% fall
between the two surveys). However, the importance of this group remains particularly
pronounced in Western Australia where international workers made up 29% of the total
tourism labour force.
Chart 1.1: Employment by source location of worker

Source: Survey data

In response to employee deficiencies, tourism businesses are primarily seeking to establish
more flexible working arrangements, with just over half of all businesses responding that
they were adopting this approach (Chart 1.2). Establishing internal and external training
opportunities ranked a close second, and was a common response to businesses seeking to
address skills shortages.
Those businesses exploring alternative sources of labour in response to deficiencies are
relying most heavily on mature-age workers, with just over half of all businesses exploring
this source (Chart 1.3). This is the only category which more than half of all businesses
nominated as exploring. Youth and overseas workers both appear as important
Deloitte Access Economics
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complimentary sources of alternative employment, although there appears to be significant
scope for these sources to be further developed. On the other hand, only slightly above
10% of businesses responded as exploring indigenous workers or workers with a disability.
Chart 1.2: Employer responses to all deficiencies

Source: Survey data

Chart 1.3: Alternative labour sources (in response to all employee
deficiencies)

Source: Survey data
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1.1.2

State summary

Indicative supply shortages
Using the reported vacancy rates by jurisdiction it is possible to estimate the current
shortage of labour in the tourism sector. This is the amount of labour that would be
required to fill all currently vacant positions. Based on estimates of current employment in
the sector and a 7% national vacancy rate, there is estimated to be a current shortage of
around 38,000 workers in the tourism sector (Table 1.2).
Table 1.2: Estimated tourism labour shortages2

State
New South Wales
Australian Capital Territory
Victoria
Queensland
Western Australia
South Australia
Northern Territory
Tasmania
Australian tourism industry

Vacancy
rate

Employed
persons est.

10%
3%
10%
8%
7%
9%
4%
3%
7%

158,828
8,103
123,857
130,905
57,643
32,118
7,525
15,019
534,000

Implied shortage
15,091
215
12,591
10,388
3,828
2,731
320
407
38,224

Source: ABS 2014, Tourism Research Australia TSA employment data and survey results

These shortages are concentrated in NSW, Queensland and Victoria which have a
combination of large employment and high vacancy rates. The lowest number of vacancies
are in Tasmania, the ACT and the Northern Territory which reported significantly lower
vacancy rates than the other jurisdictions and have a lower level of base employment.
Reducing these shortages will need more than just the direct employment of 38,200
workers, as increased output will be required from industries that support the tourism
sector. Incorporating effects on indirect employment, this current shortage translates to up
to 64,000 additional workers being needed across the entire visitor economy (that is, both
direct and indirect employment) in order to close the current gap3.
The survey results at a State and Territory level show some level of variation by jurisdiction
in both employment and labour market issues. There was significant variation in both the
average employing business size by jurisdiction and the proportion of businesses reporting
as seasonal (Table 1.3). The large average businesses sizes in Western Australia and the ACT

2

Implied shortages at the state level will not add to the national estimate due to the proportion of responses to
the survey by state differing to the proportion of employment per state in the TSA data. Weighting state level
vacancy rates by these employment proportions would give a national vacancy rate of around 8.5%.
3

Tourism Satellite Account data indicates that for every ten workers directly employed in the sector, there are
6.8 workers employed indirectly across the visitor economy. This ratio has been used to translate direct to
indirect employment in this report. This assumes that all labour hired to fill a vacancy would lead to increased
output and therefore draw on additional upstream supply. Where there is a less than one-to-one relationship
between a shortage and reduced output, the indirect effects of filling these shortages would be smaller than
suggested by the direct-to-indirect ratio.
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were driven by a few very large employers reporting results for those jurisdictions and are
unlikely to reflect true differences in sizes for the ‘average’ business.
Table 1.3: Tourism labour force summary (by state)
Metric

NSW

VIC

QLD

SA

TAS

WA

NT

ACT

Survey
responses

531

380

325

264

192

169

68

46

Employing
businesses

365

268

246

162

124

156

63

43

Average #
employees

14

16

18

7

9

45

16

53

Seasonal
businesses

43%

54%

47%

46%

69%

60%

70%

29%

Vacancy rate

10%

10%

8%

9%

3%

7%

4%

3%

Turnover rate

61%

67%

60%

64%

32%

92%

55%

53%

Source: Survey data

The three smallest states reported the lowest vacancy rate, while businesses in both NSW
and Victoria reported having around 10% of their current positions unfilled. Worker
turnover was lowest in Tasmania and highest in Western Australia, which tends to rely
heavily on international workers. Apart from in Western Australia which hires a significantly
larger proportion of short-term international workers than other states (29% relative to the
national average of 10%), the vacancy rate tended to be positively correlated with turnover,
as would be expected.
There were broad similarities across jurisdictions in terms of the relative rankings of
deficiencies, with all States and Territories ranking skills deficiencies as the largest problem
(Chart 1.4). Further, there was less variation in the responses when it came to skills
deficiencies compared with recruitment or retention difficulties, implying skills shortages
are a problem across Australia. At the State level, Tasmanian businesses reported the
lowest level of deficiencies in all three categories, while the Northern Territory reported the
greatest difficulties in both recruitment and retention. South Australian businesses
reported having the greatest skills deficiencies.
Businesses were asked to nominate the occupations in which they were experiencing the
greatest deficiencies (either skills, experience or qualifications). At the national level
cleaners were identified as having the greatest deficiencies, nominated by 40% of
businesses (Table 1.4). This is reflected in the State level results with six of the eight
jurisdictions ranking cleaners highest according to the severity of the deficiency
experienced. The two Territories ranked chefs as having the highest deficiency, with this
occupation ranking second at the national level.
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Chart 1.4: Summary of States and Territories - Key labour market
difficulties

Source: Survey data

The main deficiency identified was skills, which at the national level ranked higher than the
other deficiencies for each of the top five occupations. This is broadly reflected at the State
level, with six of the eight jurisdictions nominating skills as the greatest deficiency for the
top ranked occupation.
Table 1.4: Top occupations experiencing deficiencies
Metric

NSW

Vic

QLD

WA

SA

Cleaner

Cleaner

Cleaner

H.G.M.

Cleaner

Second

Cook

Waiter

Guest Service

Cleaner

Waiter

Third

H.G.M

Cook

Receptionist

Chef

Cook

Experience

Experience

Capability

Capability

Capability

Top

Top deficiency

Source: Survey data
Note: Occupation refers to the occupation most commonly identified as having a deficiency of some kind. ACT,
NT and Tasmania are not included in this table due to insufficient responses to identify the top occupations.
W.E. = Work Experience, H.G.M. = Handyperson or General Maintenance

Businesses looking to alternative sources of labour to fill vacancies most commonly looked
to mature age workers, which ranked highest across all jurisdictions except Western
Australia. Businesses in Western Australia identified overseas workers as the most
important source of alternative labour (Chart 1.5).
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Chart 1.5: Alternative sources of labour, tourism and hospitality
businesses

Source: Survey data

1.1.3

Industry results

Breaking survey responses down by industry shows differences across the tourism subsectors, with labour market difficulties significantly more pronounced in the restaurants
and café industry (Table 1.5).
Table 1.5: Key findings for selected industries
Metric

Accommodation

Attractions

Survey responses
731
378
Businesses reporting as
seasonal
44%
49%
Average # employees
21
22
Vacancy rate
5%
4%
Turnover rate
51%
42%
% identifying
recruitment deficiencies
39%
36%
% identifying retention
deficiencies
27%
22%
% identifying skills
deficiencies
66%
59%
Top deficiency
Capability
Experience
identified
misalignment
opportunities
Top occupation
affected by deficiency
Cleaner
Tour guide
Source: Survey results. Values are based on employing businesses only.

Restaurants
and cafes

Other

175

146

59%
21
9%
88%

47%
11
10%
61%

71%

38%

52%

30%

81%
Capability
misalignment

64%
Experience

Chef

Hospitality
worker

All three deficiencies were higher in the restaurant and café industry relative to the
national average, and significantly higher than in the accommodation or attraction
industries. The proportion of businesses identifying recruitment deficiencies in the
Deloitte Access Economics

ix

restaurant and café industry was nearly double that in other sectors. The main reason
provided for recruitment difficulties was a lack of access to workers with the required skills.
A lack of work experience was second, and the ranking of reasons broadly followed the
national average. A lack of access to skills was also the primary reason given by businesses
in accommodation and attractions, but this was ranked as being less of a difficulty than the
national average.
81% of restaurant and cafe businesses identified skills deficiencies in their staff, 12
percentage points above the national average. The key reason given was a misalignment of
capabilities between the skills needed for the position and the capabilities of the worker. A
lack of experience, which was the highest ranked reason at the national level, was ranked a
close second. Reasons linked to training ranked slightly higher than the national average,
but were the lowest ranked reasons overall.
Skills deficiencies in the accommodation sector were also mainly due to a perceived
misalignment between capabilities and the requirements of the role, ranking ahead of a
lack of experience which was the second most prevalent response recorded. In the
attractions industry it was a lack of experience and a lack of opportunities to gain
experience that were jointly recorded as the primary reasons for skills deficiencies.
The different characteristics of businesses across the industries are also evident in the
different vacancy and turnover rates. The turnover rate of 88% in the restaurant and café
industry is significantly higher than the national average of 60% and partially explains the
vacancy rate and results for retention deficiencies being around double the other two
industries. This indicates the industry comprises a relatively transient workforce and
explains why it may be difficult for businesses to build the required experience and skills for
their positions.
Both the accommodation and restaurants and cafes industries employ a larger proportion
of international workers than the national average, with 16% and 15% respectively of
workers being from overseas. In contrast this figure is only 3% for the attractions industry,
well below the national average of 10%. Working holiday makers make up the largest
component of international workers in these industries, at around 6-7% of total
employment (Chart 1.6).
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Chart 1.6: Source of employment for the Accommodation (left) and
Restaurant and cafes (right) industries

Source: Survey data

In response to the higher reported deficiencies in the restaurants and café industry, there
appears to be a greater willingness of businesses to seek alternative sources of
employment. More than 60% of businesses reported exploring mature age workers as an
option, and both youth and overseas workers were identified as an option by a significantly
higher proportion of businesses relative to the national average. The proportion of
businesses that reported exploring none of these options was also around half that of the
national average. In contrast, businesses in the other two industries reported a broadly
similar propensity to seek alternative sources of employment relative to the national
average.
Finally, the difficulties faced by the restaurant and café sector is reflected in greater effort
being reported on addressing deficiencies. Businesses in the industry were significantly
more likely to adopt all of the responses listed. Establishing more flexible working
arrangements was identified as the most common response, but establishing both internal
and external formal training arrangements ranked a close second and third respectively. In
contrast, businesses in the accommodation industry reported taking significantly less action
to address deficiencies, ranking behind the national average on all options (Chart 1.7).
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Chart 1.7: Alternative sources of employment by industry

Source: Survey data

1.2 Key projections to 2020
The headline labour force demand and supply metrics are drawn here from the regional
tourism labour demand and supply modelling. Key State and Territory findings are also
derived through an aggregation of the Tourism Region modelling results.

1.2.1

The outlook for tourism

Since last reported in 2011, macroeconomic conditions have been relatively favourable for
the tourism industry. The Australian dollar, while remaining high by historical standards,
has fallen from its heights of 2011, encouraging international tourists to visit Australia and
making domestic travel more attractive for Australian residents.
Broadly, the economies of Australia’s major international markets have been steadily
improving, further increasing the number of international visitors to Australia. Growth in
the Chinese economy remains strong, and visitor nights from China are expected to grow
strongly to 2020. Annual growth forecasts for international visitors are projected to be
nearly 2% per annum higher compared with the previous period (Table 1.6). Growth is
forecast to be particularly strong over the first three years, before slowing as some of the
fast growing Asian source markets mature.
Table 1.6: Growth in visitor numbers
Visitor numbers

2011-2015 (previous
model forecast)

2011-2015
(actual)

2015-2020
(forecast)

Domestic day (visitors)
Domestic overnight (nights)
International (nights)

0.3%
0.4%
4.2%

3.8%
3.0%
6.1%

1.4%
0.8%
6.0%

Source: Tourism Research Australia: National and International Visitor Surveys; Tourism Forecasts, 2014.
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On the other hand, growth in domestic visitor nights is expected to slow as Australia’s
economy manages the transition out of the mining boom. Despite driving the Australian
dollar higher, the mining boom proved to be a net positive for domestic tourism due to its
impacts on business related travel, but these effects are expected to diminish as the
investment phase of the boom slows. Further, the mining boom led to a real income
increase across Australia, increasing the size of the leisure tourism market. With Australian
economic growth still forecast to be slightly below trend, and therefore real income growth
likely to slow, growth in visitor nights from domestic tourism is likely to be more subdued
relative to the four years to 2015.
Projected growth markets
Australia’s international visitor nights are primarily driven by developing economies in Asia.
Visitor nights from China are projected to grow by 7.3% per annum until 2020, despite
slowing somewhat over the final two years as growth in the Chinese economy weakens,
while visitor nights from India are projected to grow by 8.5% per annum. Historically, Asian
tourists have primarily visited New South Wales and Victoria, implying these states will
benefit most from the continued growth in the Asian market (Table 1.7). The United States
is also expected to be a key source of growth for tourism, with visitor nights expected to
grow by 5.6% per annum as the US economy continues to improve in the aftermath of the
financial crisis.
At the other end of the spectrum, New Zealand, Australia’s largest source market for
international tourists, is forecast to grow at only 2.4%. As the New Zealand economy is
growing relatively strongly, such moderate growth in tourism nights suggests that the New
Zealand market is close to saturated, and unlikely to be a strong growth market for
Australia going forward. New Zealand tourists have traditionally visited Queensland,
meaning Queensland is likely to feel this slowdown more than the other states.
Table 1.7: International visitor nights by selected source countries

Growth per annum

India

China

United States

New Zealand

8.5%

7.3%

5.6%

2.4%

Total visitor nights by state, 2020 visitor nights (‘000)
NSW
VIC
QLD
WA
SA
ACT
NT
TAS

5,972
5,456
2,369
1,240
1,010
19
22
244
16,333

Total

19,276
15,998
7,472
2,734
2,263
1,551
171
543
50,009

6,410
3,244
3,026
2,012
934
492
456
319
16,894

4,996
3,566
6,164
2,977
539
294
297
200
19,032

Source: Tourism Research Australia: National and International Visitor Surveys; Tourism Forecasts, 2014.

1.2.2

Employment trends

The consequence of such strong growth in visitation is a corresponding growth in
Australia’s tourism labour force. Between 2015 and 2020, the overall demand for tourism
jobs is expected to increase by 85,000 (639,729 less 554,750), a 15.3% increase relative to
the size of the 2015 tourism workforce (Table 1.8). By way of comparison, the previous
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forecast period (between 2011 and 2015), had an estimated tourism workforce growth of
24,000 workers (529,585 less 505,738), or 4.7% increase relative to the 2011 tourism
industry workforce.
Table 1.8: Summary of tourism labour force projections
2011 model

2015 model

2011 employees (actual)

505,738

–

2015 projected employees demanded
2015 growth in employees demanded (as a %
of the 2011 workforce)
Employee demanded growth per annum
(2011-2015)

529,585

–

4.7%

–

1.2%

–

Projected skills shortage as at 2015
Projected skills shortage as a % of the 2015
workforce

15,033
2.8%

–
–

2015 employees (actual)

–

554,750

2020 projected employees demanded
2020 growth in employees demanded (as a %
of the 2015 workforce)
Employee demanded growth per annum
(2015-2020)

–

639,729

–

15.3%

–

2.9%

–
–

30,462

Projected skills shortage as at 2020
Projected skills shortage as a % of the 2020
workforce

4.8%

Source: DAE labour force model

After taking into account the expected number of retirements by 2020, it is expected
123,125 new workers (including 59,594 skilled workers) will need to be sourced in the
tourism industry (an increase of 4.1% per year) (Table 1.9). Relative to the previous
forecast of 2.7% per annum between 2011 and 2015, this signifies a substantial change to
the tourism workforce. For context, the workforce as at 2015 was estimated to be 554,750
workers, so the 123,125 new workers required implies an inflow of new workers equivalent
to 22% of the existing tourism workforce by 2020.
Table 1.9: Labour demand growth over the out years
Accumulated
demand (excluding
replacements)

Accumulated
Replacements

Total accumulated
demand

1.2%
2.9%

1.6%
1.3%

2.7%
4.1%

2011-2015
2015-2020
Source: DAE labour force model

If the indirect effects of tourism are also considered, the total tourism workforce is
expected to increase by 133,000 workers (14% of the existing workforce). Of this increase,
nearly 48,000 (36%) are expected to be indirectly employed by the tourism industry.
While this forecast growth appears large, it reflects fast-growing tourism related spending,
driven primarily by the increase in visitor nights. Expenditure per night is also projected to
increase for many of the fastest growing source markets, adding extra impetus to total
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expenditure growth, and therefore, the total labour required to service a growing market.
Retirements between 2015 and 2020 have been forecast to be slightly less than the
estimated retirements over the 2011 to 2015 period, possibly reflecting employer efforts to
retain or hire mature workers to bridge existing skills shortages.
On the back of strong growth in the demand for skilled labour, skilled labour shortages are
projected to increase by 2020. The accumulated skilled labour shortage is forecast to grow
by 30,462 workers (6,090 workers per year) to 2020; over the previous period, the skilled
labour shortage was projected to grow by 15,033 workers (3,780 workers per year)
between 2011 and 2015. While demand pressures are the primary driver behind the
increased shortage, skilled labour supply growth is somewhat constrained by limited
population growth in the key 15-24 year old demographic.
Migration rates are also forecast to be relatively modest, and will not bridge the gap
between skilled labour demand and skilled labour supply. Labour supply has responded to
some degree to the increase in demand, but not significantly enough to meet such robust
demand growth.

1.2.2.1

Employment trends by occupation

Demand is expected to be strongest among those occupations which are already the most
dominant within the tourism workforce. Demand for kitchenhands, waiters, and bar
attendants and baristas (which, combined, make up 39% of the tourism workforce), is
expected to grow by 41,564 workers by 2020 (Table 1.10).
Skilled worker demand is expected to be strongest among chefs and café and restaurant
managers, with demand reaching 7,603 and 5,365 workers respectively. Not only are these
occupations in high demand generally, but the demand for skilled workers among chefs
(76% of total accumulated demand for chefs) and café and restaurant managers (55%) is
above the industry wide average of 48%, driving this high demand for skilled workers.
Table 1.10: Top 10 occupations by accumulated labour demand, 2015-2020

Occupation

Accumulated
demand for
skilled workers

Accumulated
demand for
new workers

% all demand

2015
employment

Kitchenhands
Waiters
Bar Attendants and Baristas
Chefs
Cafe and Restaurant Managers
Cooks
Automobile Drivers
Cafe Workers
Hotel and Motel Managers
Tourism and Travel Advisers
Top 10 subtotal
Total

4,966
4,895
3,857
7,603
5,365
4,549
5,213
1,425
2,243
2,932
43,048
59,689

17,118
13,868
10,578
9,936
9,774
9,325
9,116
4,472
4,266
4,048
92,502
123,125

14%
11%
9%
8%
8%
8%
7%
4%
3%
3%
75%
100%

79,732
79,991
58,273
49,126
40,652
40,642
26,137
22,169
16,253
17,450
430,424
554,750

Source: DAE labour force model
Note: (1) Figures are rounded to the nearest whole number. Totals may therefore not equal the sum of
individual occupations.
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Comparing the demand for skilled labour against the supply of skilled labour by occupation,
it is unsurprising that the occupations at greatest risk of a skills shortage are those with the
strongest demand for skilled workers. The top 5 occupations by projected skills shortage–
café and restaurant managers, automobile drivers, chefs, waiters and kitchenhands–
account for a shortfall of 15,961 workers, or 52% of the total skilled shortage forecast by
2020 (Table 1.11).
Table 1.11: Top 10 occupations by accumulated skilled supply shortages, 2015-2020

Occupation

Accumulated
demand for nonskilled workers

Accumulated
skilled labour
shortages1

4,410
3,904
2,333
8,974
12,152

3,432
3,389
3,356
2,967
2,819

7,841
7,293
5,688
11,940
14,970

40,652
26,137
49,126
79,991
79,732

2,022

1,535

3,558

16,253

6,721
2,382
1,650

1,409
1,261
1,184

8,131
3,643
2,834

58,273
16,475
13,665

1,116
45,663
63,435

1,071
22,421
30,462

2,187
68,084
93,897

17,450
397,754
554,750

Cafe and Restaurant
Managers
Automobile Drivers
Chefs
Waiters
Kitchenhands
Hotel and Motel
Managers
Bar Attendants and
Baristas
Housekeepers
Ticket Salespersons
Tourism and Travel
Advisers
Top 10 total
Total

Accumulated demand
to be met through
alternate sources

2015
employment

Source: DAE labour force model
Note: (1) Forecast shortages are based on matching qualification level specific demand with supply.
Note: (2) Figures are rounded to the nearest whole number. Totals may therefore not equal the sum of
individual occupations.

1.2.2.2

Employment trends by state

The strong growth in visitor nights projected across Australia has led to a forecast increase
in labour demanded across all states. As expected, states with the strongest growth in
visitor nights will have fastest increase in labour demanded (Table 1.12). Demand in New
South Wales is forecast to increase strongest (41,532 additional workers between 2015 and
2020), followed by demand in Victoria (31,898 workers). Conversely, increases to labour
demanded in the Northern Territory are forecast to be relatively slow.
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Table 1.12: Accumulated demand for tourism workers by State and Territory, 2015-2020
State/Territory

Accumulated
demand for
skilled workers

Accumulated
demand for
new workers

% all
accumulated
demand

Growth in
labour demand

21,237
16,383
10,514
5,807
3,370
550
866
962
59,689

41,532
31,898
23,481
12,964
7,830
1,096
2,127
2,195
123,125

34%
26%
19%
11%
6%
1%
2%
2%
100%

3.3%
3.3%
2.6%
2.8%
2.5%
2.4%
1.7%
3.1%
2.9%

NSW
VIC
QLD
WA
SA
NT
TAS
ACT
Total

Source: DAE labour force model

With strong growth in both skilled and unskilled labour demand across all States and
Territories, it is no surprise there is projected to be skilled labour shortages across many
occupations in the tourism industry. Combining shortages across all occupations, it is
expected the skilled labour shortage will be most keenly felt in the States where demand is
strongest. Combined, NSW and Victoria account for 64% of the forecast skilled labour
shortage (Table 1.13).
Australia-wide, the shortage represents 4.8% of the existing workforce. Nearly all States
and Territories come under the national average, with the shortage in Victoria (5.8%)
representing the largest share of the current tourism workforce. This could be an indication
Victoria is more at risk of not being able to source workers to fill the projected skilled
labour shortage.
Table 1.13: Accumulated skilled labour shortages by State and Territory, 2015-2020
State/Territory

NSW
VIC
QLD
WA
SA
NT
TAS
ACT
Total

Accumulated
skilled labour
shortages

% of skilled
shortage

% of current
tourism workforce

10,586
9,048
5,144
2,546
1,807
261
601
468
30,462

35%
30%
17%
8%
6%
1%
2%
2%
100%

5.2%
5.8%
3.9%
3.7%
4.0%
4.3%
4.2%
4.2%
4.8%

Source: DAE labour force model
Note: Figures are rounded to the nearest whole number. Totals may therefore not equal the sum of individual
occupations.

1.2.2.3

Employment trends by region

The bulk of the increases to labour demand and skilled labour shortages are forecast to
occur in the capital city tourism regions. Consistent with being the most popular tourism
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destinations, Sydney and Melbourne account for 55,895 workers demanded, or 45% of
overall labour demanded (Table 1.14).
Table 1.14: Top 10 tourism regions by accumulated labour demand, 2015-2020

Tourism region

Accumulated
demand for
skilled workers

Accumulated
demand for
workers

% all
demand

Accumulated demand
to be met through
alternate sources

16,629
13,519
5,696
5,203
2,886
1,748
1,017
962
956

30,699
25,195
12,606
11,434
6,403
3,630
2,279
2,195
2,359

25%
20%
10%
9%
5%
3%
2%
2%
2%

21,368
18,770
9,313
8,325
4,934
2,757
2,032
1,701
1,994

869
59,689

1,778
123,125

1%
100%

1,451
93,897

Sydney (NSW)
Melbourne (Vic)
Brisbane (Qld)
Experience Perth (WA)
Adelaide (SA)
Gold Coast (Qld)
North Coast (NSW)
Canberra (ACT)
Hunter (NSW)
Tropical North
Queensland (Qld)
All destinations

Source: DAE labour force model
Note: Figures are rounded to the nearest whole number. Totals may therefore not equal the sum of individual
occupations.

The top 10 regions by accumulated labour demand over the period 2011-2015 were
broadly similar, with only Greater Hobart no longer featuring in the top 10 – a reflection of
its reliance on the relatively slowly growing domestic tourism market. As only a small
fraction of international tourists visit Hobart, growth in visitor nights, and therefore the
growth in labour requirements, has not kept pace with other regions.
Predictably, the accumulated shortfall in labour is greatest in Sydney and Melbourne, with
47% of all skilled shortages projected to occur in these two regions. Broadly, the top 10
regions most likely to experience a skills shortage are those with great demand for skilled
workers (Table 1.15).
Table 1.15: Top 10 tourism regions by accumulated skilled labour shortage, 2015-2020
Top 10 regions by shortages
in tourism workers

Accumulated skilled labour
shortages

% all skilled shortages

Sydney (NSW)
Melbourne (Vic)
Brisbane (Qld)
Experience Perth (WA)
Adelaide (SA)
Gold Coast (Qld)
North Coast (NSW)
Hunter (NSW)
South Coast (NSW)
Tropical North Queensland (Qld)
All destinations

7,298
7,094
2,403
2,094
1,417
875
770
590
562
543
30,462

24%
23%
8%
7%
5%
3%
3%
2%
2%
2%
100%

Source: DAE labour force model
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While the skills shortage in Sydney and Melbourne is the largest in terms of the volume of
workers, there are several smaller regions where the skilled shortage represents a larger
portion of their existing workforce. Due to a smaller population, and an existing small
workforce, it may be difficult for these regions to source even a relatively small amount of
workers to address the projected shortfall in labour. Lasseter, Kangaroo Island and the
Whitsundays are three such regions, whose skilled labour shortage may require a higher
focus to overcome (Table 1.16).
Table 1.16: Top 10 tourism regions by accumulated skilled labour shortage, 2015-2020
Tourism region

Accumulated skilled labour shortage
(as a % of current workforce)1

Lasseter (NT)
Kangaroo Island (SA)
Melbourne (Vic)
Whitsundays (Qld)
East Coast (Tas)
Barkly (NT)
Snowy Mountains (NSW)
Sydney (NSW)
Australia's Coral Coast (WA)
Tropical North Queensland (Qld)

12.6%
8.5%
7.9%
7.7%
7.6%
7.4%
7.3%
7.2%
7.0%
6.9%

Source: DAE labour force model
Note: (1) Forecast shortages are based on matching qualification level specific demand with supply.

1.3 Implications for the tourism labour market
The combined picture painted by the survey and labour force projections indicates that the
challenges facing the tourism labour market are relatively consistent and are likely to be
long term in the absence of further intervention.
Retention and recruitment issues appear to have eased since 2011, however, the skills
shortages forecast to 2015 are being realised. The forecast out to 2020 is for further skills
shortages to develop.
By 2020 it is estimated that there will be an accumulated skills shortage of 30,000
additional workers in the sector, over 10% of tourism’s current skilled workforce. This
reflects both strengthening demand for workers – as sector growth continues to accelerate
from the pace of the recent past – and ongoing challenges in recruiting and retaining skilled
workers.
Skills shortages could impact the sector’s growth and performance.
While skills shortages have the potential to act as a direct constraint to the sector’s ability
to meet growing demand for the Australian tourism experience (where positions are
remaining unfilled), it is more likely they could manifest in reduced productivity.
Productivity is adversely affected where the workers filling employment positions are not
equipped with the skills, expertise and/or capability to perform their role. Businesses also
identify skills deficiencies as the largest impediment to recruitment, an additional source of
productivity losses for the sector.
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Reduced productivity has the potential to reduce the global competitiveness of
destination Australia and/or reduce the visitor experience.
This may reduce repeat visitation and the value of brand Australia.
More needs to be done by businesses to address skills deficiencies.
Relative to the previous survey, the 2015 results indicate a slight reduction in the reported
effort by businesses in both addressing deficiencies and looking to explore alternative
sources of labour. As businesses may have limited capacity to address skills deficiencies
themselves due to the scale of small to medium operators and highly seasonal factors, it is
likely that significant change in the labour market will require some degree of higher level
government or industry intervention.
Vacancies will be able to be filled – due to low level of domestic growth, and higher than
average unemployment – but the projected skills shortages mean these positions are
likely to be filled by workers without the required skills.
Indeed, the current vacancy rate is lower than in 2011 despite the forecast skills shortage at
that point. This is likely due to a greater than proportional increase in unskilled labour.
Reversing this trend of filling vacant positions with unskilled workers will be important for
the sector’s competitiveness going forward.
There are labour market differences across Australia’s tourism regions.
Given around 80% of workers in the tourism sector are employed from the local area,
solutions to the nation’s labour force challenges will require a regional approach. Indeed,
this has been the approach taken by the various Tourism Employment Plans which have
attempted to identify the core regional issues present in the tourism labour force and
address them with targeted policies.

1.4 What can be done?
Career development
The survey data indicate that vacancies in the tourism sector have fallen somewhat since
the 2011 survey, despite the demand for skilled workers outstripping supply over that
period. This gap is likely to have been filled by unskilled workers, possibly resulting from the
structural shift in the Australian economy away from the resource sector which was a
significant driver of the national labour market at the time of the previous sector. This has
led to businesses reporting a deficit in experienced workers in the sector. Indeed, a lack of
experience was reported as the primary reason for skills deficiencies.
Ensuring that these new workers develop the required experience and see a career in the
tourism sector as a viable prospect will be a key challenge for the sector in coming years.
Indeed, businesses reporting employees as lacking a long term commitment to the sector
ranked highly in retention difficulties in the sector.
Despite this, developing formal workforce plans was the lowest ranked response to
deficiencies. Where career planning can effectively reduce the turnover of employees in the
sector, there would appear to be benefits in it being pursued.
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Training
While retaining existing staff will be a key determinant of success, meeting the skills
shortages projected out to 2020 will inevitably require the injection of new and well-trained
workers into the sector. However, the survey indicated that businesses primarily attribute a
lack of skills to insufficient experience and workers’ skills not being aligned to the position,
and not the accessibility to qualified workers. Hence, there is a need not just to boost the
numbers of trainees in tourism-related training activities, but to also ensure that this
training is sufficiently tailored to the tourism sector’s needs.
There may be scope for the sector to work more closely with training providers to develop
packages that better equip workers for on-the-job experience. This may need to be worked
through at both a regional and occupational level. Elements of this approach have already
been worked into various Tourism Employment Plans, which have sought to link regional
tourism businesses with training providers to develop packages that target the needs of the
local industry.
Alternative labour sources
Mature, youth and overseas workers continue to play an important role in the tourism
labour market. Their role is likely industry and region specific, as evidenced by the high
proportion of Western Australia’s workforce that international workers comprise. On the
domestic front, marketing tourism as an attractive career option for youth and mature age
workers may help build the capacity of this segment of the labour market.
One obvious area where the Government can influence supply conditions is through its
working visa arrangements. Working holiday makers (WHMs) and temporary skilled
migrants make up 7% of the tourism workforce nationally, although this has fallen since the
last survey, likely due to the greater availability of domestic workers. Nonetheless, overseas
workers continue to play an important complementary role in filling short term gaps in
supply and skills, including enabling businesses to respond to seasonality.
The extent to which overseas workers can usefully address supply and skills shortages
depends on immigration policy. For example, reforms to working holiday maker visa
arrangements (such as including tourism on the list of eligible first-year work sectors for
visa holders wishing to extend for a second year or expanding the age limit 30 to 40) would
help ease conditions in the labour market.
There are various other ways in which the effectiveness of overseas workers as a source of
alternative labour could be increased:


Removing or reducing limits to the time which workers are permitted to stay in a single
job may help them build experience in an occupation and reduce turnover for
employers. For example, working holiday makers are currently only permitted to stay
with a single employer for six months. As an example of such as policy, it has been
proposed in the Developing Northern Australia White Paper that WHMs in Northern
Australia be allowed to extend their visa for 6 months if they work in a high demand
industry, including tourism);



Adding occupations where there is a particular skilled need to the Skilled Occupation
List will assist in ensuring the right skills are available to the sector; and
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Targeting immigration to address seasonal demand in various regions (as with the
Seasonal Worker Programme), or implementing and supporting seasonal labour swap
programs, will aid in managing the fluctuating demand for workers that characterises
the northern parts of the nation.

By targeting these shorter-term overseas workers to fill immediate or seasonal gaps in the
workforce, while encouraging domestic workers to pursue longer-term careers where
experience and skills can be gained over time, it may be possible to build a workforce that
demonstrates both flexibility and experience.

1.5 Conclusions
Without further action to address labour market issues, Australia may not reap the full
benefits from the rising demand for our tourism experience. This report has identified that
the rising tide of labour and skills shortages in the tourism industry has been mitigated for
now - the predicted shortfall of 56,000 by 2015 forecast in the 2011 tourism labour force
analysis has not been realised, with actual vacancies at 38,000. While businesses appear to
currently be facing a larger pool of prospective employees, the pool of workers with the
right skills for the sector has diminished. In the absence of any change in policy or industry
initiatives, however, the outlook is labour demanded is forecast to be 123,000 by 2020,
including 60,000 skilled positions.
While labour and skills deficiencies will not be simple to overcome, they are not intractable.
Further effort on the part of both businesses and governments will support the
development of skills for existing workers, attract new workers to the sector and
demonstrate the sector as a viable career.
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2 Introduction
Tourism is an important contributor to the Australian economy. In 2013 it directly
accounted for around 2.7% of Australia’s GDP, with gross value added of $40 billion and
exports of $27 billion, the highest of any services sector. The sector has also been identified
as vital to Australia’s future economic growth prospects. In fact, Deloitte Access Economics’
2013 publication, Positioning for Prosperity, projected tourism to be the second fastest
growing sector globally over the next two decades and, equally significantly, identified it as
among Australia’s greatest comparative advantages. International visitor arrival growth
since this time has continued to accelerate.
However, realising this economic opportunity requires both successful positioning of
destination Australia globally and ensuring supply-side conditions are conducive to growth.
Supply constraints, including skills shortages, can reduce the ability for the sector to
effectively capture the global economic opportunity that is emerging. Recognising the
importance of the sector and the potential for the Government to assist it in meeting its
potential, an extensive review of the industry was undertaken which culminated in the
release of the National Long Term Tourism Strategy (NLTTS) in 2009.
The NLTTS aims to effectively balance the supply and demand side of the tourism sector,
recognising that demand growth in the absence of an effective supply response could
curtail the economic benefits achieved. However, effective policy needs data. To address
data shortages, Deloitte Access Economics was engaged in 2011, on behalf of the NLTTS
Labour and Skills Working Group, to conduct an analysis of the state of the tourism labour
market at that time, and project the demand and supply of new workers up to 2015.
That work was undertaken in two parts. The first part consisted of a survey of businesses in
the tourism sector to gain an understanding of the key issues faced by the sector in hiring
and retaining staff and the extent of skills gaps. The survey received around 1,800
responses and the associated report outlined the key issues across the eight States and
Territories, and for Australia’s ‘Tourism Mega-Regions’.
The second part consisted of forecasting the demand and supply of skilled tourism workers
across all tourism occupations and Tourism Regions up to 2015. This modelling drew on
completions data for both the higher education and vocational education and training
sectors, estimates of retirements by occupation and forecasts of demand for each Tourism
Region to forecast the supply shortages the sector would experience by 2015.
These combined reports painted a detailed picture of the state of the tourism labour
market at that time. This current work seeks to extend this analysis up to 2020. It consists
of a survey similar to the one undertaken in 2011 to clarify staffing issues currently faced by
the sector, and extends the modelling to estimate skilled labour shortages by occupation
and region to 2020.
The aim of this analysis is to better inform Government policy and industry initiatives in this
area. It identifies the skills deficiencies faced by the sector and the extent to which these
pressures are likely to grow over time as demand continues to strengthen. The report
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draws out the key themes of relevance and identifies particular areas at the State level
where supply issues are particularly pronounced.
The report proceeds as follows:


Section 3 presents the findings from the 2015 National Tourism Labour Force Survey,
providing a state and national overview.



A series of appendices provide detailed information in relation to the survey instrument
and sampling approach.
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3 Analysis of survey results
This section summarises data collected through a national survey of tourism and hospitality
employers. It commences with an overview of the approach to the survey and the data
analysis methodology, before proceeding to outline the survey results. Results are reported
at both the State and the National level, with key themes, similarities and differences
drawn out in detail.

3.1 Methodology and approach
The survey was presented as an online questionnaire and sent to businesses over May and
June 2015. Businesses were approached based on their contact details being present on
either the Australian Tourism Data Warehouse (ATDW) database or the member list of
Restaurants and Catering Australia. Overall, around 20,500 businesses were contacted
directly via email.
The survey was estimated to take around 7 minutes to complete and this was broadly
confirmed in a brief piloting phase. The questionnaire itself was largely the same as the
2011 survey except for the removal of some questions and the removal of the requirement
to answer several questions at the occupational level. This was to reduce the burden on
responding businesses and to increase the response rate.
The sampling and analysis approach was cleared by the ABS Statistical Clearing House prior
to the survey being sent out. Businesses were then sent four reminder emails over the
course of the five week survey period. The survey was also supported by communications
promoting its purpose and usefulness by various industry organisations and State Tourism
Organisations.
In order to provide some confidence in the results, an asterisk is used to indicate where
there were fewer than 15 responses to a question. Further details on the survey sample,
and the survey methodology in general are provided in Appendix A. Understanding the
methodology allows the reader to better interpret the survey results and it is
recommended that all readers consult this appendix.
As in all surveys, there is the potential for bias in responses if there is an inappropriate
selection of businesses or an inappropriate approach to analysing results. Two sources of
bias in particular may be present here:


Sample selection bias – where those businesses responding to the survey are not
representative of the cross-section of businesses in the population more broadly; and



Response bias – where those businesses that respond have a characteristic which
may mean their responses are not representative of the broader population of
businesses, for example if those businesses more likely to respond to the survey are
also more likely to be experiencing difficulties in the labour market.

Weighting has been used to reduce the potential bias caused by an under- or overrepresentation of particular industries in the survey response. For example,
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accommodation businesses represented around 50% of total responses but were only one
third of the total sample. Their responses were therefore given a weight of less than one so
as to remove any source of bias their over-representation would have.
Businesses sizes different by region and may not be representative of the true average
business size in the sector. This may be the result of using the ATDW database and the
method of promotion, or may reflect that willingness to participate in surveys may differ by
business size.
However, these sources of sample bias may not have a large impact on results even when
present. Because the survey asked businesses to rate conditions in the labour market, and
all businesses face the same labour market regardless of their characteristics, any
remaining bias in the sample is unlikely to significantly impact the results. That is, because
the survey is asking businesses to comment on characteristics of the labour market, and not
characteristics of businesses, the representativeness of the sample of businesses is unlikely
to be a significant source of bias even where it exists.

3.2 National overview
This section summarises the findings of the survey at the national level. This is based on the
full set of responses, weighted by sectors to account for the differentiated response rates
across sectors. It draws out the key trends observed across all states, as well as comparing
the results between jurisdictions.
Just over half of businesses across the country identified as being seasonal. These
businesses were asked to nominate which season they were currently in, their current level
of employment and their employment in the opposite season (that is, in the high season if
they currently identify as being in the low season and vice versa). This data indicated that
there can be significant difference in employment numbers across seasons within the same
business, and presumably that difficulties with hiring can be more acute depending on the
season.
The average employing business reported currently employs 23 workers, with 35% of
these full time. This implies that the majority (just under two thirds) of the sector’s
employees are part time or casual. This represents a significantly lower rate of full time
workers when compared to the national average across all sectors of just under 70%. When
including non-employing businesses the average business size is 19 workers.
Around half of all businesses stated they had experienced difficulties recruiting over the
past twelve months. This is reflected in a current average vacancy rate across all
businesses of 7%. Employee turnover was 66% over the 2014 calendar year.
The proportion of businesses identifying retention difficulties over the past twelve
months was 36%.
However, by far the largest deficiency identified by businesses was a lack of appropriate
skills for the job, with 69% of businesses nominating this as a deficiency in their staff. This
has increased from 50% in the 2011 survey, an increase of 38% between the two studies.
This is in accordance with the skills shortages forecast at that time for 2015. This report
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forecasts a continued growth in skills shortages, implying that these pressures are unlikely
to be alleviated in the short term.
Table 3.1: Survey summary statistics - Australia
Metric

Result

Total survey responses

1,978

Businesses reporting as seasonal

51%

Average number of employees

19

Share of employees full time

35%

Businesses identifying recruitment difficulty

51%

Vacancy rate

7%

Employee turnover rate

66%

Businesses identifying retention difficulty

36%

Businesses identifying skills deficiencies in employees

69%

Source: Survey data

Chart 3.1 below summarises the results for the States and Territories across the three key
areas of labour market difficulties. Businesses in all jurisdictions reported skills
deficiencies as being a greater problem than either recruitment or retention, except for
the Northern Territory where skills and recruitment difficulties were ranked approximately
equally. There is also noticeably less variation across jurisdictions in the proportion of
businesses identifying skills deficiencies relative to the variation in recruitment and
retention difficulties. The high level of businesses reporting skills deficiencies, combined
with this lack of variability indicates that skills deficiencies is a nation-wide issue.
Chart 3.1: Summary of States and Territories - Key labour market difficulties

Source: Survey data
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There was also broad similarity across states in the rate of employee turnover. Five of the
eight jurisdictions recorded a turnover rate within 10% of the national average of 66%.
Western Australia recorded a turnover rate significantly higher than the national average
at 92%. Tasmanian businesses reported a turnover rate of 32%, half of the national
average. However, with a relatively low number of responses from Tasmanian businesses,
this value should be treated with some caution (Chart 3.2).
Chart 3.2: Employee turnover rate by State and Territory

Source: Survey data

There was some variability in the reported vacancy rates across the jurisdictions, with the
three largest States all recording a rate above the national average of 7%. Of these, Victoria
was the highest with a rate of just over 10%, with NSW recording the second highest
vacancy rate. In contrast, the three smallest states have the lowest vacancy rates, with the
ACT and Tasmania both recording a rate of around 3% (Chart 3.3).
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Chart 3.3: Vacancy rate by jurisdiction

Source: Survey data

Businesses reported hiring the vast majority of their labour from the locality within which
they operate. This currently accounts for 78% of employment in the sector at the national
level (Chart 3.4). A further 12% of employees are hired from within Australia, split equally
between those from within the state of the business and those from interstate. Around
10% of employment in the sector comprises international sources, with around half of this
accounted for by working holiday makers. This has fallen by around one quarter from 13%
in the 2011 survey, indicating a significantly lower reliance on international workers.
Chart 3.4: Source of employees by origin

Source: Survey data
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Chart 3.5: Alternative labour sources (in response to all employee deficiencies)

Source: Survey data

The main source of alternative labour that businesses had used to address shortages was
mature age workers, a response nominated by just over half of all respondents (Chart 3.5).
Youth employment and overseas workers also ranked highly, while workers with a disability
ranked lowest.

3.2.1

Recruitment and retention pressures

A lack of required skills was listed by businesses as providing the greatest difficulty in
recruiting employees. This was consistent across the tourism sector, with every tourism
sub-sector listing a lack of skills as the largest barrier to recruitment. A lack of applicants,
applicants with insufficient work experience, a lack of flexibility by applicants and a lack of
qualifications all ranked highly in terms of recruitment difficulties. Competition from other
businesses ranked as the lowest (Chart 3.6).
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Chart 3.6: Reasons for difficulty in recruiting employees

Source: Survey data

Nationally, a lack of commitment to the role (shown in terms of both commitment to
roles and viewing the position as short term) was identified as providing the greatest
difficulty for employee retention. It was ranked highest in all tourism sub-sectors except
for tours and attractions where employees seeing the position as a short term role was
nominated as the greatest barrier to staff retention. Employees seeing employment as
short term only is a broader problem across all sub-sectors and ranked as the second
largest retention difficulty nationally (Chart 3.7).
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Chart 3.7: Reasons for difficulty in retaining employees

Source: Survey data

3.2.2

Skills deficiency pressures

Nationally, the occupation identified as having the largest proportion of deficiencies
across qualifications, skills and experience was cleaners. While this ranked low in terms of
qualification deficiencies, it ranked highest in terms of a lack of experience and second
highest for skills deficiencies. Overall, 40% of businesses hiring cleaners reported a
deficiency of some sort in this occupation (Table 3.2).
Table 3.2: Top 5 most common occupational deficiencies
Tourism survey
occupation

% of identified
deficiencies

Types of deficiency
Qualifications

Skills

Experience

Cleaner

40%

8%

49%

42%

Chef
Cook
Handypersons or General
Maintenance
Waiter

23%
23%

26%
20%

42%
50%

32%
31%

21%
20%

12%
12%

57%
49%

31%
39%

Source: Survey data

The next highest occupations in terms of total deficiencies listed by businesses is chefs and
cooks, each with 23% of businesses employing these staff nominating deficiencies in these
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occupations. Combined, chefs and cooks account for the largest source of deficiencies by
occupations. Across all occupations, skills were reported as the greatest deficiency,
particularly for handyperson and general maintenance workers.
A lack of experience in the sector was identified as the most common reason for skills
deficiencies. However, this was only marginally higher than businesses identifying a
misalignment between employee capability and the requirements of the role. These
rankings were broadly consistent across tourism sub-sectors (Chart 3.8).
Chart 3.8: Reasons for skills deficiencies in employees

Source: Survey data

In response to the employee deficiencies (qualifications, skills or experience) at the
national level, establishing flexible working arrangements was nominated as the most
common approach. This ranked significantly higher than other responses across all sectors,
and is likely to reflect the need for businesses to offer more suitable working conditions
(flexibility) in order to attract staff with the required skills or experience. Around 30% of
businesses reported exploring new sources of labour or restructuring the business in
response to deficiencies. Developing formal workforce plans ranked as the least common
response, despite a lack of employee commitment rating as the highest reason for
retention difficulties and experience the main reason given for skills deficiencies (Chart 3.9).
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Chart 3.9: Top 6 business responses to all employee deficiencies

Source: Survey data

3.3 Comparison to the 2011 survey
Most categories reported above broadly align with responses to the 2011 survey (Table
3.3). This section draws out the key similarities, and key differences, with the results of that
survey. The sections below provide greater detail on the results at the State and Territory
level, and include comparisons with the previous survey results where instructive to
interpretation of the findings.
Both surveys were conducted over May and early June and any differences in results will
therefore not be driven by seasonal factors. The average size of businesses in the 2015
survey was slightly larger than in 2011, with an average of 19 employees per business.
Other employment indicators were broadly similar between the two surveys. The
proportion of employees that are full time is two percentage points lower, while the
proportion that are drawn from the locality of the business has risen two percentage points
to 78%. This has been offset by a roughly equal fall in employees sourced from elsewhere
within the state, from interstate, or internationally.
The vacancy rate has fallen by 2 percentage points to 7% since the last survey. This reflects
a relatively high annual turnover rate of 66%, very similar to the value in 2011.
There have been significant changes in the deficiencies reported between surveys,
indicating either underlying changes in the labour force, or changes in expectations of
either businesses or employees over the period. The proportion of businesses reporting
recruitment difficulties fell six percentage points to 51% over the period, consistent with
the lower vacancy rate. Retention deficiencies also fell significantly to 36%.
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The largest change between surveys was in the proportion of businesses identifying skills
deficiencies among their workers. Across the country 69% of businesses reported skills
deficiencies, up from 50% in the 2011 survey. This is likely to reflect the realisation of skills
shortages forecast in the 2011 report across the tourism sector. With overall labour
shortages (the sum of skilled and unskilled) lower than in 2011 as represented in a lower
vacancy rate, the skills shortages will have been met with a significant increase in unskilled
labour in the sector.
Table 3.3: National comparison of the 2011 and 2015 surveys
Metric

2011

2015

Businesses reporting as seasonal

47%

51%

Average number of employees

16

19

Employees that are local residents

71%

78%

Employees that are interstate Australians

7%

6%

Employees that are intrastate Australians

9%

6%

Employees that are international

13%

10%

Share of employees full time

37%

35%

Businesses identifying recruitment difficulty

57%

51%

Vacancy rate

9%

7%

Industry turnover rate

64%

66%

Businesses identifying retention difficulty

46%

36%

Businesses identifying skills deficiencies in employees

50%

69%

Source: Survey data

Taken together, these results imply that businesses are having relatively less difficulties in
hiring and retaining staff for their positions. However, they indicate that these staff are not
meeting expectations when it comes to performing their role to the desired level.
The shortage of skills was a common theme throughout many areas of the survey and
across all states. Indeed, all States and Territories saw an increase in the proportion of
businesses reporting skills deficiencies, ranging between an 11 percentage point increase in
Western Australia and the Northern Territory to 33 percentage points in South Australia
(which rose from 42% to 75%).
Despite a significant increase in businesses reporting skills deficiencies, there is not a
corresponding increase in the strength of reasons given for these deficiencies (Chart 3.10 &
Chart 3.11). The proportion of businesses reporting that each reason given was driving skills
deficiencies ‘to a great degree’ fell for all reasons presented. The overall ranking of reasons
provided, however, was largely unchanged between surveys.
In response to deficiencies, busineses reported exploring broadly similar avenues, and to
similar degrees, between the two surveys. Formalised internal training remained the most
common response, albeit slightly down on the 2011 survey. A slightly higher proportion of
businesses identified as ‘not responding’ to deficiencies.
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Chart 3.10: Comparison of reasons for skills deficiencies

Source: Survey data

Chart 3.11: Comparison of responses to deficiencies

Source: Survey data
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3.4 State summary
This section goes into greater detail on the survey results at the state level. Each of the
state summaries starts with a summary table comparing that jurisdiction’s average to the
national average, before drawing out key results around the labour force in that state and
the key issues identified by employees.

3.4.1

New South Wales

For NSW, the proportion of businesses identifying as seasonal (43%) is below the national
average, as is the average size of these businesses (14 employees relative to the national
average of 19) (Table 3.3).
Table 3.3: Survey summary statistics – New South Wales
Metric

NSW

Australia

Total survey responses

531

1,978

Businesses reporting as seasonal

43%

51%

14

19

Employees that are local residents

89%

78%

Employees that are intrastate Australians

4%

6%

Employees that are interstate Australians

3%

6%

Employees that are international

4%

10%

Share of employees full time

33%

35%

Businesses identifying recruitment difficulty

56%

51%

Average number of employees

Top deficiency identified
Second top deficiency identified
Third top deficiency identified

Skills

Skills

Work Experience

Employment condition

Employment condition

Work Experience

Vacancy rate

10%

7%

Industry turnover rate

61%

66%

Businesses identifying retention difficulty

41%

36%

Top deficiency identified

Work too difficult

Work too difficult

Second top deficiency identified

Unsuited for role

Short-term employment

Short-term
employment

Unsuited for role

71%

69%

Lack of experience

Lack of experience

Capability misalignment

Capability misalignment

Experience
opportunities

Experience opportunities

Cleaner

Cleaner

Third top deficiency identified
Businesses identifying skills deficiencies in
employees
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency

Cook

Cook

Handypersons or
General Maintenance

Handypersons or General
Maintenance

Source: Survey data
Note: the total survey responses include both employing and non-employing businesses. Of these, 1,430 were
employing businesses.

The vast majority of workers are hired locally, with only 4% employed from elsewhere
within the State and 3% hired from elsewhere in Australia (Chart 3.12). The proportion of
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international workers in the State is around half of the national average. The proportion of
full time workers in the tourism sector in NSW is approximately equal to the national
average.
Skills deficiencies are a significant problem in NSW, identified by businesses as providing
the largest impediment to recruitment, and the 71% of businesses identifying skills
deficiencies in their employees is slightly above the national average. The occupations
reported as having the largest deficiencies align with responses at the national level.
Overall, a greater proportion of businesses in NSW identify as facing recruitment, retention
and skills deficiencies relative to the national average. This is consistent with the vacancy
rate of 10% being significantly above the national average of 7%. Employment turnover in
contrast is slightly below the national average, likely due to a below average number of
seasonal businesses.
Chart 3.12: Employees in NSW by origin

Source: Survey data

3.4.1.1

Recruitment and retention pressures

Responses from NSW identified very similar recruitment pressures compared to the
national findings (Chart 3.13). A lack of skills features as the greatest difficulty in finding
appropriate staff. A lack of applicants, applicants with the wrong capability for the role, or
insufficient flexibility all ranked high with roughly equal ratings from businesses in the
State, and were close to the national average. Competition from other businesses, or other
external factors, were each seen as not posing significant challenges for employment.
Businesses identified commitment to roles and employees as being unsuited for the role as
being the two largest challenges for retention in the State, both above the national average
for these deficiencies (Chart 3.14).
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Chart 3.13: Reasons for difficulty in recruiting employees

Source: Survey data

Chart 3.14: Reasons for difficulty in retaining employees

Source: Survey data
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3.4.1.2

Skills deficiency pressures

The three occupations for which deficiencies (including skills, qualifications, and work
experience) were most commonly identified by NSW businesses were cleaners, cooks and
waiters (Table 3.5). The percentage of businesses identifying these deficiencies are very
similar to those at the national level (40% for cleaners, 23% for cooks and 20% for waiters).
In all three of these occupations the most common deficiency identified was a lack of
appropriate skills.
Table 3.5: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation
Cleaner
Cook
Waiter

% of identified
deficiencies

Primary type
of deficiency

40%
24%
22%

Skills
Skills
Skills

Source: Survey data

A lack of experience in the sector was reported by businesses as being the greatest
contributor to skills deficiencies and was slightly above the national average. Misalignment
between skills and the requirements of the role ranked second, also slightly above the
national average. A high dropout rate from training was reported as the reason that
contributed least to skills deficiencies (Chart 3.15).
Chart 3.15: Reasons for skills deficiencies in employees

Source: Survey data
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Business responses to skills deficiencies broadly followed those at a national level.
Establishing more flexible work arrangements ranked as the highest response, followed by
exploring new sources of labour. Fewer businesses identified as not responding at all to
deficiencies when compared to the national average (Chart 3.16).
Chart 3.16: Top 6 business responses to all employee deficiencies

Source: Survey data

Chart 3.17: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses.
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Of those businesses which reported as seeking staff through alternative sources of
employment, the highest ranked source was mature age workers (Chart 3.17). Around half
of all businesses who nominated investigating alternative sources had used this approach.
Youth employment ranked a close second, slightly above the national average, with
employees from a non-English speaking background, indigenous employees and workers
with a disability all ranking as sources not typically tested by businesses. Overseas workers
rated lower than the national average as a source of employment, consistent with the
significantly lower proportion of the NSW workforce from this source (only 4% relative to
the national average of 10%).
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3.4.2

Victoria

In Victoria, both the proportion of businesses identifying as seasonal and the average size
of businesses were close to the national average. Employees tended to be sourced locally,
with 90% of all employees hired from the locality of the business (Table 3.5 & Chart 3.18).
Table 3.5: Survey summary statistics – Victoria
Metric

Victoria

Australia

Total survey responses

380

1,978

Businesses reporting as seasonal

54%

51%

16

19

Employees that are local residents

90%

78%

Employees that are intrastate Australians

3%

6%

Employees that are interstate Australians

3%

6%

Employees that are international

4%

10%

Share of employees full time

34%

35%

Businesses identifying recruitment difficulty

51%

51%

Average number of employees

Skills

Skills

Employment condition

Employment condition

Flexibility

Work Experience

Vacancy rate

10%

7%

Industry turnover rate

67%

66%

Businesses identifying retention difficulty

38%

36%

Top deficiency identified
Second top deficiency identified
Third top deficiency identified

Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Businesses identifying skills deficiencies in
employees

Work too difficult

Work too difficult

Personal

Short-term employment

Short-term employment

Unsuited for role

66%

69%

Lack of experience

Lack of experience

Second top deficiency identified

Capability misalignment

Capability misalignment

Third top deficiency identified

Experience opportunities

Experience
opportunities
Cleaner

Top deficiency identified

Top occupation affected by skills deficiency

Cleaner

Second top occupation affected by skills deficiency

Waiter

Cook

Cook

Handypersons or
General Maintenance

Third top occupation affected by skills deficiency
Source: Survey data

Recruitment, retention and skills deficiencies of employees are all very close to the national
average. This is in contrast to the 2011 survey where both recruitment and retention
deficiencies were significantly more prevalent than the national average while skills
deficiencies were identified less frequently than in other jurisdictions. The State’s vacancy
rate is currently at 10%, which is higher than the national level, while employee turnover is
very close to the national average.
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Chart 3.18: Employees in Victoria by origin

Source: Survey data

With a high proportion of businesses hiring labour from the local area, the proportions of
employees hired from elsewhere are significantly lower than the national average. Only 7%
of employees move from outside the State in order to take a position (interstate plus
migrants), with this spread fairly evenly between interstate hires and the various categories
of international employees. Overall, international workers at 4% of the workforce are less
than half of the national average proportion for this employee group. With businesses
predominantly hiring from the local area, and not able or willing to hire international
workers at the same rate as other jurisdictions, this may be the cause of the higher than
average vacancy rate. Seasonal hiring and the increased casualisation of the workforce
could also be contributing factors.

3.4.2.1

Recruitment and retention pressures

A lack of required skills ranked as the most significant reason for difficulties in recruitment.
Most other reasons ranked broadly in line with the national average. At the other end of
the scale, competition from other tourism businesses ranked as the lowest categories for
recruitment difficulties, significantly lower than the national average.
The largest problem for retaining staff was listed as commitment to roles, with this rating
slightly above the national average. All other reasons rated at or below the national
average. Visa restrictions rated the lowest, likely due to the low proportion of staff hired
from overseas (Chart 3.19 & Chart 3.20).
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Chart 3.19: Reasons for difficulty in recruiting employees

Source: Survey data

Chart 3.20: Reasons for difficulty in retaining employees

Source: Survey data

3.4.2.2

Skills deficiency pressures

Of businesses which identified skills deficiencies among their workers, cleaners were the
most commonly identified occupation. 42% of businesses identified this occupation as
experiencing deficiencies. Cooks and waiters were the next most common occupations with
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identified deficiencies, at 23% and 22% respectively. These levels are broadly similar to the
proportions of deficiencies for these occupations at the national level. In all three
occupations, skills were identified as the most common deficiency (Table 3.6).
Table 3.6: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation

% of identified
deficiencies

Primary type of
deficiency

Cleaner

42%

Skills

Cook

23%

Skills

Waiter

22%

Skills

Source: Survey data

The reasons given for skills deficiencies were very similar to those at a national level. A lack
of experience rated as providing the largest problem, with a misalignment between
capability and the requirements of the role rated second (Chart 3.21). An inability to source
the required skills due to location also rated above the national average, and coupled with
the fact that 90% of labour is locally sourced, this may be driving some of the skills
deficiencies in the State.
Chart 3.21: Reasons for skills deficiencies in employees

Source: Survey data

Both the responses that businesses took to identified deficiencies, and the alternative
sources of labour explored very closely matched responses at a national level. Establishing
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more flexible working arrangements rated highest for the former, while mature age
workers was the most prevalent response for the latter (Chart 3.22 & Chart 3.23).
Chart 3.22: Business responses to all employee deficiencies

Source: Survey data

Chart 3.23: Alternative sources of employment

Source: Survey data
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3.4.3

Queensland

In Queensland, 47% of businesses identified as being seasonal, slightly less than the
national average. The average size of these businesses was similar to, but slightly less than,
the average. The sources of this labour by location from which they were hired closely
aligns with the nation overall (Table 3.7).
Table 3.7: Survey summary statistics – Queensland
Metric

Queensland

Australia

Total survey responses

325

1,978

Businesses reporting as seasonal

47%

51%

18

19

Employees that are local residents

79%

78%

Employees that are intrastate Australians

7%

6%

Employees that are interstate Australians

4%

6%

9%

10%

31%

35%

Average number of employees

Employees that are international
Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

44%

51%

Skills

Skills

Work Experience

Employment condition

Flexibility

Work Experience

Vacancy rate

8%

7%

Industry turnover rate

60%

66%

Businesses identifying retention difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Businesses identifying skills deficiencies in employees
Top deficiency identified

34%

36%

Short-term
employment

Work too difficult

Work too difficult

Short-term
employment

Unsuited for role

Unsuited for role

68%
Capability
misalignment

69%
Lack of experience

Second top deficiency identified

Business location

Capability
misalignment

Third top deficiency identified

Lack of experience

Experience
opportunities

Cleaner

Cleaner

Guest Services

Cook

Hotel receptionist

Handypersons or
General Maintenance

Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency
Source: Survey data

Deficiencies reported by businesses tended to be below the national average. Recruitment,
retention and skills deficiencies were 7%, 2% and 1% lower than the national average
respectively. Reasons provided for these deficiencies also tended to match those at the
national level (Chart 3.24).
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Chart 3.24: Employees in Queensland by origin

Source: Survey data

The vacancy rate of the State’s tourism businesses is currently 8%, slightly above the
national average, while turnover is 6 percentage points lower than the average at 60%.

3.4.3.1

Recruitment and retention pressures

A lack of required skills ranked as the most prominent reason given for difficulties in
recruiting, although this was slightly below the national average (Chart 3.25). Businesses in
Queensland reported facing greater hiring competition from other tourism and nontourism businesses relative to businesses in other States.
Chart 3.25: Reasons for difficulty in recruiting employees

Source: Survey data
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Retention difficulties reported by businesses were broadly in line with the national
averages. Employees seeking short term employment only ranked as the greatest retention
difficulty, but only slightly more so than the national average (Chart 3.26).
Chart 3.26: Reasons for difficulty in retaining employees

Source: Survey data

3.4.3.2

Skills deficiency pressures

Of the occupations nominated by businesses as facing deficiencies of some kind, cleaners
ranked as the highest, in line with the nation as a whole. Chefs ranked second and hotel or
motel receptionists third. The percentage of businesses nominating deficiencies in these
occupations was broadly in line with those at a national average. For all three of these
occupations, ‘skills’ was the top deficiency (Table 3.8).
Table 3.8: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation
Cleaner
Chef
Hotel or Motel Receptionist

% of identified
deficiencies

Primary type of
deficiency

38%
20%
18%

Skills
Skills
Skills

Source: Survey data

Of the reasons given for skills deficiencies, a misalignment between the skills of the
employee and the requirements of the role was listed as the largest, slightly above the
national average (Chart 3.27). A lack of applicants with the right skills due to the location of
the business was listed second, significantly above the national average. Most other
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reasons broadly aligned with responses at the national level, with the overall level of skills
deficiencies for the State (68%) approximately equal to the national average of 69%.
Chart 3.27: Reasons for skills deficiencies in employees

Source: Survey data

Of the avenues available to businesses to address skills shortages the most commonly
reported was to establish formal internal training. Nonetheless, this and all other available
responses ranked below the prevalence at the national level despite similar levels of overall
skill deficiencies (Chart 3.28).
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Chart 3.28: Top 6 business responses to all employee deficiencies

Source: Survey data

Mature age workers were the most commonly nominated source of alternative workers
with just over 40% of businesses identifying this as a source they had used. This was below
the national average and only slightly above the second most prevalent source, youth
employment, which was roughly equal to the national average (Chart 3.29).
Chart 3.29: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received.
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3.4.4

South Australia

In South Australia 46% of businesses report as being seasonal, slightly below the national
average. Businesses employ slightly more than the national average of local employees,
with this partially offset by a smaller proportion of international employees at 5%. 28% of
employees in the Tourism sector in South Australia are full time workers, less than the
national average of 35% (Table 3.9). The vacancy rate is currently 9% while the turnover
rate is 64%, both close to the national average.
Table 3.9: Survey summary statistics – South Australia
Metric

South Australia

Australia result

Total survey responses

264

1,978

Businesses reporting as seasonal

46%

51%

Average number of employees

7

19

Employees that are local residents

84%

78%

Employees that are intrastate Australians

8%

6%

Employees that are interstate Australians

4%

6%

5%

10%

28%

35%

Employees that are international
Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

48%

51%

Skills

Skills

Employment condition

Employment condition

Work Experience

Work Experience

Vacancy rate

9%

7%

Industry turnover rate

64%

66%

Businesses identifying retention difficulty

26%

36%

Unsuited for role

Work too difficult

Short-term
employment

Short-term employment

Work too difficult

Unsuited for role

75%
Capability misalignment

69%
Lack of experience

Lack of experience

Capability misalignment

Experience
opportunities

Experience
opportunities

Top occupation affected by skills deficiency

Cleaner

Cleaner

Second top occupation affected by skills deficiency

Waiter

Cook

**

Handypersons or
General Maintenance

Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Businesses identifying skills deficiencies in employees
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

Third top occupation affected by skills deficiency

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

Skills deficiencies appear to be a greater problem in South Australia than for the rest of the
country, with 75% of businesses reporting skills deficiencies for their workers. The top
deficiency identified is a misalignment of employee capabilities with the skills required for
their role. Recruitment difficulties appear to be approximately equal to the national
average while businesses reported relatively low levels of retention difficulties. Overall,
South Australia recorded a higher percentage of businesses reporting skills deficiencies
than any other State or Territory, while it also recorded the second lowest rate of retention
difficulties, only slightly above Tasmania.
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Chart 3.30: Employees in South Australia by origin

Source: Survey data

Working holiday makers contribute around half of the international employment in the
State, with international students contributing only a negligible amount. In total, 92% of
employees hired are from within South Australia. The 5% of workers coming from overseas
is significantly lower than the national average of 10% (Chart 3.30).

3.4.4.1

Recruitment and retention pressures

The primary reason nominated for difficulties recruiting employees is problems with finding
workers with appropriate skills for the job. This was significantly above the national
average, not surprisingly given the State recorded the largest skills deficiency nationally. A
lack of applicants ranked second, also above the national average. Most other reasons for
recruitment deficiencies were broadly in line with average (Chart 3.31).
The greatest retention difficulty reported was employees viewing the job as a short term
position only. This was above the national average, as was the second most recorded
reason, leaving for personal reasons. Other factors external to the position ranked as the
lowest reason given, significantly below the national average. Visa restrictions also ranked
low and significantly less than the national average, reflecting the low proportion of
international workers in the State (Chart 3.32).
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Chart 3.31: Reasons for difficulty in recruiting employees

Source: Survey data

Chart 3.32: Reasons for difficulty in retaining employees

Source: Survey data

3.4.4.2

Skills deficiency pressures

Cleaners ranked as the occupation for which deficiencies were most prevalent, with 44% of
businesses who identified deficiencies listing this occupation. Cooks and handypersons
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were ranked equal second (Table 3.10). Deficiencies in these three occupations were
broadly in line with the national average.
Table 3.10: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation

% of identified
deficiencies

Primary type of
deficiency

Cleaner

44%

Skills

Cook
Handypersons or General Maintenance

20%

**

20%

**

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

Misalignment of capabilities to the role was the largest deficiency identified, and the only
one significantly above the national average. All other reasons given were broadly in line
with the national average (Chart 3.33).
Chart 3.33: Reasons for skills deficiencies in employees

Source: Survey data

Businesses in South Australia were slightly less likely to respond to deficiencies by
establishing more flexible arrangements or formalised training, although these responses
still ranked highest overall. Businesses were slightly less likely to develop formal workforce
plans than average and this ranked lowest overall (Chart 3.34).
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Chart 3.34: Top 6 business responses to all employee deficiencies

Source: Survey data

Chart 3.35: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received.

Of the alternative sources of employment, mature age workers were the most commonly
explored source, with around 60% of businesses pursuing this option. Indigenous workers
were the least commonly explored source, with very few businesses reporting as pursuing
this option. Overall, businesses in South Australia appear to be exploring a different mix of
alternative labour market options to the average Australian business. Mature and youth
workers are more often explored as an option, while overseas workers, people from nonEnglish speaking backgrounds, and indigenous workers in particular are under-represented
(Chart 3.35).
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3.4.5

Western Australia

The average business size was approximately twice the national average at 45 employees,
primarily due to two very large businesses, one in the attraction industry and one in
accommodation (Table 3.11). However, businesses in the restaurant and café industry also
reported as hiring around 50% more staff than the average businesses in that industry
nationally. 36% of employees are full time workers, nearly identical to the national average.
Table 3.11: Survey summary statistics – Western Australia
Metric

Western Australia

Australia

Total survey responses

169

1,978

Businesses reporting as seasonal

60%

51%

45

19

Employees that are local residents

57%

78%

Employees that are intrastate Australians

6%

6%

Employees that are interstate Australians

8%

6%

Employees that are international

29%

10%

Average number of employees

Share of employees full time

36%

35%

Businesses identifying recruitment difficulty

55%

51%

Skills

Skills

Work Experience

Employment condition

Employment condition

Work Experience

Vacancy rate

7%

7%

Industry turnover rate

92%

66%

Businesses identifying retention difficulty

37%

36%
Work too difficult

Second top deficiency identified

Short-term
employment
Work too difficult

Third top deficiency identified

Unsuited for role

Unsuited for role

69%

69%

Capability misalignment

Lack of experience

Lack of experience

Capability
misalignment
Experience
opportunities
Cleaner

Top deficiency identified
Second top deficiency identified
Third top deficiency identified

Top deficiency identified

Businesses identifying skills deficiencies in
employees
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency

Experience
opportunities
Handypersons or
General Maintenance
**
**

Short-term
employment

Cook
Handypersons or
General Maintenance

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

Western Australian tourism businesses reported by far the lowest proportion of local
residents employed at 57%, 21 percentage points below the national average. This is
reflected in a very high share of international workers at 29% of the total workforce. The
majority of these international workers are working holiday makers, with a significant
amount also accounted for by the temporary skilled migrant group (Chart 3.36).
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Chart 3.36: Employees in Western Australia by origin

Source: Survey data

The industry turnover rate is significantly higher than the national average at 92%. This reflects the finding of a 100% turnover rate for the State in the 2011 survey. The high
turnover rate is likely to reflect the relatively temporary nature of the international
workforce prevalent in the State, with working holiday makers limited to six months at a
single employer. Despite this, the proportion of businesses identifying retention difficulties
matched the national average. This may indicate that businesses are using these sources of
transitory labour to deal with seasonality.

3.4.5.1

Recruitment and retention pressures

Retention and recruitment deficiencies were found to be very similar to the national
average, with 55% of businesses identifying recruitment deficiencies (relative to a national
average of 51%) and 37% of businesses identifying retention deficiencies (relative to a
national average of 36%).
By far the most significant reason given for recruitment difficulties was a lack of the
required skills for the role. This was above the national average, with a majority of
businesses nominating this reason as ‘to a great degree’ responsible for deficiencies in their
staff. This is despite overall report skills deficiencies by equal to the national average. Most
other reasons given broadly matched the national average (Chart 3.37).
Employees viewing the job as short term employment was listed as the largest reason for
retention difficulties, with commitment to roles and employees being unsuited for the role
ranking only slightly lower. The short term perspective of employees is again likely to be
linked to the large number of working holiday makers (17% of the workforce) in the State.
Reasons for retention difficulties broadly matched the national responses (Chart 3.38).
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Chart 3.37: Reasons for difficulty in recruiting employees

Source: Survey data

Chart 3.38: Reasons for difficulty in retaining employees

Source: Survey data

3.4.5.2

Skills deficiency pressures

Cleaners were identified as the occupation experiencing the greatest proportion of
deficiencies, with 34% of businesses identifying deficiencies listing this occupation.
Handypersons ranked second, with 31% of businesses nominating this occupation making
Western Australia the State experiencing the most difficulties with this occupation. Chefs
were ranked as the third most prevalent occupation experiencing deficiencies, close to the
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national average. Work experience was nominated as the primary deficiency for cleaners,
while a lack of skills was most prevalent for handypersons and chefs (Table 3.12).
Table 3.12: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation

% of identified
deficiencies

Primary type of
deficiency

Cleaner

34%

Work experience

Handypersons or General
Maintenance

31%

Skills

Chef

20%

**

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

The most significant driver of skills deficiency in the State was a misalignment between
capability and the role requirements. However, all reasons for skills deficiencies rated lower
than the national average. Despite the proportion of businesses identifying skills
deficiencies as being equal to the national average, businesses in Western Australia appear
to rank these reasons as being less significant (Chart 3.39).
Chart 3.39: Reasons for skills deficiencies in employees

Source: Survey data

Businesses in Western Australia report being significantly more likely to respond to
employee deficiencies in some way. Nearly 90% of businesses report as having established
formal internal training, around twice the national average. Over 80% reported adopting
more flexible working arrangements in order to retain staff with the right skills. Across all
other possible responses businesses in the State rated as being more likely to adopt the
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approach, although these responses were less pronounced than internal training or
flexibility (Chart 3.40).
Chart 3.40: Business responses to all employee deficiencies

Source: Survey data

60% of businesses reporting exploring new sources of labour reported looking for overseas
workers, the only jurisdiction to rate this first among alternative sources of employment.
This is perhaps not surprising given the large proportion of international workers hired in
the tourism sector in the State. Mature age workers ranked as the second most common
source, with youth employment a close third. Again, all possible responses ranked above
the national average, indicating that businesses in Western Australia are relatively
proactive in seeking to address labour market issues (Chart 3.41).
Chart 3.41: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received.
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3.4.6

Tasmania

A large proportion of Tasmanian businesses identified as being seasonal, significantly above
the national average and second by one percentage point to the Northern Territory. The
average business size of 13 was well below the national average. Businesses reported that
90% of employees hired were from the local area, and a further 6% from within the State.
Only 4% of workers are hired from outside of the State, split equally between interstate and
international employees. Of these, only 2% of all workers are from overseas, the lowest
proportion of any State or Territory (Table 3.13).
Table 3.13: Survey summary statistics – Tasmania
Metric

Tasmania

Australia

Total survey responses

192

1,978

Businesses reporting as seasonal

69%

51%

9

19

Employees that are local residents

90%

78%

Employees that are intrastate Australians

6%

6%

Employees that are interstate Australians

2%

6%

2%

10%

34%

35%

Average number of employees

Employees that are international
Share of employees full time

31%

51%

Employment
condition
Skills

Skills
Employment condition

Work Experience

Work Experience

Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Vacancy rate

3%

7%

Industry turnover rate

32%

66%

24%

36%

Unsuited for role

Work too difficult

Short-term
employment

Short-term
employment

Personal reasons

Unsuited for role

59%
Lack of experience

69%
Lack of experience

Experience
opportunities

Capability
misalignment

Business location

Experience
opportunities

Cleaner

Cleaner

Cook

Cook

**

Handypersons or
General Maintenance

Businesses identifying retention difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Businesses identifying skills deficiencies in employees
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency
Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

The reliability on local workers does not appear to translate into difficulties recruiting
employees, however, with only 31% of businesses reporting difficulties in recruiting staff,
20 percentage points below the national average of 51%. Tasmania stands out as having
significantly lower reported deficiencies than other States. Recruitment deficiencies were
reported by only 31% of businesses (compared to 51% at the national level). Retention
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difficulties were reported by a third fewer businesses (24%) than at the national level (36%)
and skills deficiencies were also 10 percentage points lower, at 59%. Tasmania ranked the
lowest of the States and Territories in all three deficiencies.
Supporting these finding, the State has a vacancy rate of only 3% and industry turnover of
32%, both around half the national average. Of all States, Tasmania appears to be having
the least issues in regards to its tourism labour market. Of those occupations that are listed
as including deficiencies, the rankings align with those at a national level.
Overall, the picture painted by this data is of a significantly less transient workforce in
Tasmania. Turnover is well below the national average and there are less issues in
recruiting or retaining staff than elsewhere in Australia. This is particularly relevant given
the higher seasonal nature of tourism in the State.
Chart 3.42: Employees in Tasmania by origin

Source: Survey data

3.4.6.1

Recruitment and retention pressures

For those businesses which reported a difficulty in recruiting staff, the main reason given
was a lack of applicants, which ranked significantly above the national average. Other
external factors also ranked highly, well above the national level. Most other reasons
ranked below the national average (Chart 3.43).
The proportion of businesses identifying retention difficulties in Tasmania was well below
the national average, and this is broadly reflective in the responses to problems identified
in retaining employees. Employees being unsuited for the role, leaving for personal reasons
or viewing the role as a short term position only were the three largest retention difficulties
and all ranked slightly above the national average. In contrast, those problems identified as
not significantly impacting recruitment tended to rank well below the national average. In
particular, businesses identifying employee concerns with working conditions or wage were
significantly lower than in other jurisdictions, as was a perceived lack of career
development opportunities (Chart 3.44).
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Chart 3.43: Reasons for difficulty in recruiting employees

Source: Survey data

Chart 3.44: Reasons for difficulty in retaining employees

Source: Survey data
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3.4.6.2

Skills deficiency pressures

Cleaners, cooks and handypersons ranked as the occupations with the most commonly
reported deficiencies (Table 3.14). 37% of businesses which reported experiencing
deficiencies of some kind included cleaners as an occupation in which they saw deficiencies,
slightly lower than the national average of 40%. The most common deficiency nominated
for cleaners was a lack of adequate work experience. The proportion of businesses
nominating cooks and handypersons as facing deficiencies also aligns with the national
average. In both cases skills were identified as the main deficiency.
Table 3.14: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation

% of identified
deficiencies

Primary type of
deficiency

Cleaner

37%

Experience

Cook

23%

Skills

Handypersons or General Maintenance

21%

**

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

Of the reasons given for skills deficiencies, a lack of experience in the sector was rated as
the largest problem, although only marginally above other reasons provided. Overall, most
reasons given for skills deficiencies were rated as less of a problem than businesses in other
jurisdictions (Chart 3.45).
Chart 3.45: Reasons for skills deficiencies in employees

Source: Survey data

Not surprisingly given the relatively low level of deficiencies identified in the State, less
emphasis had been put into responding to deficiencies than at the national level. The most
common approach was to establish more flexible work arrangements which ranked slightly

Deloitte Access Economics

44

Australian Tourism Labour Force

higher than the national average. Exploring new sources of labour ranked sixth, with only
20% of businesses reporting as taking this approach (Chart 3.46).
Chart 3.46: Top 6 business responses to all employee deficiencies

Source: Survey data

Of those businesses which reported exploring alternative sources of labour, the largest
category was mature age workers. All alternative sources ranked lower than the national
average in terms of the proportion of businesses exploring them, not surprising given the
low rate of deficiencies and the low rating of alternative sources of labour as a response to
deficiencies. Notably, almost no businesses reported indigenous employees as an
alternative source (Chart 3.47).
Chart 3.47: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received..
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3.4.7

Northern Territory

The tourism industry in the Northern Territory is the most seasonal in Australia (Table 3.15).
70% of businesses in the Northern Territory reported as seasonal, well above the national
average of 51%, reflecting the distinct wet and dry periods which influence tourism
numbers.
Table 3.15: Survey summary statistics – Northern Territory
Metric

NT result

Australia result

68

1,978

70%

51%

16

19

Employees that are local residents

58%

78%

Employees that are intrastate Australians

5%

6%

Employees that are interstate Australians

24%

6%

Employees that are international

12%

10%

Share of employees full time

32%

35%

Businesses identifying recruitment difficulty

69%

51%

Total survey responses
Businesses reporting as seasonal
Average number of employees

Top deficiency identified
Second top deficiency identified
Third top deficiency identified

Flexibility

Skills

Employment condition

Employment condition

Work Experience

Work Experience

Vacancy rate

4%

7%

Industry turnover rate

55%

66%

Businesses identifying retention difficulty

56%

36%

Short-term
employment

Work too difficult

Top deficiency identified
Second top deficiency identified

Unsuited for role

Short-term employment

Other external factors

Unsuited for role

68%

69%

Top deficiency identified

Business location

Lack of experience

Second top deficiency identified

Lack of experience

Capability misalignment

Experience
opportunities

Experience opportunities

Bar Attendant

Cleaner

Third top deficiency identified
Businesses identifying skills deficiencies in
employees

Third top deficiency identified
Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency

Cook

Cook

Café or restaurant
manager

Handypersons or General
Maintenance

Source: Survey data

The Northern Territory has the second lowest proportion of local employees (second to
Western Australia with 57%) but the highest proportion of employees sourced from within
the same jurisdiction, likely reflecting the more remote aspects of the Territory’ tourism
businesses with employees drawn from regional centres (Chart 3.48). Employees hired from
interstate or internationally are broadly in line with the national average.
Recruitment and retention of employees are both significantly larger issues in the Northern
Territory than in the country overall, at 18% and 20% above the national average
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respectively. The proportion of businesses identifying skills deficiencies are roughly equal to
the national average. For staff retention, the difficulties identified may be due in part to the
highly seasonal nature of the workforce and the relatively large proportion of overseas
workers in the sector.
Chart 3.48: Employees in Northern Territory by origin

Source: Survey data

The vacancy rate was reported to be 4%, well below the national average, and employee
turnover was also some 11 percentage points lower than the average. The vacancy rate is
also significantly down on that reported in the 2011 survey (13%) and may be due to
sample bias caused by the relatively low number of survey responses from the Territory.

3.4.7.1

Recruitment and retention pressures

The lack of flexibility as a reason for difficulties recruiting staff was significantly above the
national average. A lack of applicants or applicants with insufficient experience ranked
second and third, again both being above the national average. A lack of skills presents a
large barrier to recruitment, but slightly less than the national average (Chart 3.49).
Overall, these difficulties add up to the Northern Territory reporting significantly higher
recruitment difficulties than other states, with the ACT second at 60%, 9 percentage points
lower than the Northern Territory. A lack of flexibility was reported as by far the largest
impediment to recruitment followed by workers experience and lack of applicants, all
significantly above the national average, ranking well above the national average.
Recruitment problems may be driven by a collection of issues, for example ‘other external
factors’ (such as lack of suitable accommodation for staff) also ranks well above the
national average, albeit ranking low relative to the other issues identified.
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Chart 3.49: Reasons for difficulty in recruiting employees

Source: Survey data

While problems with retainment were also well above the national average, there is no
clear single reason for this presented in the data, although other external factors (including
accommodation) again ranks significantly higher than the national average and may be
driving the result. Short term employment is provided as the largest single reason for
retention difficulties, but is only slightly above the national average (Chart 3.50).
Chart 3.50: Reasons for difficulty in retaining employees

Source: Survey data
Deloitte Access Economics

48

Australian Tourism Labour Force

3.4.7.2

Skills deficiency pressures

Of the occupations listed as having deficiencies of some kind, chefs were the most
prevalent with 62% of businesses identifying a deficiency of some kind for this occupation.
This is well above the national average for this occupation. Bar attendants and cleaners
were ranked equally in second place. Again, skills were identified as the most common
deficiency for all occupations (Table 3.16).
Table 3.16: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation
Chef
Bar Attendant
Cleaner

% of identified
deficiencies

Primary type
of deficiency

62%
50%
50%

**
Skills
**

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

While overall the Northern Territory ranked approximately the same as the national
average for aggregate skills deficiencies, there are some areas of notable difference. The
strongest reason given for a difficulty in hiring the appropriate skills for a role was due to a
lack of applicants given the location of the business. The Northern Territory is the only
jurisdiction where this ranked as the highest reason given for skills deficiencies and broadly
aligns with responses around external factors in the recruitment and retainment areas
(Chart 3.51).
Chart 3.51: Reasons for skills deficiencies in employees

Source: Survey data
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Businesses in the Territory tend to report taking less action to respond to deficiencies
relative to the national average, although overall these differences are not large. The most
common response is to establish more flexible working arrangements, in line with flexibility
being listed as the greatest barrier to recruitment. Nonetheless, the proportion of
businesses nominating this response is slightly below the national average (Chart 3.52).
Overall, the relatively low level of responses to deficiencies is somewhat surprising given
the Territory reported significantly higher levels of recruitment and retention difficulties. In
particular, it may be expected that employers would more actively pursue formal workforce
planning in order to retain their current staff, however this response ranked below the
national average. This may reflect the relatively transient nature of the workforce, with a
larger proportion of seasonal businesses and non-local employees meaning a smaller return
on business responses.
Chart 3.52: Top 6 business responses to all employee deficiencies

Source: Survey data
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Chart 3.53: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received.

Mature age workers were the most common source of alternative labour and close to the
national average. A greater proportion of businesses reported seeking indigenous workers,
and this group ranked second overall. Youth employment as a source of employment
ranked significantly below the national average as did workers from overseas even though
this is made up of 12% of the Northern Territory’s workforce (Chart 3.53).
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The Australian Capital Territory

3.4.8

The Australian Capital Territory has the lowest share of seasonal tourism businesses in the
country, at 29%, which would reflect its more constant year-round visitation as the national
capital. This is consistent with the finding in the 2011 survey which found only 24% of
businesses in the Territory reported as being seasonal (Table 3.17).
Table 3.17: Survey summary statistics – Australian Capital Territory
Metric
Total survey responses
Businesses reporting as seasonal

ACT result

Australia result

46

1,978

29%

51%

53

19

Employees that are local residents

87%

78%

Employees that are intrastate Australians

5%

6%

Employees that are interstate Australians

6%

6%

2%

10%

40%

35%

Average number of employees

Employees that are international
Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

60%

51%

Skills

Skills

Work Experience

Employment condition

Employment condition

Work Experience

Vacancy rate

3%

7%

Industry turnover rate

53%

66%

Businesses identifying retention difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Businesses identifying skills deficiencies in
employees
Top deficiency identified

39%

36%

Personal reasons

Work too difficult

Short-term
employment

Short-term employment

Work too difficult

Unsuited for role

71%

69%

Capability misalignment

Lack of experience

Lack of experience

Capability misalignment

Experience
opportunities
**

Experience opportunities

Second top occupation affected by skills deficiency

**

Cook

Third top occupation affected by skills deficiency

**

Handypersons or General
Maintenance

Second top deficiency identified
Third top deficiency identified
Top occupation affected by skills deficiency

Cleaner

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

The vast majority of employees are hired locally (87%) and 40% of these work with the
business on a full time basis, both higher than the national average. The vacancy rate (3%)
is 4 percentage points below the Australian average, and turnover (53%) is the lowest in all
regions other than Tasmania (Chart 3.54).
Recruitment, retention and skills deficiencies of employees are all larger issues in the
Australian Capital Territory than in the country overall, at 60%, 39% and 71% respectively.
However, given the small sample size and the fact that these values are only slightly greater
than the national average, this finding should be treated with caution.
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Chart 3.54: Employees in ACT by origin

Source: Survey data
Note: Only six of the responding businesses in the ACT hired international workers and results may therefore be
unrepresentative due to a small sample size.

3.4.8.1

Recruitment and retention pressures

Skills deficiencies were nominated as providing the greatest difficulty in recruitment in the
ACT, with the proportion of businesses rating this difficulty as high being slightly above the
national average. A lack of work experience was ranked second, with a rating equal to the
national average, while ‘other external factors’ was ranked the lowest, slightly below the
national average. Both flexibility and number of applicants is less of a problem than at the
national level.
However, competition from other sources and locations of employment ranked significantly
higher than in other jurisdictions. Anecdotally, consultations during the piloting phase of
the survey indicated that a large amount of this pressure may be coming from the public
service, which has a larger proportional presence in the ACT than in other States and
Territories (Chart 3.55).
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Chart 3.55: Reasons for difficulty in recruiting employees

Source: Survey data

Individuals leaving for personal reasons was ranked as the largest difficulty in retaining
employees, only slightly above employees seeing their role as a short term position only.
Both of these factors are above the national average. Visa restrictions ranked as the lowest
reason for retention difficulties, likely due to the low proportion of international workers
(Chart 3.56).
Chart 3.56: Reasons for difficulty in retaining employees

Source: Survey data
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3.4.8.2

Skills deficiency pressures

Chefs and waiters were the most commonly reported occupation as having deficiencies,
both significantly above the national average. Of businesses which nominated deficiencies
in their workers, 59% identified chefs and 50% identified waiters as facing deficiencies
relative to national averages of 23% and 20% respectively. This may be due to the relatively
small sample size for the Territory and these results should be interpreted with caution. In
all cases the largest deficiency identified was with skills (Table 3.18).
Table 3.18: Top 3 most common occupational deficiencies (all deficiencies)
3-digit occupation
Chef
Waiter
Cook

% of identified
deficiencies

Primary type
of deficiency

59%
50%
**

**
**
**

Source: Survey data
Note: ** indicates results could not be reported due to small sample size.

The most significant driver of skills deficiency in the ACT is due to a perceived misalignment
between employee capability and the role, with this rating above the national average for
this deficiency. Most other deficiencies are ranked below the national average, with a lack
of applicants ranked significantly lower than average, indicating that this is less of a
problem in the ACT relative to other jurisdictions (Chart 3.57).
Chart 3.57: Reasons for skills deficiencies in employees

Source: Survey data
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Businesses in the ACT reported relatively strong efforts in responding to employment
deficiencies. Establishing internal training was by far the strongest response to deficiencies,
with around 80% of businesses reporting using this approach, well above the national
average of 50%. Establishing flexible working arrangements and formal external training
also ranked highly and above the average responses from other jurisdictions. Further,
workforce planning rated highly as a response from ACT businesses, at around 50% and
nearly twice the national average. This may reflect businesses responding to the higher
than average recruitment difficulties in the Territory, or the greater competition they face
from other employment sources. Differences may also reflect businesses responding to the
survey being larger than the national average and therefore in a better position to respond
to workforce problems (Chart 3.58).
Chart 3.58: Top 6 business responses to all employee deficiencies

Source: Survey data

Given the relatively low number of responses to the survey from ACT businesses, data on
alternative sources of employment is not reported.
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3.5 Results for selected industries
This section reviews the survey results for three selected tourism industries:
accommodation, attractions and restaurants and cafes. These three industries combined
accounted for around 92% of the total responses from employing businesses. The analysis
reveals that while deficiencies were found in all three industries, there are significant
differences between industries.

3.5.1

Accommodation

Only 44% of businesses in the accommodation sector reported being seasonal, lower than
the national average of 51%. These businesses tend to have a slightly more fixed workforce
than the national average, with 42% of employees full time. This may be reflected in the
lower than average turnover rate of 51%, compared to a national average of 66%.
Table 3.19: Survey summary statistics – Accommodation
Metric

Accommodation

Australia result

Total eligible survey responses

731

1,430

Businesses reporting as seasonal

44%

51%

Average number of employees

21

19

Employees that are local residents

73%

78%

Employees that are intrastate Australians

4%

6%

Employees that are interstate Australians

7%

6%

Employees that are international

16%

10%

42%

35%

Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

39%

51%

Skills

Skills

Employment condition

Employment condition

Flexibility

Work Experience

Vacancy rate

5%

7%

Industry turnover rate

51%

66%

Businesses identifying retention difficulty

27%

36%

Top deficiency identified

Work too difficult

Work too difficult

Second top deficiency identified

Unsuited for role
Short-term
employment

Short-term employment

Third top deficiency identified
Businesses identifying skills deficiencies in employees
Top deficiency identified
Second top deficiency identified

Unsuited for role

66%

69%

Capability misalignment

Lack of experience

Lack of experience

Capability misalignment

Third top deficiency identified

Experience
opportunities

Experience
opportunities

Top occupation affected by skills deficiency

Cleaner
Hotel or Motel
Receptionist

Cleaner

Handypersons or
General Maintenance

Handypersons or
General Maintenance

Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency

Cook

Source: Survey data
Note: Response numbers are based on employing businesses only as non-employing businesses were not
prompted to report their industry.
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Businesses in the accommodation sector identified lower recruitment and retention
difficulties than the national average, at 39% and 27% respectively. In contrast, skills
deficiencies were reported to be in line with the average at 66%. Reasons given for skills
deficiencies were broadly in line with those from other industries.
The accommodation industry hires a significantly larger proportion of its workers from
overseas. At 16%, this figure is 60% higher than the national average. Just under half of
these are workers on Working Holiday Maker visas, while permanent migrants and
international students also comprise a significant portion of the industry’s employment
(Chart 3.60).
Chart 3.60: Employees in the Accommodation industry by origin

Source: Survey data

Given the lower perceived deficiencies in workers in the accommodation industry, it is
perhaps not surprising that business reported lower levels of responses to deficiencies.
Indeed, on all measures the responses of businesses rated below the national average.
Establishing flexible working arrangements ranked highest, while alternative sources of
employment rated lower but closest to the national average (Chart 3.61).
Mature age workers rated as by far the most common source of alternative labour and the
response matched the national average. Businesses in the industry reported being less
likely to pursue other sources of employment however, with the exception of workers from
a non-English speaking background and workers with a disability. Just under 40% of
businesses reported not exploring any alternative source of employment (Chart 3.62).
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Chart 3.61: Top 6 business responses to all employee deficiencies

Source: Survey data

Chart 3.62: Alternative sources of employment

Source: Survey data
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3.5.2

Attractions

Businesses in the attractions industry reported approximately equal levels of seasonality to
the nation as a whole, and a similar, but slightly larger, average business size. Deficiencies,
particularly recruitment and retention difficulties, were significantly less prevalent relative
to other industries at 36% and 22% respectively. This is despite the share of workers in the
sector that are full time being equal to the national average. Both the vacancy rate and staff
turnover are significantly lower than the average, reflecting the lower levels of recruitment
and retention difficulties (Table 3.20).
Table 3.20: Survey summary statistics – Attractions
Metric

Attractions

Australia result

Total eligible survey responses

378

1,430

Businesses reporting as seasonal

49%

51%

Average number of employees

22

19

Employees that are local residents

83%

78%

Employees that are intrastate Australians

7%

6%

Employees that are interstate Australians

7%

6%

3%

10%

35%

35%

Employees that are international
Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

36%

51%

Skills

Skills

Work Experience

Employment condition

Employment condition

Work Experience

Vacancy rate

4%

7%

Industry turnover rate

42%

66%

22%
Short-term
employment

Work too difficult

Second top deficiency identified

Unsuited for role

Short-term employment

Third top deficiency identified

Personal reasons

Unsuited for role

59%
Experience
opportunities

Lack of experience

Lack of experience

Capability misalignment

Training accessibility

Experience
opportunities

Tour guide

Cleaner

Other

Cook

Tourist Information
Officer

Handypersons or
General Maintenance

Businesses identifying retention difficulty
Top deficiency identified

Businesses identifying skills deficiencies in employees
Top deficiency identified
Second top deficiency identified
Third top deficiency identified
Top occupation affected by skills deficiency
Second top occupation affected by skills deficiency
Third top occupation affected by skills deficiency

36%

69%

Source: Survey data
Note: Response numbers are based on employing businesses only as non-employing businesses were not
prompted to report their industry.

The attractions industry employs a very small proportion of international workers, at only
3% of its workforce. Of these, the majority are permanent migrants, with workers on visas
only accounting for 1% of the industry workforce. Of the total workforce, 90% are sourced
either locally or elsewhere within the state or territory (Chart 3.63).
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Chart 3.63: Employees in the Attractions industry by origin

Source: Survey data

Despite recording significantly lower deficiencies than the sector as a whole, businesses
reporting being roughly equally willing to respond to labour force difficulties. Formal
external training was the main response, with over 50% of businesses responding that they
had adopted this response, with this rating above the national average. Internal training
ranked second, also above the national average. Establishing flexible working arrangements
and exploring new sources of labour ranked significantly below average, with the former
being the least common response by businesses (Chart 3.64).
Nearly 35% of businesses responded that they had not sought any alternative source of
workers, well above the national average of 25%.
Around half of all businesses responded that they had explored mature age employees as
an option, and just under 40% indicated that they had sought employment from youth
employment. Both were again below the national average. Given the very low proportion
of overseas workers in the industry, it is not surprising that this response also rated well
below the national average (Chart 3.65).

Deloitte Access Economics

61

Australian Tourism Labour Force

Chart 3.64: Top 6 business responses to all employee deficiencies

Source: Survey data

Chart 3.65: Alternative sources of employment

Source: Survey data
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3.5.3

Restaurants and cafes

The restaurants and cafes industry had an increased national average for each deficiency,
however with businesses more willing to respond to these deficiencies. The number of
businesses reporting recruitment deficiencies is around 40% higher than the national
average at 71%, retention difficulties are 45% higher at 52%, and 81% of businesses
identified as experiencing skills deficiencies in their staff.
Both the turnover rate and vacancy rate are also above the national average at 88% and 9%
respectively. This does not appear to be the result of significantly higher casualisation in
this workforce, with the 32% of full time workers approximately equal to the national
average. However, it may reflect the greater proportion of international workers, in
particular working holiday makers, in the sector which have limits on the length of time
they can stay with the business. A higher proportion of businesses reported as being
seasonal, at 59%, and this could also be a factor in driving the greater proportion of
deficiencies reported compared to the national average (Table 3.21).
Table 3.21: Survey summary statistics – Restaurants and cafes
Restaurants

Australia result

Total eligible survey responses

175

1,430

Businesses reporting as seasonal

59%

51%

Metric

Average number of employees

21

19

Employees that are local residents

76%

78%

Employees that are intrastate Australians

6%

6%

Employees that are interstate Australians

4%

6%

Employees that are international

14%

10%

32%

35%

Share of employees full time
Businesses identifying recruitment difficulty
Top deficiency identified
Second top deficiency identified
Third top deficiency identified

71%

51%

Skills

Skills

Employment condition

Employment condition

Work Experience

Work Experience

Vacancy rate

9%

7%

Industry turnover rate

88%

66%

Businesses identifying retention difficulty

52%

36%

Top deficiency identified

Work too difficult

Work too difficult

Second top deficiency identified

Unsuited for role

Short-term employment

Third top deficiency identified
Businesses identifying skills deficiencies in employees
Top deficiency identified
Second top deficiency identified

Short-term employment

Unsuited for role

81%

69%

Capability misalignment

Lack of experience

Lack of experience

Third top deficiency identified

Capability misalignment
Experience opportunities

Business location
Top occupation affected by skills deficiency

Chef

Cleaner

Second top occupation affected by skills deficiency

Cook

Cook

Café or Restaurant
Manager

Handypersons or General
Maintenance

Third top occupation affected by skills deficiency
Source: Survey data
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The reasons provided for all three deficiencies broadly aligned with the national average,
however, the ratings for each deficiency indicated that these issues were perceived as
being more acute in the restaurants and cafés industry. The top occupations listed for
experiencing deficiencies were chefs, cooks and café or restaurant managers respectively.
A high proportion of workers in the sector are international, at 14%. Around half of these
are Working Holiday Makers, with the other three categories of overseas workers making
up approximately equal shares (Chart 3.66).
Chart 3.66: Employees in Restaurants and Cafes by origin

Source: Survey data

Given the higher reported deficiencies, businesses also reported as being more likely to
respond to labour market issues. Establishing more flexible working conditions rated as the
highest response, with 60% of businesses reporting this approach. Establishing formal
training also rated highly and above the national average. Only one third of businesses
reported as developing formal workforce plans, ranking the lowest response overall, but
slightly above the national average (Chart 3.67).
Only just over 10% of businesses reported not exploring any of the listed sources of
alternative employment, well below the national average of 25% (Chart 3.68). The most
common source was again mature age workers at around 60%, however, youth workers
were also nominated by just over half of the businesses in the industry. Over 40% of
businesses reported exploring international workers as a source of employment, again well
above the national average.
Hence, while restaurants and cafes appear to be experiencing significantly higher
difficulties than other businesses, they appear to be taking efforts to respond to these
difficulties. They are both more likely to adopt formal responses and explore alternative
sources of labour. In addition, a shortage of specific skills (in particular chefs and cooks) also
appears to be driving a skills shortage in the industry.
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Chart 3.67: Top 6 business responses to all employee deficiencies

Source: Survey data

Chart 3.68: Alternative sources of employment

Source: Survey data
Note: ** indicates fewer than 15 positive responses were received.
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Appendix A: Survey methodology
The questionnaire
The 2015 questionnaire used broadly replicates the 2011 instrument4. However, in order to
reduce the average completion time, there was a general reduction in the detail required.
The average completion time for the 2011 survey was 16 minutes, and the 2015 survey was
reduced in order to target a completion time of around 7 minutes. The reduction in detail
predominantly related to the amount of occupational level detail required from businesses,
information that was not core to the results of the 2011 report.
The survey design and sampling approach was subject to the Statistical Clearing House
approval process, with experts at the Australian Bureau of Statistics (ABS) reviewing the
questionnaire and providing feedback.
The survey itself was conducted online using Deloitte’s Qualtrics survey platform. This
platform allowed a link to the survey to be emailed to businesses and completed on their
computers. It comprised of a simple click-through questionnaire with checks to ensure all
required questions had been completed. The functionality also allowed the survey link to
be re-opened and completed at the convenience of the business, and disallowed multiple
responses from the same computer.
This online survey form underwent a brief piloting phase with a small sample of businesses
across different tourism sub-sectors. The piloting revealed general ease in interpreting
questions and completing the survey, with difficulty only arising in the questions around
employment for larger businesses. The ease of completing these questions will have
differed by business depending on the design of their employment databases. The 7 minute
completion target was revealed to be achievable for smaller businesses without a large
number of employees, with a completion time of up to 15 minutes experienced for a larger
hotel on which the survey was piloted.

Sample design
Ideally, the survey would be made available to a large and representative subset of tourism
businesses. The best available contact list for this purpose was the list of businesses
registered on the Australian Tourism Data Warehouse (ATDW) online booking engine. A list
of business email addresses, postcodes and business type was made available to Deloitte
Access Economics, providing a snapshot of the tourism sector by location and sub-sector.
Businesses in the restaurants and catering sub-sector are known to be under-represented
in the ATDW contact list. To address this, a separate contact list was used for this subsector, with this provided through Restaurants and Catering Australia. The industry
descriptions of businesses in the ATDW contact list do not exactly match the categories
used in this survey. In addition to the list not representing restaurants and cafes, it also did
not contain any businesses identified as being in the retail sector. However, some
4

The questionnaire is provided in Appendix A.
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businesses self-identified as belonging to this sector when responding to the survey. In
total, there were 15,312 unique business email addresses include in the ATDW database
and 5,176 addresses in the Restaurants and Catering Australia database. This gave a total
contact list of 20,488 businesses.
A summary of the businesses by sector and state in the contact list is given below.
Table A1: Summary of contact list
State

Attraction

NSW
Vic
Qld
WA
SA
ACT
NT
Tas
Australia

38%
34%
32%
29%
31%
69%
67%
39%
35%

Accommodation

Restaurant

32%
29%
34%
27%
32%
29%
25%
55%
33%

23%
27%
29%
36%
23%
0%
0%
0%
23%

Transport
0%
0%
1%
0%
0%
3%
3%
0%
0%

Source: Australian Tourism Data Warehouse, Restaurants and Catering Australia

In total there were a roughly equal number of attraction and accommodation businesses in
the list, accounting for just under 70% of total businesses. Restaurants and cafes accounted
for around 23% of businesses, while the remaining 7% were in the retail sector. No contacts
for restaurants or cafes were provided by Restaurants and Catering Australia for the ACT,
NT or Tasmania. In the final sample, however, some businesses identified as being in the
restaurant and café sectors in these jurisdictions. This is either because they were not listed
as belonging to this sector in the ATDW database but self-identified as a restaurant, or
because they received the survey link through the promotional communications.
In order to achieve a representative sample of businesses for each state, it was determined
that an appropriate target level of responses would be around 250-350 businesses by state
or around 2,000 responses nation-wide. The response rate from the survey in 2011 of
around 7% was used to give an estimate of the expected response rate for this survey.
Given the number of businesses in the combined contact databases, a 7% response rate
would lead to around 1,435 responses. Given this, the survey was sent to the entire contact
list and was not stratified. This approach was approved by the ABS Statistical Clearing
House.

Promotion of the survey
The survey was first emailed to businesses on the 11th of May 2015, and was initially
intended to be run over three weeks. Businesses were sent follow up emails twice over this
period. At the end of the three weeks the response rate was lower than would have
allowed for a robust analysis across most states and the survey was extended for another
two weeks. By the end of this period the total response number for completed surveys was
1,978, with 1,430 of these businesses currently employing. This was broadly in line with the
expected number of responses based on the sample size and estimated response rate.
In addition to these completed responses was a sample of partially completed responses.
Where these responses had entered sufficient data to record responses to particular
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questions these responses have been included in the results in this report. In practice, only
a small proportion of these partial responses completed the questions on employee
deficiencies. The majority of partial responses dropped out at the questions on employee
numbers, likely due to these questions being the most time-consuming and information
intensive.
In addition to the direct email contact, the survey was promoted through a range of
industry communications. The larger industry associations across all tourism sectors were
contacted to assess how they could support the survey, and State Tourism Organisation and
various Regional Tourism Organisations were also engaged in order to promote the survey
to their members. This promotion activity primarily consisted of emailing details of the
survey, including an electronic link to the survey, to members through newsletters. In
addition, Deloitte Access Economics contacted large business chains in the sectors
(primarily in the accommodation sub-sector) to ask their individual premises to complete
the survey.
The vast majority of responses received came through businesses accessing the survey link
through the direct email contact. This accounted for 79.9% of all responses. The remaining
20.1% of responses were received as a result of industry promotion, indicating that this
process was useful in increasing total responses. This may under-represent the
effectiveness of the promotion activity given that businesses that may otherwise have
completed the survey as a result of the promotion may already have done so through the
direct link.

Sampling bias and small sample sizes
As with any sampling survey, the results of the 2015 Australian Tourism Labour Force
Survey will be impacted by sample bias. Three sources of bias are likely to be present:


Coverage error – this occurs where significant parts of the population are not
sampled. The contact lists of tourism businesses available for the 2015 survey include
roughly 27% of the estimated population of 75,000 employing ‘tourism characteristic’
businesses5. The contact lists may under-represent smaller businesses, so this may
affect some results.



Self-selection bias – where those businesses that respond have a characteristic which
may mean their responses are not representative of the broader population of
businesses. For the Labour Force Survey it is likely that businesses having difficulties
in recruiting and retaining appropriate staff were more likely to participate in the
survey.



General non-response bias – where those businesses responding to the survey are
different to businesses in the population more broadly. For example, it is possible
that in areas experiencing their peak tourism season, business operators may have
been less inclined to participate due to higher workload.

Details of the contact list and the sample were used to weight the survey responses to
correct for non-response bias by sector. This weighting means that the survey results will
better represent the businesses included in the ATDW database and the Restaurants and
Catering database.
5

TRA 2013 Tourism Businesses in Australia June 2010 to June 2012
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For example, at the national level around 7,400 businesses, or 36% of the contact list, were
in the accommodation sector. However, the accommodation sector accounted for 52% of
total responses. As a result, responses from businesses in this sector were given a lower
weight than those in under-represented sectors. This weighting process reduces the bias
caused by the different proportions in the sample and contact lists.
Table A2: Summary of response achieved by state and sector
State

Attraction

Accommodation

Restaurant

Transport

Retail

NSW
Vic
Qld
WA
SA
ACT
NT
Tas
Australia

24%
24%
25%
33%
28%
49%
17%
31%
26%

59%
49%
58%
46%
45%
37%
38%
45%
51%

10%
14%
10%
10%
12%
14%
29%
12%
12%

2%
2%
4%
3%
1%
0%
11%
6%
3%

6%
11%
4%
8%
14%
0%
5%
6%
7%

Source: Survey data

As a consequence of sample bias, survey results cannot be fully ‘generalised’ to the
population. While bias exists in every sample survey, an awareness of the nature and
relevance of the likely sources of bias means that it is possible to maximise the usefulness
of a survey, and avoid the misinterpretation of results.
For example, average business sizes differed widely in the sample across the states and
territories, and may not be representative of the true average business size in the tourism
sector. This may be the result of using the ATDW database and the method of promotion,
or may reflect that willingness to participate in surveys may differ by business size.
However, the key information in the report relates to difficulties around the recruitment
and retention of appropriate staff. This is something which would be expected to be largely
independent of the size of a business, as both large and small businesses are subject to the
same labour market conditions in their area. The table below provides the sample of
responses (both completed and partially complete) by businesses size by state.
Table A3: Summary of sample achieved by state and by number of employees
State

Nonemploying

NSW
Vic
Qld
WA
SA
ACT
NT
Tas
Australia

170
116
80
15
103
5
5
69
563

Micro
(1-4)
175
109
105
40
74
5
11
69
588

Small
(5-19)
174
151
128
88
81
13
34
54
723

Medium
(20-199)
56
46
49
37
20
25
25
16
274

Large
(200+)
10
6
5
4
0
4
2
1
32

Total
585
428
367
184
278
52
77
209
2180

Source: Survey data
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Sample variation and sample size
Another standard feature of sample surveys is sample variation (also referred to as
sampling error). This is simply the fact that the individual respondents to a survey will have
varying characteristics, and when sample characteristics are measured (such as averages or
proportions), they will never exactly match the population, even if no bias existed in the
sample. However, estimates based on larger samples will provide a better approximation of
the population, and smaller samples will provide a poorer approximation.
For practical purposes, it is sometimes useful to identify a minimum useful sample size so
that reporting unreliable information can be avoided. How this is achieved will vary widely
depending on the purpose of a particular survey and the nature of the sample and
methodology. The Australian Labour Force Survey has a fairly simple methodology and
minimal weighting, so a basic approach to estimating reliability is appropriate.
Survey results have been reported so long as at least 15 responses to a particular question
are received. However it has been indicated with an asterisk where their sample size is not
large enough to provide a 50% relative margin of error (or less) at the 95% confidence level.
In practice, this is the case when fewer than 15 responses have been received by businesses
identifying as having a particular characteristic.
The relatively low sample sizes for the smaller states means that their results will be more
affected by sample variation. Where adequate sample is not achieved for particular
questions, or particular responses to a question, then the results have been grouped
together or excluded from the report.
To assist in interpreting the significance of results for various sample sizes and proportions
of the sample with particular characteristics, it is useful to consider the confidence interval
within which the estimate falls at the 95% confidence level. These confidence ranges, and
corresponding margins of errors (the radius of the confidence interval, and equal to 1.96
times the standard error of the estimate) are shown in the table below.
The observed sample proportion is the percentage of the sample that identifies as having a
particular characteristic, for example, the proportion of businesses that identify as hiring
mature age workers. With a sample of 200 businesses, if half of these identify as hiring
mature age workers (so that p=50%) then the 95% confidence interval around this estimate
has a radius, or margin of error, of 7%. Loosely, we can say with 95% confidence that the
true proportion of businesses that hire mature age workers is between 43% and 57%. This
is shown in the ‘Range’ column in the chart for each proportion level.
If instead the sample consisted of only 15 responses there would be a 25% margin of error
around this central estimate. The 95% confidence interval would lie between 25% and 75%.
This demonstrates the relative effect of sample size on the confidence that can be placed in
the estimates contained in this report.
Comparing the margin of error for different observed proportions shows that estimates
with a more extreme proportion (that is, further away from 50%) have a tighter confidence
bound around them. With a sample of 200, a proportion of 5% of the population with a
particular characteristic carries with it a 3% margin of error, implying that the 95%
confidence interval is between 2% and 8%. With a proportion of 50% having a particular
characteristic, that margin of error is more than double at 7%. This implies that, holding the
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sample size constant, the reader can have more confidence in an estimate in the vicinity of
5% than 50%.
Table A4: Confidence intervals by sample size
Sample

Observed sample proportion, p
P=50%

P=25%

P=5%

M.E.

Range

M.E.

Range

M.E.

Range

15

25%

25% - 75%

22%

3% - 47%

11%

0% - 16%

30

18%

32% - 68%

16%

9% - 41%

8%

0% - 13%

50

14%

36% - 64%

12%

13% - 37%

6%

0% - 11%

100

10%

40% - 60%

9%

16% - 34%

4%

1% - 9%

200

7%

43% - 57%

6%

19% - 31%

3%

2% - 8%

Note: calculations are based on a population of 100,000, however results will not change significantly for other
population selections. M.E. = Margin of Error.
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Appendix B: Survey instrument
The survey was conducted online. Businesses were emailed a link to the survey along with a
description of its purpose, clearly stating that it was undertaken by Deloitte on behalf of
Austrade. In order to keep the time required for the survey to a minimum, survey
participants were only asked those questions that were deemed relevant. For example, if
an employer indicated that they had no difficulties with recruitment, they skipped the
remaining recruitment questions and were directed to the start of the questions about
retention difficulties.
The questionnaire below is a stylised print version of what was seen online. In the online
version each question was asked on a separate page, with the grey text boxes presented as
instructions on a separate page. Redirections across questions that may have been made
based upon a respondent’s answers are indicated in italics.

A survey of the tourism and hospitality labour force
Deloitte Access Economics has been commissioned by the Australian Trade
Commission (Austrade) to assess labour conditions in the tourism industry across
Australia by location and by occupation. Labour shortages in tourism and hospitality
have been identified as a priority area for government action.
By completing this questionnaire, you will help us measure the size and nature of
labour force problems in your State or Territory. This information will inform
government where the problems are occurring, and what type of action is required.
Any information you provide will be treated with the strictest confidence.
The estimated time needed to complete this survey is 7 minutes.
Australian Government Statistical Clearing House Approval Number: 02145-02.
If you have any queries in relation to this survey please contact Hugh Green at
Deloitte Access Economics on (02) 6175 2059, by mail to Level 1, 9 Sydney Ave
Barton ACT 2600, or by email at:
tourism.survey@deloitte.com.au

Question 1. What is the postcode of your main business location, that is, the location with
the greatest number of employees?
Please enter a valid Australian postcode.
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Question 1a. Did your business have any paid employees at any time during calendar year
2014?
Please click one response

Yes ..................................................................................................................... 1
No ....................................................................................................................... 2

[If answer is ‘Yes’ they skip to Question 2, if answer is ‘No’ they are asked Question 1b]
Question 1b. Did you attempt to hire any staff over the last 12 months?
Please click one response

Yes ................................................................................................................................. 1
No...................................................................................................................................2
[If answer is ‘Yes’ respondent is asked a number of questions that may still be relevant – Questions
11-13 and 20.
If answer is ‘No’ they see text – ‘Thank you for your time, however the remainder of this survey is
looking at the experiences of businesses in recruiting and retaining workers, and so this is not
relevant to you.’]

For the remainder of this survey, please only include information for your main
business location. If you operate from more than one location please omit any
employees outside of this location. There will be an opportunity at the end to
re-take the survey for additional locations if you wish.
Question 2. Thinking about your main business location at Question 1, what is the main
business activity, that is, the activity with the greatest number of dedicated employees?
Please click one response

Tourism activity including tour operator services, travel services,
tour attractions, other ......................................................................................... 1
Attraction .................................................................................................................. a
Event. .........................................................................................................................b
Travel services……………………………………….. ................................................................ c
Tour operator services…. ...........................................................................................d
Hire services…............................................................................................................ e
Industry organisation…. ............................................................................................. f
Accommodation services ..............................................................................................2
Hotels and resorts……… ............................................................................................. g
Motels, private hotels and guest houses (including B&B)… ......................................h
Serviced apartments….. .............................................................................................. i
Caravan parks and camping sites…............................................................................. j
Food & beverage services including cafes, restaurants, clubs, pubs and bars ........... 3
Café… .......................................................................................................................... k
Restaurant.. ................................................................................................................. l
Clubs, pubs and bars…. ............................................................................................. m
Air, road and water transport ......................................................................................4
Air transport… .............................................................................................................n
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Road transport incl. hire car services…. ......................................................................o
Water transport… ........................................................................................................p
Retail trade .............................................................................................................. 5
Other: Please specify (for each list)

Question 3. Are you a seasonal business, that is, does your business choose to increase
and decrease employee numbers over the year in line with visitor numbers?
Please click one response

Yes ................................................................................................................................. 1
No...................................................................................................................................2
[If answer is ‘Yes’ they are asked Question 4, if answer is ‘No’ skip to Question 5]

Question 4. Which season are you currently in?
Please click one response

Peak (High season) ........................................................................................................ 1
Low .................................................................................................................................2
Shoulder (Between peak and low) .................................................................................3

Question 5. Please select those occupations in which you had paid employees during
calendar year 2014, or attempted to recruit employees during calendar year 2014 (please
include yourself in these figures).
Please select all that apply

[Occupation lists for each business type are included in the appendix to this document. Based upon
response to Question 2 employers see a list of occupations to select those that are relevant.]

These questions ask about your general recruitment experiences in your main
business location.
Question 6. How many paid employees do you have?
Please indicate the number of full time and part time and casual workers employed by
your business (please include yourself in these figures).
Enter number of workers in the boxes provided, must be a whole number 0-999.

[Businesses that indicated they were non-seasonal at Question 3 only see employed currently options.
For seasonal businesses:
-Those who indicated at Question 4 they were in peak season are asked about low season.
- Those in low or shoulder season are asked about peak season.]
Number of Persons Employed
Employed Currently
Full Time

Part Time

Employed at 2014[Insert either Peak or low]
Casual

Full Time

Part Time

Casual

XXX
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Question 7. In calendar year 2014, how many staff did you recruit in total?
If the same position was filled multiple times due to staff turnover, count all new staff that filled that
position during 2014.
Enter number of workers in the boxes provided, must be a whole number 0-999
Employees recruited during 2014
Full Time

Part Time

Casual

XXX

Question 8. Of those recruited during calendar year 2014, how many were recruited to fill
newly created positions (as opposed to replacing departing staff)?
Enter number of workers in the boxes provided, must be a whole number 0-999
Employees recruited during 2014
Full Time

Part Time

Casual

XXX

Question 9. Thinking about your current staff, how many (OR approximately what
proportions) were recruited from:
No.

%

Please enter number of employees or percentages (whole numbers and must total 100%)

Local residents (did not relocate for the role) ................................................. ___ ___
People living in the rest of the State or Territory ............................................ ___ ___
People living in the rest of Australia ................................................................ ___ ___
Overseas workers............................................................................................. ___ ___
[If an employer indicates that some of their staff are international workers]

No.

%

Please indicate the types of international workers you employ. Please enter the number of employees (or
percentages totalling 100%)

Permanent migrants (e.g. skilled, family migrants, humanitarian)……….. .... ___ ___
Temporary skilled migrants (e.g. Subclass 457 or 485)… .............................. ___ ___
International students. .................................................................................. ___ ___
Working holiday makers................................................................................ ___ ___

Question 10. How many vacancies do you currently have in total?
Enter number of workers in the boxes provided, must be a whole number 0-999
Number of current vacancies
Full Time
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These questions ask about difficulties with recruitment in your main business
location.
Question 11. Did you have any difficulties recruiting for any position during 2014?
Yes

No

If yes, please select the three occupations that you had the most difficulty recruiting.
Please tick up to three options
Difficulty recruiting
[Occupations as per what was indicated as relevant at Question 5]
XXX ..........................................................
None of these

[If ‘No’ is selected, answer Question 12 but skip Question 13, otherwise answer both
Questions]
Question 12. For the positions you were able to fill, on average how long did they take to
fill? Enter the average number of weeks as a whole number and round up i.e. if less than a week enter 1.
Number of weeks to recruit [Insert number]
Unable to fill any positions

Question 13. To what degree did the following reasons contribute to the difficulty
recruiting? Please click one response per row
Reason

To a great
degree

To a moderate
degree

To a minimal
degree

Not at all

Complete lack of applicants

1

2

3

4

Applicants didn’t have the right skills

1

2

3

4

Applicants didn’t have the required
qualifications/education

1

2

3

4

Applicants didn’t have the right work experience

1

2

3

4

Applicants lacked appropriate flexibility for the role

1

2

3

4

Other local tourism and hospitality employers were
more attractive to workers

1

2

3

4

Tourism and hospitality employers from elsewhere in
Australia were more attractive to workers

1

2

3

4

Employers outside tourism and hospitality were more
attractive to workers

1

2

3

4

Other external factors (e.g. accommodation)

1

2

3

4

Restrictions around employment conditions, such as
hours/wages

1

2

3

4
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If there were any other reasons for difficulties in recruiting please include them in the
text box below:

These questions ask about difficulty retaining employees in your main business
location.
Question 14. Did you have difficulty retaining employees in any position in 2014?
Yes

No

[If ‘No’ is selected skip to Question 16, otherwise continue to Question 15.]

Question 15. To what degree did the following reasons contribute to retention
difficulties?
Reason

To a great
degree

To a
moderate
degree

To a minimal
degree

Not at all

Employee not a good match for the role

1

2

3

4

Unhappy with employment conditions (for example
hours)

1

2

3

4

Unhappy with wages

1

2

3

4

Employee had poor commitment to roles/was unreliable

1

2

3

4

Leaving for personal reasons (retirement, family, illness,
study etc)

1

2

3

4

Job offers being received from other businesses in the
industry

1

2

3

4

Other external factors (e.g. accommodation and cost of
living)

1

2

3

4

Employee saw role as short-term option

1

2

3

4

No career path

1

2

3

4

Job offers being received from businesses in other
industries

1

2

3

4

Employee visa length prevented them from staying

1

2

3

4

These questions ask about lack of skills, qualifications and experience among
current employees in your main business location.
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Question 16. In which occupations do you experience a lack of skills, qualifications or
experience?
Please click all that apply per row ensuring at least one answer is selected per row

[Show occupations checked in Q5, multiple responses OK for each occupation]
Occupations as indicated as
relevant at Question 5]

Qualifications/
Education

Skills

Work experience

Other

1

2

3

4

1

2

3

4

XXX

If there are any other deficiencies please include them in the below text box:

Question 17. Please rank each occupation by severity of the deficiency you are
experiencing.
Please drag each occupation on the left over to the right and arrange in order of severity. The occupation at the
top of the list is the one experiencing the greatest deficiencies in skills, qualifications or experience, while the
occupation at the bottom of the list is experiencing the least deficiencies in skills, qualifications or experience.

Occupations to rank .............................................................................................Ranked

Question 18. To what degree do you believe the following are reasons for the lack of
skills, qualifications and/or experience you are experiencing in your employees?
Please click one response per row
To a great
degree

To a
moderate
degree

To extent
minimal
degree

Not at all

High dropout rate from training

1

2

3

4

Lack of quality training courses

1

2

3

4

Lack of accessibility to training

1

2

3

4

Training content not aligned with business needs

1

2

3

4

Lack of opportunities to gain relevant experiences

1

2

3

4

Lack of time spent working within the sector

1

2

3

4

Attitude or aptitude ill-suited to role

1

2

3

4

Unable to attract appropriately skilled workers due to
business location

1

2

3

4
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Question 19. Is your business undertaking any of the following actions to deal with the
lack of skills, qualifications or experiences?
Please select all that apply
We are…
Encouraging employees to undertake external formal training

1

Establishing formalised internal training for employees

1

Establishing more flexible work arrangements

1

Developing and maintaining formal workforce plans

1

Creating structured career paths for employees

1

Exploring new sources of labour( i.e. Indigenous people, people from non-English
speaking backgrounds, youth, mature age workers, overseas workers)

1

Sub-contracting out some functions of the business

1

Recruiting additional apprentices or trainees

1

Restructuring our business ( i.e. using available technology, online bookings,
accounting processes

1

Other

1

Not responding to these deficiencies

1

Question 20. What are the new or alternative sources of labour that you have explored?
Please click all that apply

 Youth employment (those aged 15-24 years)
 People from non-English speaking backgrounds
 Indigenous workers
 Mature age workers
 Workers with a disability
 Workers from overseas
 Other
 None of the above
Question 21. Does your business operate in other locations?
Please click one response

Yes ..................................................................................................................................1
No...................................................................................................................................2
[If answer is ‘Yes’, ask Question 22, otherwise proceed to end screen.]
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Question 22. How many other locations in Australia does your business currently operate
in?
Please enter a whole number 1-999


We encourage you to fill out the survey for each location by re-using the link in the
invitation email you received – or forward this survey link to colleagues in other locations
that may be in a position to fill out the survey.
If you have any final comments that you wish to make about your tourism labour
experiences that have not been covered by this survey, please include them in the below
text box:

That’s the end of the survey. Thank you for your participation.
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Occupation lists for Question 5.
Tourism activity including tour operator services, travel services, tour attractions………1


Arts Administrator or Manager



Bar Attendant



Bar Useful or Busser



Barista



Chef



Conference and Event Organiser



Cook



Entertainer or Variety Artist



Gallery or Museum Curator



Gallery of Museum Guide



Gaming Worker



Gardener



Guest Services



Handypersons or General Maintenance



Pilot



Outdoor Guide Outdoor Instructor



Professionals (Accountant, Human Resources etc)



Cleaner



Security



Ticket Seller



Tour guide



Tourist Information Officer



Travel Agency Manager



Travel Consultant



Waiter



Zookeeper



Other (please specify)

Accommodation services………………………………………………………………………………………………2


Accommodation and Hospitality Managers not elsewhere classified



Bar Attendant



Bar Useful or Busser



Barista



Bed and Breakfast Operator



Café or Restaurant Manager



Caravan Park and Camping Ground Manager
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Chef



Commercial Housekeeper



Conference and Event Organiser



Cook



Doorperson or Luggage Porter



Entertainer



Gardener



Guest Services



Engineering Staff



Handypersons or General Maintenance



Hospitality Worker not elsewhere classified



Hotel or Motel Manager



Hotel or Motel Receptionist



Hotel Service Manager



Professionals (Accountant, Human Resources etc)



Cleaner



Security



Tourist Information Officer



Waiter



Other (please specify)

Food & beverage services including cafes, restaurants, clubs, pubs and bars……………………3


Accommodation and Hospitality Managers not elsewhere classified



Bar Attendant



Bar Useful or Busser



Barista



Café or Restaurant Manager



Café Worker



Chef



Cook



Entertainer



Gaming Worker



Guest Services



Handypersons or General Maintenance



Hospitality Worker not elsewhere classified



Kitchenhand



Licensed Club Manager



Professionals (Accountant, Human Resources etc)
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Cleaner



Security



Waiter



Other (please specify)

Air, road and water transport………………………………………………………………………………………….4


Aircraft Baggage Handler and Airline Ground Crew



Automobile driver not elsewhere classified



Boat Masters or Skippers



Coxswain



Mate



Charter and Tour Bus Driver



Chauffeur



Flight Attendant



Guest Services



Engineering Staff



Handypersons or General Maintenance



Pilot



Coach Driver



Professionals (Accountant, Human Resources etc)



Cleaner



Security



Taxi Driver



Transport Company Manager



Transport Conductor



Travel Attendant not elsewhere classified



Other (please specify)

Retail trade.………………………………………………………………………………………………………………….5


Engineering Staff



Handypersons or General Maintenance



Hospitality Workers not elsewhere classified



Professionals (Accountant, Human Resources etc)



Cleaner



Sales and Marketing Manager



Sales and Service Trainee



Sales Assistant



Shop Manager



Security



Other (please specify)
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Limitation of our work
General use restriction
This report is prepared solely for the internal use of the Australian Trade Commission. This
report is not intended to and should not be used or relied upon by anyone else and we
accept no duty of care to any other person or entity. The report has been prepared for the
purpose of indicating current trends and issues in the tourism labour market. You should not
refer to or use our name or the advice for any other purpose.
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