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EXECUTIVE SUMMARY

The Northwest Territories has a vested interest in tourism and in
ensuring that Peor,E ARE TOURISM S PROM SE AND | TS PROSPERI TY. The
Action Plan is based on the belief that: °

All stakeholders in tourism nmust form an action-oriented
partnership to address and resolve the educational and
training issues.

Need assessnents for tourism education and training mnust be
i ndustrv-driven but based on a_decentralized communitv-based

apPreach in which major education and training decisions are
made at the regional |evel

A "Training for Results” nodel provides the nost effective
framework for all education and training decisions.

Enphasis must be placed on intentional learning rather than
an incidental or ad hoc approach to |earning.

Education and training nust enhance Mprofit-ability" ‘" a
visitor-driven reality. This is accomlished through inproved
provi sion of services-, honest hospitality, and a love of the
North that is comunicated to visitors.

‘The Needs Assessnent, on which the Action Plan for this study is
based, uncovered the following informati on and issues:

Nurmber of non-resident pleasure trips will increase at an
average annual rate of 5.0% during 1990-1995 ~ not the

forecasted rate of 8.2% Tourism revenues, in current
dollars, are expected to increase at an average rate of 8.0%
per year.

- It is estimated that approximately 4,700 people are currently
working in the tourisnmihospitality industry in some capacity
either on a full- or part-time basis. By the end of 1995 it
is expected that 5,300, or an additional 600, people will be

working in the industry - an increase of approximately 2.5%
per year.

Based on an annual turnover rate of 25% it is estinated that

a further 7,500 people will have to be attracted to work in
i ndividual tourism enterprises over the 1990-1995 peri od.

viii



Qccupational vacancies ranked in order of seriousness are
per sonal service (e.g., wai tstaff) gui des, skilled
f oodservi ce personnel , unskil |l ed Ki tchen hel p, and
adm ni strative personnel.

Turnover rate is highest for personal service personnel,
followed by guides, unskilled kitchen help, unski | | ed
mai nt enance personnel and skilled foodservice personnel

The nost inportant skills as determned by occupationa

cat egory are for manager s/ super vi sors, fol | owed by
adm ni strators, skilled foodservice personnel, per sonal
servi ces personnel and guides.

The nost inportant skill, by skill type, is for "workingwith
others, " followed by “job specific or technical skills,”

“probl em sol ving, ™ and "personal presentation”.

Industry and governnent argue strongly for a nore intense
focus on building a workforce of Northerners who are well-
educated and trained for the job. CGovernnent policy at all
levels is in agreenent, and funding policies for training are
changing to acconplish this objective.

Industry representatives criticize industry training as being
ill-conceived and poorly planned in terns of content and
appropri ateness for Northerners. Training must be nore
oriented to need, Native audiences, and learningstyles.

On-the-job training is of crucial inportance but managers and
supervisors are inadequately prepared as trainers.

Quide training is in need of an overhaul. Many gui des | ack
effective interactive skills. However, there is increasing
recognition that specialization in specific types of guiding
will be increasingly desired.

Training for tourism at the comunity |evel has been
negl ect ed. Not only does the Northernnost Host course need
to be overhauled, but there are people neeting, greeting and
dealing with visitors who |ack the necessary know edge and
skills.

Prevail i ng perceptions of and attitudes toward the
tourism hospitality i ndustry anong students refl ect
disinterest and a certain disdain for working in the industry.
The industry has a major problem in recruiting people for
j obs.

Self-reflective industry nenbers admt that sonme of their
col |l eagues need to inprove their peopl e-managenent skills and
to examne the quality of the working environnent.

i X



Industry, through the N.W.T. Training Group, has begun to
tackl e many of these problens and is denonstrating |eadership
and assuming responsibility to inprove education and training
t hr oughout the industry.

The recommended courses of action are based on the belief that the
industry nust take the |lead and assune responsibility for making
education and training the major priority for developing tourism
within the N.W.T.

A strong esprit de corps, and cooperative spirit nust energize
all the partners -- T.I.A., Arctic College, Economi ¢

Devel opnent and Tourism Renewabl e Resources, Education, CEIC
and each of the Regional Tourism Associations and cooperating
communities. Training for results is a collaborative affair.

A vision and a clear statenent of values nust be clearly
communi cated about tourisnihospitality education and training
to everyone in the industry, to students and to the comunity
at |arge.

Enphasis nmust be put on identifying and agreeing on
“certifiable excellence” and then establishing ways in which

people in the various occupational categories can work toward
achieving it.

The industry nust carefully scrutinize the certification
process and developnment of ~certification standards for
occupational categories, and determ ne whether it should “buy
into” the process.

Touri sm awar eness prograns for comunities should continue but
be inproved to encourage a nore collaborative commnity-based
approach to tourism and tourism devel opnent.

Touri sm Career Awareness prograns are vital if m sperceptions
are to be changed and opportunities identified. These
prograns nust reflect the needs of students and teachers and
help learners gain a better appreciation for the industry.

Training needs for occupations can be divided into
adm ni strati ve, pr of essi onal -techni cal and interpersonal
Each requires a different approach to teaching.

An industry task force nust examine the prospects for
devel oping career-oriented tourisnihospitality progranms and
courses as soon as possible.

Enpl oyee devel opnent prograns for nanagers/supervisors are
required if they are to remain fully conpetent to manage in
an industry that requires multicultural interaction and
demands increasing technol ogical sophistication.

X



Arctic College, in conjunction with the Tourisnm Hospitality
Education and Training Coordinating Goup, should explore the
idea of establishing a TourisniHospitality Learning Resource
Centre

Co-op and apprenticeship prograns should be introduced at both
the college and high school |evels.

| medi ate action should be taken to develop highly effective
"customer serviceu and "train-the-trainer" courses.” These are

generic courses for which there is big denand.

The “Training for Results” approach reqiires |immediate
investigation into the best ways of determ ning how people are
performng on the job, and what is required to help them
becone “certifiably excellent.”

Priorities for training nust be determned at the regional
and community | evels. In this way the Training Coordinating
G oup can draw up an annual plan that will be nmeshed with an
identification and allocation of financial and training
resour ces.

Fundanental ly, planning for training and the inplenentation
of the results of that plan nust occur at the regional and
community | evel whenever possible.

A concerted effort nmust be put into identifying trainers and

all resources required to neet the education and training
needs of the industry from 1990-1995.

Xi
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INTRODUCTION

) _ _ ) Nor t hwest
Tourism has becone an essential industry in the

Territories and its success IS inextricably tied to education and

training. The quality of the tourism workforce is a major factor

in the ability of the industry to develop, survive and prosper.

In the early 1980's, a formal tourism policy
was prepar ed. Referred to as ‘community Based

Tourisni, the docunment enphasized devel oping

an industry which would be substantially owned
and operated by Northerners, reflect conmunit
aspirations , and one which would be wel

distributed across the Northwest Territories.

Under the “Community Based Tourisni approach,
governnment funding "was directed at 1m8§ov1ng

the nunmber and quality of accombaat i-on
services in our communities. 1ravel industry
associ ations began to receive annual cor
program fundi%g, and ' Yegfonar ot B
strategies were prepared. 1hese set out the
devel opnent ui del i nes or virtually,  everv
part g of gt he Nor t hwest Territories.
Subsequently, a broader range of travel
opportunities were introduced to the
marketpl ace and the first comprehend ive
mar ket i ng strategy was drafted and
i mpl enment ed.

Today, most communities are Pprepared to
wel come the tourist, an®have the hasiyg,
infrastructure to do so Actlons c:are

required tn  assist  Northerners to  better

Al : expectations from the
tourism industry through well-paving,
rewarding enpl oynent.

Touri sm The Northern Lure

M ni stry of Economi c Devel opnent and
Touri sm

Gover nnent of t he Nor t hwest
Territories, 1990
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In the spring of 1989, a steering conmttee was struck in order to
aunch a project designed to evaluate the current status of
education and training needs wthin the tourismhospitality
industry, and to draw up an Action Plan for the next five years,
1990-1995. This docunent reports the outcone of this project which

commenced in Cctober, 1989.

The steering committee, which consisted of representatives from
the Tourism Industry Association and various governnent departnents
(Economi ¢ Devel opnent and Tourism Advanced Education, Arctic
Col l ege, Industry, Science and Technol ogy Canada, and Enpl oynment

and Inmgration Canada) set out ternms of reference for a study

leading “to the developnment of a conprehensive, coor di nat ed
approach to tourism training and education which will neet the
needs of the industry”. The study was to be conducted in two
phases:

1) Needs assessnent:

To exam ne the education and training needs of the
Nort hwest Territories Travel and Tourism Industry
for the period 1990 to 1995, and solicit private
sector input and feedback on the education and
training needs of enployers and the Territorial
i ndustry as a whol e.

2) | mpl erent at i on:
To prepare an Action Plan which will neet the

education and training needs of the industry and
which reflects solid support from industry nenbers.
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In addition to the tasks set out in the original proposa
submi ssion, this study also focuses on:

- linking the study to the recent G.N.W.T. report “Econony
in Transition: An Agenda for Action” and the Community-
Based Approach;

identifying all the key issues which will inpact on
tourism G.N.W.T and businesses, and hence requirenents
for a training strategy;

ensuring that the personal needs of participants,
learning or working styles, content needs, contextual
needs and/or organizational requirements are all
consi der ed;

- discussing nore thoroughly particular strengths and
weaknesses associated with education and training in the
NNWT., and particularly for the tourism industry;

- specifying the opportunities and threats facing tourism
inthe NWT., particularly in relation to the need for
education and training;

determining the possibilities for inproved alliances
bet ween busi ness and educati on;

clarifying in greater detail, the skills enployers want;

noting the inplications of managing a diverse work force
for education and training:

recognizing and building on the fundamental concepts
which represent the basis for effective learning -

pur pose, relationships, process, the nature of know edge,
and enpower nent ;

suggesting the design of various educational and training
prograns in such a way that clarity is devel oped, support
is built, and action is stimulated; and

maki ng recommendations on (a) how to best facilitate
| earning events and (b) how to ensure industry, business
and ot her st akehol der acceptance of I nnovative
educational and training prograns.

As a result of the foregoing requirenents, the Action Plan for

tourism hospitality education and training contained in this report
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is strategic as it attenpts to link education and {ygajnjing needs
with the cultural context w thin which these needs zre found. It
acconpl i shes this objective by identifying the ppst appropriate
delivery organizations and mechani sms and funding arrangenents that

speak to the needs of tourism businesses, i ndi viduals and

conmuni ti es.

It is worth enphasizing that both the needs assessnent and the
Action Plan are based extensively on information provided by
i ndividuals and conpanies that conprise the hospitality/tourism
industry in the NWT. During the needs assessnent phase a
detailed questionnaire was mailed out to every menmber of the
Tourism Industry Association of the Northwest Territories. The
guestionnaire was conplenmented by in-depth interviews with tourism
industry operators, governnent departnmental personnel, educators
and trainers, and community and organi zation | eaders. The results
of this survey were discussed in detail at the 1990 Annual Meeting
of the Tourismlndustry Association in Yellowknife and i n wor kshops
in Yellowknife, Igaluit and Rankin Inlet. The information and
opi nions gathered at these workshops form the basis of the Action

Pl an.

Tourism for the purposes of this study, is defined as a diverse
set of activities that people pursue while away from hone for
| onger than one day. So people traveling for business, personal

or pleasure related reasons, who stay overnight in a place that is
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not their hone, represent the tourist or visitor nmarket. The
industry is conprised of all those businesses or organizations that
serve these visitors. Typical businesses are listed in Table 11
of this report. Because this study is also-based around the needs
of the hospitality industry, all kinds of hotels and foodservice

establishnments, commercial and institutional, are included.



PHASE |

ACTION PLAN

1990
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INTRODUCTION

The Action Plan attenpts to provide two distinct types of
i nf ormati on. First, it discusses Wwhat needs to be done to
encourage and enhance tourism training in the NNWT. Second, it

provi des an inplenentation plan that suggests how those activities

can be acconplished. The action plan enbraces a nunber of

principles in its construction

Principle 1

In a general way the plan attenpts to deal with the nost pressing
chal | enges facing the tourism industry in training, fromboth an
education and a devel opnent perspective. Before nmoving on to other
goals it is inmportant to identify and distinguish between these
activities. Training focuses on equipping recipients with the
conpetence needed to do their present jobs (or the jobs they were
hired to perform). Education prepares a person for a future -- but
known -- position. Devel opnent focuses on helping the person
change as the organization or industry changes. For each activity,
the process of human resource devel opment, as defined for this
report, consists of three el enents:

Organi zed |earning experiences provided by enployers;
- Wthin a specified period of time; and

To bring about the possibility of performance inprovenent
and/ or personal grow h.



Principle 2

The plan is concerned with organi zed | earning rather than the trial
and error nethod. Organi zed |earning experiences provided by
enpl oyers suggest that the concern is for intentional |earning
rather than incidental |earning. In other words, the learner is
engaging in an experience with the express purpose of |earning.
Wiile intentional learning can be both formal (classroon) and
i nf or mal (on-the-job), the activities should be carefully

constructed and neet specified |earning goals.

Whatever the length of training prograns, it should be clearly
specified so there is no confusion as to when it starts or
finishes. This allows organizers and participants to plan when and
where learning will take place, as well as plan the eval uation of

t rai ni ng.

Principle 3

The material contained in this plan is devoted to increasing
per f or mance and the personal growh of those enployed in the
tourism industry. Performance inprovenent is the ideal outcone
but it is not a distinct possibility if it is not carefully
pl anned. Human resource devel opnent prograns offer the possibility
of performance inprovenent but the actual perfornmance inprovemnent
can be inplemented only by the learner with the support from
supervi sors and peers. It is possible to increase the possibility

t hrough careful design and through activities designed to provide
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for the maintenance of behaviour. The possibility can also be
enhanced through support systens involving specific actions that
can be planned before training and during training, job |inkage and
fol | ow up. Unfortunately, there is not’ a simlar node for

educati on.

Performance inprovenent can be interpreted as to how people do
their jobs individually or in relation to others after the
training, education or developnment activity. Performance is
affected by many factors, but here concern is with the skills,

attitudes and know edge of the enployee -- to the extent they are

addressed in a learning activity or program

It may not be possible to separate personal growth from perfornance
i nprovenent . In any case, many operators expressed conmtment to
sone responsibility for the personal growh of people working in
their organizations. Learning, when it is provided in a formal
educational setting or to prepare people for anticipated changes

in organizations, is likely to engender personal grow h.

Principle 4

Human resource devel opnment within the context of this study refers
for the nobst part to the provision of |earning experiences by
enpl oyers for their enployees. The term ‘enployee’ enconpasses
everyone who works for an organization, including owners, nmnagers

and supervi sors. However, in this study, reference is also made
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to resource devel opnent for non-enployees -- students, visitors and

citizens of communities within the N.W.T.

G ven the extensiveness of the reach of human resource devel opnent,
there are three basic objectives to these activities:

- to provide learning to inprove an organization’s internal
oper ati ons;

- to provide learning to reach organizational goals, Wwhich
includes visitor satisfaction: and

- to provide learning externally to other organizations, groups
or the conmunity.

The scope of the human resource developnent activities for this
study is broad since r econmended actions are for t he
tourisnm hospitality industry which enconpasses nunerous types of
busi nesses spread throughout the N WT., including academc

institutions and certain governnent departnents.

As a caveat or warning, however, it is worth enphasizing that some
peopl e encountered during the study thought of training as a cure-

all or panacea.

Training is a know edge-based technology for inproving
the human resource. And as with any technology, to use
it well you have to know what it can and can't do.

Training won't cover up the poor equipnent, outnoded
methods. . poor conpensation or the abusive nanagenent
practices. . ..Training can nmake the introduction of new
nmet hods, procedures and technol ogies faster, easier, and
better realized. And training can nake new people into
fully functional productive nenbers of the workforce
faster and cheaper than any other known nethod. (Ron
Zemke, 1986, Training is great stuff but . . ..Training 1986
Conf erence Suppl enent, p. 18)
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Training is also expensive. It is inportant to ensure that the

. . . choi ces or
choices nmade result in a good return on investnent.

judgnents are made in large nmeasure by having a clear view of the

i ssues and a solid understanding of the options.

In addition to the principles noted above, the plan also attenpts

to address, either explicitly or inmplicitly, the issues and
questions raised in the needs assessnent found in Phase 2 of this

report.

Finally, it should be nentioned that the research team engaged in

this study used an action research approach to the project and, as
a result, many of the points, reconmendations and suggestions

. . . . : Ther e
contained herein are already taking root in the industry.

are many interested people involved | M tourismwho understand the
need for quality training and who are Undertaking meny initiatives
based on the discussions carried out as part of the data collection

process of this study.

ORGANI ZATION OF THE PLAN
The Action Plan which follows, 1S diagramed in Figure 1 and

hopeful Iy provides a clear view enhancing understanding of the

strategi c approach adopted for this section Of the report.
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Figure 1

overview of the Plan Conponents

STRATEGY

STRUCTURE

INPLEMENTAITION
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The Action Plan is conprised of four sections: a situation
anal ysis, the strategic approach, the structural framework and the
i npl enent ati on strategy. The situation analysis is intended to
acconpl i sh a nunber of purposes: to distil the needs assessnent
into key issues inpacting on education and training and to provide
a slightly nore candid assessnent of these issues. |t needs to be
enphasi zed, however, that to truly understand the conplexity of the
i ssues surrounding tourismhospital ity education, the needs
assessnent nust be read and understood. This will take time and
patience. The strategic approach is designed to fit education and
training with i ndustry. Structure defi nes the roles

responsibilities and relationships of various stakeholder groups
in inmplementing the Action Plan. Finally, the inplenentation plan

identifies specific goals and actions that need to be achieved.
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SITUATION ANALYSIS

A strategic Action Plan for tourismhospitality education and
training nust be set in context. The needs analysis on which this
Action Plan is based represents an attenpt to build a contextual
data base on which education and training decisions for the
i ndustry can be made. Wiat follows is a synthesized overview of

the Needs Assessnment (Phase I1) specific to the Action Plan.

The information is organized around six constituencies or

st akehol der groups -- visitors, enployees, tourism organizations,
comuni ty or gani zat i ons, enpl oynent or gani zat i ons and
education/training organizations -- and three factors affecting
organi zational and industry effectiveness: culture, politics and
policy and econonmics (see Figure 2) . Enphasis 1is placed on
identifying the external, the conpetitive, and future realities,

for the period 1990-1995. The intent is to help understand the
chal l enges, to address misconceptions, to create receptivity for
change and to get people to think creatively about solutions

regarding education training and devel opnment.
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Figure 2
ACTI ON PLAN

SITUATION

(Summary of Needs Analysis)
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VI SI TORS

During the summer of 1989, 56,000 people visited the Northwest
Territories resulting in 212,000 person-nights and expenditures of
$53.7 mllion. The latest annual figures are for 1988 in which
213,000 person trips resulted in expenditures of $145.4 million.
Over the next five years it would appear as if the econony may
falter and growh in travel denmand wll slow down. Wiile the
N.W.T. ‘s tourism product and tourism experiences appear to be well

positioned in the marketplace, conpetition for the same market

segnents is intensifying. As demand softens, narketers and
planners  will likely identify nunerous areas for further
devel opnent or inprovemnent. Studies have and wll continue to

reveal hundreds of different activities that could be pursued;
however, the core skill that many of those people interviewed said
had to be devel oped and inproved could be sumed up in the phrase
“profit-ability” . Literally it refers to the ability of people to
contribute to the well-being of tourism businesses or
organi zations, whether they be private or publicly owned. “Profit-
ability” is not as crass as it mght “sound because the focus of
effort is:

- to do nore of, and better, what matters to visitors;

- to do less of or differently what is uninportant or negative

in the tourism experience (or the buying and using of tourism

products and services) ;

- to consistently excel where it makes the biggest difference;
and

- to increase enployee satisfaction by naking enployees eager
to be part of the product.
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“Profit-ability” is a visitor-driven reality. From a managenent
point of view, it necessitates understanding why tourists visit;
how they arrive at a decision to visit or participate in a
particular activity; how they are changing; and how a vacation or

visit to the N.Ww.T. neets or fails to neet their expectations.

The success of the tourismindustry in the N.W.T. is determ ned by
the perception of visitors. The N.W.T. wins or loses in the eyes

of the visitor and the visitor’s intention to return or recomend.

There are three mgjor ways for the tourism industry to enhance

“

“profit-ability, and each is related to education and training.

- Ofer superior tourism products and services. Servi ce
personnel nmust becone conpetent in their jobs. A task of
education and training is to focus on teaching people how to
deliver service that is tinely, thorough and courteous;

- Reach out to your visitors. Visitors appreciate when people
engage them in conversation and take an interest in them
Hospitality can and needs to be taught.

- _Mbilize the tourism businesses for optimum narketpl ace
advant aue. What is unique and different about a tourism
experience in the N.w.T. is the land, water, culture and
peopl e of the north. By teaching Northerners to appreciate
and love the North, they in turn will share this love wth
visitors.

I NDI VI DUAL EMPLOYEES

Throughout the interviews, workshops and other encounters wth
peopl e throughout the NWT., there was a general |anment about the
wor kf or ce. Wrry was expressed about problens relating to

recruitnent, sel ecti on, on-the-job notivation, and attitudes
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towards both work and visitors. Continued growth of the industry
in which 600 full-tinme and part-tinme new positions will be created
bet ween 1990-1995, plus a further 7,500 people required based on
annual turnover rates of 25% wll put a tremendous strain on

touri sm devel opnent, business growth and the educational system

Tourism as an industry cannot operate w thout people. In fact,
the industry has never been nore people-driven. Tourism growh
cannot happen wi thout |arge numbers of people participating and
wor ki ng i n unison. Qperators of tourism businesses in the N.W.T.
know that business performance is directly tied to human
per f or mance. It is not surprising, therefore, that throughout the
needs assessnent phase of this project, enphasis was placed on
i mproving education and training. However , sound plans and
imgi native strategies alone won’'t create success. They will
produce only anaemic results unless an equally intense effort is
made to forge workforce commitnent and inprove the performance of
peopl e on the job. Strong | eadership will be required. Based on
interviews with enployers and a few enployees, there appear to be
three reasons why on-the-job performance falls short:
- People don't know what a manager expects or why it IS
expect ed. In other words, there appears to be a lack Of

managenent direction;

- People don’'t know how to do what a manager wants. | n other
words, they lack know edge, skill and job aids; and

Peopl e don't believe the achievenent is worth the price that
must be paid in extra effort. There is a lack of notivation.
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- Lack of wunderstanding and tolerance for cultural differences
exi sts.

I n numerous discussions, particularly with educators and comunity
| eaders, it becanme evident that education and training nust be
pl anned with a sense of vision and scope -- a vision and scope that
includes the viewpoints and realities of the people working in
touri sm organi zations as well as those living in the comunities.
Just as it is inportant to talk to visitors about their
expectations and experiences, it is also inportant to ask those on
the receiving end of training and notivation efforts as to how they
see their world. Under standing how others see their world is a
very direct way to find out what stands in the way of the
appropriate behaviors required to serve visitors. For exanpl e,
planning for tourisnhospitality education and training nust take
into account the follow ng:

- Enmploynment in the industry may be seasonal or supplenental in
that many people remain committed to a land- or water-based
econony that is part of a heritage and a way-of-life that
peopl e do not want to give up;

- People may be inadequately prepared for many jobs as defined
by enployers because of a lack of formal education and the
know edge and skills that come with a nore formal education
However, people may have many other skills that are suitable

for work within the tourisnm hospitality industry;

- There may be unfam liarity with working in service-type jobs
that require interaction with visitors;

- Conpetition for enploynment may conme from other sectors of the
econony that can provide higher paying jobs, though working
conditions and other intangible work and personal-related
benefits may not be as good;
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Trai ning that does take place may be ill-conceived: delivered

in the wong place or at the wong tinme; not matched to needs
or learning styles of the recipients.

TOURI SM  ORGANI ZATI ONS

As tourism organizations start a new decade and contenplate the
early economc forecasts, there is a nobod best described as
cautious optimsm According to the survey of T.I.A. nenbers, nost
expected a slow to noderate industry growh. During the
i nterviews, however, discussions focused around interest rates, GST
and, of course, 1labour issues (which was the focus of both the
survey and interviews!) . The pressing issues are finding
sufficient people willing to work in the industry. Job vacancies
are highest for security personnel and interpreters, followed by
manager s/ supervi sors and adm nistrative personnel. Turnover rates,
while |ow conpared to the industry in the south, are nobst severe
among waitstaff, guides and unskilled kitchen and maintenance

staff.

The nost pressing need for skills inprovenent is required by
manager s/ supervi sors, followed by adm nistrative personnel, skilled
f oodservices personnel and waitstaff or other personal service
personnel. The type of skills nobst required are skills in working

with others, job specific technical skills and problemsolving

skills.
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Wth regard to questions about satisfaction with enployee training
and the level of government commtnent to training, the reaction
is mxed, but nost surprising is the high response rate (30%
indicating a lack of opinion, inplying |lack of strong involvenent
or interest in training issues. In fact, 60% indicate that they
don't participate in the Canadian Job Strategy. Many busi ness
peopl e expressed frustration with the difficulty in attracting
people to work in the industry; the problens associated wth

retention; and the need for nore educated and notivated peopl e.

From a business perspective, investnent in training activities is
necessary but is unlikely to be undertaken unless certain pre-
conditions are net:

- Training nust be cost- and tinme-effective. By and large, the
i ndustry consists of small businesses that |ack the economc
resources to underwite training costs. Financial support is
necessary. Training activities nmust be tinmed to coincide with
down-time or slack periods governed by both the visitor cycle
and the cycle of land- or water-based activities pursued by
the | ocal people;

- Managers and supervisors need the skills to train others and
to do their jobs nore effectively. On-the-job training wll
continue to be the nost useful way of continuously training
enpl oyees. For specialized topics, experts should be
avai l able to offer courses;

- Alliances with governnent agencies to help fund and deliver
training programs is required;

- Certification of enployees in certain occupational categories
is appropriate and shoul d be pursued;

- Trainers nust have famliarity with and experience in the
subj ect area, the local or northern context, and be able to
deliver courses that neet the needs of both the enployers and
reci pients.
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The need to continually attract people into the industry is a
concern that revolves partially around community acceptance of
touri sm and know edge of and interest in pursuing a job or career
in the field either in an entrepreneurial capacity or in working
for an existing business or organization. Industry representatives
are aware that negative stereotypes about the industry exist but
i ndicated that every industry has its problems. Throughout the
Needs Assessment process, resolution to these problems was
stressed. Suggestions for inprovenent could be categorized as
having a strategic, a managenent, or an operational focus:
Strategic

Wrking nore closely with each conmmunity and tourist region

in enhancing the resources and attributes that characterize

its uniqueness and attractiveness;

- Generating an esprit de corps, cooperative spirit and
ent husi asm anong tourism enterprises, communities, government

and academi ¢ organi zations in resolving sonme of the pressing
i ssues regarding tourism tourism developnent and "visitor
reception;

Devel oping a career program for people interested in working
in the industry.

Managenent

- Inproving the service, culture and service ethic through the
setting of exanple, nurturing ongoing training prograns and
a nore collaborative approach to nanagi ng people;

- Examning personal styles of nmanagenent and getting more
i nvol ved in career devel opnent prograns;

- Mving from an activity approach to training, to a
performance-ori ented approach.
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- Providing the knowl edge and skills that allow people to
performtheir jobs to the best of their ability;

- Showi ng, encouragi ng and expecting people to nove from m ni num
acceptable levels of conpetence to certifiable excellence.

COWUNI TY ORGANI ZATI ONS

The N.W.T. formally accepts tourismas a community-based industry.
There are numerous policies that are directed at inproving the
nunber and quality of tourism service wthin comunities, and at
assisting Northerners to better realize the econom c expectations
from the tourism industry, particularly through well-paying,
rewar di ng enpl oynment. The way tourisnihospitality education and
training 1is pursued, struct ured, delivered and nmanaged has
inportant inplications for every comunity or tourism region. This
mandat e, conbined with the need for small tourism business
enterprises to cooperate on education and training endeavors,
suggests the need to forge education and training partnerships at
the regional and, if possible, the community |evel. The need for
partnerships is based on:

- maximzing work opportunities for local citizens to overcone
barriers represented by a lack of formal education or work
skills;

- providing training opportunities to provide access to entry
| evel jobs in the labour market and hel p reduce dependence on

wel f are

- a need to ensure that people working in tourism enterprises
can quickly becone productive and effective enployees;

- creating an environnent in which |ocal people can exce
their jobs and derive positive experiences at work and
dealing with visitors.

in
in
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denonstrating awareness of the reluctance of people to live
for lengths of tine away from famly and comunity.

EMPLOYMENT ORGANI ZATI ONS

The CEIC is the major enploynent organization operating within the
NWT.. Through the Canadi an Jobs Strategy it provides the funding
that to date underwites nost of the tourismhospitality training
prograns. Unf ortunately, many tourismhospitality business

operators either don't know about the Canadian Jobs Strategy, or

don’t understand or accept its prem se and purpose. The CEIC is

willing to become an active partner in tourismhospitality
educati on and training endeavors, but its role and
responsibilities in training will continue to be underm ned unl ess

the industry shows nore commtnent to the need and process of

educating and training personnel for various occupational
categories in the industry. Recently the federal government has

announced additional prograns and initiatives as part of its Labour

Force Devel opnent Strategy that should provide, anong other
objectives, a substantial increase in the private sector’s role in
training workers and in ensuring that training is nore responsive

to current labour narket needs.

EDUCATI OV TRAI Nl NG  ORGANI ZATI ONS
Arctic College is the major institution serving the needs of the
tourism hospitality industry. For years it has delivered a few

rel evant courses and prograns at its six canpuses throughout the
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N.W.T. and other |ocations. It remains commtted to serving the
industry. While its strategic plan gives priority to adult basic
educati on and acadeni c upgradi ng, career prograns are inportant.

Li ke the CEIC, Arctic College feels that the tourism industry to
date has not really supported its offerings. For whatever reasons,
busi nesses have not encouraged their personnel to take or attend
courses that in many cases have been designed and delivered,
especially with the tourism hospitality industry in nmnd. Part of
the problemis that students have not reveal ed sufficient interest
in the prograns to make them viable. As previously suggested,
m sgi vings about a career in the industry are a result of a poor
i mage as well as possible msperceptions about the industry and the

opportunities it provides.

Governed to a large extent by educational policy set by the
G.N.Ww.T. and funding arrangenents that cone from all |evels of
governnent, Arctic College has certain restrictions in ternms of
the courses and programs it offers. However, along w th agencies
such as the CEIC it has expressed strong interest in working in a

partnership with the tourism industry.

Qpportunities abound in ternms of courses, prograns and delivery

mechani sns:

- co-op oOr apprenticeship prograns;

external tourismvisit and work experiences prograns;
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i nkages with colleges and universities in the provinces that
offer well-established and renowned tourisnm hospitality
prograns and courses;

delivery of certification prograns for certain occupational
j ob categori es;

utilization of non-traditional and technol ogically-assisted
i nstructional approaches;

short courses offered in conjunction with other educationa
institutions or organizations;

coverage of tourismhospitality material in business,
adm ni strati on, nanagenent and ot her prograrns,;

devel opment of teaching materials and case studies dealing
with industry issues and probl ens;

upgradi ng and continuous refinenment of the successful guide
trai ni ng program

CULTURAL VALUES AND NORMS

The comunity approach to tourism philosophy is an attenpt not only
to gain local control of the industry but to enphasize those things
that make life and the operation of tourism enterprises in the
North truly unique and different. In other words, it helps place
a stanp of authenticity on tourismin the N.w.T. Sone people m ght
argue that this approach contradicts @ Vvisitor-centred approach,
but this need not be the case. The idea is to work and operate
within the confines of Northern culture, Pprotecting and nurturing
it, while providing and delivering personal service that neets the
expectations of visitors -- expectations that hopefully are based

on honest and accurate marketing efforts.
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Education and training plays a vital role in ensuring cultural
integrity because tourism wi thout adequate checks and bal ances can
comrercialize culture and the arts, contribute to mi sunderstanding,
generate stereotypes of hosts and guests, and create conflicts in
Nort hern society. Educational and training endeavors, therefore,
shoul d
work to build up the self-worth of Northerners;

instill a knowled§de and adnmiration of their culture and
heri t age;

- teach people how to nmanage visitors so that visitors can |earn
about the North while fulfilling their expectations regarding
a Northern holiday or experience that also neets their
standards of service;

encourage Northerners to develop tourism products and services
that do not conprom se their culture;

- focus on building know edge in skills and occupations that
reflect Northern heritage; and

- generate interest in helping visitors learn nore about the
N.W.T. and its peopl es.

POLITICS AND PCOLI CY

The Governnent of the Northwest Territories has advocated a strong
Nort hern approach to tourism devel opnent and education. Throughout
the Needs Assessnent, reference is made to nunerous docunents that
provide vision and direction. Tourism hospitality education and
training can take its lead from Education’s “Preparing People for
Enpl oynent in the 1990's" and Econom c Devel opnent and Tourisnis
series of strategic docunments contained in “Building on Strengths:

A Community Based Approach.” Enphasis and support of hunan
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resource developnment is quite explicit. There is an expectation
that education and training activities wll be based upon
cooperation anong a variety of governnent departnents and private
enterprise with primary enphasis on the benefits going to

Nor t her ner s.

To ensure that these policies are realizable and adhered to,
tourisnhospitality enterprises shoul d:

become conversant with the various governnent strategy and
policy docunments nentioned in this report;

support a "Hire Northerners" phil osophy;

encourage their personnel, through incentives release tine
and other support nechanisms, to pursue advanced education
and other training initiatives; and

support industry associ ations and a tourism training

coordinating group that is given the responsibility to manage
industry training initiatives.

ECONOM CS

The econony of the N.W.T. is shifting towards an econony based nore
on renewabl e resources, snall business and tourism This change
is occurring at a time when there is also high unenploynent,
particularly anong the young Native groups; 1low levels of formal
education; greater dependence on a wage-based econony; a shortage
of skilled, available labour; |limted markets; high costs of doing
busi ness; changing technology; and aboriginal land clains. To
build ‘on strengths, the G.N.W.T. suggests greater focus be put on:

- concentrating on the needs of individual commnities and
regions to develop their economc potential
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-building productivity and performance abilities of people;

- hel ping individual business develop markets, quality products
and servi ces;

- encouraging the  formation and support  of smal |,
entrepreneurial businesses;

- inproving access to and availability of funding.

Each of these suggestions has strong inplications and provides a
rationale for inmproving tourism hospitality education and training

Wat is now required is a systematic approach to education and
training for the industry; this is outlined in the follow ng

section.

whwioiei]
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STRATEGIC APPROACH

The crux of the Action Plan is contained within this section. As

diagramed in Figure 3, the strategic aPProach ‘s conprised °f

eight inter-related conponents: expectations and situationa
constraints, per f or mance requirenents, traini ng/ education
requirements, comuni cati on requirenents, coordi nat ed

i npl enent ation, delivery systems and agents, results, and finally

measur ement and eval uati on. Information on Structural issues,

organi zational responsibility for developnent and inplenentation

and other roles and relationships, 1S contained in the follow ng

section.



32

Figure 3
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STAKEHOLDER EXPECTATI ONS AND S| TUATI ONAL CONSTRAI NTS

The proceeding situational analysis summarizes the Needs Assessnent

and identifies the various expectations that stakeholder groups
have of tourisnihospitality education and training endeavors. The
situational constraints simlarly are identified under the headi ngs
of cultural values and nornms, politics and policy, and econom cs.

In sunmary, the community-based approach is endorsed, and there is
strong commtnent to formng a cooperative partnership in pursuing
i nprovenents to the current educational and training efforts.

CGovernnent policy regarding education and developnent of the

industry is synchronized wth what the various stakehol ders expect.

Though the need for education and training has been clearly
identified and quantified, there is one issue that nust be broached
even though it is addressed in the next section. This issue deals
with interpretative perspectives and is especially inportant if the
vari ous stakeholders are to be nobilized into a productive
part ner shi p. In other words, it is inportant that there be
sufficient scale and dinension to the proposals for action. Most
crusades for change accumul ate their power and credibility on their
ability to manage any weakness and futility at the very beginning
of a project. It is vital, therefore, that everyone has
confidence that the proposals or Action Plan, that is finally
deci ded upon, be truly achievable; otherw se, people will hold back
their commtnents of mnd and spirit. A report such as this can

only provide a possible framework for action. The information on
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which this study is based nust be studied from a nunber of
perspectives, so that the various participants or stakehol ders
involved in its inplenmentation can see the full inplications and
can turn it into sustainable action. The interpretive skills and
attitudes required include:

Envisioning the future for tourisnmhospitality education and

training so clearly that it can be described wth fervour if

necessary;

- Focusing on organizational i nt erconnecti ons anong all
st akehol ders, so that all kinds and types of education and
training can be seen as fitting together

- Visualizing time -- the weeks, nonths and years ahead -- so
that a rhythm of acconplishnent can be devel oped;

- Concentrating on solutions, not activities; on results, not
rhetoric; and

@Quiding the thinking process snoothly from vision and scope

to sinple execution, funneling down to the best and nost
practical educational and training progranms or courses.

Interest in tourisnm hospitality education and training exists but
the intensity of commtnment to vision nust still be achieved.
Sonmeone nust take responsibility for comrunicating the intensity

of the belief -- that education and training are the foundation of

quality tourism in the NWT.. Hence, there is a need for a
communications requirement component in this Action Plan.

St akehol der expectations becone nore realizable as vision noves to
scope. Scope represents the pieces and parts of the education and
training activities, and howthey fit together. The education and

training prograns and courses, the people who deliver them the
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recipients, the visitors, the funding agencies, and so on down the
line must be seen as fitting together in context. In terms of the
Action Pl an, the scoping activity is referred to as

Trai ni ng/ Educati on Requirenents.

From the scoping activity it is necessary to proceed to

sinplification. In other words, education and training activities
must make sense to people who are responsible for breaking the
education or training program into manageable segments and
achievable components.

Sinplicity, therefore, allows people to keep the focus on solutions
and results, not activities. In the Action Plan this is referred
to as delivery systens and agents, the inplenmentors who help

achi eve results, which can then be neasured and eval uat ed.

PERFORMANCE REQUI REMENTS

There is a prevalent belief that tourism hospitality education
training will be a panacea to the human resource problens and
overal | performance of tourism enterprises operating in the N WT..
By sinply offering nore prograns and courses, training becones an
activity. If training is defined as techniques that on
learning the skills, know edge, and attitudes required to initially
perform a job or task or to inprove upon the performance of a
current job or task” L. and G D., Managi ng Human

Resource Devel opnent: A Practical Quide, San Francisco:
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1986), then a results-orientation is required. |nplenenting

results-oriented education and training is unique because it:

uses a consultative approach denanding partnerships between
the community, the businesses, the learners, the teachers or
trainers, the funders and so on;

i ncreases nanagenent support for training efforts because
managenent understands that training is directly linked to
busi ness needs;

requires working with nanagenent to ensure that the work
environment is ready to support the skills to be taught (if
not sone devel opnment activity may have to proceed training) ;

provides a franework to neasure the results of training
efforts on the business or organi zation, whether those results
are behaviourial, non-observable or operational; and

i nforms managers and ot hers about the roles they nust play to
get results from training, acknow edging that training alone
will be insufficient to bring about results.

A nodel of Training for Results is depicted in Figure 4.
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Figure 4

Training for Results

Training Program Business or
Program Results Organizational
Results

increased ski Ll - improved work performance
- increased knowtedge - improved quality of service
- increased awareness - increased revenue
reduced cost to sales ratio

- improved visitor
sat isfaction

Act ivity Training Results Training

Characterized by: Characterized by:

- no client - partnership withcl ient

- no business need - link to business need
no assessment of assessment of business
business performance performance and of cause
or of cause

- no effort to prepare - preparation of work
the work envi ronment envi ronment to support
to support training training

- no measurement of measurement of results
results

A business need drives a request for training. For this reason,

training is viewed as a means to an end, rather than an end in
itself.

In Training for Activity, the end result is often thought of in
terms of increased skills or know edge; in Training for Results,
t he business or organizational results that will occur, because of
increased skills or know edge, can be related to inprovenents in

enpl oyee and visitor satisfaction, revenue, profits, or service

quality.
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To ensure that the business or organizational needs can be net (and
that the skill and know edge being delivered can be transferred to
the job), sonme assessment of the front end of training delivery
nmust occur. Requirenents for specific skills and know edge mnust
be determined, as well as whether the work environnment of the
potential learners wll support such skills and know edge. The
educators and trainers can deliver on the need to inprove skills:
the tourist/hospitality business manager nust deliver on ensuring

that the work environnent will support new skills.

So, training for results is a collaborate affair.

The specific business and client needs are identified. As “Key
Performances” in Figure 3 suggests, effectiveness of current
performance and causes of gaps in performance nust be identified.
Discussions Wwth both management and learners wll reveal
i nteresting opinions and often opposing perceptions of perfornance
on the job. Instrunents used to track behaviourial, non-observable

and operational results will have to be designed or chosen. Only

then can training programs or courses be designed. The programs
or courses need to be based on “key performances,” "competencies"

and “standards’. Training is conducted; and finally tracking of
performance data is gathered and eval uated.

Trai ni ng for results for many occupati ons in t he
tourism hospitality field is in an advantageous situation because
conpet ency-based certification standards for a wde variety of

tourisnm hospitality occupational categories are avail able. These
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are outlined in the Needs Assessnent section. As a caveat,
however, operators, educators and trainers in the shoul d not
adopt any of these certification standards w thout careful review
and scrutiny. It is suggested that special review
consisting of nenbers of the specific occupational category in
guestion be constituted and asked to assess the certification

standards in terns of their appropriateness for use in the

Emphasis must be put on YQULKD and agreeing on “certifiable
excellence’” and then establishing ways in which people in the
occupational categories can work towards achieving it.

training is t he responsibility of i ndi vi dual
tourismhospitality enterprises, it is nmanagenent’s responsibility
for identifying Performances or isolating what people should
be doing better. D agnostic instruments are needed for each
occupational category to assist both nanagenent and peopl e working
in the occupational <category to determne performance gaps.
Obviously specification of conpetencies and standards for the
occupat i onal category may be required before a diagnostic
instrunent could be designed. In others words,
woul d specify the skills and know edge people need to have; whereas

refer to the of performance

a “mnimm acceptable level to what mght be called “certifiable

“

excel | ence .
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The key question, not answered here, is whether or not the N.W.T.
should buy into the certification process for tourismhospitality
occupati ons. There are nmany advantages, some of which are
nmentioned in the Needs Assessnent. The nmjor disadvantage, though
a better word may be shortcoming, is that the process nmay be “too
much, too soon”. An extensive consultation procedure needs to be
carried out first to determ ne what the conpetencies should be,
whet her people in jobs are ready, and what needs to be done in
order to put a training infrastructure in place. The industry and

governnent should nmake a decision with regard to introducing a
certification process within a year -- md 1991

So far discussion has revolved around training issues. Performance
Requi renent nodels for education are quite different. If Arctic
Col l ege w shes tourism hospitality career prograns that are
designed to include co-op, apprenticeship or internship conponents,

then aspects of the performance requirenents could be usefully
i ntroduced. In fact, many community colleges are wusing the
certification standards wthin their courses. By passing the
certification exans students can obtain certificates indicating a

degree of professional acconplishnent.

EDUCATI OV TRAI NIl NG REQUI REMENTS
The Needs Assessment identified a wi de vari ety of

education/training progranms and courses for a diverse set of
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audi ences. Not all of the following prograns are nornally
classified as education and training but all were identified as a
need, and all involve an exchange of information leading to a
change in either performance behaviour, attitude, or sinply
knowl edge or skill acquisition.

Touri sm Awar eness Prograns for Comunities (e.g., Northernnost
Host) ;

Tourism Hospitality Career Awareness Prograns. Ai med
primarily at high school students;

Tourism Hospitality_ Cccupational Training Prograns. Meant
for people already enployed in the industry or for those
desiring a particular job or positjon in the industry that
requi re somne training;

- Tourism Hospitality Career Education Progranms. Intended for
t hose people who wish to study for a career in the industry
at a college or university;

Tourism Hospitality Enployee Devel opnent Programs. Ained at
people who wish to enhance their qualifications and/or
know edge for an existing or a new job.

TOURI SM AWARENESS PROGRAMS FOR COWUNI Tl ES

Tourism awareness prograns for communities have been achieved

primarily through Northernnost Host. This course has been
operating through the cooperative effort of the Tourism Industry
Association of the N.W.T. and the Departnents of Economc
Devel opnent and Tourism and Educati on. It is the general opinion
of the industry that this program be continued but that its
content be nore closely tied to comunity needs. In consideration
of the Performance Requirenent approach, the content, after a pre-

assessnent, should be designed specifically to match specific
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audi ence requirenents. Frequency of presentations (in differing
formats, using different delivery nechanisnms, and at different
| evel s of sophistication) wll likely be necessary to get the
nmessage across without creating an inpression that the industry is
nounting a propaganda canpai gn
The purpose of a tourism awareness program for communities

should be to create a dialogue or a sharing of information, not to

smply tell everyone how great tourism is for their community.
By creating an informed dial ogue, and taking it to the people, the

community will gradually begin to feel that tourism is their
busi ness and that they can be active participants in it regardl ess

of whether or not their work involves interaction with visitors.

TOURI SM HOSPI TALI TY CAREER AWARENESS PROGRANS

Tourisnm Hospitality career awareness prograns are recognized as
one way of encouraging students to think positively about the
industry and to consider the nunerous enploynment and career
opportunities that the industry offers. There is no doubt as to
the inportance of such an endeavour if the industry is to meet the
i ncreasing denmands for |abour. As indicated in the Needs
Assessnent, a program has been designed by the Tourism Associ ati on
of the NWT. and it represents a good start. There are, however,

i mprovenments that could be made.

The program should be designed nore around student and teacher

interests and existing know edge about the industry. Economi ¢
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profiles of the industry are not very stimulating and fail to
acconplish the objective of generating interest. Effort in
creating sinulation ganmes, activities, and case studies would be
useful. In contrast to creating a freestanding teaching unit, nore
enphasis needs to be put on creating conponents for such courses
as geography, social studies, econom cs, business, mathematics, and
comuni cat i ons. Teachers should be provided with |earning
material s and ot her resour ces (e.qg., N.WT. adverti sing
literature) . Class projects could be suggested. Again, the intent
is to create participation, involvement and fun in learning. In
this way the industry will shed sone of its negative inmages and be
viewed or perceived as an industry that offers challenges and
variety while at the same tine protecting culture and the Northern

way of life.

It would al so appear that sone effort needs to be put into hel ping
students and career counselors determne the appropriateness of
tourism hospitality careers for individuals. One tool that would
be useful is the devel opnment of realizable career |adder profiles.
This tool would identify typical educational and experience
requi rements for a variety of occupational categories. Information
on these career |adders does exist but needs to be adapted to the

N.WT.
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TOURI SM HOSPI TALI TY OCCUPATI ONAL TRAI NI NG PROGRAMS
Tourism hospitality occupational training prograns represent the
maj or activity thrust of this Action Plan and have the highest
priority need as a result of:

- shortage of labour;

- high turnover;

- inmprovenment of quality;

- raising the calibre of personnel;

- Industry growh; and

- new enpl oyees

The Needs Assessnent identified certain high priority occupational

categories as well as different types of skills requiring
attention. This information is sumarized in the Situation
Anal ysi s. In this section, reference will be nmade to three

different types of training, each with different goals, that the
industry identified as having  priority: adm ni strative,
pr of essi onal -t echni cal , and interpersonal. A fourth type,
mechani cal -technical, was not identified as a priority. Fol | owi ng
this discussion, reference is made to relevant principles that

shoul d gui de devel opnent of training prograns.

ADM NI STRATI VE TRAI NI NG

Admi nistrative training focuses on the know edge of procedures,
policies and rules required to enhance the flow and coordination
of work. In tourism hospitality businesses, admnistrative work
is frequently related to processing visitors so the one goal of
adm nistrative training should be focused on inproving visitor

satisfaction. The challenge of adninistrative training is to nake
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sure that learners see the relevance of the training and can
transfer the information acquired to performance requirenents of
the job and expectations by visitors. Consequent | y, t he
di ssem nation of information should be coupled «in o=« ¢

practice activities.

Admini strative training can be acconplished Wth a nmanual, job aid
or conputer program and need not require a course per se. I'n any
case, it is vital that supervisory staff and technical people, if
any, are included in determining what is needed. Adequat e
attention should be given to providing checklists and manuals to

make the learning nore easily transferable on the job

PROFESSI ONAL- TECHNI CAL  TRAI NI NG
Pr of essi onal -technical training focuses on the specified know edge
and skills that practitioners need in order to execute their
responsibilities. In the N.W.T. there is an overwhel m ng need for
peopl e who are conpetent:
wai tstaff; personal service staff
- managers
- supervisors

- cooks
- gui des

This kind of training often has a built-in potential difficulty.
The people designing or delivering the training either work in the
occupation, know a |ot about the occupation but little about

training, or are trainers who know a lot about training but little
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about the occupation.

Because it is inportant that |earners enhance their abilities to
make decisions and judgnents as well as learn new know edge and
skills, training should include problens, solutions, and situations
to be exam ned and resolved by participants. So, as caveats, the
foll owi ng suggestions are made:

- technical/occupation specialists should be involved in the
needs anal ysis and exam ne the jobs in context to the content
to be taught;

- technical expert trainers should not teach solely the
conplexities of the occupation, but focus on what the |earners
need to know to do their jobs in the present and inmmedi ate
future nore effectively;

- the needs analysis should identify the skills (analysis and
judgenment) as well as the know edge (information) needed to
do the job; and

- the content should be consistent wth the professiona
standards of the field.

Speci al comments and recomrendati ons nmade by the industry in regard
to guide training need to be noted here. In the Needs Assessnent
the follow ng suggestions were nade: a need for core-funding;
inclusion of nore interpersonal skills training;, training trainers
who are native or are very famliar with native |anguages and
land/water skills; level 3 outfitter courses; and refresher

cour ses.

| NTERPERSONAL SKI LLS TRAI NI NG
I nt er per sonal t rai ni ng IS of vital i mportance to al

tourisnm hospitality occupations and focuses on the large array of
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skills needed to get work done with, through, and for others. In
the Needs Assessment “working with others™ was given #1 priority
as a needed skill. This type of training could include such skills
as communicating with visitors, handling and resolving conplaints
or problens, resolving conflict, counseling, |eading neetings, how

to discipline and interviewing.

Since interpersonal skills training involves interaction wth
others, individually and in groups, this training focuses not only
on peopl e-to-people skills, but on attitudes, feelings and enotions
as wel|. The training, therefore, typically involves i ndividua
and group activities designed to pronote insight, self-exam nation

personal change, and under st andi ng.

It is necessary to be quite specific about the type of
i nterpersonal training. Each requires different procedures for
determning what is needed to carry out the training, and the m x
of interpersonal techniques for delivering the training. Furt her
suggestions incl ude:

i nvol ving both supervisors and potential |earners in the needs
anal ysis; and

maki na sure the trainer doesn't try to teach the “right way":
learners nust learn to devel op their own way. It is Inportant

that they feel nost confortable, particularly since cultura
differences are likely to exist.

Based on information from interviews conducted throughout the

NWT., training prograns, if they are to be effective, should
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consider the inportance of the followi ng training principles:

Clearly define the target audience. It is vital to devel op
a clear focus on who training is supposed to reach; what their
probl ens are; what they need from the training and from each
ot her and ot her stakehol ders;

Al ways define the purposes for bringing people together, wth
particul ar enphasis on followup action

Keep the focus on results. Adults want results, answers and
benefits;

Encourage active participation. Learners nust actively
participate to show that they have |earned and nastered new
skills;

Be sure that Ilearners receive satisfaction from | earning.
Whien a person has a need for a certain bit of information and
that need is nmet, a feeling of satisfaction is experienced
and a continued involvenment in |earning occurs;

Gear the training to learners’ value systens. Learning is
largely a matter of building on previously |learned materi al s.
The material to be |earned should have certain novel aspects
and yet not be so foreign to previous experience, custom and
behaviour that it has little meaning to the | earner

Provide trainees with assistance in setting goals. Trai ners
need to assist trainees in acquiring and practicing goal-
setting skills. Performance is enhanced by working toward
explicit, realistic goals;

Rel ate teaching nmethods to the content and | earning nethods.

As explained for each type of training, course content
requires different nmethods of teaching. But | earning new
know edge and skills necessitates practice and eval uation

Ensure that course demands are within trainee' s ability; nake
course materials neaningful; and provide individualized
instruction wherever feasible. People learn at different
rates and nmay require special attention;

Assenbl e groups inmaginatively: by community or region; by
comonal ity of challenge; by simlarity of situation; by
linking other inportant stakeholders and influences; by a
di agonal slice of different perspectives and responsibilities;
and
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- Design training around inportant problens. People will invest

time in training so long as it is perceived as immediately
rel evant and appli cabl e.

TOURI SM HOSPI TALI TY CAREER EDUCATI ON PROGRAMS

Educati on revoives around career devel opnent. Unfortunately,
research by Arctic College indicates little interest from
prospective students in career-oriented prograns focused in the
tourism hospitality industry. Even the industry has not shown the
necessary enthusiasm and support. A Tourism/ Hospitality
Certificate Program has been proposed but has not been nounted.
Wth t he current short age of peopl e in key
managerial/supervisory/technical areas, Plus turnover rates in
these positions, plus the increase in the nunber of new positions
anticipated over the next five years, Pplus the necessity for
enpl oyee devel opnent, a tourismhospitality program at one or nore
of Arctic College canpuses could be successful. But action needs
to be taken now in order to develop and support & Program
particularly if the key positions in the industry are tO be filled
by Northerners. It iS recommended, therefore, that an industry

task force to examine the prospects of developing career-oriented

tourism/hospitality programs and courses be struck as soon as
possible.

There are a variety of ways in which a college/industry

relationship could be fostered and tourisnmhospitality career-

oriented education started:
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- Existing programs at Arctic College could be encouraged to
strengthen their course offerings and course content by
i ncl udi ng nor e tourism hospitality topics, or skill
devel opnent exercises that are service-oriented;

- Business, nmanagenent and entrepreneurship prograns could focus
nore on the prevailing problens, and issues facing
tourism hospitality businesses;

- The tourisnhospitality industry should provide support to
these progranms by encouraging co-op placenents, on-site
visits, school visits and lectures, industry-related student
projects, work-study prograns, scholarships, preparation of
case studies and other learning materials, and equipnent
grants;

- Arctic College should consider entering into a partnership or
alliance with a variety of community colleges, Vvocational
institutes, and universities in the provinces. St udent and
faculty exchanges m ght be arranged. | nstructors who teach
particularly relevant courses mght be invited to give them
in specific locations throughout the N.W.T. ;

- Arctic College faculty and sone industry |eaders could be
sponsored to attend Advanced Managenent courses held at
comunity colleges, vocational institutes, and universities
in the provinces; and

- A Centre for TourismHospitality could be established at

Arctic Coll ege. This centre could be a learning resource
centre and provide extension services to various conmunities -
- courses and consultancy -- and even initiate or coordinate

tourism research activities throughout the N.W.T. (e.g., a
study of indigenous culinary arts, recipes, preparation
nmet hods, food folklore).

Wiile it may or may not be possible imediately to develop a self-
sustaining tourismhospitality program at Arctic College, there
are nunerous activities that can be started. The powerful mx of
a visionary to “chanpion" a tourisnihospitality program, plus some
successful events or courses, wll start the nomentum for
eventual |y devel oping a "centre of excel | ence” for

tourisn hospitality career education in the N WT.
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TOURI SM HOSPI TALI TY EMPLOYEE DEVELOPMENT PROGRAMS
Touri sm hospitality enployee devel opment programs were identified
somewhat indirectly in the Needs Assessnent. Many of the

owner/ managers who filled out surveys noted a personal need to have

their know edge and skills updat ed. For exanpl e,

tourism/hospitality businesses are entering a new technological age
which requires virtually all managers and supervisors to be
computer literate.

| nproved custonmer service often depends on autonation, quicker
processing of information, and access to conputer networks and data

banks.

Suggested activities for personal growh and self-renewal include:

Encour agi ng manager s/ supervisors to take courses at col | eges
and universities:

Establishing a Tourisn Hospitality Resource Centre that would
al l ow people access to new information and ideas;.

Devel oping a facul ty/executive exchange program

Inviting managers/supervisors to teach and share their
knowl edge and skills wth others;

Encour agi ng sabbaticals or | eaves of absence during which tine
managers could visit simlar types of businesses in other
| ocations; and

Participating in the developnent of industry certification
cour ses.

As enphasized in the Needs Assessnent, the tourismhospitality
industry is changing rapidly throughout the world. | ndustry

| eaders, existing and potential , nust keep abreast of these changes
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if the N.W.T. is to becone a world-class tourism destination

In summary, this exam nation of the education/training requirenents

represents the “scoping™ activity referred to earlier. There are
many diverse options. Most are realistically possible if the
commtnent is there. However, the industry nust assunme nmajor

responsibility for pushing these education and training

requi rements forward

COMMUNI CATI ON  REQUI REMENTS

If the future of tourismhospitality education and training in the

N.W.T.is to be a collaborative affair, there will be a strong need
for communication among the participants.

Communi cation is necessitated by,

- various stakehol der groups, each with their own set of goals
and obj ectives to achieve, who nust be willing to collaborate
and devel op a cohesive and coordi nated approach to education
and training;

- comunities who by their very nature nmay be sceptical of the
benefits to be derived from tourism and who may not easily
understand their involvenment in the industry, particularly if
it is indirect;

students and young people who nmay have m sperceptions of the
industry, and are reluctant recruits into jobs that they don’t
bel i eve have a future;

- managers and supervisors who don’t put a lot of faith in
training and see it as an expense rather than an investnent;
and

- enpl oyees who have m sgivings about the benefits of training
if conpanies don't allow them to practice what they have
| earned or provide any tangible rewards.
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Ef fecti ve conmuni cations begins by building awareness, generating

interest, creating a desire and then getting people to

Communication is most effective when the messages are put in a
language that is understandable and when the communicators
speak to the interests of the audience.

In terms of “selling” education and training, it is extrenmely

inportant that the messages be brought to the right audiences.

And every attenpt nust be namde to personalize these nessages.

nmust understand and see the benefits: and the benefits have

to be believable.
In the education and training is a hard sell. Wat needs

to be communicated, therefore, are such things as:

success stories in which training and education have
benefitted individuals,;

i nformati on realizabl e career | adders;

prof essional i zation oftourismhospitality occupations through
certification (if adopted) ;

training and education that results in transferable skills
and know edge;

opportunities to achi eve sel f-sufficiency t hr ough
entrepreneurshi p; and, of course

information on the timng, duration and Dbenefits of
educati on/ progranms or courses.

Once involved in an education or training program people have a
continuing need to be reassured that the benefits promsed will be

deri ved. If expectations are not being net, it becones inportant
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to discover the reasons and to take corrective action. |n essence,
comuni cators need to know if what was pronmised is being delivered,
and to continue to provide reassurance that benefits and deci sions

to invest tinme, noney and effort will pay off.

COORDI NATED | MPLEMENTATI ON

Coordi nated i npl enentation is defined as devel opment of a curricula
that results in the appropriate prograns and courses being offered
at the right time, and support nechanisns being present. Of
course, a curriculum or instructional plan, nust be based on a
body of know edge a person needs to neet the standards, and the
responsibilities of a task. Since the word ‘curriculum derives
fromthe Latin ‘currere,' to run a course or a race, a course of
study is a disciplined and carefully designed structure of | earning

experiences to help an individual progress along a systematically

determ ned career path.

In an organi zational situation, training is sonething nanagenent
and all people in the organi zation should do together. If thisis
the case, organizational training, and therefore curricula, can be
tightly linked to the real world of day-to-day operations; and
managers can involve thenselves in curriculum design so that the
instruction revolves around what is truly inportant, that is, what
people in a task need to do to be consistently successful, as

determ ned by the marketpl ace.
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Coordi nated inplenentati on begins where stakehol der expectati ons,
performance, training and conmunication creditation an certii .
and ties into curriculum design questions regarding what courses
to offer to whom and how and when to sequence them This is the
“sinplification” phase, and how it is achieved depends on who is
doing the sinplification, and the philosophy adopted in designing

a curriculum

For exanple, the certification process, which is based on a
conpet ency- based education nodel, allows learning to take place on
what is called a “learning contract” basis. Adult learners can be
made responsible for organizing and structuring their own

directed learning. As a consequence, they can program and sequence
their learning according to their own requirenents, particularly
for tine. However, trainers are still required. Not only do
print, audi o- vi sual and peer resource materials need to be
identified and nade available, but help is needed in structuring
and planning the learning materials. Help is also required in
getting evidence as “'' acconplishnent of the |earning objective.
Whet her or not this “contract nethod” would work in the

depends on the abilities of individuals wthin the various
organi zations or conmunities to provide assistance and the

notivation of people to |earn.

A conplenentary approach to self-directed learning is an

organi zati on/ regi onal -based |earning approach. Because of the
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nunber of simlar tourisnihospitality businesses in tourismregions
across the N W T., a training needs analysis could be conducted for
simlar types of businesses and/or occupational categories in
busi nesses. A training curriculum could then be designed for the
businesses in the region as a whole. In certain cases, this
organizing or coordinating process could be handled at the
community |evel. In this way,

- site specific training should take place;

- generic skills should be taught to a |arger group of people;

- training should be customzed to specific regi ona
requi renents;

- a tourism advisor such as a Regional Tourism Oficer or
Regi onal Touri sm Zone Manager should act as a resource person
or trainer;

- an annual curriculum plan should be devised,

- training should coincide with the regional cycle or tine
cl ock; and

- the region should gain nore control of the training process,
the offering and sequenci ng of courses.

The desire of many respondents to maintain sone regional or
community control over training necessitates soneone to act in a
manageri al capacity. For npbst regions it would appear that the
nost appropriate person would be a Regional Tourism Oficer,

affiliated with Econom c Devel opnment and Tourism or the Regiona

Tourism Zone Manager. This person woul d be responsible for hel ping
businesses identify training requirenents, consolidating these

requirements for the region or community, preparing an annual
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touri smhospitality training plan according to specific criteria
to be established by the Education/Training Coordinating Goup in
conjunction with the Tourism Zones, and subnmitting these plans to
the Coordinating Goup for funding approval by the appropriate
agencies and their delivery by Arctic College or other delivery

agents.

The principles or guidelines that the regional facilitators m ght

use in determning regional tourism training needs are:
organi zational training needs selected in accordance with
identification of performance requirenents (training for
results) ;
funding agency criteria or requirenents:

extent of regional demand for training in a specific area or
for a given occupational group

l[ink with training needs in other regions or to coordinate
with the timng of courses to be offered in neighboring
regi ons; and

speci al requests by businesses to neet special needs such as
the hiring of enployees for a new tourisnfhospitality
enterpri se.

An alternative or another adjunct method is to centralize
curriculum design and its inplenmentation throughout the N WT..
Training prograns could be designed and planned by a central body
and then sent out “on the road”. Requests from each community
would control the tinetable. These courses mght represent
“packaged” or “stand al one” prograns, although it is possible to

custom ze them by having a local person work with the lead
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instructor to provide nore |ocal content. This latter approach,
if inplenented on a wholesale basis, was not favoured by the
respondents in the regions. However, it could be used in the
delivery of nore generic courses such as custonmer service skills
for which there is a large demand and which mght require nore

centralized planning and control.

Sel ection of "packaged" courses should still be based on a needs
assessnent. If every organization or community is working with or
has adopted the same certification standards, it is likely that
“packaged” courses or prograns would be based on simlar
obj ectives, sets of conpetencies and standards. Eval uati on
regarding their use would then be based primarily on cost and

quality of |ead instructors.

Coordi nated inplenentati on of education prograns at Arctic Coll ege
would be handled by Arctic College faculty and staff. It is
advisable that a tourism hospitality industry advisory board be
formed to hel p guide the devel opnment of career prograns and assi st

in securing co-op placenents.

DELI VERY SYSTEMS

Choice of delivery systens will depend sonewhat on the nethod or
phi |l osophy chosen to coordinate inplenentation of a curriculum
The nost common way is through group learning situations, usually

in sone form of a classroom arrangenent, though there are a wde
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variety of possible |earning environnents. In the N.W.T. these
could be Arctic College facilities, or other educational or neeting
rooms in hotels or churches. \Werever a class neets, the group
must be confortable with it, and the facilities should provide a
good | earning environnent and be adequately equipped to utilize the

| atest in |earning technol ogies.

If the training has a “field” conponent it is essential that the
training take place in a locale that is in close proximity.
Consideration as to availability and cost of accommodation,

f oodservi ces and ot her support systens is crucial

On-the-job training (oJT) is learning provided by the supervisor
at the job site. Some of the best training is conducted on-the-
job; conversely, it is on-the-job that sonme of the poorest training
t akes pl ace. In the NWT., operators tend to favour 0.J.T. for
a wide variety of reasons -- convenience, immediacy of evaluation,
tine and cost efficient, no alternative. Furthernore, 0.J.T. tends
strongly to be self-directed. Al'though the trainee has this
responsibility, good on-the-job training should incorporate
eval uation procedures that inform both the trainee and supervisor
about which proficiencies have been acquired and how the trainee

is progressing toward achieving stated goals.

On-the-job training fails when supervisors don’t know the content

of a job, fail to teach or inform give poor or no feedback, and
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evaluate in a negative fashion. The Needs Assessnent pointed
towards a definite need to provide “Train the Trainer” courses.

Isolation of comunities suggests that some tourismhospitality
education and training could utilize conputer-based, computer-
assisted or conputer-interactive instruction. Adm ni strative
training lends itself particularly well to this format if offices

are conputerized.

Audi o-vi sual presentations can also provide a wuseful way to
denonstrate certain skills and behaviors. VCRs are common in nost
communities, so the technology and its use are familiar. There are
many short courses now available using this format. They provide
useful ways of introducing topics or provide a stinulant to
t hi nki ng about devel opi nhg a course. If a Learning Resource Centre
is established, it could stock these video-cassettes or filnms and
eval uate the value of the information, as well as act as a clearing
house.

Career-oriented courses are nost likely to be delivered through
Arctic College and its satellite canpuses. Thought could be given
to providing courses via satellite or on video-cassette in a fornat
simlar to that of Britain’s Open University. It is also possible
that Arctic college could act as an agent for the Certified Hote
Adm ni stration correspondence cour se of f ered t hr ough t he
Educational Institute of the Anerican Hotel and Mtel Association

(East Lansing, M chigan).
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If tourisnfhospitality enterprises, enpl oyees and students are to
gain equal access to educational and training opportunities,
delivery methods must be innovative, flexible and suited to the
needs and requirenents of potential participants. Thi's means doi ng
everything possible to hove the learning closer to the |earner.
However, this may create administrative difficulties and problens

in giving tinely feedback, particularly 'f @ trainee is working

al one.

RESULTS - MEASUREMENT AND EVALUATI ON
Measuring performance is at the very heart of establishing
partnerships. Partners come together to achieve results and stay

together when they see progress. Ther ef or e, all of the

partici pants need to understand:

- where they are
where they are going
how they are going to get there
- how they are progressing
- how it pays off
Wile neasurement is the back-end of the process, Performance

i npr ovenent must begin with stakehol der expectations and

performance requirenments as shown in Figure 2; it nust illumnate

what is inportant so that those who are responsible can continue

to i nprove perfornance; it must keep score consistently and fairly;
and finally, the data needs to be converted into insightful,

actionable information so that it keeps the tourisn hospitality

industry on a path to what can be.
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Measurenent tools and techniques for each level -- assignnent,

prescription, results and action -- that provide useful information

on which to base action include the follow ng:

Assessnent

Needs anal ysis What is the problem or opportunity?

Situation analysis Wiat do peopl e need?

Requi renents process What needs to be done?

Consul t ati on who m ght hel p i mprove our
under st andi ng?

Visitor satisfaction index How do visitors perceive service?

Fi nanci al analysis How are conmpani es perform ng?

“Profit-ability” What kind of return will be received
on training?

Activities analysis What are we doing now that we shoul d

be doi ng nor e of, | ess of,
differently?

Prescription

Performance anal ysis What shoul d people know, feel, do?

Performance contracts What agreenents can we reach to
achieve certain results?

Job anal ysis/task analysis What are the precise tasks of each
job?

Gap anal ysis Wiere are we now, and where should
we be?

Per f ormance standards What are the standards for each task

VWhat constitutes good, better, best?
How wi | | peopl e k-now “when they have
achieved it?

I nstructional design Wiat do people need to know, feel
and to do to be successful ?
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Anal ysis of |earner styles
and needs

Delivery Design

(Reading | evels, user-
friendliness, interactive
capabilities

Resul ts

Know edge
(pretests, post-tests,
interviews )

Skills
(practice, tests, .
si mul ati on, observation)

Attitude
(tests and observati ons,
data col l ection,
intervi ews)

Application
(tests and observati on,
data col |l ection)

Visitor reactions
(interviews)

Overall results
(financial performance,
visitor research etc.)
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What do learners need to know? Wat
do they currently understand? How
do they prefer to learn: hear, see,

read, feel, experinent, practice?
How shoul d | earners be taught?

What are the best nethods and nedi a
for results, cost effectiveness, tine
savi ngs, individualized |earning?

What do |earners already know? How
does know edge conpare to what has
been taught and what was known before
i nstruction?

What do | earners know how to do?
Can they denobnstrate mastery during
the learning experience, in real-
worl d environnents?

What stands in the way of results?
How have negative attitudes inproved?
Positive attitudes strengthened?

Are people doing what has been
t aught ?

Are visitors favorably influenced
by how people do their jobs and the
guality of the service encounters?

What has the inpact been on the
busi ness? Do visitors experience a
difference? 1Isthis difference
important? What is the return on
t he investnent?
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Recommendati ons for change
Continuity of Action Plan
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What shoul d be done next? What have
we |learned to help future |earners?
How should we adjust the systenf
Who has contributed to success and
how? How should we recognize and
build on these strengths? How can
we raise standards to create fresh
conpetitive advantage?

The information derived from these neasurenents needs to be shared

with all participants; achievers should be rewarded and recogni zed;

and the neasurenents should be turned into nonmentumto keep up and

accelerate the rate of inprovenent.
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STRUCTURAL ' suPPORT

Plans are lifeless unless people act. This third and possibly nost
i nportant conponent of this Action Plan is focused on those
organi zati ons and people who should take responsibility, not only

for making decisions with regard to the Action Plan, but for

inplenenting it. As enphasi zed in the beginning of this section,

the need for TourismlHospitality Education and Training nust be

brought to life. Si x indispensable actions wll be required:
vision, conmmitnent, understanding, priorities, F€Sources, and an

achi evabl e plan (see Figure 5)
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Figure 5
STRUCTURE
\ /
\\\ //
\ /
. Results
VI SI ON COWM TMENT  UNDERSTANDI NG PRICRITIES RESOURCES  PLAN
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Role of Necessity f or Training Processes  Occupational Teachers, Coor di nati on
Training Training Categori es Facilities and of Activities
Equi pent
_I TOURISM REG ONS AND COWUNI TI ES i‘
Baffin Kewatin Arctic Coast Western Northern Big River
Arctic Fronti er

roles, relationships and responsibilities

} ....................................................................................................... L

TOURISM/HOSPITALITY TRAINING COORDI NATI NG GROUP -

Econoni ¢ Renewabl e Advanced T.IA CEIC. Arctic Ot her
Devel opment  Resources Educat i on Col | ege
Tourism

roles, relationships and responsibilities

EDUCATI OV TRAI NI NG SUPPORT  GROUP

Gther Col leges  Qther Provincial Other training/ Industry Q her
and Touri st Education Trade
Universities Associ ati ons Organizations Associ at i ons

roles, relationships and responsibilities
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Vi si on: Wthin the there are people who see the
possibilities for tourismand have a well-devel oped idea as to what
tourismin the will be like by the year 1995 or 2000. A
vision for tourism can be achieved only through and by people --
peopl e who are well-educated and trained. So there needs to be a
vision of tourismhospitality education and training. From a
human- per f or mance perspective, this vision needs to be identified,
shared and enotionalized in the nane of getting the collaborators

and partners to help make it happen

It is recoomended that a thematic direction for tourisnihospitality
education and training be established. For exanple, Ford's
“Quality is Job #1” not only dramatically expresses organi zational
values and priorities regarding product quality inprovenent, but
it has set the style for a nassive investnent in education and
training. So a thematic direction can forcefully articulate
forward vision, while leaving the tactics or details to other
people who are caught up in the excitenent of doing good work.
This means that the vision nust be communicated widely not just to
create understanding or belief, but to increase the intensity of

the belief.

Commi t nent : Communi cating a vision assunes that there is strong

comitment to education and training and the inportance of
devel opi ng peopl e. All the partner organizations involved

touri sm support the notion of education and training, but that
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support has to be acted upon. Virtually, all these organizations
can point to evidence of their involvenent and many have made the
easy inprovenents -- a course here, a course there. Wiat |ies
ahead are the inprovenents of great potential that have not been

put in place because there may be intense counter forces, nay

sayers’ , and a lack of will to get really involved

Conmitment to tourismhospitality education and training demands
an appetite for change. This wll require |eadership. Hopeful |y
the right environment can be created in the N.w.T. and the industry
so that |eadership can enmerge. Leadership will enmerge if those
organi zations set up to provide education and training for the
industry are enpowered to get the job done. People need to be
enabled to deliver results. This can be acconplished if
responsibilities are specified and explained in doable and

measur abl e terns.

Under st andi ng: Responsibility for delivering on education and

training can be achieved so long as those in charge have a clear
understanding of the learning, education and training processes
whether they be for students in college or adults in an
occupational setting. As enphasized in the learning requirenents
section, learners demand content but it nust be presented in a way
that is accessible, understandable, non-threatening, and useable

in the occupational settings in which the |earners work.
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I npl enentors nust be able to work through participating
organi zations and facilitating agencies. The i r needs and
requi rements have to be taken into account as well as the processes
used to either access funding or perform need assessnents”

Familiarity with the neasurement tools and techniques outlined in

the Results section is required.

Priorities: In this Action Plan, nention has already been nmade of

moving from scope or bold initiatives to sinplicity or disciplined
choi ces. Tourism hospitality training programs that [OCUS oOn
i nproving the know edge, skill, attitude and application abilities
of people working in the industry, has the highest Priority
according to the Needs Assessnent. The magnitude Of this
endeavour, however, is quite intimdating so it needs to be broken
down into nmanageabl e segnents. Three ways of acconplishing this
task are:

- identifying a common or generic need that exists in the
various occupational categories;

focusing on an occupation that requires inmmediate attention
‘ and

- working on occupational training needs that are easily
resol ved and can signal acconplishnent and a snmall victory.

The generic need identified through the Needs Assessment was

“customer service skills”. It should not be difficult to nount

courses on this topic because information and “packaged” courses

are avail able, though custom zation would be required.

[E—"
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Choi ce of an occupation that needs attention may vary from region
to region. The personal service category, whi ch includes
wai tstaff, could be selected. This is an occupation in which there
is a multitude of teaching/learning resources. However, guiding
m ght be a good choice since considerable expertise exists in the
NNWT., and the nonentum of course devel opnent activity could be

kept alive.

Quiding could also be the area in which occupational training needs

are resolvable. A victory in this area wuld also have
significance throughout the Territories because the activity is

i ndi genous and supports an inportant visitor activity.

Prioritizing education and training requirenents in this way all ows
work to proceed. Seemngly, irreconcilable differences may becone
easier to resolve and help forge continuing partnerships for

i nproved performance.

Resour ces: A potential stunbling block in realizing the vision
for tourisn hospitality education and training programs is the
availability of resources -- noney, trainers and coordinating
staff. Funding can come from many sources: government, budget
al | ocation, charging for education and training services, and
selling education and training services to make a profit. In the
N.W.T. funding is available, particularly through the Canadi an Jobs

Strategy and new initiatives. There are restrictions as to how
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t hese f unds are spent or al | ocat ed. In any case,
tourism hospitality organizations are going to have to pay their
fair share -- the investnent nade has definite pay offs for the

organi zations as well as for others.

Finding people to conduct training is going to be difficult.
Trai ners should be content experts and be famliar wth training
t echni ques. It is evident that a priority will have to be placed
on “Train the Trainer” prograns. Gt her innovative ways of
obtaining the talent is to invite visiting specialists and

encourage industry executives to lend their tine and expertise.

Care nust be given to selecting trainers who have the ability to
inform tell, denonstrate and engage others in the |learning
process. Know edge of native lore, culture and |anguage would be

an i nval uabl e asset.

Pl an: The ability to develop annual plans outlining tasks,

activities, projects, schedule of courses and other details wll

fall to a coordinating group. The inportance of this activity
shoul d not be underestinated. Changes to plans can occur for a
wi de variety of reasons in the N.W.T. -- climate; availability of

| earners; availability of space; business demands: accessibility;

m sconmuni cati on.
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ORGANI ZATI ONAL ARRANGEMENTS ROLES , RELATI ONSHI PS  AND
RESPONSI BI LI TI ES

The Needs Assessnent has pointed the way to a suggested re-
arrangenent of organizational relationships in order to achieve
the goal of developing tourismhospitality education and prograns
throughout the N.W.T. As Figure 6 depicts, there are a nunber of
organi zational entities involved in this education and training

part ner shi p.
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Organi zati ona
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traini ng
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Tourist Industry Assoc.
of the N.W.T.

Economic Development and
Tourism

Renewable Resources/Education

Canads Immigration and

Employment Centre
Arctic College
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Figure 6
nt: Tourisnl Hospitality Education and
Tr ai ni ng
Goverrment Other education/
Agencies training delivery
agencies
Tourism/ Arctic College
Hospitality (Yel lowknife)
Education and
- |Training
Coordinating
Group ‘
Regional Tourism tic College

Associations

Tour ism/ Hospi tal ity

- ellite

Businesses and
Organizations

traini ng en

busi

requirenents.

Committees

Community Tourism 1

Education/Training
Support Group

Prov. colleges and
diversities

Prw. tourist assoc.
Prw. tourism training
assoc.

Industry trade assoc.
Other

deavors shoul d begi n wth t he
nesses and organizations identifying
This identification will consist of an
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annual needs assessnent in which a regional tourism advisor or
soneone from a Jlocal community tourism commttee mght |end
assi st ance. Results from all the needs assessnents would be
collected, analyzed and a regionally-based tourisnihospitality
training plan drawn up. I n nost cases these would be done by the

Regi onal Tourism Zone Association or the Regional Tourism Oficer.

All the regional training plans wuld then be submtted to a
Touri sm Training Coordinating Goup whose responsibility would be
to liaise with CGovernment Agencies, and Arctic College oo0ther
agencies to coordinate funding and delivery of progranms or courses
at the suggested tines and places recommended by the comunities

or regions.

Arctic College in Yellowknife would then coordi nate those training
courses, for which it was contracted responsibility, wth its
satellite canpuses. In certain cases, either the Coordinating
Training Goup and/or Arctic College may ask for assistance from
its Education/Training Support G oup consisting of other colleges,

universities, industry trade associations, and tourism training

associ ati ons.

The roles and responsibilities of each group are as follows:
I ndi vidual tourismhospitality enterprises bear prinmary
responsibility for creating the need and demand for training. They

must conplete the need assessnents and submt them to the
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appropri ate body.

The Regional Tourism Zone Manager, Regional Tourism Oficer, or a
Community Tourism Conmittee, if one is in operation, acts in an
advisory capacity in that it may offer assistance to businesses in
determining their training needs. This person or group could also
act as a regional advocate for tourism and education, although
their main responsibility would be to coordinate the devel opment
of a tourismtraining plan for the year. As a consequence, control
over training becones a regional or conmunity responsibility in
correspondence with initiatives to take a community-oriented

approach to tourism

The Tourisnl Hospitality Education and Training Coordinating G oup
role would be as its title suggests -- a coordinator of all the
training community/regional plans for the industry. It would
provi de assistance and encouragenent to the Regional Facilitator
or Coordinator. On their behalf, it would nake subm ssions to the
various governnment agencies for funding wherever required.

Simlarly, it would negotiate with Arctic College and/or other
agencies to nount the program and courses as required. Thi's
em ssary-type role would also extend to other organizations that
could provide education/training assistance, e.g. , certification
prograns. The function of the staff of the Tourism Coordinating
Goup is to facilitate the devel opnent of the regional training

plan and to work at representing those plans at the senior
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government | evel. | deal |y menbership and/or involvenment in the
coordi nating group should conme from all the stakehol der groups or
partners in tourismhospitality education and training (e.g.
Tourist Industry Association of the N.WT., Econom c Devel oprnent
and Tourism Renewabl e Resources, FEducation, CEIC, and Arctic

Col | ege)

Because of the need to establish a Tourism/Hospitality Education
and Training Resource Centre, consideration might be given to
housing the Coordinating Group at Arctic College.

In this way both the College and the industry could contribute to
its holdings and it could serve both narkets. Not only does this

i dea nake good busi ness sense, but the Coordinating Goup can also

get closer to the delivery of courses, increasing its ability to
liaise wth the trainers and instructors and learn from
i mpl ementation of the training process in the field. It is also

possi bl e that sonme of the nmenmbers of the Coordinating Goup could
serve as an Advisory Goup to Arctic College as it nounts nore

i ntensive career-oriented education prograns.

Wth this closer association between the tourismhospitality
industry and Arctic College, it is anticipated that greater effort

coul d be put towards establishing a Tourism Hospitality Certificate
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Program and strengthening the tourisnlihospitality conmponents in

ot her prograns and courses.

I mpl enentation of this Action Plan at least initially will probably
be given to the existing Tourism Training Coordinating G oup.
There does not appear to be any reason to disband this
organi zation, but there are some mgjor tasks and responsibilities
associated with inplementing this plan. !t is hoped these tasks
and responsibilities will be shared and that various people wll
come forward to “chanpion” different parts:

- :traininq pr Ogr ans and cour ses V\h| Ch COUI d .be d| Vi ded | nto
i ndustry sub-sectors or occupational categories:

tourisnm hospitality education prograns:
tourisnmhospitality devel opnent courses and activities;
- tourismhospitality career awareness program
community tourism awareness prograns;
- tourismhospitality resource centre;
- train-the-trainer prograns; and

or gani zat i onal arrangements and commitnents  anmong t he
partners.

Just as performance requirenents are a necessary conponent of
training, so should they be for this partnership. Such performance
requirements will help establish @& more dynamc planning process

which will enable the partnership to raise its sights and create

t he nmonmentum necessary to achieve its vision
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IMPLEMENTATION OF STRATEGIC ACTIONS

The foregoing sections of the Action Plan have identified various
activities to be initiated over the course of the next five years
in order to produce an educated, well-trained and highly notivated

t ouri sm wor kf or ce.

It is expected that the conpletion of these goals will extend
beyond the 1995 horizon. This section sets out nore explicitly the
action steps that need to be inplenented if this goal is to be
achi eved. Note that much of the information needed to fulfil the

action steps is contained in the Action Plan and Needs Assessnent.

Wiile time frames have been identified, they should only be
considered as estimates and may need to be extended. The
actionable itens are identified for 1990/ 91. It is expected that
other than the organizational arrangements, the actionable items
will continue for a nunber of years. Goals, actions, and general

responsibility for achieving each goal are identified for each of

t he foll ow ng:

Organi zati onal Arrangenents and Vision Sharing
Trai ni ng Prograns

Educati on Prograns

Community Awareness Prograns

Career Awareness Prograns

Enpl oyee Devel opnent Prograns

I ndustry Involvenent in Education
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A summary tinme frame and priorizing of these goals is contained in

Figure 7.

Fi gur

Educat i on/ Trai ni ng Coal

e 7

Priority and Tinme Frane

GOAL PRIORITY TIME FRAME

1. ORGANI ZATI ONAL  ARRANGEMENTS / VISION SHARING

1. Organizational/Funding Arrangements
2. Industry Support/Commitment
3. Performance Evacuation System

11. TRAINING PROGRAMS
t. Training Needs Assessment

2. Evacuation of Certification Process

3. Employee Support of Certifiable Excellence
4. Methodology to Track Employee Performance
5. Membership in Occupational Certification
6. Resource Procurement for Training

7. ldentification of Standards for Occupations
8. Business Training Needs Assessment

9. Preparation of Regional Training Plans
10.Deve lopment of Customer Service Course

11 . EDUCATIOU PROGRAMS
1. Education Program Needs Assessment

2. Tourism/Hospital ity Needs Assessment

IV.  COMMUNI| TY AWARENESS PROGRAMS
1. Assessment of Awareness Programs

V. CAREER AWARENESS PROGRAMS
1. Communi cat ion Career Awareness

VI . EMPLOYEE DEVELOPMENT PROGRAMS
1. Employee Development Needs Assessment

VI 1. INDUSTRY INVOLVEMENT IN EDUCATION
1. Generation of Industry Involvement

1Wo 1991 1W2 1W3

1994

1995




—

80

ORGANIZATIONAL ARRANGEMENTSAND VISION SHARING

GOAL 1: Agreenent on structural, organizational and funding

arrangements in order to proceed with plans for
tourism hospitality education and training prograns.

ACTI ON: Circulate this report to all partners and Regiona
Tourism O fices to obtain comments on Needs AssessneRt
and Action Plan with particular attention
appr oach, and  organi zati onal arrangement s and
responsibilities for each participant.

Review comments and suggestions for change and

recirculate to each participant.

Hol d neeting(s) to:

(a) ratify or gani zat i onal arrangement s and
responsibilities;

(b) form a partnership with the mssion to build, an
educat ed, wel | -trai ned, and hi ghl y noti vat ed
morkforce;

(¢) communicate the vision clearly, forcefully, and
articul ately; o

() gain commtment to participate and assume
responsibility for an activity;

(e) agree to adopt the Training for Results phil osophy.

(f) determ ne who should be responsible for inplenenting
each conponent of the Action Plan; and

(9) obtain commtnent of funding from the approg ate
agencies for inplenentation of th ous
conmponents of the Action Pl an.

RESPONSI BI LI TY: Exi sting Tourism Training Coordinating G oup

and/or  Tourisnm Hospitality Education  and
Training Steering Commttee

GOAL 2: Industry support of and commitnent to tourisnfhospitality
education and training.

ACTI ON:

Communi cate with all T.I.A. nenbers, |nMBHy(?%aMNs
and menbers of partnership organizations
share the VISION, explain the Training for Results

process; and create a dial ogue.

Develop a formal agreenent outlining vision, mssion,
val ues, organi zational arrangements, and so on
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Identify special commttees and/or individuals who nay
be required to inplenment aspects of the Action Plan.

RESPONSI BI LI TY: Tourism Hospitality FEducation and Training

GOAL 3:

ACTION :

Coordi nating G oup, al | Regi onal Touri sm
Associ ati ons.

Performance Evaluation System fortheTourism Hospitality
Education and Tourism Partnership.

Agree on goals and objectives.

Determine results expected and identify perfornmance
measur es.

Conduct evaluation at end of each fiscal year.

Identify rewards for achieving or exceeding specified
results (N.B. Rewards are for results not activities)

RESPONSI BI LI TY: Tourism Hospitality Education and Training

GOAL 1:

ACTI ON:

Coordi nati ng G oup.

TRAINING PROGRAMS

Devel opment of materials and neasurement instrunents to
allow individual tourismhospitality enterprises to

conduct a needs assessment for training, [0 identify
performance gaps; to isolate what personnel should be

doi ng better.

Conduct search to determne possible existence of
materials and neasurenent instrunents that are in use.

Evaluate materials and neasurenent instrunents and
redesign themto fit the situation in the N.W.T.

RESPONSI BI LI TY: Tourism Hospitality Education and Training

Coordi nati ng G oup.
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GOAL 2: Evaluation of tourism hospitality industry certification
process for possible adoption in N.W.T.

ACTI ON : Review and evaluate certification standards and
i mpl enent ati on process.

Identify strengths, shortcomngs and possible problens
in regard to inplenentation in the N.W.T.

Make decision regarding adoption and adaption of
certification standards.

RESPONSI BI LI TY: Tourism Hospitality Education and Training
Coor di nati ng G oup.

GOAL 3: Generationof interest in traini ng prograns and achi evi ng
“certifiable” excellence anong industry personnel.

ACTION Tell all industry enployees about the vision, and the
Training for Results process and obtain their impressions
and suggestions for nmaking it workable.

Col l ect all inpressions and suggestions; share themwth
all the partners: and note inplications for successful

i npl enentati on of the program

RESPONSI BI LI TY: Tourism Hospitality Education and Training
Coordi nati ng G oup.

GOAL 4: Dpevelopnent of nethodology to track Performance *f
trai nees.

ACTION Search for information on the process and neasurenent of
t racki ng.

Eval uate net hodol ogy and adapt to the N.W.T.

RESPONSI BI LI TY: Tourism Hospitality Education and Training
Coordi nati ng G oup.
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GOAL 5: Establishment of Certification Committees for Mjor
Cccupational Categories.

ACTION : Determ ne nost appropriate structure for commttees to
assess selected, high priority occupational training
requirenents. (N.B. To occur if goal for certification

is ratified)

Formul ate conposition of commttees and determne their
responsibilities.

RESPONSI BI LI TY: Tourism Hospitality Education and Training
Coordi nati ng G oup.

GOAL 6: pProcurement of resources for tourism hospitality
occupational training.

ACTI ON Identify all funding resources avail able.

Locate available and appropriate facilities for
conducting training in each comrunity.

Identify all appropriate instructors interested in
teaching courses that are likely to be offered.

RESPONSI BI LI TY: Tourism Hospitality Education and Training
Coordi nating Group, Arctic Coll ege.

GOAL 7: Devel opnent of the process for identifying training for

t hose occupational categories designated by high priority
st andar ds.

ACTION : Identify and agree on the procedures for identifying what
peopl e need to know to do their jobs nore effectively now
and in the near future (skills, know edge and attitudes
that are geared to professional standards).

Make recommendati ons regardi ng devel opnent of training
prograns based on the training principles outlined in the
Action Pl an.
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RESPONSI Bl LI TY: Tourism Hospitality Education and Training

Coor di nati ng G oup.

GOAL 8: | nplenentation of Business Training Needs Assessnent for

regional tourismhospitality businesses.

ACTI ON: Send materi al and  measurement instruments to
partici pating tourisnm hospitality enterprises Wwith
i nstructions.
Advi se and hel p organi zations collect the data.
Submit data to Regional Touri sm Coordinator who wll
fornmulate a regional plan; and
Send Regional Plan to Tourism Hospitality Education and
Trai ni ng Coordi nati ng G oup.

RESPONSI BI LI TY: Regi onal Touri sm Coor di nat or o

Tourism Hospitality Education and Training
Coor di nati ng G oup.

“ GOAL 9: Preparation of Training Plan for Cccupational Categories,
by Regi on. (Synthesi s of Regional Plans)

ACTION : Consol i date and coordinate regional tourisnihospitality
trai ning plans.
Link training plans with available funds, teaching and
facility-rel ated resour ces. Negot i at e, Negot 'at e,
Negot i at e.
Draw up training plan for the N.W.T.

RESPONSI BI LI TY: Tourism Hospitality FEducation and Training

Coor di nati ng G oup.
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GOAL 10:pevelopment of a Customer Service course.

ACTI ON: Determi ne the possible content for a generic customner
service course that could be custom zed for a variety of
occupational groups.

Locate “packaged” customer service courses, filns, etc. ,
that are being used throughout the tourismhospitality
i ndustry.

Deci de on the quickest and nost effective way to nount
or offer these courses.

RESPONSI BI LI TY: Tourism Hospitality Education and Training

Coor di nati ng G oup.

EDUCATION PROGRAMS

GOAL 1: 1 dentify Needs for Career-Oriented Education Programs for

ACTI ON:

Nor t her ner s.

Create a Task Force and ask key industry |eaders to
parti ci pate.

Eval uate options for various prograns, delivery nethods,
and alliances as outlined in this Study.

Determ ne opinions/attitudes toward tourisnihospitality
career education.

Wrk with Arctic College to determ ne what needs to be
done in order to nount career-oriented prograns.

RESPONSI BI LI TY: Arctic College, Tourism Hospitality Education

GOAL 2:

ACTI ON:

and Training Coordinating G oup.

Establ i shnent of a Tourism Hospitality Resource Centre.

Study other resource centres to determine how they
operate, are funded and nanaged.

Eval uate the need and use of a Resource Centre.
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Determine if operation of the Resource Centre should be
linked to the Tourism Hospitality Coordinating G oup but
be established at Arctic Coll ege.

RESPONSI BI LI TY: Arctic College, Tourism Hospitality Education

and Trai ning Coordi nati ng G oup.

COMMUNITY AWARENESS PROGRAMS

GAL 1: Determination of nost appropriate ways for creating

awareness of and commtnent to tourism wthin the
communi ties throughout the N.W.T.

ACTI ON: Eval uate the Northernnost Host Program and note how it
can be inproved in order to achieve the ideals as set out
in the Comunity-Based Approach to Tourism
Revi se the Northernnost Host Program

RESPONSI BI LI TY: Touri sl Hospitality Education and Training

Coordi nating Goup, Regional Tourism Zone
Associ ati ons.

CAREER AWARENESS PROGRAMS

GAL 1: Deternmination of nost effective ways to communicate

ACTION :

career opportunities in the tourismhospitality industry.

Determine results of evaluation of career-oriented
education progranms (Arctic College)

Evaluate the level of awareness, inpressions, attitudes

and opinions of young people (students) toward a career
in the industry.
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Revi ew suggestions in this report regarding increasing
awar eness of industry with teachers.

Qutline suggestions for a new career awareness program
Initiate a co-op program with high schools.

Investigate the establishment of a career counseling
program and devel opnent of tourismhospitality career
| adder profiles.

Devel op and i npl enment suggesti ons.

RESPONSI BI LI TY: Tourism Hospitality FEducation and Training

GOAL 1:

ACTI ON

Coordinating Goup, Arctic College.

EMPLOYEE DEVELOPMENT PROGRAMS

I dentification of nost pressi ng need for
managenent / supervi sory devel opnent prograns.

Develop a list of current prograns/courses that are
already available or are being offered (whether at Arctic
Col I ege of through other institutions or organizations).

Identify a top 5 "hit [list” of know edge/ ski |
deficienci es anong nmanager\supervi sors.

Find the fastest way of nounting and delivering a TRAIN-
THE- TRAI NER cour se.

Determ ne the appropriate and best approaches to teach
a Train-The-Trai ner course.

RESPONSI BI LI TY: Tourisnm Hospitality Education and Training

Coordi nating G oup, Arctic College.
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GOAL 1:

8a

INDUSTRY INVOLVEMENT IN EDUCATION

Greater cooperation and involvenent in educationa
activities by industry personnel.

Identify the benefits of a nore commtted and persona
i nvol venent in education (primary, secondary, post-
secondary)

Communi cate these needs to industry nenbers and actively
solicit their involvenent.

Get specific people to “chanpion” Specific causes, issues
and activities.

Encourage all tourisnfihospitalityenterprises to actively
support tourisnfhospitality training and education and
tell them exactly what needs to be done or acconplished.
Set goals and performance neasures!

Support co-op placenent and apprenticeship prograns.

RESPONSI BI LI TY: Tourism Hospitality Education and Training

Coordi nati ng G oup.
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INTRODUCTION

Four maj or areas of needs assessnent are included in this section:

1. A review of secondary sources of information thought to be
important to tourism forecasts for the N.W.T, 1990-1995;

2. A survey of nenbers of the Tourism Industry Association of
the N.W.T. to determ ne labour and training requirenents;

3. Results of interviews and workshops wi th enployers, community
| eaders and governnent officials held throughout the N.W.T.
to determ ne education and training needs: and

4. A review of tourism training delivery ~concerns and

considerations in other Canadian jurisdictions, applicable to
the N.W.T. situation.

In undertaking the needs assessnent, an attenpt was nmde to
establish the background necessary for determning the nost
appropriate set of educational and training prograns for the N.W.T.
tourisnmihospitality industry. Initially the following set of
fundanmental assunptions were made:

tourism has a territorial as well as a national and
i nternational perspective;

pl easure, business and conference markets have to be
i ncl uded;

numer ous tourism businesses require educated and

trai ned enpl oyees, in many cases including the follow ng
-- accommodati on, foodservice, attractions and events,
transportation, travel wholesalers and agencies,
park/recreation tour guides, interpreters,

outfitters, and other |and/sea-based concerns.

The specific labour requirenents and training needs for the tourism
industry are dealt wth in the context of the follow ng:

labour needs in all sectors of the econony throughout
the NWT.;

90
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- current and anticipated 1labour problens and issues
t hroughout the N WT.

capability and wllingness of the educational systemto
deliver educational and training prograns that neet the
needs of both enployers and enployees (existing and

potential) ;

- a predoninance of small, seasonal businesses, in renote
areas; and

- the Ilikelihood that people’'s value orientations and
learning styles will differ from other Canadians |iving
in southern, large urban comrunities.

In other words, there is an expectation that the nature of tourism
the typical sizes of tourism businesses, and the type of education

and training prograns appropriate to the industry and the people

of the N.Ww.T. are specific to this part of Canada. *
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DOCUMENT REVIEW OF FORECASTS

REVI EW OF TOURI SM ACTIMITY IN THE N.W.T.
To fully appreciate the type, extent and inportance of tourism
education and training it is first necessary to understand the size
and nature of tourism activity. This section is intended to
provide a secondary analysis of existin9 information in th’
foll ow ng areas:

tourism statistics;

maj or issues, constraints and opportunities that wll
i mpact on tourism and regional devel opnent; and

probabl e scenarios relating tourismactivities to labour
needs and requirenents in various regions.

A statistical profile of tourism within the Northwest Territories
is contained in Tables 1 to 7. The information was gathered from
secondary sources provided by Econom c Devel opnent and Tourism

G.N.W.T. Commentary and discussions about the data, however, are
based on information gathered from interviewees during the

consultative process in the various tourism regions.

Table 1 reveals that there was a total of 213,000 person trips
taken to and within the N.W.T. during 1988. Approxinately 56% of
these trips were nade by residents of the Territories. O the
remai ning 93,000 person trips (or 44% of the total) , 54,000 were

primarily business trips and the remaining 39,000 were for pleasure
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or personal reasons. In terms of expenditures, residents of the
N.W.T. contributed $57.0 mllion while visitors brought in an
additional $88.4 nmillion or 61% of the $145.4 mllion earned by the

tourismindustry in 1988.

Table 1

Annual Travel To and Wthin the N.W.T. -- 1988

Person - Trips

Season Sinner Remainder of Total Year
| Year
Residence
- purpose June-Sept. | Oct. - May
Residents of the NUT ° |
- att purpose 120 # 000
Visitors to the NUT
- bus i ness 27,000 27,000 54,000
pleasure/personal 33, 000 6, 000 39.000
(60, 000) (33,000) (93,000)
| TOTALS i - i - 213,000

Expendi t ures

lj
Season Summer Remainder of |Total Year
Year

Residence

Residents of the NUT .- $57,000,000
- al l purposes

Visitors to the NUT $88,350,000
-all purposes

TOTAL $145,350,000

Note: Intermediate values for expenditures may be calculated on the basis of:

residents, $475/person-trip,
visitors, $950/person-trip.

Source: Quick Facts About the Northwest Terri tories Travel Industry, February 1990. Economic Development and
Tourism, G. N.W. T.
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Over a ten year period, 1979-1988 (Table 2) the nunber of visitors
to the N.W.T. during the summer period has increased 66.7% from
36,000 visitors to 60,000, though the nunber com ng expressly for
pl easure has only increased 46.1% over the sane ten year period.
A visitor survey, conducted by Acres International Ltd. in 1989,
reveal ed that there were approximtely 56,000 visitors during the
sunmer peri od. These 1989 figures represent a decline of 4,000

visitors conpared to those for 1988.

Table 2

Nunber of Visitors to the Northwest Territories
Summer Peri od
Sel ected Years 1974-1989

Year 1974 | 1979 1982 | 1984 1986 1987 | 1988 | 1989*
PURPOSE i !

ALl purpose |27,000 36,000 |44,000 {48,000 52,000 | 58,000| 60,000| 55.951|

Pleasure only Not 22,500 |26,300 |27,450 [28,600 31,900 33,000
Avai {

Source: Quick Facts About the Northwest Territories. Travel Industry February 1%’0, Economic Development and
Tourism, G. N. U. T.

e Northwest Territories, Visitor Survey, Summer 1989.  Acres International Limited
(This figure was derived by “weighting up" th,sample size of 2,302 travel parties
consisting of 5243 individual s.)

Information on visitation to destination zones is contained in
Tabl e 3. Depending on the source of the data, Northern Frontier

receives between 24.3% to 52.4% of the visitors to the N.W.T.
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during the summer nonths. Big River is the second nost Visited
region, 20%to 25.0% of the total visitors, followed by the Wstern
Circle, 15.3% to 25.0% Baffin receives 7.0% to 8.3% of all
visitors, Keewatin 1.2%to 5.2% and the Arctic Coast 2.2%to 2.9%
However, information on the nunber of nights spent in each region
by travel parties during the sumer of 1989 (Table 4) reveals that
of the total 212,498 nights spent in all regons, 48.4% were spent
in the Northern Frontiers, 15.7% in the Big R ver, 15.5% in the

Western Arctic and 12.8% in the Baffin region.

Table 3

Nunber of Percentage Visitors to
Destination Zones in the Northwest Territories,
Sumrer 1988 and 1989

Zone Visitors 1988 .3 Visitors 1989* %

Big River 15,000 25.0 11,601 20.7
Northern Frontier 20,600 34.3 29,349 52.4
Western Arctic 15,000 25.0 8,536 15.3
Arctic Coast 1,300 2.2 1,644 2.9
Keewat i n 3,100 5.2 644 1.2
Baffin _5.000 8.3 3,922 7.0
TotalN.W. T. 60,000 100% 55,951 100%

Source: Quick Facts About the Northwest Territories Travel Industry, February IWO, Economic Development and
Tourism, G. N. U. T.

e Northwest Territories Visitor Survey, Summer 1989, Acres International Limited.

Note: 255 visitors were not allocated due to missing responses.
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Table 4
Nurmber of N ghts Per Destination Region
(Wi ght ed)
Destination Region Number of % Average No.
Nights Nights /
Region
Nights in Baffin 27,174 12.8 15.5
Nights in Keewatin 2,740 13 74
Nights in Arctic Coast 13,510 6.4 15.4
Nights in Western Arctic 32,864 155 8.1
Nights in N. Frontier 102,752 48.4 8.4
Nights in Big River 33,458 15.7 5.1
TOTAL ALL REGIONS 212,498 100.0% 8.9

Source: Northwest Territories Visitors Survey, Acres International Limited, Summer 1989 pp. 3-43.

Table 5 provides a regional accounting of the inpact of visitor
expenditures during the sunmer of 1989. O the $53.7 nillion
spent, the Northern Frontier received 45.9% Big R ver 23.4%,
Western Grcle 13.6% Arctic Coast 7.9% Baffin 7.7% and Keewatin
1. 9% Note also the distribution of these expenditures. O the
53.7 mllion spent, 22.3% goes toward transportation, 9.1% to
meals, 16.0% to accommodation, 7.9% to souvenirs, 20.0% to tours,

and 24.6% to other expenditures.
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Table 5

Total Tourism Expenditures by Region Visited
(Wi ght ed) ($000’ s)

Expenditures Kee- Arctic |[Northern | Uestern Big
$ Baffin Watin | Coast Frontier| Arctic River Totals
Transport-
ation A | 1,306 216 | 1,689 4,001 1,519 3,262 | 11,994
Meals A | 501 70 511 2,468 | 665 691 4,907
Accommodat i ons | 806 124 | 500 | 5163 927 | 1042 | 8,615
A
Souvenirs A 584 65 105 2,480 561 469 4,265
Tours A 583 63 682 4,265 1,596 3,528 | 10,716
Other
Items A 290 230 756 6,289 2,052 3,584 | 13,201
Total
Exp's A | 4124 | 768 | 4,243 | 24,665 | 7,320 | 12,576 | 53,696
Package 964 379 243 1,084 546 539 3,756
[ Tours A
Sour ce: Nor t hwest Territories Visitors Survey, Acres

International Limted, Summer 1989, pp+ 3-54.

Finally it is worth identifying the primary activities pursued by
visitors by region for the sunmmer of 1989. These activities are
identified in Table 6. There are noticeable differences from
region to region indicating different narket segnments and,

therefore, a nmarked difference in business opportunities.
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Table ©
Primary Activities by Destination Region
(Weighted)
Northern Frontier Arctic Coast
Parties % ‘art ies p 4
Friends/Relatives 3674 31.10 Private Business 278 41.62
Tour i ng 2963 25.08 Friends/Relatives 103 15.42
Private Business 2293 19.41 Government Business 92 13.77
Fishing 855 7.24 Canoeing 66 9.88
Government Business| 832 7.04 Touring 48 7.19
Camping 345 2.92 Fishing 34 5.09
Other 225 1.90 Research 2 3.14 |
Hunt i ng 148 1.25 Nature Study 13 1.95
History 135 1.14 Hunti ng 7 1.05
Conference 135 1.14 Other 4 0.60
Research 69 0.58 Hiking ! 0.15
Canoeing 54 0.46 Conference ! 0.15
Shopping 40 0.34
Nature Study 26 0.22 TOTAL 638 | 100. 00%
Park visit 14 0.12
Hiking 6 0.05
TOTAL 11814 100. 00%
[
|Western Arctic Baffin
‘arties| X Parties %
Touri ng 1 885 % .50 Government Business | 381 23.80
Private Business 522 15.09 Private Business 372 %3. 24
Government Business | 227 6.56 Touring 278 17.36
Friends/Relatives 178 5.15 Friends/Re latives | 19 4 12.12
Camping 120 3.47 Hiking | 126 7.87
Other 118 3.41 Other 72 4.50
Canoeing 107 3.09 Fishing 48 3.00
Fishing 69 1.99 Nature Study 42 2.62
History 47 1.36 Research 40 2.50
Research 41 1.19 Conference 24 1.50
Hunting 40 1.16 Canoeing 8 0.50
Conference 32 0.93 Camping 8 0.50
Events 25 0.72 Park Visit 8 0.50
Nature Study 16 0.46
Hiking 12 0.35 OTAL 1601 100%
Shopping 8 0.23
Park Visit 8 0.23
Sailing 4 0.12
TOTAL 3459 100%
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Table 6 continued

Big River Keewat in
arties | X Parties %
T
Touring 059 12.74 Touring 107 | 40.68
Friends/Relatives 972 ‘0.88 Government Business n 27.00
Fishing 840 8.04 Nature Study 32 12.17
Private business 518 1.13 Friends/Relatives % | 5.32
Government Business| 240 5.15 Research 9 | 3.42
Canoeing 219 4.70 Private Business 9 3.42
Can-ping 218 4.68 Hiking 7 2.66
Conference 135 2.90 Conference 7 2.66
Park visits 131 2.81 Shopping 7 2.66
History 72 1.55
Other 68 1.46 Total 263 1 00%
Events 65 1.40
Hiking 50 1.07
Research 28 0.60
Shopping 23 0.49
Nature Study 14 0.30
Hunt i ng 4 0.09
TOTAL 4656 100%

Source: Northern Territories visitor Survey, Summer 1989, Acres Int. Ltd. , pp. 3 - 39.

It is obvious to the study team that analysis of tourismin the

Nort hwest Territories nust take into consideration two distinct but

rel ated market segnents. One is the unintentional visitor who
comes to a region for business, as a construction worker or a
public servant, to attend neetings or to work for a short tine.

The other is the intentional visitor who pays directly to visit
the region. In many regions of the N.W.T. the business or
gover nnent traveller underpins the industry. The recent Northwest
Territories Visitors Survey (Summer 1989) indicates that business
travelers not only stay an average 20 nights in contrast to 8
nights for pleasure travelers, but spend nore per party, $2,500

versus $1,500-2,000 for pleasure travelers. The community hotels
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and notels, and the commercial air links exist largely to cater to
the needs of this type of traveller. Many of the business or work
related travelers (construction) becone tourists in that they take
advantage of side trips, buyartsand crafts, Or recreate in some
ot her way. The season is year-round, wth a trough from md-
Decenber to nid-January, and peaks in the summer. The peak in
June, July and August coincides wth the short and intense

intentional tourist season.

The intentional visitor market is still relatively small, but
growing, and nmay be large relative to the size of sone comunities
vi si ted. An opportunity exists to expand this market into early
fall and late winter and early spring. At these times of the year
temperatures are still below freezing, but not -30 to -40c. Trave

over snow and ice is possible, and in the spring there are |ong
hours of sunlight. Trips by skidoo or dog team and overnight

canping are only a few of the many attractions avail able.

Intentional visitors nmay also be differentiated into distinct,
smal | er market segnents. These segnents include sports hunting

and fishing, adventure seekers, naturalists, culture and visitors

interested in native arts and crafts. Sports fishing is very
popul ar in sone regions. sports hunting for polar bear, nmusk ox
and caribou, is a small narket but can bring up to $30,000 per

sports hunter into a community.
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The adventure tourism market can be subdivided into hikers,

nount ai neers and kayakers, whether individuals or |arger organized
groups. For the nost part they tend to be independent and self-
supporting, but the outfitters do buy supplies and services |ocally
(accommodation, food or guides). Sonme organized groups bring their
own gui des and experts in kayaking and nmountain clinbing with them
because they do not feel that there are any sufficiently trained

personnel to cater to their needs in the Territories.

Inuit art and culture is appealing to many visitors who like to
visit the arts and crafts shops or see artists working. There is
an increased interest shown in contenporary Inuit and Dene cul ture
and its unique blend of the traditional and nodern. Many visitors
come wseand learn nore about the natural environnent, the
specialized flora of the tundra, the arctic wildlife, the nountains

and their geology and gl aciers.

Gbviously nost visitors are interested in a conbination of al

these activities. According to nany people interviewed for this
study, they seek a truly original and authentic experience.

El derhostel represents an interesting nmodel of how this can be
achi eved and has been effective in such places as Fort Smth and
Inuvik. Many interviewees suggested that the experiential and
interpretative Inuit and Arctic land trip is the potential growth
area if qguides and outfitters are well-trained, equi pped,

organi zed, supported, packaged, advertised and |inked w th external
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tour operators. The comunity wal king tour was al so nmentioned as
havi ng potential. Careful ly designed and inplenented, it was
suggested that it could becone an effective way of preventing a
community from feeling that it is overrun by visitors who are not
sensitive to or understanding of the conmmunity. For exanpl e,
interesting experinents of one day fly-in and fly-out community

visit tours are now occurring in Arviat in the Eastern Arctic.

| nplications: Tourism in the Northwest Territories is a

significant industry that has economc inpacts on all regions.
Because there is a strong business orientation to travel in the
north, tourism is not merely a pleasure oriented, seasonal
activity. Touri sm busi nesses, many of which operate on a year-
round basis, create enploynment, therefore, on a year-round basis.
For exanple, the G.N.W.T. reports that in 1986, 2,513 person years
of enploynment were created by an industry that generated $119.5
mllion in revenue. |In other words, for every $47,560, one person-
year of enploynment was created (see Appendix 4). If tourismas an
industry is to continue to make significant contributions to the
N.WT., a nunber of questions need to be answered:

Over the period 1990-1995 what is the rate of tourism
growt h expected to be?

At what rate will the tourism labour force grow in the
various tourism regions?

What will the focus of tourism activity continue to be
in the various regions?

WIIl there be a sufficient nunber of trained personnel
available to cater to the distinct needs of an ever-
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i ncreasi ng nunmber of market segnents that conme to the
Territories for unique experiences?

TOURI SM FORECASTS FOR CANADA as A WHOLE AND THE N.W.T.
Tourism forecasts for Canada for the years 1990-1995 point towards
a slight downturn in business and pleasure travel. This outlook,

provi ded by the Conference Board of Canada’s Canadian Institute for
Touri sm Research, and based on a downturn in travel in Canada
during 1989, suggests that tourismgrowh in the nunber of visits,

personal, business and pleasure travel in the N.W.T. could |evel

off and fall in sone regions. For exanple, discontinuation of VIA
rail to Churchill suggests new nethods of transportation up to the
west coast of Hudson Bay, particularly Arviat, wll have to be
f ound.

It should be enphasized, however, that the Northwest Territories
is tamng out for itself specialized travel niches especially in
the adventure and eco-tourism narkets that have the ability to
sustain pleasure travel counts despite the anticipated economnc
downt ur n. The extent to which this differentiation will overcone
inherent difficulties of tourismin the Territories is not totally
clear. For exanple, transportation costs associated with getting

to and around the N.w.T. may deter visitation by sonme visitors.

Tourism infrastructure developnent may lag behind tourism

industries in other countries who are after the sanme narkets. For
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example, in the Northwest Territories Visitor Survey, Summer 1989,
the need to pave the roads and reduce airborne dust and gravel was
nmentioned as the nost frequently needed inprovenent. Since rmany
people drive into the Territories fromAl berta and British Col unbi a

in their own cars and recreational vehicles, they nmay be rel uctant

to travel too far for fear of damaging their Vehicles.

Since the N.W.T. is affected by travel trends in Canada as a whole,
it is worth pointing out that during the sunmer of 1989, Canada’s

travel account only registered a surplus of $299 mllion, down by
al most 50 percent fromthe same quarter in 1988. Wth less travel
fromthe United States, receipts were lower than in the previous
three years; however, receipts fromcountries other than the United
States rose 6.5 percent over the same Period in 1988. For
Canadi ans traveling abroad, data for the first nine nonths of 1989

show travel to the United States increasing at a faster rate than

travel to other countries. In fact same-day travel to the US.
increased by nore than five nillion Visits during the first nine
nmonths of 1989, and seven nmillion by the end of the year, reaching
a record level of 44.6 nillion. The lure of traveling south for
sun and shopping to well-publicized destinations suggests that
encouragi ng Canadians to travel north will require an attitudina

and behavi oral change.
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By the end of the year, travel receipts were up only 3% over 1988.

Receipts from the United States fell 20% while spending by non-
residents grew 10% over 1988. Total travel paynents abroad by
Canadi an residents expanded 10% during 1989, while the United
States received 14% nore and other countries gained 5% over 1988.

As a result of strong growmh in paynents conpared with receipts

Canada’s travel deficit for 1989 reached $3.5 billion. A
conbi nation of factors played a role in the deterioration of the
travel balance and are likely to continue for the near future

exchange rates favouring Canadians traveling outside their
country, a host of foreign destinations offering intriguing tourism
products at conpetitive prices, and gasoline price differentials
attracting the autonobile traffic to the United States. For
exanpl e, the average Canadian price for gasoline in 1989 exceeded
the U S. price by 60 percent. Visitors from the US. nmay be
reluctant to drive long distances to visit the territories unless
the perceived value of a vacation or a visit is greater than the
extra costs associated with getting to and experiencing the beauty
of the North. Busi ness travel which is tied nost closely to the
econony is usually the first to react to econom c change. In the
Territories a large percentage of travel is related to governnent
activity. Cut backs from the federal governnent, a softening of
resour ce- based devel opnent activities, increased costs of flying,

expl oding use of communication technologies and a tightening of
travel budgets are likely to danpen business travel into the early

part of this decade.
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In 1988 the Covernment Of the Northwest Territories and Federal

The
Government invested over $11 mllion in the tourismindustry.

G.N.W.T. is definitely commtted to the industry, but an expected
econom ¢ downturn will limt what the government can or is wlling

to pour back into marketing, product devel opnent and support  for

tourism busi ness. The expiration and non-fénewal (at the tinme of

o _ . in point.
witing) of the Econom c Devel opnent agreenents is a case

Conflicting econonmic Signals at this time are also confounding
touri sm forecasting. Graphically the economic signals for the

country are shown in Figures 8-13.

Figure 8

Startups versus Failures
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Figure 9

Economic Growth
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Figure 11

Housing Starts and Auto Sales
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Figure 13

Inflation Rate

PERCENT
77 — — I
6 -
5
4
3 ] T T T T T T T T T 7 T T
F M A M J J A S O N D J F

1988-1989

M AvR WKLY EARNINGS NN CON PRICE INDEX

The economc issues facing tourism businesses include rising
interest rates (nost snall businesses are paying 18% , and the
inmposition of the GS.T., both of which will be inflationary. The
inplications regarding the state of the econony over the near term
include an increased cost of travel and rising accommobdation,

foodservice and retail prices, a definite slowdown in the start-up
of new businesses and any nmj or expansion or refurbishing activity.

The key concern for operators wll be how to keep business debt

under control.
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The N.W.T does indeed have the potential of untapped nmarkets for
touring, adventure and eco-tourism and a superb natural,

hi st ori cal and cultural resource base (alluded to in the
publication Tourism The Northern Lure) . The anticipated growh
in non-resident pleasure trips from 33,000 in 1988 to 52,000 in
1995, represents an 8.2% annual growth rate. Wiile this average
rate of growth nmay be possible to achieve, the downturn in tourism
in 1989 and the prospects for a decline in pleasure and business
travel during an economc recession during the next few years
suggest that the projected nunber of wvisitors in 1995 and
antici pated expenditure levels are anbitious. ~Wth the higher
costs of travel, inposition of the GS.T., and possibly a shortened
nunber of person-nights spent in the Northwest Territories, the
expectation of achieving $56-58 million in non-resident pleasure
travel expenditures by 1995, Up from $38 million in 1988, will
require a determined effort given the acknow edged difficulties

facing the industry.

In the mail out survey conducted for this study respondents Were
asked in one question to anticipate tourism revenue growth for
their region. Table 7 is presented here to highlight the

responses.
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Tabl e 7

Touri sm Revenue Growth for Each Region
in the NWT., 1990-1995

Region
Percent Big Northern Western Arctic Keewat in Baf f in  NUT
Growth River Frontier Arctic Coast
Not at  alt 0.0 0.0 5.5 0.0 0.0 6.9 35
0 - 10% 28.9 13.9 14.5 4.5 4.8 0.0 15.7
- 20% 24.4 27.8 18.2 27.5 28.6 20.7 23.3
21 - 30% et 22.2 21.8 18.2 19.0 24. ( 18.0
3L - 40% 4.4 L.t 9.1 9.1 9.5 6.9 7.6
41 - 50% 20.0 5.6 7.3 13.6 238 6.9 5.8
Over 50% 6.7 13.9 10.9 13.6 14.3 20.7 L7.4

In each region there is considerable variation in the growh
esti mat es. Respondents in the Big River region, which depends to
a great extent on the "rubber tire trade”, were of two m nds. Over
50% suggested a 10-20% growth over the next 5 years, while 20%
forecasted a 41-50% increase in revenues. Interestingly there is
specul ati on about a new road |ink between Fort McMurray in Al berta
and Fort Smith; a theme park area has been ProPosed for the Fort
Smth area; and, further devel opnment of the spectacul ar Nahanni
Nati onal Park near Fort Sinpson is anticipated. There is concern,
however, over the health of the buffalo herd in Wod Buffalo
National Park that may further deter visitation or at |east shorten

 ength of stays.

About 65% of tourism businesses operating in the Northern Frontier
anticipated growh in the 0-30% range over 5 years. H ghly
accessible and varied in its natural and urban destinations and

touri sm opportunities, the Northern Frontier region can expand its
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1/3 share of tourist traffic. This is likely to conme about
because it is the transportation hub and conmercial centre of the
Nor t h. Qperators in the Western Arctic al so appeared optimstic.
About 55% expected a 0-30% growth in revenues. Proximty to
Dawson City and the attractiveness of the Denpster H ghway and the
opportunity to see and experience the Arctic Ccean are expected to
continue to attract the curious and adventurous. The same degree

of optimismwas evident in the Arctic Coast, Keewatin and Baffin.

Interestingly, few respondents in their anticipation of growth
seened to be fixated on the status of the Canadi an econony and the
possibility of a loomng recession. Mst everyone expected grow h,
if for no other reason than they know that nany Canadians and
foreign visitors are curious about the north. Indeed a trip to the
N.W.T. represents a donestic trip for Canadians, Wwho, if they
‘postpone foreign travel during the next few years, could be
persuaded to pursue an Arctic adventure instead. Furthernore, as
t he popul ation continues to age, the lure of the natural beauty of
the north is expected to becone an attractive travel option. For

exanple, witness the recent growh of the El derhostel narket.

Gven the aforenentioned comments, the nunber of non-resident
pl easure trips will probably increase at an average annual rate of
5% per year, not the 8.2% as forecasted by the governnent.
Busi ness and personal trips will also slow down as the econony

slows -- a 2-3% growth is optimstic. The nunber of visitor nights
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will stabilize and will likely decrease during 1990-1991. Tourism
expenditures, due to inflationary pressures, are expected to rise

by 8-10% per year.

I nplications: The aura of the N.W.T. as a visitor destination

coupled wth exciting possibilities in regard to tourism
experiences, wll nmake the Territories an interesting alternative
destination for non-resident pleasure travelers, but there are
some i nportant questions regarding the potential for tourismgrowh
for the period 1990-1995.
How should the N.W.T. proceed in carving out for itself
an inmportant niche in the very conpetitive tourism
market during a period of alnost certain downturn in the

Canadi an and U. S. econom es?

What will the inpact of slow growh have on hiring and
training practices of tourism businesses?

How can the GN.WT. , the Tourism Industry Association

of the N.W.T. take advantage of a slow growmh period to
enphasi ze devel opnent of industry personnel?

TOURI SM | NFRASTRUCTURE

The nunber of tourism businesses operating in the N.W.T. is
contained in Table 8. O the 372 businesses, 35 percent are native
owned, 40 percent non-native but N.W.T. owned, and 25 percent are
owned by non-residents. About a quarter of all the businesses are

in the Northern Frontier Region and 22 percent in the Baffin.
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Table 8
Nunber of Travel Busi ness

and Ownership Profile, 1988

Touri sm Regi on Busi nesses
° ) (%
Big R ver 64 17.2
Northern Frontier 90 24.2
Western Arctic 59 15.9
Arctic Coast 23 6.2
Keewat i n 55 14.8
Baffin 81 21.8
Tot al 372 100. 0%
Native ownership 130 34.9
Non- native ownership 148 39. 8
Non-r esi dent ownership 94 25.3
Tot al 372 100.0%

Source: Econom c Devel opnent and Tourism Feursm—
The Northern lure, p. 5.

Table 9 indicates the current size Of the accommodation sector of
the industry by region. In 1989 there were 80 hotel/notels with
1,560 roons, 56 lodges and 93 outfitters operating within the six
regions of the NWT.. Over 52 percent of the hotel/notel roons
are located in two regions -- Northern Frontier and Big Rver.
These regions also control 61 percent of the units operated by

lodges. In terms of outfitter units, Baffin contains & Pereent.

The npbst recent Statistics Canada data on the N.W.T. accommpdati on

i ndustry (catalogue 63-204 Traveller Accommpbdation Statistics) is

for 1984. At that time 25 hotels, and 8 notels were identified.
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Total revenues were $38.9 mllion ($33.6 mllion from hotels) of
which $10.9 was earned from the sale of roons, $105nllion from
the sale of food and the remnai nder from al cohol, nerchandise, and
other sources. Based on a hotel occupancy study conpleted for 1984
and 1985 for four properties in Yellowknife and Hay Ri ver (Pannell
Kerr Forster, 1986) it would appear that these Statistics Canada

figures represent an average hotel occupancy rate of 60%

Table 9

Accommodation Facilities, 1989

Hotels/ Ledges Outfitters Total
Motels
units rooms units units units
Northern Frontier 15 465* 22 18 55
Big River 15 351 12 13 40
Uestern Arctic 17 299 4 13 34
Baffin 15 280 3 32 50
Keewat in 12 106 11 12 35
Arctic Coast 6 59 4 5 45
Total 80 L 560 56 93 229

e 458 of these rooms were located in Yellowknife
Source: Growth in Northwest Territories Tourism Facilities, 1988

Statistics Canada, in its Restaurant, Caterer and Tavern Statistics
Catalogue, Catalogue 63-011, notes that commercial foodservice
receipts for 1988 amounted to $19.5 mllion. Wil e 15-25% of
these revenues are nornally attributed to tourism activity, it is
worth noting that according to the 1986 Famly Expenditures in
Canada (Statistics Canada Catalogue 62-555) families in Yellowknife

spent an average of $1,743 in 1986 on eating out, nore than
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famlies in any other Canadian city, ©Of 3.2%of their total famly

expendi t ures.

A clearer picture of the nunber and type of businesses operating

in the Northwest Territories tourism industry conmes from °
nmenbership profile of the Tourism Industry Association, Table 10.
For exanple, there is a large transportation sector conprised of

schedul ed and charter airlines, taxi operators, bus conpani es and

car rental firms. The other major business category contributing

to the tourism industry is the package tour OPerators.

Tabl e 10

Busi ness Menbership in Touri Sjin Indtustrg
Associ ation of the Northwest !€rritories

Hot el s 60
Mot el s 16
Canps/ Canpgr ounds 6
Lodges 59
Schedul ed Airlines 6
Charter Airlines 36
Bus conpani es 34
Taxi operators 6
Vehi cl e/ Boat Rent al 25
Rest aur ant s 43
Bar s/ Taver ns 5

Take-out/Home Delivery 13
Package Tour Cperators 4
outfitters 91
Gther (e.g. retail) 30

In addition to these businesses, tourism generates 'EVENUES and

enpl oyment in departnments of parks and recreation an‘other
governnment agencies such as economc developnent and tourism

transportation and education. Nunerous retail, arts and crafts
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busi nesses, attractions and even banks derive benefit from tourism

and could be considered part of the tourism infrastructure.

[ nplications: There are an amalgam of businesses in different

industrial sectors that benefit from tourism As a result,
enpl oynent may be directly or indirectly linked to tourism The
conposition of the industry raises sone interesting questions:
To what extent should tourism training be considered of
fundanental inportance in the education/training for various
occupational or job categories in various industry sectors?

Wiat are the specific educational/training needs in the
various types of businesses catering to visitors?

GOALS AND OBJECTI VES FOR TOURI SM

Havi ng provided a perspective on the future of tourism and tourism
infrastructure in the N.w.T. it is now appropriate to consider the
enphasis being placed on tourism and tourism devel opnment by the
GNWT. . The purpose of this section is to summrize sone of the
key policy guidelines as set out by the government to nake sure
that the goals and objectives for tourism hospitality education and
training are carefully linked to, and not in disagreement wth
t hese policies. In the planning document “Building on Strengths:
A Communi ty-Based Approach” three mmjor objectives of their
strategy are identified:

1. Reduce enploynment and incone disparities between and
within comunities and regions;

2. Pronote growth and diversification; and

Bieenid

N
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3. Ensure that N. W.T. residents receive a large share of the
benefits of Economi c Devel opnment
These devel opnent objectives are to be achieved through business
devel opnent and job creation. Tourism has been identified as a
target sector along with small business, renewable resources and

arts and crafts all of which are inextricably linked to tourism

devel oprent . For exanple, nost tourism businesses are snall and
entrepreneurial -- at least they start out as small businesses.
In the strategy docunent "Small Business: Big Potential” the
economic inpact of small business is clearly articulated.

Recognition is nmade of the fact that new jobs depend on an
expandi ng busi ness sector, though the environnmental circunstances
present in nmany snmall N.W.T. comunities, not to nention the
difficulties of operating a tourism related business, may limt
gr owt h. QG her limtations include:

extrene seasonality that limts year round job security:

- labour intensity of services that precludes extensive use
of technol ogy or mnechani zation;

si mul taneous production and performance of services that
demand service personnel who are well-versed in neeting
the needs and expectations of “finicky” visitors i.e.,
have a clear sense of and belief in “the service ethic”:
and

- high costs of labour, raw materials and operating
over head necessary to operate a business in the north.

Tourism in the N.W.T. is based and dependent wupon renewable

resources. Econom ¢ Devel opnent and Tourisnis strategy docunent,
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" Renewable Resources: Building on a Tradition”, stresses “the |ong

hel d belief of aboriginal peoples that use of land and all it
sustains nust not [imt opportunities for use by future
generations. . . .“ This belief represents the philosophy on which

the future success of tourism particularly in the NWT., nust be

based. This philosophy is also consistent with the Brundtland
Commi ssi on Report of UNESCO called “Qur Common Future.” Tourism
is a land-, ice- and water-based phenonmenon, and, it is the

diversity and sheer magnificence of the N.W.T.'S natural,
historical and cultural resource potential that represents the
basis for tourism growh and enploynment opportunities. Economi ¢
Devel opnent and Tourisnmis nandate is to utilize its renewable
resources in a protective way in order to replace inports; to
improve efficiency and increase production of econonic self-
reliance; and to increase |ocal enploynment opportunities and |ocal
influence over the pace and type of developnent. Tourism
devel opnent is believed to be an inportant vehicle that can assist
in this regard through the foll ow ng:
- growth and diversification of the econony;

provi ding enploynment opportunities that eventually may help

reduce enploynment and incone disparities between and within

communities and regions; and

- encouraging comunity self-sufficiency, and espousing a

sust ai nabl e devel oprent  phi | osophy. The communi ty-based

approach to tourismin turn will help foster a value-added

approach in two ways. The visitor will be provided with a

tourism experience that is nore authentic; and, the comunity

will benefit from an increased economc nultiplier that wll

hel p visitor dollars and hence enpl oynment opportunities in the
communi ty.
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The final conponent of Econom ¢ Devel opnent and Tourism s Buidirg

on Strenagths strategy deals with arts and crafts. For many
visitors arts and crafts are seen as hi ghly sought after
comodities with two distinguishable conponents -- the tangible

product (a soapstone carving, for exanple) and the experience of
wat ching the expert draftsperson at work. By promoting arts and
crafts with vacation opportunities it is suggested that it will be
possible to develop a clearer definition and differentiation of a
N.W.T. vacation experience. Furthernore, the opportunities for
enpl oyment in the arts and crafts industry are expanded as are the
opportunities for building stronger marketing and product
devel opnent strategies. Community level product differentiation

and marketing are considered crucial

It would appear that by enhancing the opportunities for well’
managed and carefully planned tourism the NNWT., through its

comuni ty-based approach to econonic devel opnent, can enhance

enpl oynent opportunities in every region. But as the governnent

indicates “job creation is not a problem despite high unemployment

rates. " Rather, the governnment notes that the problem includes,

but is not limted to, sone of the foll ow ng issues:

limted success in creating jobs which use available
skills;

- enployers who are reliant on southern Canada for skilled
labour;

i nadequat e cooperation between business and governnent and
anmong a variety of different government departments (at all

| evel s) that may have di fferent mandates and ways of neasuring
success; and



121

- conflicting values of people who still rely on |and-based
pursuits for economc survival and cultural and spiritual
vitality, but who, out of necessity, are being pulled into a
wage- based econony.

As stated in “Tourism The Northern Lure”:

Al though traditional on-the-1and
experiences are a source for the
skills necessary to del i ver
adventure tourism nmuch training and
direct experience is needed to

provide the technical, per sonal
service, and business conpetence
required for our i ndustry to

effectively conpete with other
travel destinations.

At the present tine, the Northwest
Territories hospitality industry is
not attracting adequate nunbers of
residents seeki ng | ong term
enpl oyment.  The perception that the
industry is |ow paying, seasonal and
only requires low skills nust change
i f adequate nunbers of people are to
choose careers in this industry (p.

11)

In the proposed Action Plan contained with the strategy docunent
“Tourism The Northern Lure", suggestions for upgrading the
tourism | abour force are made.

The Gover nment of the Northwest

Territories wll place increased
enphasi s on human resource
devel opnent within the tourism
i ndustry. Wth t he active

cooperation of Arctic Col | ege
Canada Enmploynment and Immigration
Commi ssion, and the Travel Industry
Associ ation of t he Nor t hwest
Territories, training opportunities
practical to the industry demands of
t he 1990’ s will be pl anned,
devel oped and delivered.
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Coordination of these training and
skill devel opnent prograns wll be
a focus of the Northwest Territories
Enpl oynent Devel opnment Strat egy.

Prograns will also be developed in
cooperation with other agencies and
the travel associations to encourage

young people to choose a career in
tourism Wth the assistance of

enpl oyers, the hospitality sector
will be portrayed as a viable full-
tinme, long-term and respect ed
career. (p.17)

It should be noted that simlar suggestions regarding a co-
operative approach to tourismtraining and a need to positively
portray the industry as providing career opportunities were nade

during the interviews and workshops with industry representatives.

As a partial re-affirmation as to its commitment to providing
enpl oyment opportunities to local people, the Government of the
Nort hwest Territories in its ‘lConsultation Paper to Review the
Proposed Changes to The Travel and Tourism Act, the Tourist
Est abl i shnent Regul at i ons, and the CQutfitters Regul at i ons”
(Novenber, 1989) has reconmended:

To integrate comunities into the licensing
process.

The proposal for establishing criteria which
requires comunity consultation will result in a
two-fold benefit to the comunities. Comuni ti es
will have a neasure of control over devel opnent, as
well as increased socio-economic_henefits available
throuagh_____employment training and busi ness
opportunities. (p. 2)
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Amendrents being considered to the legislation will
require applicants for both tourist establishnment
and outfitters licenses to denonstrate:

1 ouantifiable economic henefits to the local
community in terns of such things as iobs that
would be created. contracts entered into. spin-off
henefits to suppliers and other identifiable
benefits.

2 Their ability to deliver the proposed services

by_indicating their (or their emplovees) experience
and training, knowledage of the area and ProBerl¥
trained staff. (p. 7)

Wth regard to guide certification/registration

. . . . Level 11 and 11l guides nust be residents
of the N.W.T. . . .

Specialized guiding skills such as sea kayaking,

nount ai neeri ng, whi tewater rafting, kayaking, and
canoeing, may not be immediately available in the
Nor t h. Exenmptions will be granted to businesses
offering these services on the condition that th

business commits itself to hiring prospvective
residents who may be trained in the South in these
skills.

As indicated in the sunmary of the interviews conducted for this
study, nany operators were synpathetic to these recomendati ons,
but sone operators were annoyed, and some quite angry, at being

forced to hire only Northerners as Level Il and Level IIIl guides.

[ nplications: G.N.W.T. goals, objectives and strategies for

tourism are being clearly articul ated. The questions that arise
in terms of inplications for tourism education and training are as
foll ows:

- How can the government be assured that N.w.T. residents

actually do receive the major benefits from tourism
particularly as they relate to jobs and enpl oynent?
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Is there a way of relating education and training for tourism
to the Northern enphasis on renewable resources and arts and
crafts?

Wat are the best ways to structure and offer tourism
educational and training prograns so that they achieve many
of the economic and soci al objectives of the governnent?

How can emplovers in the tourism industry be encouraged to

support education and training initia-tives and conmmt
t henselves to hiring prospective residents?

TOURISM I N THE ~.w.T. AND rasour REQUI REMENTS, 1990-1995

In this section, enphasis is placed on relating tourismgrowh in
the N.W.T. to the need for industry personnel. | nformati on on
enpl oynent growh in the tourism industry has been culled from a
nunber of reliable reports and a forecast of enploynment growth for
the industry in each tourism region in the NWT. is nade. The
enpl oynent figures are based on the 1989 N.w.T. Labour Force
Survey and A Needs Assessnment of Human Resource and Training

Requirenents for its NWT. Tourism Industry, 1987.

Wth a general slowdown in the Canadian econony, as well as in
tourism enploynent growh is expected to stabilize over the next
five years. This is already happening in the United States. The
Us. Departnent of Labour has projected a 1.1 percent growth in
travel industry enploynment for 1989 (down from 4.6% in 1988)
conpared to a 3.0 percent growh rate for the U S econony as a
whol e. In Canada a simlar sl ower rate in growth in
tourismhospitality enploynent is being projected. Enploynent and

Imm gration Canada, in their report “Success in the Works: A
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Profile of Canadars Enmerging Workforce", project an overall
average rate of enploynment growh of 1.2 percent throughout the
1990's for the econony as a whole. The rate of growmh may be
slightly higher for the hospitality/tourism sector, but wll be
| ess than the projected annual growh rate of 5 percent per year

by the Canadi an Restaurant and Foodservice Association.

Laventhol and Horwath (Trends in Business in Hotels, Nov/Dec 1989)
project a considerable slower rate of growh in the building of
hotel s in Canada over the next few years. Their research reveals
that occupancy rates are on the decline and travel demand is
down. In many markets it is noted that there is a saturation of
hotel roons which is creating greater conpetition for market
share. Wth profit margins shrinking and cost of capital
increasing, the conpany is projecting tougher economc tinmes for

the hotel industry.

The inpact of slower tourism growh throughout the N.w.T. wll

vary according to the nunber of visitors, Ilength of stay and
expendi t ures from region to region. Labour needs and
requi rements, therefore, wll vary from one region to the next.

Gven easier and inproved road and air access, the Big River,
Northern Frontier and Western Arctic regions will likely increase
their share of visitors to the NWT.. Continued strong growth of
Yel | owknife as the centre of commercial and government activity in

the Western Arctic suggests that its hospitality/tourism industry
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will prosper. Yellowknife, as the gateway to the Western Arctic,
represents the hub for airline traffic, which is expected to grow
at a slow but steady pace; and its large nunber of hotels,
restaurants and other tourismtravel businesses will continue to
provide varied full- and part-tinme, year-round enpl oynent

opportunities for a large nunmber of people.

In such regions as the Arctic Coast, Keewatin and the Baffin, wth
t he exception of Igaluit, tourism activity is unlikely to grow as
fast especially in terns of the nunber of arrivees. Wi | e
providing a variety of enploynent opportunities, few of these will

be permanent, year-round positions. Tourism outside of the mgjor

comunities therefore, is, and will continue to be, a supplemental
enpl oyment activity -- an activity, however, that for sone people
continues to conplenent traditional or |and-based econonc

‘lifestyles with seasonal or part-tinme enploynent.

Touri sm enpl oynent opportunities vary according to the industry
sector. In 1986 the National Task Force on Tourism Data
classified industries in terns of their inportance to tourism
(See Table 11). Tier 1 industries are those which, in the absence
of tourism would essentially not exist; they are 100 percent
tourism industries. Tier 2 industries are those which, without
tourism would be significantly smaller. Each of these industries
in the N.W.T. has been assigned a tourism contribution percentage

(based on the Scope of the N.W.T. Tourism Travel Industry, 1988)
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It should be noted that for the purpose of this study in which
education and training needs for the hospitality industry are also
bei ng considered, enploynent in the foodservice industries should
be considered in full.
Table 11

| mportance of Selected Industries to Tourismin the N.W.T.

Industry Commodities Tier 1¢100%) Tier 2(x%)
Accommodation Hotels 100%
Motels 1 00%
Campgrounds 1 00%
Ledges 1 00%
Cut fitters 1 00%
Transportation Airlines-scheduled 100%
Airlines - unscheduled  100%
Airport limousines 1 00%
Inter urban bus 1 00%
Boat rental 100%
RV rental 100%
Taxis 30%
Car rental 90%
Private car 20%
Gaso 1ine 20%
Recreation vehicles (R. V.) 80X
FoodServices Licensed restaurants 30%
Unlicensed restaurants 30%
Take-out food 15%
Tavern/Bars 30%
Support Services Telecommunications Tox
Banking Services 10%
Convention Services 100%
Travel Agents 100%
Tour Operators 100%
Cruise Operators 100%
Visitor Reception 100%
Guiding 100%
Activities Sightseeing 100%
Theme parks 1 00%
Festivals/Special events 35%
Movi es 5%
Staged entertainment 15%
Cultural events 15%
Sports events 15%
Other recreational activities 15%
Museums 35x
Parks 75%

Source: Based on the National Task Force on Tourism Oata, 1985, Tourism Canada, but amended for the

tourism industry in the N.W. T,
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In determning the size of the tourism hospitality industry in
terms of the nunber and type of jobs required, the 1989 N W.T.
Labour Force Survey provides a useful starting point. Table 12
reveal s that throughout the Territories there exists a labour force
of 24,250 people of which 20,328 were enployed at the time of the
survey; the overall unenploynent rate was 16% (30% for natives and
5% for non-natives). There are approximtely 34,650 people aged
15 years and older in the N.W.T. so the |abour force participation

rate i s about 70%

Tabl e 12
Labour Force Activity, by Region, NwT, Wnter 1989

Region Labour Employed Unemployed Persona
Force (15 years)
(#) (#) (%) (#)
Baffin 3,9W 3,145 21 6,308
Nat ives 2,713 1.877 31 3,3W
Non-Nat ives 1,286 1,269 1 2,993
Keewat in 1,846 1,452 21 3,195
Natives 1,415 1.031 27 1,640
Non-Nat ives 432 421 3 1,555
Xitikmeot 1,372 953 31 2,458
Natives 1.068 654 39 1,255
Non-Natives 304 299 2 1,202
Inuvik 3,808 3,123 18 5,531
Nat ives 2,135 1,519 29 2,892
Non-Natives 1,672 1,604 4 2,638
Fort Smith 13,224 11,654 12 17,159
Nat ives 3,658 2,587 29 9,117
Non-Natives 9,566 9.067 5 8,042
NUT 24,250 20,328 16 34,650
Natives 10,990 7,668 30 18,213
Non-Natives 13,259 12,659 5 16,437

Source: 1989 NUT Labour Force Survey, NUT Bureau of Statistics
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A 1986/87 estimate of N. W.T. Tourism Industry enploynent (Table
13) was contained in a report by Derek Murray Consulting Associ ates
Inc. , “A  Needs Assessment of Human Resource and Trai ning
Requirenents for the NWI Tourism Industry.” By conbining full-tine
and part-tine enployees into a category called “enploynent in
person-years”, the estimated full-tine equivalent of enployees
working in the industry over the course of a year was calcul ated
at 2,513 person-years. An estimate as to the nunber of people who
were actually enployed in the tourismindustry on a full- or part-
time basis (not accounting for turnover) can be determ ned by
multiplying the full-tinme equivalent factor by 1.8 employees.
Therefore, in 1986/87 approximately 2,194 (1,219 x 1.8) people were
enployed in the restaurant, transportation and the other tourism
i ndustry categories. The accommodati on sector enployed an
addi tional 2,350 people. When these figures are conbined it is
estimated that at |east 4,540 people were enployed in the tourism
industry in 1986/87. On the basis of the 1986 Census in which the
labour force was estimated at 24,370 people, about 18.6% of the
labour force was enployed full-tinme or part-tine in the tourism

i ndustry.



[ SR

130
Table 13
Estimate of NWT Tourism Industry Enploynment 1986- 87

It-dust ry Region
Sector Baffin Keewatin U. Arctic Big River N. Frontier Arctic NUT
coast
Hotel /Motel
Full time 77 37 77 116 192 31 530
Part time 36 17 36 55 73 27 264
Lodging/
Tent camp
Full time 19 33 15 33 56 16 172
Part time 47 83 37 52 571 36 826
Outfitting
Futl time 50 35 10 20 88 35 238
Part time 66 46 28 53 101 46 340
Restaurant
F.T.
equivalent 86 41 86 130 210 38 591
Other
F.T.
equivalent 90 61 71 113 244 49 628
Total
FT(Accom. )146 105 102 169 336 82 940
PT * 149 146 101 160 745 109 1410
FT equiv. 176 102 157 243 454 87 1219

Source: Oerek Murray Consulting Assoc. Inc. A Needs Assessment of Human Resource and Training Requirements

for the NUT Tourism Industry, 1987.

Based on the growmh of the tourismhospitality industry since

1986/87, current enploynment is estimated to have increased at

2%

per year. Consequently it is estimated that approximately 4,700

peopl e were working in the industry during 1989/1990 in a full-

part-tinme capacity.

or
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As a point of conparison, in the survey of enployers conducted
for the current study, 172 nenbers responded. The respondents

operated 208 enterprises (44.4% of the T.I.A N.W.T. nenbership),
with a total of 2,567 enployees. Assumng that non-respondents to
the survey hired the sanme nunber of enployees, total enploynent in
tourism could conceivably be 5,782 people. However , non-
respondents to the survey were nore likely to be seasonal
busi nesses enpl oyi ng fewer people. A total enploynent figure of

4,700, therefore, appears to be a reasonable estimate.

Enpl oynent projections for tourism in each region industry are
contai ned in Tables 14-20. Projections are based on a forecasted
annual average growh of about 2.5%  This figure is premsed on
the opinion that during the next couple of years it is unlikely
that there will be any major hotels built so there should not be
a sudden junp in demand for enployees; that tourismgrowth in terns
of arrivals will not exceed an average increase of 5% per year;
that the existing slack in industry capacity (e.g., |ow occupancy
rates in hotels) and the possibilities of inproving enployee
productivity will undermine a burst of denmand for new enpl oyees
except as replacenent for enployee turnover. By the year 1995,
therefore, approximately 5,300 people should be working in the

tourismindustry either on a full- or part-tinme basis.

An annual growh rate of 2.5% translates into approxi mtely 600 new

enpl oynent positions being added to the industry over the next six
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years. |f turnover figures of only 25 percent are factored into
these statistics, the tourism industry will require approximately
anot her 7,500 enpl oyees. However, it should be noted that sone of
t hese enployees will continue to remain in the industry; they wl

simply change enpl oyers.

Calculations as to the anmpunt of tourism revenues frequired to
support one person-year of enploynent are contained in Appendix 4
of this report. During 1989-90 it is estimated that $64,710. was
required to support one person-year of enploynment. For hotels and
restaurants operating at an average 30% labour cost, the average

wage per person-year would anmount to $19, 413.

Tabl e 14

Esti mated Labour Needs for the Tourism Industry,
Northwest Territories, 1990-1995

Baffin Region

1990 1991 1992 1993 1994 1995

Hotel/Motel FT 80 82 83 85 87 88
PT 37 38 41 44 47 50

Lodging/Tent Camp FT 20 20 21 2L 2l 22
PT 49 50 54 57 60 63

Outfitting FT 52 53 54 55 56 57
PT 69 70 74 77 80 84

Restaurant F1/ 16t 164 168 171 175 178
PT

Other FT/ 169 172 180 186 190 198

PT

TOTAL 637 649 67S 693 716 740
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Tabl e 15

Esti mated Labour Needs for the Tourism Industry,
Nort hwest Territories, 1990-1995

Keewatin Region

1990 1991 1w2 1w3 1994 995

Hotel /Motel FT 38 39 40 41 42 43
PT 18 19 21 24 25 28
Lodging/Tent Camp FT 34 35 36 36 37 38

PT 86 88 92 96 L00 105

OQutfitting FT 36 37 38 39 39 40
PT 48 50 52 54 58 62

Restaurant FT/ 77 7980 82 83 85
PT

Other FT/ 114 LL9 123 128 132 138
PT

TOTAL 451 466 482 500 516 539

Tabl e 16

Esti mated Labour Needs for the Tourism Industry,
Nort hwest Territories, 1990-1995

Western Arctic Region

1990 1991 1992 1w3  1w4 1995
Hotel/Motel FT 80 82 83 85 87 89

PT 37 38 40 42 43 45

Lodging/Tent Camp FT 16 16 16 16 17 17
PT 38 39 40 a1 42 43

Outfitting FT 1 11 12 12 13 13
PT 30 31 32 33 34 35

Restaurant FT/ 16l 165 168 t7L 175 178
PT

Other FT/ 133 136 139 4l 44 147
PT

TOTAL 506 518 530 541 555 567
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Tabl e 17
Esti mated Labour Needs for the Tourism |ndustry,
Northwest Territories, 1990-1995

Big River Region
1990 1991 1992 1WB 199 1ws

Hotel/Motet £T 121 123 126 128 130 133
PT 57 59 60 62 6 4 6 6

Lodging/Tent Camp FT 34 35 36 36 37 38
PT 54 55 56 58 60 62

outfitting FT 21 21 22 22 23 24
PT 55 56 58 0 6l 62

Restaurant FT/ 243 248 253 258 264 270
PT

Other FT/ 211 215 220 225 230 235
PT

TOTAL 796 812 831 849 869 890

Tabl e 18

Esti mat ed Labour Needs for the Tourism |ndustry,
Northwest Territories, 1990-1995

Northern Frontier Region

1990 1991 1992 1993 1994 1995

Hote L/Motel FT 200 204 208 215 220 224
PT 76 78 80 83 87 90
Lodging/Tent Camp FT 58 59 61 62 64 66

PT 590 600 610 615 625 630
Outfitting FT 92 93 95 97 100 102

PT 105 107 o L5 e 123

Restaurant FT/ 390 396 402 410 418 425
PT

Other FI/ 456 460 470 480 490 500
PT

TOTAL 1%7 W7 2036 2077 2123 2160
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Tabl e 19

Esti mat ed Labour Needs for the Tourism Industry,
Northwest Territories, 1990-1995

Arctic Coast Region
1990 1991 1992 1w3 1996 1 VB

Hotel/Motel FT 32 32 33 33 34 35
PT 28 29 29 30 31 32
Lodging/Tent Camp FT 17 17 \7 18 18 19
PT 37 38 40 41 42 42
Outfitting FT 36 37 38 39 39 40

PT 48 49 50 52 54 56

Restaurant FT/ 70 71 73 74 76 17
PT
Other FT/ 92 93 95 97 100 1 02
PT
TOTAL 360 366 375 384 394 403
Tabl e 20

Esti mated Labour Needs for the Tourism Industry,
Nort hwest Territories, 1990-1995

N.W.T.

lwo IW1 1w2 1993 199  1W5

Hotel/Motel FT 550l 562 573 587 600 612
PT 253 261 271 285 297 311

Lodging/Tent Camp FT 179 182 182 189 194 200
PT 854 870 892 908 929 945

Outfitting FT 248 252 259 264 270 276

PT 355 363 376 391t 406 422

Restaurant FT/ 1102 1123 1144 Les Lol 1213
PT
Other FT/ 1175 1195 1227 1257 1286 1320
PT
TOTAL 4717 4808 4929 5047 5173 52w
E ida
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Inplications: Despite a slower rate of growh for tourismin the

N.W.T. industry, enploynment will continue to expand. 10 Meet the

demands of new positions and to fill the positions that are vacated
through turnover, there are a nunber of inportant questions that
need to be addressed:

How will the tourism industry take responsibility for
pronoting career opportunities and providing effective

training for new recruits?

In consideration of an economc downturn and an intensified
bottom |ine approach to managenent, how will tourism
busi nesses justify the increased costs of training?

Shoul d education and training prograns focus on hel ping
peopl e nmove from a traditional, |and\water-based econony to
a wage econony or on hel ping them conbi ne both types of
occupati ons?

G ven the total size of the labour force in each region, can
the industry be expected to hire Northerners only or will
Sout herners still have to be recruited?
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SURVEY RESULTS

| NTRCDUCTI ON

This section of the report presents an analysis of the responses
to the mail out survey to the nenbership of the Tourism Industry
Association in the N.W.T in early January 1990. Responses are
provided for the NWT. as a whole except where there is a
difference by region or where there is inportant information for
regional interests, at which point these data are presented by
region as well. It is inportant to note that when reporting
statistics for the N.W.T. as a whole all respondents are included
in the analysis, however, not all respondents indicated in which
region they operated making it inpossible to include them in the
regi onal anal ysis. This conplication results in percentages and
raw scores for the regions which do not equal the totals for the

N.w.T. on many of the Tabl es.

SAMPLE

O a total of 387 questionnaires distributed, 172 (44.4% usable
responses were returned and are included in the analysis. This
return rate allows a 95% confidence level that the sanple
represents the opinions of the population with a plus or mnus 5.5%
chance of error. Wien the total sanple is broken down into sub-
sanples (e.g., for the regions) the analysis cannot be assuned to
provi de the sanme degree of accuracy. This does not nean, however,

that the analysis is in error but that the possibility of the
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statistic not representing the popul ati on under study is increased.

The returns provide a fairly proportional representation of the
regi ons. Table 21 presents the ProPortion of respondents bPY

region.

Table 21
Respondents by Region

Regi on Fr equency Per cent
Big R ver Country 45 21. 6
Northern Frontier 36 17. 4
Western Arctic 55 26. 4
Arcti c Coast 22 10. 6
Keewat i n 21 10.1
Baffin 29 13.9
Tot al 208 100.0

Tabl e 21 indicates that the 172 respondents operate 208 enterprises

in various |ocations throughout the N.Ww.T. This neans that sone

of the respondents have nore than one operation.

Tabl e 22 describes the types of businesses/services in which the

respondents are engaged.
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Tabl e 22

Services Supplied by Respondents

Service Frequency
N.W.T Big Nor Uest Arctic Kee- Baffin
River Front Arctic wat in
Focal and Beverage 64 11 13 21 7 7 5
Accommodat ion 65 13 13 17 6 8 8
Transportation 60 17 10 12 7 6 8
Tour Operation 54 10 11 9 6 6 12
Tourist Information 19 5 4 2 4 2 2
Outfitter/Operator 65 13 10 12 12 8 10
Guide/ 1 nterpret i ve
Service 46 9 6 8 11 4 8
Retailer (e.g.
arts/crafts) 26 3 5 5 4 5 4
Event Operator 6 1 2 1 0 1 1
Attraction Facility
Operator 10 2 1 1 1 3 2
TOTAL 415 84 75 88 58 50 60

Proportionately it would appear that the sanple of respondents is

representative of the population under study. The accommodati on

and outfitter/operator sectors of the industry are generally the
| argest enployer throughout the N.W.T. as denonstrated in Table
23. Appropriately, a solid representation from the food and
beverage and transportation sectors of the industry is present in
the returns. The sanple is light in the event operator and
attraction facility operator categories; however, this may be an
accurate representation in relation to the other categories |isted.

Wen exam ning the respondents on the annual revenue continuum the
sanple presents an interesting picture. Table 24 presents the

sanpl e by annual revenue.
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Tabl e 23
Annual Revenue by Respondents, 1989

Annual Revenue X of Sample
Categories
N.W.T Big Nor West Arc Kee Baffin
River Front Arct Watin

< 25,000 19.7 19.5 22.2 18.3 10.0 19.0 17.9
25,000 to 49,000 8.3 12.2 0.0 6.1 10.0 9.5 10.7
50,000 to 99,999 8.9 9.8 13.9 10.2 15.0 9.5 35
100,000 to 249,999 19.1 22.0 19.4 18.4 25.0 9.5 17.9
250,000 to 499,999 8.9 7.3 11.1 61 15.0 9.5 10.7
500,000 to 999,999 13.4 9.8 11.1 18.4 50 9.5 10.7
1,000,000 to 2,000,000 13.4 17.1 13.9 14.3 15.0 23.8 17.9
> 2,000,000 7.6 2.4 8.3 8.2 5.0 95 10.7

The distribution of the sanple is hi-nbdal with two categories
appearing nost frequently; the $25,000.00 or less group and the
$100,000 to 249,999 category. This represents a relatively diverse
i ndustry. Wien all the categories in Table 23 are collapsed into
two groups, 43.3% of the respondents reported their annual income
to be over a quarter of a mllion dollars a year with 56% under
$250,000. The distribution is relatively the sane for each of the
regions. Nearly 2/3 of the respondents are owner/operated with 1/3

of them bei ng nmanagers.

The length of tine the respondents were in business is presented

in Table 24.



141

Tabl e 24

Length of Time in Business

Time Percent

N.W. T. Big Nor Uest Arctic Kee- Baffin

River Front Arct. watin
less than 1 yr. 86 68 56 93 136 9.5 3.4
1 to 5 yrs. 29.5 27.3 25.0 31.5 13.6 28.6 31.0
6 to 10 yrs. 21.0 29.5 25.0 11.1 13.6 9.5 20.7
Over 10 yrs. 40.1 36.4 44.4 48.1 59.1 52.4 44.8

The average tinme of being in business for the respondents was from
six to ten years. A large percentage (40.1% have been in business
for over ten years. This suggests considerable stability in the
tourismindustry over the long-term The lightest category (8.6%

is the under one year group which suggests that few new operators

- have recently entered the industry.

The majority of businesses (69.6% indicated that they are open for
busi ness on a year-round basis. Those open on a seasonal basis
(29.9% are nostly summer operations. O those reporting seasona

operation, 15.1% suggested they could be full year operations over

the next five years.

EMPLOYMENT  PATTERNS: The survey attenpted to determ ne what
occupations on a full year and seasonal basis were critical to the

tourismindustry. It also investigated occupations on a full-tine
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and part-tinme basis. The 172 respondents reported enploying a
total of 2,567 enployees. Table 25 presents the breakdown of those

enpl oyees by category type.

Tabl e 25
Total Number of Enpl oyees Enployed

Al'l  Year Seasonal |y
full-tinme part-tine full-tine part-tine
1223 422 528 338

Tabl e 25 denonstrates that the tourismindustry is not mainly nmade
up of seasonally part-tinme enployees as the conventional w sdom
woul d suggest. Alnost half of the industry is year round full-tine
enpl oynent . However, when asked generally about turnover, the

respondents suggested that it was of concern. See Tabl e 26.

Tabl e 26

Esti mate of Enpl oyee Turnover

Turnover Estimates % of Sample

N.W.T Big Nor West Arc  Kee Baffin

River Frent Arct wat in

none 25.5 20.5 22.8 26.0 38.1 15.8 33.3
0 to 25% 39.8 41.0 40.0 36.0 28.6 68.4 44.4
25 to 50% 19.9 20.5 17.1 22.0 23.8 15.8 11.1
50 to 75% 5.6 7.7 8.6 6.0 0.0 0.0 7.4
75 to 100% 56 5.1 2.9 80 95 00 0.0

> 1 00% 37 51 8.6 2.0 0.0 0.0 37
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vacancies by job type were available at present

across the N W T., personal

servi ce personnel

ranked first, wth

gui des ranking second and skilled food service personnel ranking

third. Vacancies differed according to region.

The vacancies for

each region are ranked according to inportance in Table 27.

Tabl e 27

Vacanci es by Cccupation Ranked by Region

Occupation Rank by Region

N.W. T Big Nor West Arc Kee Baffin

River Front Arct watin

Manager/supervisor 7 8 8 5 3 3 7
personal service 1 & 1 1 7 5 2
personnel (e.g. bus
people, waiters)
Skilled food service 3 2 4 2 3 5 8
personnel (e.g. chefs,
bartenders, camp staff)
Unskilled kitchen help 4 3 6 3 2 2 3
(e.g. dishwashers)
Administration (e.g. 5 4 3 7 3 3 3
secretaries, book-
keepers, desk clerks,
head housekeeper)
Skilled maintenance 6 4 7 8 8 7 8
personnel (e.g.
electricians)
Unskilled maintenance 7 7 4 6 3 8 6
personnel (e.g.
cleaning staff)
Security personnel 11 11 9 1 11 10 1
Guides (e.g. fishing, 2 1 2 4 1 1 1
hunting, tourist
information counselor)
Interpreters (language) 10 9 10 10 11 10 8
Artists and crafts 12 1 12 11 g 10 11
makers
Transportation personnel 9 9 10 8 8 8 5
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t hat

under stand the turnover

t hat
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occupati onal

vacanci es

personnel

any given point in time, it is inportant to
rate for each job type. Table 28 provides
information for the N.W.T. as a whole and then by region
Tabl e 28
Turnover Rate by Job Type by Region
occupation Ranking of Occupation Turnover Rate
N.M. T Big Nor West Arc Kee Baffin
River Front Arct watin
Manage r/supervi sor 8 10 9 9 8 6 3
Personal service 1 1 2 1 4 5 2
persomnel (e.g. bus
people, waiters)
Ski tled food service 5 6 5 3 3 4 3
personnel (e.g. chefs,
bartenders, camp staff)
Unskilled kitchen help 3 4 6 1 2 2 5
(e.g. dishwashers)
Administration (e.g. 6 7 2 8 5 8 5
secretaries, book-
keepers, desk clerks,
heed housekeeper)
Skilled maintenance 9 7 7 7 9 8 10
personnel (e.g.
electricians)
Unskilted maintenance 4 4 2 3 6 2 8
personnel (e.g.
cleaning staff)
SeCur i ty personnel 10 7 7 9 9 8 10
Guides (e.g. fishing, 2 2 1 5 1 1 1
hinting, tourist
information counselor)
Interpreters ( language) 11 10 11 9 9 8 8
Artists and crafts 1" 10 10 9 9 8 10
makers
Transportation 7 3 9 6 6 6 5
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Personal service, guides and wunskilled kitchen help are the
occupations with the highest turnover rate. Two of these three
can be considered entry level positions in the industry and as a

result training in this area needs to be continuous and ongoi ng

TRAI NI NG NEEDS
Responses were solicited on present training activities, needs and
future intentions. The first area of interest was to determne
what skills are needed not only by type but, Pperhaps nore
importantly, by present requirenents and volune. Table 29 ranks
the needed skills by occupation. The nost inportant skill sets
required are those of nanagers/supervisors and admnistrators.
Quiding skills are identified as inportant in the Baffin and
Keewat i n regions. Skilled food service is needed in Keewatin and
the Western Arctic and transportation skills are inportant in Big
River.
Tabl e 29
Needed Skills by Qccupational Category

Occupation Rank by Region
N.W. T Big Nor Uest Arc Kee Baffin
River Front Arct watin
Manager/Supervisor 1 1 1 1 1 1 1
pPersonal Service 4 5 3 4 6 9 8
Skilled Food Service 3 7 4 3 4 3 6
Unskilled Kitchen Help 8 9 9 7 7 8 9
Administration 2 2 2 2 2 2 3
Ski (led Maintenance 6 6 4 8 8 6 5
Unskilled Maintenance 9 8 6 9 1 3 N
Security Personnel 11 10 10 10 12 12 10
Guides 5 4 8 5 3 3 2
1 nterpreters 10 11 11 11 9 10 7
Artists/Craftspersons 12 12 12 12 11 11 11
Transportation 7 3 7 6 4 6 4
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Managenent skills and adm nistration are clearly identified by the
whol e popul ation as needing attention. It would appear that
managers, who |ikely conpleted the questionnaire, were |ooking for
considerable training for thenselves and for their adm nistrators
who al so need attention. Food service and personal service peopl e
were seen as needing training before guiding and sone of the other
categories when examning the N.Ww.T. as a whole. This changes from
region to region so statistics are reported by region. @iding in
the Arctic Coast, Keewatin and Baffin junps out as being clearly

of concern.

Wth regard to needed skills by skill type, Table 30 shows clearly
that the ability to work with others is of primary concern. Job
specific skills are the next nobst inportant need followed by
probl em solving skills and personal presentation skills.
Tabl e 30
Needed Skills by Skill Type

Occupation Rank by Region

N.W. T Big Nor Uest Arc Kee Baffin
River Front Arct watin

Reading 5 4 4 6 5 5 5
writing 6 6 6 4 6 7 5
wWorkingwith Others 1 1 1 1 1 1 1
Problem Solving 3 5 3 3 4 3 2
Job Specific Tech Skills 2 2 2 2 2 3 3
Personal Presentation 4 3 4 4 3 2 4
Management 8 7 8 8 8 8 7
Account i ng 9 9 9 9 8 9 9

7 8 7 7 6 5 8

General Business

Faanid
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In the survey, lack of noney and lack of appropriate training
prograns were the reasons cited nost for not participating in
training by the enployer. Such reasons as negative attitude on
the part of enployees or the enployees’ |ack of tinme were not rated

highly as inhibiting factors to training.

In terms of what type of training should occur, the respondents
were pretty clear. On-the-job training was the overwhel m ng choice
of the respondents from all regions of the Territories for the
method of training nost preferred while in conparison few were
interested in the formal education route. Fifty-seven percent of
the respondents were extrenely interested in on-the-job training
at the present tinme while only 12% were in favour of fornal
training prograns. They were equally clear in the need fOf
training. Over 48% indicated that training was extrenmely inportant

to their future operation

GENERAL | NDUSTRY ATTI TUDES ABQUT TRAI NI NG
The respondents were asked to respond to a series of statenents and
questions to deternmine their precise attitudes about sone training

I ssues. Their responses are presented in this section

The industry was asked to what extent they agree with the statenent
that their business is generally satisfied with the quality of
enpl oyees who have had tourism and hospitality training. 1able 31

presents the results of that enquiry. There was no consensus as
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to satisfaction with enployee training. Approximtely 16 percent
i ndi cated conplete satisfaction with enployee training, 16 percent

are dissatisfied and 30 percent did not know.

Table 31

Satisfaction with Training of Enployees

Per cent
strongly agree 16. 3
slightly 21. 6
don't know 30.1
slightly disagree 16. 3
strongly disagree 15.7

The respondents were asked about their ability to recruit adequate
per sonnel . A statenment was presented that suggested that
recruitment was a mgjor factor in holding back devel opment of their
busi ness. Table 32 presents the responses to this suggestion.
Approxi mately 58 percent indicated that they thought recruitnent

was hol di ng back devel opnent.

Tabl e 32

Recruitment as a Major Factor Hol di ng Back Devel opnent

Per cent
strongly agree 25.8
slightly agree 32.3
don't know 7.7
slightly disagree 14.9

strongly disagree 19.3
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Respondents were asked whet her the Federal CGovernment was generally
provi ding adequate financial assistance 'O meet the training needs
of the tourismindustry. Table 33 presents the responses to that

assertion. About 27 percent did not know and 46 percent disagreed

i.e., they were not providing sufficient financial assistance.

Tabl e 33
Ability of Federal Government to Meet Training Needs

Per cent
strongly agree 13.6
slightly agree 13.6
don’t know 27.3
slightly disagree 16.9
strongly disagree 28.6

“The respondents were asked the Same question about the G.N.W.T.
invol vement in training. Table 34 presents the responses to the
concept that financial assistance through the G.N.w.T. ME€ts the

training needs of the industry. Simlarly, 33 percent didn't know

and 45 percent disagreed.
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Tabl e 34

Ability of e.N.w,T. to Meet Training Needs

Per cent
strongly agree 10. 3
slightly agree 12.2
don’t know 32.7
slightly disagree 14.1
strongly disagree 30.7

In order to determne what proportion of the industry were

recruiting their enployees fromthe NWT., a statenent basically

suggesting that the majority of

the enpl oyees were from the area

was put to the respondents. Table 35 presents their responses.

Alnost 75 percent of the respondents’ enployees are pernanent

residents and recruited fromthe N WT..

Tabl e 35

Per manent Residents Recruited to the Industry

Per cent
strongly agree 50.1
slightly agree 14.5
don’t know 1.9
slightly disagree 8.2
strongly disagree 16. 3

This notion was repeated for future enployees to determne their

| evel of expectation to recruit enployees from the Territories.
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Table 36 presents this information. About 67 percent of the
respondents said they expected to recruit northerners but 13
percent indicated they were not sure. Approximately 20 percent of
the respondents indicated that they did not expect to hire or

recruit in the NNWT..

Tabl e 36

Expectation of Recruiting Locally in the Future

Per cent
strongly agree 52.5
slightly agree 14.6
don't know 13.3
slightly disagree 7.6
strongly disagree 12.0

The respondents were asked about the ability of the Canadi an Jobs
Strategy program to neet their needs and if they had found the
program to be of benefit. Table 37 provides their responses. An
amazing 60 percent said they had not participated in the Canadi an
Jobs Strategy, 9 percent said it had been of nmjor or considerable
value but 20 percent noted it had been only of little or sone

benefit.
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Tabl e 37
Amount of Benefit of the Canadian Jobs Strategy to the Tourism

[ ndustry

Per cent

don't participate 59.3

little benefit 10.5

sone benefit 8.1

consi derabl e benefit 7.0

maj or benefit 1.7

didn't respond to question 13.4

FUTURE PRQIECTI ONS BY THE | NDUSTRY
A nunber of questions in the questionnaire asked the respondent to
specul ate on the future growmh potential of the industry and then

to relate that response to possible training opportunities.

Table 38 presents estimates of revenue growmh over the regions
The |argest segnment (23.3% of the industry generally felt that
revenue will grow from 11 to 20% over the next five years. A group

(18% see the industry growing from21 to 30%in that time period.
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Tabl e 38

Gowh (revenue) by Region

percent growth Region

N.M.T Big Nor Uest Arc Kee Baffin

River Front Arct watin
Not atatt 35 00 00 55 00 0.0 6.9
0 - 1o% 15.7 28.9 13.9 4.5 45 48 0.0
11 - 20% 23.3 24.4 27.8 18.2 27.3 28.6 20.7
21 - 30% 18.0 11.1 22.2 21.8 18.2 19.0 24.1
31 - 40% 7.6 6.4 11.1 9.1 9.1 9-5 6.9
41 - 50% 5.8 20.0 5.6 7.3 13.6 23.8 6.9
over 50% 17.4 6.7 13.9 10.9 13.6 14.3 20.7

Not e: Percentages do not add up to 100 because of
non- r esponses.

Surprisingly the largest single category (23.1% of respondents
did not see enploynent changing much over the next five years in
spite of increased growth in revenue (see Table 39) .  The next
| argest group (17.9% suggested that industry enploynment m ght grow
up to 5% percent over that period. The two |argest categories
provi de extremely conservative estimates for enploynent growmh in
t he industry. 5.1% actually estimated that there is likely to be

a small decrease in enploynent.

Table 39 examines the potential for enployment growth by region
however, this non or slow growh projection was not consistently

projected across the Territories.
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Tabl e 39
Potential for Enployment Gowh by Region

Percent growth Region

N.W. T Big Nor West Arc Kee Baffin

River Front Arct watin
decrease 5.1 2.5 0.0 2.0 0.0 0.0 3.7
no change 23.1 19.1 91 240 235 124 14.8
increase O - 5X 17.9 17.8 21.2 14.0 23.5 18.8 14.8
increase 6 - 10% 12.8 18.5 18.1 20.0 0.0 18.8 18.5
increase 11 - 20% 12.8 8.9 15.2 10.0 17.6 12.4 74
increase 21 - 30% 15.4 121 121 140 176 188 1438
increase 31 - 40% 0.0 45 3.0 2.0 5.9 6.3 7.4
increase 41 - 50% 2.6 6.4 6.14.0 59 124 7.4
over 50% 10.3 10.2 15.2 10.0 59 0.0 11.1

In terns of funding the required training, nost respondents (61.7%
indicated that it would need to be a shared responsibility between
the GNWT. , the Federal Governnent and the industry itself.
Training was seen by 63.1% of the sanple to be provided in the
N.W.T. while 36.9% indicated that sonme of it would likely occur
outside the Territories.

The respondents were asked what type of skills would be needed for
future devel opnent of the tourismindustry in the NWT. Table 40

provi des the responses to that question by region.
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Tabl e 40
Type of Skills Needed for Future Devel opnent

Skills : Region

R.W. T Big Nor Uest Arc Kee Baffin

River Front Arct watin

People with skills 24.2 31.4 200 275 176 59 21.4
they have now

People withnew 6.5 57 10.0 0.0 59 5.9 10.7
and different skills

A combination of 69.3 62.9 70.0 72.5 76.5 88.2 67.9
the first two

It is clear that the respondents feel they will need people in the

future who have a conbination of new skills and skills that are
appropriate for today' s industry. Few respondents see the

industry requiring totally new skills.

Sumary:

The sanple responding to the survey questionnaire should be
considered to be representative of the population of those in
the tourism industry. The breakdown of results suggest that
while there are sone differences across the regions there are
sonme consistent patterns as well;

Annual revenue of the respondents show the sanme pattern

t hr oughout the regions. For the nobst part there appears to
be two maj or groups. One consists of the |arger operations
which are likely represented by the major hotels and
transportation sector;

The | argest share of the respondents have been in business for
a considerable period of tinme leading to the conclusion that
the industry is not newly forned but is becomng mature. This
maturity is also shown by the large ratio of full-time to
part-time workers in the industry;
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Wiile the turnover of staff is not overly high, it should be
poi nted out that sone jobs are continually in flux while
others are quite stable. Entry level jobs appear to be the
nost volatile which suggests that training prograns will need
to be continual:

Managers see thenselves as a primary target group for
training. There is great variation across the NWT.,
however, when exam ning the need for training by occupations.
There was little variation fromone region to the next with
regard to the needed skills by skill type;

On-the-job training was the overwhel mng choice for node of
training in the N.W.T. It has also been suggested that a
"training for trainers” program be devel oped so training can
occur at the local level and by people who are closest to the
oper ati ons;

On the attitudinal questions (Tables 31 to 37) a |arge nunber
of the respondents indicated sone different opinions as to

their satisfaction with training of enployees. Mst felt both
the federal and G.N.W.T. could be offering nore support, at
| east financially to education and training; and

The industry as a whole felt that the potential for tourism
growth in the N.w.T. was large but that growth would not
translate into significant increases in enploynent over the
short-term The future would also see new skills as well as
present skills being needed by enployees if their potentia
as an industry was to be reached.
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DOCUMENT REVIEW OF TRAINING

EDUCATI ON AND TRAI NI NG REQUI REMENTS

The intention in this section is to highlight education and
training policy statements contained in other studies and reports
on the N.W.T. ; to discuss findings of two reports specifically on
hospitality/tourism education; to report on the findings of the
focus group sessions and interviews conducted in Yellowknife and
Igaluit, as well as to personal interviews conducted in a variety
of communities throughout the N.W.T.; to provide a comentary on
current training endeavors in the hospitality/tourism industry
t hroughout the provinces of Canada; and finally to provide sone
information on the role of Arctic College in providing

tourisnm hospitality education in the N.W.T.

EDUCATI ON anp TRAI NI NG PQOLI CY

In the early part of 1990 the Departnent of Education published a
docunent entitled, “Preparing People fOr Employment in the 1990's:
An Enpl oynent Devel opnent Strategy for the Northwest Territories.”
The report starts out by focusing on econom c devel opnent strate9yY
and identifies six factors that inpact on enploynent devel opnent:

growth in the labour force and increasing expectations
for wage enpl oynent;

significantly | ower proportion of native peopl e
participating in the |abour force;

the high dependency on inported skills and the need to
use the Northern workforce to fill nore jobs, including
speci alized and highly skilled occupations:
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the need to overcome the barriers to enploynent
represented by a |lack of education and training;

the need to increase education levels to ensure the
success of the Economc Strategy, and for people to
reduce their dependence on social assistance; and

| abour market planning to match people to avail able jobs
and to plan training opportunities.

Each of these conditions for econom c success was also identified
by industry, governnent and community respondents in the current
study as being essential to the growh and devel opnent of tourism

For exanple, in the survey conducted by this research team it was
noted that the industry has trenmendous potential to expand but wl|

be unable to do so without well trained and notivated people. There
is a strong desire to hire northerners but it is a struggle to
attract and train people for the industry, so “going south” to
recruit has becone necessary for certain positions. According to
industry representatives, many new recruits into the industry Iack
the necessary skills (oral and witten comunications, custoner
service and nuneracy skills). Conti nued dependence on soci al

assi stance prograns is perceived as a factor in increasing turnover
anong many enpl oyees. It is also clear fromthe research that few
conpani es have the economc, or nmanagerial tine or resources

required to devel op hunan resource plans.

Many of the goals and detailed strategies set out in the Enpl oynent
Devel opnent Strategy have relevance for the tourismindustry. For

exanpl e, under Labour Market Planning the goal is:
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Enhanced access to jobs for northerners
through effectively planned education and
training programs. (1990, p. 15)
The strategi es suggested are:
sound | abour market human resource planning:
a conputerized enpl oynent data base; and
coordi nated services and cooperation anong
government departnments to enhance opportunities
for success.

The survey and interviews in the current report are initial steps
in providing an information hotline on the enployment requirenents
of the industry. Certainly, there is a definite attenpt by the
Departments of Education, Econom c Devel opnent and Tourism Canada
I mm gration and Enpl oynent, Arctic College and the Tourism I ndustry
Association to cooperate. In fact, recent formation of the TIA
Training Goup with denonstrated support from all the Previously

menti oned groups is indicative of a desire to cooperate.

Wth reference to Employment Support Programs the stated goal is:
An informed population able to make choices to satisfy
needs for enployment and career choice. (1990, p. 17)
The strategi es suggested are:

career awareness initiatives in consultation with
i ndustry and professional groups;

career resource materials for students and
counsel ors;

promotion of key professions and careers in both
governments and private sector; and
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i mproved support to snall businesses in the provision
of advice and assistance in planning staff training
progr ans.

The difficulties associated with generating awareness of the career
opportunities within the tourism industry are well known and are
mentioned further on in this study. There already exists a
commtnent to increase levels of awareness and to change negative
perceptions of the industry in the mnds of young people in
particul ar. As indicated by the survey and interviews, the need

to provide training support to snmall tourism businesses is badly

required.

In terns of Empl ovment Preparation Proagrams the stated goal is
A stable skilled workforce capable of taking

advant age of existing and proposed enpl oynent
opportunities. (1990, p. 18)

There are three objectives and sets of strategies. The first is:

| nproved retention rates for children in school and
hi gher nunbers of secondary school graduates.

The strategi es suggested are:

i ncreased local control of education through the
est abl i shnment of diversional boards;

establishment of community counselors to keep
children in school and inprove attendance rates;

devel opnment of parental support groups;

extension of available grades at the community |evel
to increase opportunities;
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establishnent of alternative educational prograns
to provi de practi cal vocat i onal raini ng
alternatives for young peopl e:
literacy/life skills initiatives for adults who were
not successful in the school systemor did not have
the opportunity to go to school; and

adult educational upgrading to prepare residents for
jobs or higher education/training.

In every community visited to collect data for the present study,

tourism officials and business people discussed the problem of a

poorly educated workforce. In fact the often futile search for
enpl oyabl e graduates is stimulating business involvenent in
educat i on. Seeking to point education in sone new directions,

touri sm businesses are mxing self interest (they need skilled
graduates) with public m ndedness (they want to be good corporate

citizens) . Educati onal agencies are approaching the gap from

another direction, that of better preparing people to earn a

l'iving. From our interviews with both groups it would appear that
their independent goals are starting to converge, allowing the
tourism industry to becone nore conpetitive. To beconme nore
conpetitive, the N.W.T. nust put a greater investnent into
preparing people for work rather than attenpting to provide

renedi ation when they report for work.

Poor or disadvantaged children and adults -- the ones labelled “at
risk” in nost reports on education -- are getting a renewed share

of attention. In the United States, in particular, business-
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education partnerships are providing schol arships or collaborative
prograns to support schol arship and work experience opportunities.
In the N.Ww.T. a few firns have invested in underwiting adult basic

education and lifeskills, such as the Ptarmigan Inn in Hay River

The second objective is:

A pool of professionals and tradespersons to neet the
current demand and to prepare for future opportunities.

The strategi es suggested are:

application of the G\WI affirmative action policy to all
Enpl oynent Devel opnent Prograns;

affirmati ve action prograns to increase the nunbers of
native teachers;

apprenticeship subsidies to small enployers who could
not otherwi se afford to hire apprentices;

in-service trades training to prepare apprentices for
enpl oynent in governnent;

special initiatives to encourage the enploynment of wonen
in trades; and

review of apprenticeship training to identify means for

i npl enent i ng- conpet ency-based | ea-rning as opp-osed to the
current |ock-step system

Affirmative action has been built into the proposed changes to the
Travel and Tourism Act, the Tourist Establishment Regul ati ons and
the Qutfitters Regulations, though this is only the first step in
an inplenmentation process that if it is to truly work will take
time, patience and perseverance. In the interviews and workshops

conducted with industry people it becane clear that a well
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concei ved in-service apprenticeshi p program and subsidies would be
advant ageous. The conpetency-based approach to 1learning was
endorsed by everyone. The conpetency-based approach is a process
that conbines conpetency statements, performance objectives,

i ndi vidual i zed instruction, criterion-referenced evaluation and

followup activities to produce a systematic approach to teaching
and | earning. It helps identify the specific skill needs of
i ndi vi dual enployees; is seen as nore highly relevant by both
enpl oyee and enployer; allows a greater degree of self-pacing;, and

i

results in nore clearly identifiable rewards.

bj ective three is:

A conbi nation of prograns and services that assists
i ndi viduals in devel opi ng enpl oyable skills.
The strategies suggested are:

- inproving financial assistance for post secondary
st udents;

trai ning support prograns to prepare northern |eaders
for admnistering land clains settlenents;

training opportunities for social assistance recipients
to reduce dependence on welfare;

- work experience programs to overcone the Dbarrier
represented by a lack of work skills;

- short-term job training prograns designed to provide
access to entry level jobs in the labour market;

- in-service training prograns designed to prepare
residents for enploynent in the G.N.W.T. ; and

accessing Canadian Jobs Strategy/ Federal Prograns.
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The crux of the tourism industry's concerns regarding education
and training are addressed in these strategies. The availability
of financial assistance to students in order to attend a college-
type program in some aspect of the culinary arts, managenent and
so on is of vital inmportance. Training of unenployed people with
the goal of giving thementry into a job or trade in the industry
s, however, a contentious issue. Nurer ous busi ness owners and
manager s expressed concerns about the “waste” associated with such
prograns citing inadequate preparation of people for a formal work
environnent (i nappropriate work-related attitudes) and poor
mat ching of people with industry needs. The need for training is
not in doubt; what is contentious are the objectives, inadequacies,

i neffectiveness and outcones of these prograns.

Work experience opportunities in which wages could be subsidized
by governnent would be welcomed within the tourism industry.
However, sone busi ness people expressed reluctance to get involved
with such progranms. They are reluctant to use their businesses in
this unproven capacity so care in establishing such prograns is
needed. Enployers and trainers, they say, nust want to work, nust
be willing to |l earn and nmust be capabl e of |earning. For exanpl e,
the survey and interviews conducted for this study identified ten
broad categories of need:

- striving to do work well

- priority setting and working under pressure

- working well with others

- conmmunicating effectively, particularly wth

customers
| earning how to |earn
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physi cal and safety denands
nunber skills

office skills
specific job related skills

Short-term job training to include the devel opnent of managenent
skills in small business, particularly if it provided for the
training of existing business managers, is also required. |n both
the survey and interviews a high priority was placed on this area;
but, it should be stressed that the need is for custom zed courses

to neet the needs of l|ocal enployers as well as workers.

In reference to the Canadi an Jobs Strategy what is striking is how
few businesses are actually aware of or have accessed funds from
this or other Federal programs. |t should be enphasized, though
that the Canadian Jobs Strategy is intended to provide tenporary
i ncone support and training to individuals who are out of work.
Bui Il ding on the success of the Canadi an Jobs Strategy, the Federal
Gover nnent, through Enploynent and | nm gration Canada, has recently
announced a new Labour Force Devel opnent Strategy entailing the
reallocation of some $1.3 billion in Unenploynent |nsurance

expendi t ur es.

The document, “Success in the Wrks: A Policy Paper™ outlines four
goals for the strategy:
a substantial increase in the private sector’s role in

training workers and in ensuring that training is nore
responsi ve to current labour narket needs;
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- a re-alignment within the Unenpl oyment |nsurance program
so that nore expenditures are directed to active training
and re-employment neasures for the unenpl oyed;

- in conpliance with the Charter of Rights and Freedons,
a significant inprovenent in UI benefits, to better
respond to the needs of working parents and to encourage
the full participation of those workers over 65; and

- a reduction of work disincentives in the UI program

O particular inportance here, besides the increase in initiatives
and funds to help the unenployed, is the reinforcenent of the need
for private sector training. A total of $230 million will be nade

available to increase training activity through cooperative

programns. The federal governnents objective is to stimulatean
additional private sector training effort of $1.5 billion a year
by 1994. To acconmplish this objective $65 mllion is being

earmar ked for human resource planning; $100 mllion for entry-Ievel
skills devel oprment; $15 million for industrial adjustment service;
and $50 mllion for community futures. By and large these

initiatives are conplenentary with the G.N.W.T. ‘s “Preparing People
for Enployment in the 1990s" strategy, and reinforce the desire of
all the participants in the tourismindustry to work cooperatively

t o enhance the education and training of all workers.

so far little has been said about the specifics of education and
training prograns for Native workers in the Northwest Territories.
One of the prem ses underlying this study was the recognition that

education and training prograns can be successful only to the



-y

-

167
extent that they neet the needs of individuals and businesses

participating in the prograns and the needs of the comunities in
whi ch these people reside. In the study of training prograns for
native enploynent in the NWT., “Gathering Strength”, the author,

Frances Abele, notes that native people want inprovenent in four

ar eas:

better access to the full range of enpl oynent
opportunities;

training that gives young people a choice as to how they
will make their Iiving;

greater control over the type of training and enpl oynent
opportunities offered to them and,

i nprovenents in the way training prograns are organized
and del i vered.

In addressing these issues, Wwhat needs to be recognized are the
hard realities of native educational achievenments, enploynent
patterns in both traditional and wage-based econoni es, and
unenpl oynent patterns. In the <controversial report on the
prospects for Inuit society, “Lords of the Arctic: Wards of the
State” Colin Irwin indicates that the future |ooks dim

The current econom c prospects for
Inuit may well be anong the worst in
Canada, marked as they are by poor
| evel s of educati on and hi gh
unenpl oynent and further aggravated
by the proximty of a well-educated
white population enjoying virtually
full enploynment. In the short term

this situation could be inproved if
Inuit were to replace the white
people who cone North to take the
trades, technical and professiona

posi tions for which Inuit are
consi dered unqualified. But even if
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this goal were to be achieved

conpl etely, W thin a single

generation, nore Inuit would still

be unenployed in the future, as the

growh in the Inuit work force over

the next 20 years wll be nuch

larger than the total nunber of

white people working the Arctic

today . . . .
Current statistics and future population projections do Ilend
credibility to what Irwin has to say. Wile his predictions are
debatable, it is <clear that educational policy and training
prograns mnust address |ocal community and native issues. On the
basis of discussions (interviews and workshops) wth industry
representatives and an understanding of econom c devel opnent and
educational issues garnered, it would appear that a nore |ocal
and/ or regional approach to resolving these problens is warranted.
This is the essence of a conmmunity-based approach to tourism and

touri sm devel opnent.

The Econom ¢ Council of Canada, through Council Deputy Chairperson
Caroline Pestieau who spoke on the subject of |ocal devel opnent at
the Europe-North Anerica conference held recently in Mntreal,
stated that there are several conpelling reasons to investigate an
alternative approach to regional devel opnent. These include:

- the drawbacks of relying exclusively on conpensation
pol i ci es;

the difficulties involved in spreading economc growth
by neans of centralized policies; and

- fiscal and contr act ual constraints on i ndustri al
subsi di zati on
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The alternative is local development. Ms. Pestieau cited fourteen
case studies across Canada in which the research reveals a role
for local devel opnment organi zations:
t hey nobilize underenpl oyed and “di scouraged” workers:
- they identify the obstacles to econom c devel opnent;
- they set their own objectives;

- they serve as catalysts for local enterprises
particularly by helping them to access capital; and,

- by taking control of the developnent process, t hey
maxi m ze the spin-off effects and set the pace of growth
to the needs of the local community.

These principles could be applied to the tourism industry. As
far as education and training in the tourisnihospitality industry
is concerned the nodel of |ocal developnent organization or a
variation thereof was endorsed by nenbers of the tourismindustry
in interviews in the regional workshops. There is a need to
control education and training locally and it is expected that a
local training organization will do a better job than public or
private sector managers from outside the community. However, the
challenge is legitimzing such organizations locally, regionally
and even territorially, given the current nmandates of the Training

G oup and of certain departnents of government.

Training organizations that are locally or conmunity based are
al so advantageous in that they may be better equipped to handle
issues relating to native enploynent policy and adult training.

These organi zations are also nore likely to recognize and identify
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gaps in training. The docunent "The Governnment of the Northwest
Territories Native and Enploynent Pol i cy: A Review and

Assessment” (1989), while representing an enploynent policy for
gover nnent, does recomend devel opnent and inplenentation of a
decentralized human resource |information and planning system
There is the suggestion that cooperative strategies for recruiting
and developing native staff be put in place, and that such
strategies be created and inplenented at a community |evel given
that the issues and problens may be unique or at least different

from one community to another.

A simlar community focus is required for adult training. The
study "Adult Training in the Northwest Territories: A Review and
Assessment” ( 1989) has a nuch nore intrinsic inportance to
tourisrn/hospitality education and training because it introduces

an educational philosophy and strategies which are extrenely

rel evant. For exanpl e:
Training is not nerely a means to getting
specific jobs. It is a way of upgrading the
“human capital” of a society as a whole.
(1989, p.2)

Education and training are pre-requisites for personal, social,
political and econom c goods. Education is a process and activity
of  awareness, | ear ni ng, t eachi ng, reflection and critique,
i nvestigation and discussion. Unfortunately, wuse of the term

“human capital” i mpli es mani pul ation of people who are nade use
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of to create wealth, or suggests that people are raw materials to
be fashi oned by the educational industry in order to be fitted into
t he econoni c schene. Consequently, care nust be taken to ensure
that goals for education and training for the tourismhospitality
industry are not narrowed down by the instrunental hature of an
entrepreneurial culture but broadened to include creativity,
i ndependent thinking and incorporation of Native people and Native

cul tural predispositions.

QG her guiding concepts nentioned in the Adult Training Report
i ncl ude:

People nust be trained if they are to run

their own services prograns, and |and claims

organi zations at the local |evel.

Training is a critical factor in ensuring that
northern jobs stay in the north. (1989, pi)

The specific purpose of occupational training for an industry is

self evident; however, there are nore general purposes that |ead

from occupational training. It is wongly assuned that with the
i ntroduction and expansion of tourismthat northerners wll end up
in dead-end, |ow paying service jobs. Cccupational training,

coupl ed with on-the-job experience, can provide people wth career
choice and the kind of skills that help them get better jobs or
create their own jobs on their own terns. Tourism and hospitality
training can function as a de facto job training program by
teaching the basics of ‘how to work in a formal wage econony or

a cash based, entrepreneurial, self-enployed setting. The report
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suggests that people do need transferable skills useful to any
enpl oyer or administrative situation. As such,

“Adult education nust provide the basic

el enent s - literacy, nuneracy, problem-

solving and critical thinking - to help adults

participate in social developnent and create

comunity self-reliance.

It nmust enhance opportunities for work as well

as enpl oynent . It nust be directed towards
community and social developnment as well as
econom ¢ devel opnent . (1989, pi)

In any educational or training program the need for basic skill
devel opnment is fundanental, making strategies for upgrading and
partnershi ps between business industry and education vital
Suggested strategies for adult training, wrk and enploynent
outlined in the report on Adult Training in the N.W.T. were:
i ncl ude training needs assessnents for those who work as
well as for those who are unenployed (and for those

peopl e who are active in the non-formal sector) ;

- strengthen the native training organizations such as ATII

(The Inuit  Coordi nating Goup) t he Dene- Meti s
Coordi nati ng G oup, and the proposed Inuvialuit Trai ning
G oup;

- develop training packages for small business people and
the sel f-enployed;

- develop and update training priorities as an integral
part of an econom c devel opnent strategy: and

- pronote entrepreneurial attitudes and skills through
adult training progranmns.

In the delivery of adult training, recomendations were to nmake it
nore accessible and to overcone existing barriers. Suggest ed

strategi es included:
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make student accessibility the guiding principle for al
program devel opnent and delivery;

- design student support systerns;

choose the nost appropriate distance education nethods
and technol ogi es; and

negoti ate cooperative distance education ventures wth
the federal government and neighboring provincial
governnents. Create partnerships between Arctic College,
the private sector and neighboring public institutions.

| nplications: Educati on and training policy docunents provide

needed guidelines for the devel opnment of education and training
programs for the tourismhospitality industry. Questions that
require answers are as follows:

What needs to be done to ensure that northerners have the

necessary basic skills necessary for entry level jobs in
t he industry?

- What should the industry be doing to develop and
conmmuni cate career awareness initiatives?

What role does government play in providing support
progranms to individuals seeking an education and to snal
busi nesses to help them devel op training prograns?

- To what extent should the industry be involved in
establishing educational programs and wupgrading to
prepare for the job narket?

Is the conpetency-based approach to |earning the nost

appropriate approach for tourismhospitality education
and training?

- Can the industry provide sone financial assistance for
students interested in pursuing education in tourisnf

- What can be done by the industry to help support training
opportunities for social assistance recipients?

- How does the industry, in cooperation wth governnent,
ensure that enployers are aware of the Canadian Jobs
Strategy and know how to access funds for training
prograns?
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- How can increased local control over the devel opnent and
delivery of training prograns be ensured?

- Wat aspects of tourismhospitality education and
training could be considered generic and easily
transferable to other occupations?

- What should be done to pronote entrepreneurial attitudes
and skills?

- What are the best ways of ensuring accessibility to
education and training prograns?

EDUCATI ON AND TRAI NI NG FOR THE TOURISM/HOSPITALITY | NDUSTRY

As evidenced by the variety of studies and reports on or about
education and training in the NWT., a tof thought has been
given to what mght or mght not work. Education and training
prograns for the tourismhospitality industry, however, have not
been given nuch attention. The industry is relatively new, it is

expandi ng, or at least has the potential to expand, rapidly during

the next decade; and it is a service industry that requires

different sets of skills than do non-renewable, resource-based
i ndustries such as mning. This section provides conments on
recent reports regarding education and training in the
tourisnm hospitality i ndustry throughout Canada. A recently
conpleted report in Ontario - “Report on Human Resource and
Training Needs Wthin Ontario’s Hospitality Industry” was designed
with three objectives in mnd. The study sought:

- to identify the current state of the hospitality sector

in terms of its ability to hire an adequate nunber of
qual i fied enpl oyees;
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to assess how this situation is expected to change over
the next three to five years; and

to identify the gaps and opportunities to alleviate any
skill shortages through training prograns or other neans.

The overriding conclusion of this study was that a "lack of sound
human resource managenent practices has greatly intensified the

probl ens encountered by the industry.”

For exanple, recruiting is reputed to be the major problem facing
the industry, but, while this may be true, retention of enployees
appeared to be an even greater problem It was suggested that
management nust act to reduce labour turnover so as to reduce the
need to constantly recruit new workers.  Suggestions included:
proper orientation, making people feel as if they belong, holding
open neetings and discussion, pPromdting from within, and making
sure enployees feel competent to deal with whatever eventuality
they might run into at work. In other words, more enphasis needs

to be put on managenent supervisory training.

In the study it was enphasized that high rates of turnover serve
as deterrents to training and education initiatives by enployers.
Yet the study concluded that training not only educates enpl oyees,
provi des needed skills and enhances job performance, but it also
boost s enpl oyees’ sel f-esteem fosters their sense of

prof essi onali sm and increases job satisfaction
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Efforts to inprove the industry's inmage of |ow pay, |ong hours
and weekend/ hol i day work were al so suggested, though it was noted
that these conditions do not affect everyone who works in the
industry. A suggestion was made to nobilize the whole industry in
order to develop an industry-wide voice to tackle any
m sperceptions that might exist about work or careers in the

i ndustry.

The Report determined that the greatest need for people in the
industry is in job <categories such as waiters/waitresses,
buspersons, kitchen hel pers, and housekeepers, as well as cooks,
chefs, and reservations/front desk staff. Part-tine positions are

generally in greater need than full-tinme jobs.

Common to all the initiatives suggested was the issue of service
and service training. It was felt that this nust be the key thrust
of any strategy for the industry and that skills devel opment, hunman
resour ce managenent and communications will evolve from and support

this central strategy. The encouragenent, devel oprent and
reinforcenent of a “service culture” within hospitality and tourism

establi shments was seen as the key to future industry growth

The second report deserving discussion is the ‘| Tourism Hospitality
Education and Training Study" conpleted in 1985 for Travel Alberta.
The two nmjor purposes of this study were:

to examine the education and training needs of the
tourism and hospitality industry in Al berta; and
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to assess alternative frameworks for rreet{' ng t hese ne?ds
and to reconmmend a preferred r amewor K or

tourism hospitality education and training in Alberta

The key reconmendation resulting fromthis study was to provide an
integrated, stepwise series of programs. Ihese programs would
offer to existing tourismhospitality personnel the opportunity to
inprove their skills; to begin to view the industry as a career:
and to receive certification for their efforts. Existing academ c
institutions were asked to redesign existent prograns and devel op
new programs in response to industry needs. These programs would
consi st of permanent prograns designed by institutions as credit
courses, and ad hoc prograns that would provide a w de range of
courses, from occupational skill devel opnment to general awareness
prograns, and could be delivered throughout Al berta using a variety

of delivery methods.

This A berta nodel, Wwhich is currently being inplenented, is
“chal | enge based.” In other words, industry defines its
priorities, describes its needs, and, in turn, will challenge

institutions and other providers of training to respond.
| ndividual s who conplete their courses are then certified by the
i ndustry. However, for the certification process to really work,
it was reconmended that it be recognized both within Al berta and
externally. Recognition is occurring. In fact, nost provinces
(British Colunbia, Newfoundland, Nova Scotia, Prince Edward |sland

and Saskatchewan) through their Tourism Industry Associations,
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along with the industry trade associ ations such as the Canadi an
Food Sem tes and Restaurant Association, the Hotel Association of
Canada, the Canadian Institutes of Travel Counselors, Canadian
Federation of Chefs de Cuisine, the Alliance of Canadi an Travel
Associ ations, Council on Hotel, Restaurant and Institutional
Education and the Tourism I ndustry Associ ation of Canada, are
cooperating in the devel opnent of occupational standards and

I ndustry-based certification.

The following four strategic thrusts to ensure the “Al berta nodel”
woul d work are now being operationalized:

create a system which wll consciously place upon
i ndustry the responsibility for driving new initiatives;

enhance and focus the roles of governnent agencies wthin
their existing nmandates so that effort is applied to
priority areas of change;

| aunch a series of prograns . . . as priority needs and
provide for the long-run refinenment and inplenentation
of these prograns; and

create an organi zation which will ensure that governnent,
educators and industry work together in a partnership to
achi eve agreed upon objectives and to effect change
quickly and with flexibility. This organization will be
responsi ble for industry-wi de certification

The Al berta Tourism Education Council (ATEC) is now in place. By

an act of parliament, its continuity and inportance was officially
recogni zed and, its initial funding was provided by the Al berta
government. ATEC's nmandate is to devel op occupational standards.

Certificate standards now exist for bartenders, w ne stewards,
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host s/ host esses, maitre d's, and food and beverage servers.
Certification standards for sales and marketing are being revised.
O her activities include a Hospitality Resource Centre, publication
of a Directory of Training and Education progranms and a public
relations effort to enhance the inage of career opportunities
within the tourismindustry. In the Appendix of this report is a
copy of ATEC's Cccupational Standards Devel opnent Process, as well
as a document clarifying the definitions and principles of

accreditation, certification and standardization.

| nplications: The recent studies on tourismhospitality education

point to a nunber of issues that are common throughout the country.
The questions raised are as follow

If retention of enployees is the mgjor human resource, what
is its significance in regard to rmanagerial/supervisory

education and training?
What role does training play in bringing down turnover rates?

In consideration of high turnover roles, what can be done tO
convi nce enployers to invest in education and training?

What are the job or occupational categories in nost need Of
trai ni ng?

In a culture in which a service ethic may not be well-
devel oped, how is service training best taught?

Is a stepwi se series of education and training prograns best
suited to the NWT.?

Can a “chall enge based]’ educational and training approach be
utilized in the NWT.?

WIl the tourism industry in the N.W.T. accept the
responsibility for taking the lead in developing trainin9
prograns; and, if so, how is it best acconplished?
What are the priority education and training needs?
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Is the T. 1.A. Training Goup the npbst appropriate structure
for bringing all stakehol der groups together in a cooperative

training venture for

the industry?
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INTERVIEW RESULTS

| NTRODUCTI ON
To clarify and suppl enent information obtained from the
questi onnaire, operators of tourismhospitality busi nesses,

educators, community and government officials were consulted about
t heir experiences and opinions regardi ng education and training for
the tourismhospitality industry in the Northwest Territories. A
total of 30 people participated in day |ong workshops held in
Yellowknife, (at the annual convention of T.l1.A) , Rankin Inlet and
Igaluit. A further 64 people were interviewed in person in the
following areas: Fort Smith, Hay River, Fort Sinpson, Yellowknife,
Inuvik, Coppermine, Canbridge Bay, Rankin Inlet, Baker Lake, Pond

Inlet, Pangnirtung and Igaluit.

The results of these interviews and workshops are reported here in
summary form and have been organized into topical areas. In
undertaki ng these interviews, the purpose was:

- to get people to talk nore freely and openly about the tourism
i ndustry;

todi scuss barriers to enploynent and training and ways of
overcom ng the barriers; and

-to get interviewees to elaborate on training prograns,

delivery of training, roles of various stakehol der groups and
imedi ate priorities.

Attenpts to identify regional perspectives wll be nade when

appropri at e. For the nost part there were no nmjor divergences Of
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opi nion between regions with regard to the problens faced by the
I ndustry; however, all regions identified thenselves as unique and
desire to have a regional and locally driven training plan and

program

TOURISM IN THE N.w.T.

From one region to the next, the size, extent and inpact of tourism
as well as the reasons for people to travel in these regions were
noted as being different. Most respondents indicated that they
expected tourismto grow slowmy but steadily over the next five
years, primarily because the N.w.T. offers a unique travel

experience. However, many respondents expressed concerns about

barriers to growmh and their ability to offer tourists what they
expected both in terms of things to do, and the quality of that

experience. Despite valiant and professional attenpts by
government and regional tourism associations to nmarket the regions
and attract tourists, the subsequent devel opnent of the industry
and attenpts to make natural wonders, adventures, and culture of

the North accessible to visitors, the industry in the territories

Is viewed as still being in a formative stage.

The typical characteristics of tourism especially the short
seasons, along with the relatively few visitors, have forced
enterprises to remain small, essentially unsophisticated, and hard-
pressed to generate sufficient funds to pour back into facility

devel opnent . Qutside of the major towns and cities, the visitor
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industry is not seen as a year-round activity that can sustain
per manent enpl oynment of numerous peopl e. It is interesting to
note, however, the high nunber of full-time positions that were

reported in the survey conducted for this study.

Ot her concerns expressed about tourismin the N.w.T. include the
fol | ow ng:

- difficulty for visitors in accessing the natural wonders
whi ch have been adverti sed;

- insufficient devel opnent  of par ks, attractions,
accommodat i on, rest aur ant and ot her aspects of
infrastructure to meet the expectations of visitors set
up by advertising;

- unprepar edness of comunities to handle and deal wth
the grow ng nunber of visitors;

- lack of understandi ng among |ocal s regarding the needs
of visitors for information, hospitality, feeling of
safety and security;

- high cost of travel to and within the Territories, and
hi gh accommodati on and food costs;

- inability to provide quality service on a consi stent
basis; and

ri sks associated wth starting a tourismenterprise and
in generating a profit in the short-run
Tourismin the Territories was viewed by nost of those interviewed
as a new industry in comunities, many of which are still in
transition froma traditional |and\water-based econony to a cash
and wage-based econony. Yet tourism was seen as an industry that
has the potential to link the two types of econom es and contribute

to sustaining aspects of a lifestyle and culture that is strongly
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rooted in the land or water.

Wthin the Territories there still exists the aura of mega-
proj ects. Sone interviewees suggested that some governnent and
busi ness projects like oil, mning, and pipeline devel opments make
tourism with its small Dbusiness, sl ow, I ncrenent al and
geographi cal ly di spersed approach to devel opnent and grow h, | ook
ungl anorous and unworthy of attention. Though this attitude is
changing, inattention to market needs, lack of a strategic approach
to devel opnent and human resource planning is deemed by sone as
bei ng tantanmount to disaster. Wil e nost respondents renmain
positive overall about the future prospects for growh of tourism

expiration of Econom c Devel opnent Agreenents, restrictions on
fundi ng i nposed by the Canadi an Jobs Strategy, possible restraints
on federal governnent and G.N.W.T. spending, and a | egislated
attenpt to enploy northerners, were all cited as problens that

could jeopardi ze business survival.

BARRI ERS TO EMPLOYMENT

Throughout North America the tourisnm hospitality industry appears
to be reeling froma "labour crisiS. " Even in the NNWT.

i ndustry operators voiced concern about recruiting and keeping
staff. Throughout the interviews and workshops a variety of
factors were raised to help explain the crisis. These factors fall

into the follow ng categories:
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transitional state between |and-based and cash or wage-
based econom es
- lack of education
characteristics of the tourism industry
I mages and attitudes toward the tourism industry

- competition for enploynent _
infrastructure support for tourism enploynent.

TRANSI TI ONAL ECONOMY

Qutside of some of the mmjor comercial centres such as
Yellowknife, there are many peopl e who have chosen not to nove into
a wage- based econony. Lifestyle, and the cyclical nature of living
off the land and sea, are viewed by sone operators as not
conpatible to enploying certain people in the industry. Even
t hough sonme of the skills associated wth the nore | and-based
econony are transferrable and usable, particularly in guiding,
various service related skills of escorting and conversing with
visitors may not come naturally and their inportance nmay not be
fully appreciated. Most operators indicate that there is a need

to ensure that guides are adequately trained.

More fundamental, however, is the perception that wages for entry-
| evel positions are low, particularly in conparison to other
avai l able jobs in construction. Operat ors enphasi zed, however,
that wages are not always a notivating factor. People want to do
jobs that they enjoy doing, that utilize the skills they have, and
that provide an opportunity for themto excel or be good at what
t hey do. Moreover, it was explained that opportunities for

socializing on the job are inportant to many enpl oyees. Some
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I nterviewees suggested this as a selling point for encouraging new

recruits into the industry.

Qperators of tourism facilities say that they require consistency
in their staffing levels. Wth new regul ati ons demandi ng t he
hiring of northerners, many operators expressed concern that their
rights in locating a nore reliable pool of 1labour will be
conpr om sed. Wiile virtually all the operators did indicate a
preference for hiring locally, this was not felt to be al ways

possi bl e.

POOR EDUCATI ON OR BACKGROUND

A nunber of operators expressed concern about the high drop-out or
failure rate at school, the lowering of educational standards,
poorly qualified teachers, lack of discipline in school, and
students, who because of problenms at honme, are disinterested or
too tired to learn. Interviewees said that many positions within
the industry require good witing, conmunications and arithmetic
skills. Entry |l evel enployees who |ack these either find it
difficult to find enployment in the industry or may find that the

opportunity for advancenent is limted.

CHARACTERI STICS OF THE TOURI SM | NDUSTRY

Wt hin t he territories, tourism out si de of t he
busi ness/ cor por at e/ gover nnent markets, is a highly seasona
I ndustry. Most of the tourism enterprises are smll and,
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therefore, there is little opportunity for pernmanent enploynment

and advancenment except in sone hotels, restaurants and, of course,

the transportation sector centred around the major towns.

The service nature of tourism demands interaction anmong enployees
and guests, nenbers of the community and visitors. Bot h
comruni cation and serving skills are essential. The assunption that
t hese are common sense and easily |earned was chal |l enged by nany
respondents. Yet the industry feels as if it has had to conprom se
its standards just to get people in the door to work.
Unfortunately, the pressure of service work during the high season
is often too nuch. Enployees, unprepared for the demands of work
in these situations, quit, resulting in a high turnover of jobs.
It was enphasized that the circle of understaffing, unprepared
staff, and manageri al anxiety, leads to guest or visitor

di ssatisfaction and creates a cycle of operational problens.

| MMAGE AND ATTI TUDE TOWARDS EMPLOYMENT

Respondents indicated that tourismis viewed as a part-tine
industry in many parts of the Territories; as such it is not seen
as an industry that provides career opportunities, other than
possi bl e entrepreneurial opportunities which do not result in quick
returns or high profits. This perception is seen as endem c not
only anong the school population and teachers but also anong many
government officials and comunity/native |eaders. It was

nmentioned that the stigma associated with working in the industry
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I's exacerbated by the perception of |ow wages, |ong hours of work,
wor k pressure situations, poor working conditions, lack of training

and ineffective supervision and management.

| ndustry representatives conplain that this perception of the
industry, while partially true, 1is changing and that there are
opportunities for those people willing to work and conm t
thensel ves to the industry. Indeed, industry representatives said
they provide job variety and chal |l enges beyond those offered in
many public sector positions. However, the follow ng problens were
evi dent:

the |abour pool remains small even though there is a high
rate of unenploynment in many conmunities;

some enpl oyees quit either because they put a |ow val ue
on the wages and time spent in the workforce or because
after working only a short time they do not want to
conprom se their u.I.C. benefits;

new arrivals to town may find initial enployment in the
i ndustry but |eave when better paying jobs in another
i ndustrial sector cone avail able;

some students returning from college or university for
the sunmer find enployment in the industry but the nost
skélled frequently nove on to higher paylng governnent
] ODS;

mega projects, whenever they have to hire, draw numerous
people away from the tourism industry;

turnover rates in certain occupational categories (e.g.
unskill ed work) can be quite high even though sonme of
t hese people are simply changi ng conpani es and not
necessarily leaving the industry; and

the high degree of seasonal and part-time enpl oyees
required by the industrg makes retention and training
difficulty to achieve. etention is further exacerbated
by relatively | ow wage rates paid to many of these
seasonal |y enpl oyed peopl e.
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The poor inmage of the industry has helped create a |abour crisis,

and while partial blanme can be associated with the inherent
characteristics of a developing industry, the industry itself
knowi ngly accepts nost of the responsibility. Wth reported
turnover rates of up to 400 percent in certain occupational

categories virtually every business indicated that it is faced with
a serious retention problem Sone interviewees said nuch nore
needs to be done to enhance the working environnents and the
skill/knowl edge base of those working in a wide variety of
occupational categories. Job stability and career nobility nust

be enhanced.

COVPETI TI ON FOR EMPLOYMENT
Governnent is the major enployer in the Territories. Smal |

conmpanies in the tourism industry said they cannot conpete with

the high wages and salaries offered by governnent; noreover they

i ndicated that they |lack the resources of government to train,

devel op and advance their enployees. Simlarly the industry cannot
conpete with the major oil, exploration, mning and pipeline
conpani es that can afford to pay high wages to attract people to
their canps. This problem may be exacerbated in some areas as new
proposal s for devel opment are inplenented. Consequently, the
industry feels that it attracts too many people who may be

functionally illiterate and difficult to train
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| NFRASTRUCTURE  SUPPORT

Some operators expressed dissatisfaction with the CElC prograns.

Because of the nature of many of the jobs in the industry they fee

as if their needs do not receive high priority. They believe that
CEIC representatives do not view the industry with sufficient
enthusiasm  Furthernmore, sone operators were of the opinion that
CEIC's identification of industry shortages was too |ow. They
noted that job vacancies were delisted if the enployer didn't renew
the job listing; however, the reality is that many enpl oyers give
up on finding applicants through the cerc. Non-renewal of a job
listing, therefore, 1is not necessarily an indicator of the job

being filled.

BARRI ERS TO TRAI NI NG

Virtually all respondents tal ked about the need to train and the
need for educated and notivated enpl oyees or people who were
considered “trainable”. However, nany operators tended to position
training as a luxury or a "like tO have", not a necessity or a

nmust have”.

Training was noted as a costly undertaking in terns of planning,
delivery and anticipated results. Tinme and noney have to be
expended; and when participants don't remain enployed and are
unable to utilize what they have | earned on the job, then the
training costs are viewed as expenses not investnents. As a

result, while the need for training is widely endorsed, many
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respondents are sceptical of commtting substantial sums of noney

to develop their enployees.

Many northerners, especially Native northerners, have not enbraced

the notion of formal education or training. Based on their

experience, respondents indicated that failures in training may be
a result of one or nore of the follow ng reasons:

The purpose of training is not clearly identified and
trainees can't see how they wll benefit from training;

Many courses are too long and/or |ocated too far away
fromtheir honme commnity; employers can’'t afford °
rel ease enployees, and enployees don’t 1like to be away
fromtheir famlies or comunities for too |ong;

Teaching and learning styles are not always matched;
cour ses and wor kshops t hat are perceived as

confrontational and threatening create anxiety and cause
people to quit;

Too much telling and instructing is found to be boring.
Northerners |earn best by doing; denonstrations work;

Some instructors don't sufficiently understand Inuit or
Dene culture and course materials frequently fail, 6 to
reflect and respect local culture and val ues. I'ndeed
| anguage is often a barrier; course nmaterials are not
translated or easily translatable; and

I nadequat e consultation between trainers and |ocal people
often leads to problenms that m ght otherw se have been
resol ved bef orehand. For exanple, people nay |ose
interest if course content doesn’t reflect, at least in
part, participants! interests or agenda, is not enjoyable
(fun), and is not nulti-sensory.

Many interviewees noted the need for funding programs in order to
underwrite the costs of training. However it was noted that when

the funding comes from external sources, particularly from

gover nnent, funding proposals have to be witten. Some
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interviewees feel that they have insufficient experience in witing

good proposals and in determning what they can really deliver.

Training is always assunmed to be needed for the people working in
the industry. Sone respondents noted a need to train tourists in
| nuit and Dene cul ture. Most Natives know a | ot about white
culture but whites know far less about the Inuit or natives. There
Is a need for good information packagi ng about the cultura

history and today’s life of the rnuit. Visitors need instruction
In respect, about the need to ask whether they may do this or that,

take pictures, go certain places, or do certain things. It has
been said that some visitors nay be adult but that they act and

behave as if they were children, *“dangerous children”.

TRAI' NI NG PROGRAMS

Training does take place for a variety of occupations in the

tourismindustry. Respondents made particular reference to guide
training but also discussed training prograns put on by individual

busi nesses.  Sone nention was nmade of progranms at Arctic College

Training is seen by nost respondents as being a vital part of
touri sm devel opment and a priority for future action. However,
education and training for the industry has suffered from neglect.
It was often suggested that little effort, time and noney has been
focused on the problem and what little education and training has

occurred is seen as increnental, ad hoc and lacking in strategic
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Qpinions regarding guide training in the N.Ww.T. differ from region

to region.

fol l ow ng

Simlarities in opinions tend to revolve around the

poi nts:

Every year nore and nore people go through Cuide Level
1 training because of the continuing need for nore
operators with the increased size of the market and high
attrition rate (a | arge nunber of people who take the

course either do not want to becone an qctive guidg.or
decide on another occupation, or only do “guiding

occasi onal |y, or conbine guiding with traditional
pursuits or wage work)

Training costs are very high particularly if
people have to be brought to a central I|ocation.
More enphasi s shoul d be put on giving courses in
i ndi vidual communities. In the Baffin it is
relatively inexpensive to brin? people to Arctic
Col | ege in Igaluit, but the College |acks the
facilities and environment for certain types of
realistic hands-on training:

Because each year new representations have to be nade to
the government for courses and funding, there Iéﬂ'%n
ongoing plea for core-funding for guide training. | de
training cannot afford to be run on a “shoe string”:

There is a need for nore native trainers who can speak
tEellanguage and have land skills as well as training
skills;

Quides and outfitters know a | ot about being on the |and
but they require nore instruction to help them understand
what the tourist expects and needs - information, safety
or emergency measures, training, CPR hOSﬁlta|lty, canp
set ups, survival training etc. Visitors have schedul es
whi ch often do not fit with the ad hoc and gggortunistic
way of |ife of many northerners. Mre enphasis nust be
given to understanding a different concept of ting;

Quides need nore training in how to be good
communi cators, how to be presenters of the environnment

and the culture, and how to denonstrate the ways of the
Inuit,
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- Mre regulation of guide training is needed and
necessary. Self-regulation is preferable because the
overnment can’t be everywhere. Suggestions were nade
or a local board which sets standards and reviews:
- At Guide Level 2 there is a need to reinforce many of
the things taught at Level 1, e.g., pre-hunt hospitality
and education of the sports hunter;

- There is a need for a Level 3 Qutfitters course in the
future as the market gets nore sophisticated; and

- Refresher courses are always necessary and inportant if
the quality of guiding is to be maintained.

Nunerous respondents tal ked about the necessity for interpretive
gui des and community hosts. There are a variety of tasks that need
to be performed, for exanple, a comunity |iaison person who works
w th package tour operators, outfitters and guides to translate

mar ket demands into quality products, services and experiences

It was suggested that training in these areas include show ng
peopl e how to research their comunity; develop and |ead comunity
tours; put together a useful brochure; sell the comunity on the
benefits of tourism interpret history and culture; bring a
community to life; learn how to satisfy visitors and handle their
probl ens; encourage the comunity to take nore pride in itself;
educate about litter canpaigns; neet and greet; match visitor
wi shes and desires with what citizens and businesses in the
community can offer; and, facilitate community planning for

managi ng visitors.
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ON- THE- JOB TRAI NI NG

Many study participants suggested that the seasonal nature and
smal | size of many tourism businesses often preclude expenditures
of time and noney on training. However, those |arger
acconmodation, foodservice and guiding firms operating in the towns
have conducted and encouraged participation in on-the-job training
programns. Enmphasi s has been, for exanple, on practical skills
associated wth conputers, front-desk work, wai ter/wai tress
training. The approach that is usually taken is that a supervisor
or senior staff nenber conducts the training sessions, shows what
is to be done and then gets the enployee to do the task. This is
followed by some sort of evaluation. Alternatively a new recruit
shadows a senior staff nenber and picks up what needs to be done

by observing, doing and then being corrected on m stakes.

Most firns admt that their on-the-job training prograns are
i nadequat e due to labour turnover and | ack of supervisory tine to
conduct  training. Supervisors are often ill-prepared or

insufficiently trained to be effective trainers.

Despite the difficulty in continuously offering on-the-job
training, nost firnse admt that they would Iike to focus nore
attention on their enployees, nake an investnment in their careers,
and thereby reap sonme of the rewards for their organization. In
this way, on-the-job training allows a firmto build upon the human

resource assets they already have and to help enployees develop a
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sense of value, sets of skills and the standards for service nost
appropriate to the firm However, it was noted that good enployees
who benefit the nost fromthe training have a tendency to |eave for

hi gher paying jobs, usually in governnent.

There was general agreement that tourismtraining is best |inked
directly to the jobs that people are actually doing at the tinme,
or to jobs which they have an expressed interest in and have rea
likelihood to be able to do in the near future. There was
consensus that, where possible and feasible, the training should
be either directly on-the-job, or in a community Setting.  The
training nust be of the “show and do variety, and there nust be
opportunity for participants to repeatedly practice What is being
denonst r at ed. Telling should, wherever possible, follow doing
not precede it. It was also suggested that it would be helpful if
participants could do things together rather than individually.
Training nust be active and enjoyable. Were possible and feasible
an Inuktitut speaking trainer or co-trainer should be used. Non-
| nuktitut speaking trainers should be experienced with working
t hrough translators. The English language curriculum or manua
must be readily translatable into Inuktitut. Consequent ly,
particular care should be taken in the preparation of these

materials to reduce the nunber of jargon words to a m nimum
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ARCTI C COLLEGE PROGRAMS
Most interviewees wanted to discuss the role of Arctic Coll ege.
They basically suggest that Arctic College has made a few good

attenpts to work with the industry to develop relevant industry

cour ses. Some cook training, funded by CEIC, has been done but

with limted success. While industry demand exists, it was noted
that student interest is very low  Wthout this interest from
students Arctic College said it would be unlikely to invest in

devel opi ng educational prograns for the industry.

It was suggested that formal education and long, canpus-based
prograns do not seemto be a valued commodity in the Territories.
Those bright students who matriculate from high school are streaned
into the colleges and universities in the South. Very few show any
interest in working in the tourism industry. | ndeed one
accommmodat i on business provides schol arships to deserving students
in their community; however, not a single one of these students has

enrolled in an industry-related program of studies.

Arctic College is viewed as doing valuable work in upgrading
students and in offering prograns in managenent and entrepreneuri al
st udi es. Graduates of these programs could be brought into the
i ndustry, but a few respondents indicated that many of the courses
in conputers, custoner service, accounting and marketing are

generic. One respondent indicated that tourist industry exanples,
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case studies and project work could be used to portray the role

pl ayed by tourismin the econony of the Territories.

Arctic College is the major institution delivering courses and
prograns to meet adult education and training needs in the NWT..
According to its Strategic Plan, 1990-1995 it intends to give
priority to adult basic education and academ ¢ upgrading, though
career prograns and university transfer courses will renain
i nportant aspects of Col|lege programming. Mre active involvement
in training partnerships with businesses and organizations in the
N.W.T. Will be sought. Priority will be given to career prograns
that prepare northerners for positions in a nunber of industries,
particularly tourismand hospitality, and for people who wish to

establish and operate snall businesses in their hone communities.

During the 1990-1995 period, Arctic college will oPerate siX
canpuses throughout the N.W.T. -- Fort smith, Igaluit, Inuvik,
Rankin Inlet, Canbridge Bay and Yellowknife; however, in order to
contain costs and ensure high quality prograns, it should be
poi nted out that there may be novenent toward canpuses that
speci alize and deliver prograns in certain occupational fields.
Arctic College does intend to increase geographic accessibility to
adult education, but geographic accessibility to career prograns
wi ||l be secondary in inportance to strengthening these prograns.
The Col |l ege, however, is desirous of enhancing its capacity to

devel op and deliver courses and prograns that use non-traditiona

Yo
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and technol ogi cal | y-assisted instructional approaches.

At present Arctic College's offerings in the tourismhospitality
field are scattered anong various divisions and taught at different
campuses within the College. As Table 41 reveals, these courses
may be part of a programin business, environnental studies, human
service and trades and technology. Enrollnents in these classes

rarely exceed a dozen students.

Tabl e 41

Specific Tourism Hospitality Course O ferings
at Arctic College, 1989-90

Campus Program Course Title

Nunatta Administrative Studies ADM100 Tourism Principles and Practices
ADM Hospitality Training

Aurora Management Studies ADM 240 Tourism
ADM 342 Tourism
ADM 343 Tourism
ADM 344 Tourism
ADM 345 Tourism

Nunatta Envi rommental ADM 020 Wilderness Travel
Technology Survival and Search
and Rescue Techniques
ADM 344 Parks and Tourism
ADM 345 Parks Design and Management

Thebacha Renewabl ¢ Resources ADM 172 Parks Introduction
Technology ADM 254 Parks: Design and Management
(Most) Guide Training Level |

Level Il Big Game Guiding
Level 11 Interpretive Guiding
Level li Sport Fishing

Aurora  Recreation Leaders sane courses are applicable
Aurora/  Introductory Cooking al Lcourses are appl i cable
Nunatta/
Thebacha
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The guide training program has been the nost successful of the
tourism hospitality programs offered through Arctic College. The
| east successful in terns of enrollnment and student conpletion

rates have been the cooking trades courses.

Short courses sponsored by such agencies as the Chanber of
Commerce, ceIc and the Tourism Industry Association, and delivered
recently through Arctic College, include Visitor I|nformation
Techni ques (Fort Smith) , Hospitality/Fast Food (Fort Providence) ,
Quide Instructor Trainee (Fort Smth), Janitorial/Housekeeping (Hay
River) , Managenment Skills Devel opnent/Basi c Bookkeepi ng/ Busi ness
Plan Devel opnent/Proposal  Witing/ Tourism Marketing/ Train-the-
Trai ner (Yellowknife) and Cooks Hel per (Fort Nornman). A fifteen
day waiter/waitress course was put on in Hay River and Lac LaMarte;
and an intensive Hospitality Training course was put on in Fort

Smth and Canbridge Bay.

Not wi t hst andi ng t he purpose and objectives of the current study,
certain individuals at Arctic College, notably at the Thebacha
campus (Fort Smith) and the Nunatta canpus (Igaluit) have initiated
education and training proposals that have the potential of serving
the best interests of the industry. For exanple, the proposals at
Thebacha incl ude devel opnent of a 5-6 day intensive nanagenent
devel opnent program based on an outward bound type of operation.
Anot her proposal is to provide a series of highly relevant short

courses for operators of various types of tourism businesses. The



201

nmodel for this programwould be the Tourism and Lei sure Devel opnent
Unit, Herefordshire Technical College in England. PICK-UP, which
stands for Professional Industrial and Commercial Updating, offers
such courses as Sal es Action Plans, Basic Bookkeeping, Menorable
Meal s, and Anal yzing Advertising. At the Nunatta canpus there is
a proposal to bolster its current admnistrative studies program
to give it a stronger tourismhospitality focus.

One accommodati on executive noted that his firmworked closely with
col l eges offering cooks training in the south. H's firmprovided
sunmer work opportunities or internships. The potential for
learning, therefore, nay provide a pool of labour as well as
represent an opportunity to send interested students from the

Territories to study tourismrelated skills.

Wil e sonme interviewees said it would be nice to develop a centre
of excellence for tourism studies, a nunber of respondents
identified sone of the mmjor drawbacks to developing formalized

prograns at Arctic College:

a limted pool of students;

- high illiteracy rates and a need for upgrading among nmany
of the interested applicants;
reluctance in leaving the local community for education
particularly for long periods of tineg;

- inability to afford the travel and cost of living in
anot her | ocal e;

- famly obligations;

- faculty/staff menbers who may not understand | ocal
customs, and nmay be unreceptive to different ways of
| ear ni ng; v

- difficulty in releasing enployees who m ght want to

attend because of staff shortages.
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Arctic College and its satellite canpuses, however, were identified
as venues at which carefully designed and nodul arized training
prograns could be offered. | ndeed the college could be involved
in the design and delivery of specialized courses for which the

i ndustry can identify a need.

SECONDARY  SCHOOL

Since few students proceed with their education beyond high school
mention was made of encouraging co-op programs with the industry.
It was observed that there has been sone success wth these
prograns in the South, but care and consideration nust be given to
assure that the |earning objectives of the student are net.
Suggestions were made that the industry could be used as an aid in
| earning custoner service skills, conputer skills, some basic
supervi sory and managenent skills, retail, guiding and outfitting
practices and skills, as well as sone food and beverage preparation
and service skills.  The suggestion was al so made that sone high

school s take a nore vocational approach to education

Because tourismis a comunity industry, interest in ensuring that
residents were nore aware of l|ocal history and culture was
expressed. | deal Iy this know edge could be a clearly definable
part of the elenentary and secondary school curriculum Concern
was expressed that the curriculum does not adequately cover these

topics in all communities.
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OTHER TRAI NI NG COURSES/PACKAGES

Mention was made of special seminars put on by the Federal Business
Devel opnent Bank. VWile much of the subject matter was generic in
nature, sonme of the courses received glow ng reviews while other
courses were seen as nediocre. The key to success seened to be
whet her the course had a practical, non-theoretical orientation

and was carefully designed for the audience in attendance

On occasion, nention was made of courses sponsored by a regiona

t ouri sm organi zati on. Few were seen as helpful. Ei ther the
instructor was poor, not thoroughly versed in northern ways, or
unaware of the needs of the audience. Again the call was for
practically-oriented courses in which the course material had

I mredi ate relevance to the job or occupation.

Equi prent nanufacturers, especially conputer conpanies, have their
own training packages. However, many of these presune a high |evel
of literacy and conceptual thinking. By and |arge respondents felt
they were inappropriate for the type of people working as cashiers
or waiters or in front offices. Arctic Cooperatives Ltd. was
mentioned as an exanple of an organization that was dedicated to
of fering good in-house training for its employees, sone of whom

work in hotels and restaurants.
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ROLES AND RESPONSI BI LI TI ES

Several agencies were identified as having sonme responsibility for
tourism and hospitality training. CEIC is a significant funding
source and targets the unenployed to receive training. Econom ¢
Devel opnent and Tourism supports product devel opnent and needs
identification for tourismtraining through its main canpus and
comuni ty- based staff. Arctic College works to deliver community
training prograns, including workshops, courses and certificate and
diploma prograns through needs identification, curricul um
devel opment and course delivery. Conmunities have resident adult
educators who do needs identification, pronote courses and assi st
in the delivery of courses and conduct direct training in the
communities. Wiile it was suggested that they can be supportive
of tourismtraining, they do not necessarily have the expertise

thensel ves to actually deliver the workshops and courses.

The tourism hospitality industry in the regions is represented by
Tourism Associ ations who were identified as agencies which can and
sonmetimes undertake needs identification, assist in curriculum
content and delivery nethod, and advertise and pronote workshops
and cour ses. Certain Qutfitters and Cui des Associations also
devel op curricula and deliver courses. The industry, especially
the larger operators of hotels, do their own on-the-job training

Arctic Cooperatives Ltd. undertake a lot of its own on-the-job

training and training workshops and courses in the hotels it owns.
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Overlap between these agencies Wwas of concern resulting in sone
uncertainty as to responsibilities and lack of comunication
The latter is understandable given the distances between
communities, and the fact that all the agencies have nunerous other
responsibilities which take precedence over tourismtraining. It
was expressed that there is generally good cooperation between

agencies, but lack of effective coordination.

FUNDI NG FOR TRAI NI NG

For the nost part funding for industry training Prograns sPonsored
by Arctic College conmes out of the ceEic and the Canadi an Jobs
Strategy. Because the strategy is intended for people receiving
unenpl oyment and welfare benefits and provide them wth
occupational skills, funding is not normally intended for short-
term ad hoc prograns. Many interviewees were quite critical of
the strategy because they did not perceive it as addressing
i ndustry needs. Moreover, it was stated that few of those taking
the courses actually pursued enployment and Work in the industry

after taking the courses.

CEIC's mandate is to train for enploynent. They state that they
view the tourismindustry as a priority area and indeed they have
funded courses; however they want to see a coordinated approach to
training and education requirenents. They al so recogni ze that
there are regional or local comunity differences. As such, CEIC

wants to see an identification of job or occupational shortages;
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a ranking of human resource needs training; and a strong Tourism
I ndustry Association commtment to the process. ceic believes that

i ndustry personnel are not taking full advantage of the courses
offered by Arctic College and that individual businesses have been
unable to send or sponsor their enployees to upgrade thensel ves
academcally, or to take specialized courses. One of the major
difficulties recognized by ceic is that enployers are often short-
staffed and consequently hard-pressed to rel ease enployees from
work. There may be a lack of know edge about courses; the courses
may be offered too far from potential recipients. Wil e sone
busi nesses say they support certain courses there nmay be
insufficient "buy in” fromthe industry as a whole. Fi nanci al

support of enployees who m ght benefit could also present a
problem Regardless of these difficulties CEIC still |ooks to the

industry to take a leadership role in training and funding, though

not necessarily in training delivery.

From the industry’ s viewpoint there is a msmatch between training
needs and agency criteria; and this is of major concern. First,

Is the problemof limtations in the welfare system It is assuned
that some jobs in the tourismindustry nmay pay wages that are |ess
attractive to many local residents than the social assistance
schenes available to the population. Moreover, social program
rules are viewed as rigid and unresponsive to local conditions.

Second, the industry is concerned that there is nore effort put

towards training unenpl oyed people rather than those who are nost
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likely to fill specific jobs in the industry My of the
respondents did not agree with the approach ©f the federal
gover nnent which focuses attention on the unenployed individua
rather than the locus of potential employment. They suggest ed
provi ding increased assistance for creating training opportunities
to those who are supplying the jobs. This would provide greater
di vidends in enployment in the long-term |t was suggested that
many of the |ocal people who participate ih the present job

training schenmes do so only to naintain access to the soci al

assi stance program

One informant suggested the prevalence of a ‘geared to failure’
attitude on the part of many service providers. 100 many training
prograns are being inplemented by people who don’t believe they
wi |l have the desired effect and so consequently they often don't
succeed. It was suggested that a nunber of the training efforts
were systemdriven and did not represent a sincere attenpt at

probl em resol ution

Anot her maj or drawback to training is the uncertainty of funding.
As a consequence, sone respondents would like to see core or base

funding for priority courses and workshops.

PRI ORI TIES FOR EDUCATI ON AND TRAI NI NG

Deci si ons about education and training requirenents for the tourism

industry are conplex. There seens to be |little awareness of the
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enpl oynent opportunities within the industry. There are, however,
a wide variety of occupational and career opportunities in a
di verse set of businesses (accommodation, foodservice, guiding, in-
bound travel conpanies, transportation, travel agencies, and tour
conpanies) . It was pointed out that the industry desperately needs
trai ned enpl oyees but is hard-pressed to rel ease enpl oyees for
training due to already |ow staffing levels. Fiscal restraints,
| ack of professional trainers or people capable of conducting
training, a multicultural diversity of enployees, some of whom may
be illiterate, which creates special problens, and too nany
training groups, each with vested interests, are other problem

facing the industry.

In light of these constraints respondents called for the follow ng:

a unified, coordinated approach to training involving
all stakeholders - industry, ceic, Advanced Educati on,
Economi c Devel opnent and Tourism Arctic Col | ege which
reflects regional interests and is controlled by the
regi on;

- site specific training;

- enphasis on on-the-job training programs focusing first
on basic customer service skills:

i nnovative nethods for delivery courses appropriate to
regional requirements, learning abilities and Iearning
styles of participants;

- identification of sonme generic courses that cut across
occupational categori es;

movenent toward occupational standards and certification
prograns along the lines of those being devel oped by
I ndustry associ ati ons and vari ous provinci a
organi zations operating in British Colunbia, Al berta,
Saskat chewan, and Newfoundl and,
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comuni ty-based tourism planners and MTnagement advisors;

co-op and apprenticeship prograns.

Sone respondents noted that a special effort needs to be directed
at the high schools and the conmunities at large. Current tourism
awar eness prograns Were evaluated as being deficient in building
and creating an appropriate inmage for tourism and enpl oynment and
entrepreneurial  opportunities in various types of tourism

busi nesses.

Because of the large nunber of small businesses, @ need for

entrepreneurial and managerial courses was identified. Cour ses
in accounting, cost control, marketing and human resource
managenent were mMentioned as being inportant. However, —entry

level s into some courses may require @ high school diplom.

It was suggested that many enpl oyees in tourism business |ack the
experience of actually being a tourist. This was cited over and
over again as a major reason for the difficulties in inproving the
quality of service in the industry. Simlarly, lack of experience
with facilities better than those in Which enployees and the self-

enpl oyed are working at present was & SO cited as an lnportant

factor contributing to some inadequacies in quality of service.

It was recommended that prograns be initiated through which guides,

outfitters, hotel and food enployees, and community tourism

managers and hosts are able to visit and work for short periods of
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tinme in successful tourism enterprises. These facilities should be
simlar to those in N.w.T. communities, but offer nore effective

client-oriented service.

It was suggested that tourism training needs can be net through
wor kshops, short courses of a few days to a few weeks, and, in the
| onger term through diploma prograns. Wor kshops and shorter
courses would be directed at individuals already in a job, for
exanpl e, those already doing an activity such as guiding, and to
t hose who have the notivation to do a job or activity connected
with tourism and tourists. Because these courses would relate so
directly to particular comunity settings, equipnent, individual
skill levels, and personalized needs, the nunbers taking the
courses are likely to be quite small, fromfour or five to fifteen

or so. In nost cases the courses would best be held in a community

~in which a need has been nost strongly identified. Some may be

conpl enented by classroomlearning |located at a school or an Arctic
College facility. Use of these facilities reduces the cost of
accomodation and food, which is very high in the snaller
comunities. At the same tinme it increases the need for financial
and other types of support by participants but alleviates the
difficulties of being away from hone for wonen and nmen with

fam |y obligations.

During the interview and workshop sessions a series of

recommendati ons were put forward with regard to short courses and
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certificate programs. These include:

Wrk towards a nore structured approach to tourism
training with on-demand workshops and a three |evel short
course training structure. The guide training program
I's a good nodel :

Level 1 (Basic), entry qualifications: currently
on-the-job or pre-job interest; good |and skills,
or sone |land skills and some English

Level 2 (internediate), entry qualifications: Level 1
as a prerequisite, or appropriate skills and experience,
on-the-job or interest in job change, sone English

Level 3 (advanced) , entry qualifications: Level 2 as a
prerequisite, on-the-job or interest in job change, good
English and sone Inuktitut as appropriate.

Wrk towards a nodul ar system of training delivery at
the internediate and particularly the advanced |evels so
that trainees can take advantage of nodules already being
offered through comunity and regional programs of Arctic
Col | eges.

Wrrk towards devel opnent of an Arctic College-certificate
program for selected aspects of the tourismindustry
which mght focus on guiding and outfitting, interpretive
gui ding, tour operation, facility management, and which
m ght utilize nodules from existing progranms such as
Envi ronnental Studies and Business Mnagenent.

- Develop ways in which students who have conpleted related
programs, ~for exanple in business admnistration or
environnmental studies, can have those contributing
qual i fications recognized towards Level 3 or certificate
programs in tourism

Consider a registration or even a Iicensin? system for
gui des, outfitters and tour operators directly linked to
a three level training course and/or certificate program
in order to set and maintain standards of performance in
the tourismindustry.
In the Baffin region respondents identified a twofold priority for
tourismtraining workshops and short courses, though these

wor kshops have equal rel evance for other regions. One is for
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improved training for guides and outfitters. These people are the
key link between the high quality advertising about the scenery and
the Inuit culture which brings tourists to the region. The ability
and quality of the outfitters and guides determne directly whether
the tourist has a satisfying experience in the Baffin which

approaches the expectations built up by the advertising

The second priority is for further training to inprove the quality
of service to the hotels and food outlets. Quality is presently
very variable. Some effective training is being done by the hotel
managers with their staff on-the-job and is resulting in quality
operati ons. Arctic Cooperatives Ltd. has its own training
capability. Nevertheless there is a need for training in the
comunities which have hotels that are not at present able to

provide effective on-the-job training.

TRAI NI NG FOR GUI DES AND QOUTFI TTERS
Speci fi c workshop and course reconmmendations for Cuiding and
Qutfitting include the follow ng:

- @uiding Level 1 delivered regularly at |east once a year
in the off-season and held in a different community with
emphasi s on those expressing the need for the course, but
available to those fromother communities. Content as
presently given, and including neeting and greeting the
tourist, safety and equi pnment mai ntenance, guiding and
outfitting as a business;

- @uiding Level 2 Sports Hunting delivered on an annua
basis with location for the course split between Igaluit
and a comunity involved in the sports hunt; the need for
the course to be reviewed every two years to deal wth
shifts in demand.
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Guiding Level 2 Interpretive to be given on a pilot basis
to include: interpretation of Inuit past and
contenporary culture, the way of Iife, and understanding
of the environment; plus refresher and reinforcenent on
t he service aspects of guiding such as need of the
tourist, neet and greet, and outfitting as a business;
Quiding Level 2 Interpretive to be given on an annual or
bi annual basis and rotated between different communities
(after evaluation and nodification/adjustment to the
curriculum and course delivery method)

- Quiding Level 3 Interpretive. There is an energing need
for interpretive training at a nore advanced |evel than

is reasonable for Level 2. There are two rather
diverging views on what this should entail.

One view supports interpretive guide training which enphasizes a
“show and tell’ approach on the part of the guides to provide the
tourist with an understanding of past and contenporary Inuit
culture, custonms and way of life, and understanding of the
environnent. This is simlar to what is suggested as the focus of
the Interpretive Level 2, but with nore enphasis on how to show and
how to tell the story of the local comunity, culture and
envi ronment through Inuit eyes and Inuit experience. [ nevitably
this would include the mammals, birds and fish which sustain the
subsi stence livelihood, and the ice and snow, |ight and darkness

which are such a distinctive feature of the Baffin environnent.

The other view is that interpretive guiding should enphasize the
science of the natural environnment. This would include geol ogy,
geomorphology, gl aciation, permafrost, and details of the flora

and fauna.
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The najority view fromthe communities and fromthe regional |eve
Is that the nore advanced interpretive guide training should
enmphasi ze showing and telling of the Inuit past and contenporary
culture and environnent with | ess enphasis being placed on the

scientific approach.

It was recomended that this should be the enphasis for devel opnent
of a pilot Quide Level 3 course, which would build on the Guide
Level 2 Interpretive course. It would be directed to people with
a high level of land skills and some ability in English, or to

younger people with some land skills and good ability in English.

There may al so be a need for the nore historical, archaeol ogica

and scientific environmental Interpretive @i ding course at Leve

3. Gven the likely content of the course curriculum it was
suggested that academ c entry requirements for the course would
have to be nore rigorous than for the other Guide Levels 1, 2, and
3. The course may require high school graduation, or Gade 10, or
Col l ege. Land skills, though inmportant may not be such a necessary
prerequisite for this course in conmparison with [evel of academc
achieverment. In the final analysis, all respondents suggested that
the course nust be presented at the appropriate |evel of
I nstruction which de-enphasizes the academ ¢ approach and stresses

the personal qualities of those in the course.
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It is possible, therefore, that two Interpretive Guiding courses
w |l be needed at Guide Level 3.

CQuide Level 1 and 2 courses need to include conponents which
assist the guide in recognizing and providing for the needs
of the tourist;

Refresher and updating workshops are needed for gui des who
have already participated in Guide Levels 2 and/or 3, again
focusing on recognizing and providing for the needs of the
tourist. These are inportant because of the range of tourist
expectations and changes in demand from nore sports-and
hunting-oriented tourism to Inuit culture, wildlife view ng
and phot ography and adventure tourism

Each new course requires careful needs identification so that
the course is geared to existing and energing job
opportunities; prototype curricula and delivery nethods
appropriate to the experience and skills levels of the
participants and witten in |anguage which is translatable;
training of trainers both external and Inuit; pronotion

through the Baffin Tourism Associati on and early advertising
in the comunities; and careful post-delivery evaluation

TRAINING FOR TOURI SM AT THE COMMUNI TY LEVEL
There are several needs for tourismtraining at the conmunity
| evel . Al have to do with how the tourist is net and nade
wel come, how the tourist |Iearns what to do and not to do in the
Arctic environment, how the tourist finds out about |ocal
amenities, and how the tourist finds out about the local history,
geogr aphy, and past and present culture. It is inportant to point
out , however, that training is only one aspect of what is needed
to address this set of issues. Nevert hel ess a nunber of
recomrendati ons were nade:
- Workshop on “neet and greet” and hospitality for a
variety of participants, including guides and outfitters,

local tour operators, summer student community touri st
gui des and greeters. This could be given in and for a
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single comunity, or for a group of comunities.
Curricula and nmanuals are already available in the Baffin
Regi on, but may need mnor revisions for particular
communities and sets of participants.

Devel opment of Level 1 and Level 2 courses on Comunity
Tourism and Community Trip Devel opnent and Delivenﬁ.
This would include nmeeting and haospitality. I't woul d
also include research and witing and” updating of

information for the tourist and preparation and use of
panphl ets, comunity maps, tourism notice boards at the

airport and around the community, running of a community
tourism information <centre, Tresearch,” organization,

runni ng and actual delivery of guided or self-guided

communi ty wal ki ng tours.
It is unlikely, however, that individuals or communities will be
maki ng a strong demand for such courses. The notion of managing
or directing the Qallunaag (visitor) 1is not sonething of which
communities can conceive. Directing or controlling anyone,
particularly adults and Qallunaag, iS a culturally alien notion to
nmost Inuit. This is not to say that such nmanagenent is not

necessary if comunities are going to benefit fromtourism and not

be alienated by the behaviour of visitors, but the necessary

managenent concepts nust be taught effectively:

TRAI NI NG For THE ACCOVMODATI ON AND RESTAURANT SECTOR

A nunber of interviewees identified a priority for workshops and
occasi onal short courses on aspects of hotel services and food
preparation. These courses would supplement on-the-job training
carried out by sone operators, and the training provided by Arctic
Cooperatives Ltd. and others. Priority was also given to the need
for customer service skills, understanding front office procedures

and conputers skills as nore operations are likely to be
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i ntroduci ng conputerized front and back office systenms and point-

of -sal e systens.

COMMUNI TY TOURI SM BUSI NESS ADVI SORS

There were four other suggested ways of providing training to
increase the effectiveness of the tourismindustry. Tvwoof these,

the Community Tourism Business Advisor and the Community Tourism
Pl anni ng Advisor (the actual nanes are not so inportant; it is the
notion that matters) are directed to on-the-job training and
assistance to individuals in their jobs and managing tourismin
community settings. The third, a co-op or apprenticeship program

woul d enable an individual to get training while on-the-job and to
have time off-the-job to take nore formal instruction. The fourth,

an external tourismtraining visit and work experience, woul d
provi de those already engaged in sone €ssential tourismactivity
in the Baffin to visit other facilities, both as a tourist, and as
a student. This external visitation program would also support
short work experiences in other simlar but nore established
busi nesses. These four training options were not elaborated on in
any detail; however, they energed as possible effective training
met hods during the interviews and discussions and are inportant

conpl erents to workshops and courses.

The community Touri sm Busi ness Advi sor could be handled in many
ways. For exanple, he or she could be resident in a community for

a period of several nonths up to one year and then nove on to
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anot her community, or could be responsible for several communities
at one tine. The advisor would work directly with micro-
entrepreneurs and small business people active in guiding,
outfitting, arts and crafts (and in the future perhaps in honestay
accommodation) to assist in the devel opnent, application and
reinforcenent of business skills. As in the courses, the skills
include elenmentary bookkeeping, inventory and adverti sing. The
Advi sor woul d al so hold workshops in which small business people
coul d share their know edge. The Advisor would work closely with
the community adult educators, and could also work with the |ocal
school to introduce and reinforce notions of mcro and snall

busi ness to high school students.

Many conmmunities would not require a full slate of the services
" that have been outlined. Mny of these functions could be handl ed
by people already in place like the R.T.0. or the Regional Tourism
Association Executive Oficer. What is inportant is that
communities struggling to upgrade their tourism industry have

: access to expertise and advi ce.

The Community Tourism Planning Advisor would work with whatever
| ocal tourism organizations existed in the comunity. In some
communities there is an active Hunters and Trappers Associ ati on,
in others a Tourism Conmmttee which is a sub-committee of Hanl et

Council, in others there is an Qutfitter Association. The Advisor

|
|
l
|
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woul d work with the organizations and with the community to devel op
a comunity-based strategy or plan, and to inplenment it. The
Advi sor woul d undertake community level training in planning,
researching, and nmaking comunity information panphlets for the
visitor and could assist in devel oping comunity-guided or self-
gui ded wal king tours if these were part of the community strategy.
The Advisor would carry out neet and greet hospitality workshops,
and train comunity tourism hosts and guides. Cbviously, the two

roles could be perforned by the same individual

co~oP APPRENTI CESHI P TOURI SM TRAI Nl NG PROGRAM

Co-~op and apprenticeship prograns were recomended for school
| eavers and adults to help them get on-the-job training plus
release tine to attend workshops, short courses or diploma nodul es.
The participant would need to receive sone financial support, as
woul d the operator accepting the participant. The operator would
thus accept responsibility for ensuring regular on-the-job
t raini ng. This type of program requires strong support fromthe
tourismindustry as a whole, to provide the training and to be

supportive of the graduates of the program

EXTERNAL TOURI SM TRAI NI NG VI SIT AND WORK EXPERI ENCE PROGRAM
This program referred to in other parts of this report, is for
peopl e already self-enployed or in jobs central to the tourism

i ndustry. The program woul d provi de support for participants to
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visit other facilities. The purpose is twofold: to enable the
i ndividual to have some experience of being a visitor, and to |earn
about the sorts of facilities that exist elsewhere in the industry.
The program would al so provide for short work experiences outside
the region, in facilities or in work settings simlar to those of
t he region. The facilities or work setting chosen shoul d be
representative of a good quality facility and service. Such a
program woul d require the cooperation of the tourismindustry and

of individual owner-managers in support of upgrading.

In conclusion, the interview and workshop sessions conduct ed
throughout the Northwest Territories produced much val uable
i nformation. This information represents the ideas and opinions
of informed operators of tourism businesses, conmunity [eaders,

and educators, trainers and government officials

| npl i ions: The interviews and wor kshops identified nunerous
opinions and attitudes regarding tourism hospitality education and
training. Questions that arise fromthis data include:

If each region desires control over industry training, howis
this best acconplished?

How shoul d community education and training for the visitor
I ndustry be best handl ed?

How can education and training overcone some of the inherent
probl ens associated with industry characteristics, and the
difficulties associated w th poor planning of training
prograns?

Shoul d education and training be extended to visitors?
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How can the guide training program be further i nproved and
st rengt hened?

If training is best linked to the jobs that people do, how

are training prograns to be customzed to fit the needs of
different enployers?

What should the role of Arctic college be in delivering
educational and trainin? prograns, and 1n what ways can the
I ndustry inprove its relationship with the College?

How shoul d the tourismhospitality industry be best introduced
to students in the secondary schools?

I n what ways can the industry inprove its relationship wth
the cexc so that both their interests can be served?

What is the nost appropriate way of building a unified,
coordinated approach to training involving all stakehol ders?

In what ways can industry, education and training be designed
to best neet the needs of regional requirenents and the
| earning styles of participants?

Wiat are the nost appropriate ways of initiating and

coordinating external training visits and work experience
prograns?

Are the positions of Community Tourism Advi sor and Community
Tourism Pl anni ng Advisor feasible?

How can a co-op or apprenticeship program be nost effectively
i ntroduced?

Does Arctic Col |l ege have sufficient resources (financial,
teaching and technological) to actually respond to and deliver
on academni ¢ programs, short courses and other on-the-job
courses suitable for the industry?

Are there other nodels that Arctic College can draw'%P [N
order to respond to industry’'s need for training? ndeed,
what should be the role of Arctic College in this regard?

Are Arctic College’'s prograns and courses suitable and
appropriate for the industry?
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TOURISM/HOSPITALITY | NDUSTRY TRAI NI NG | NI TI ATI VES
This section provides information on individual business training
endeavors and training activities sponsored Or initiated by the
Touri sm I ndustry Association of the Northwest Territories. As the
list of courses noted in Table 42 indicates, some of the business

operators interviewed nentioned that they had organized training

sessions for their staff. Few of these courses, however, were
offered on a continuing basis but were on a “need to have,” “time
to have” basis. In certain cases, Arctic College may have

approached various businesses to encourage themto send their
enpl oyees to courses; in other cases individual businesses or
groups of businesses mght have initiated the idea of courses.
The value of these courses to enployees and the respective
conpani es has been difficult to eval uate. I'n many cases,
deficiencies in the delivery of the courses, course timng, course
content and teacher effectiveness were noted.

Tabl e 42

Listing of Courses and Training Sessions O fered by
Tourism Hospitality Businesses

Front office receptionist skills
Custoner/Visitor relations

Poi nt - of -sal es system (cash registers)
Front office posting machine/ conputer
Public relations

I nterpersonal relations

Guest service

Cul tural awareness

Handl i ng and managi ng groups

Team bui | di ng

Sanitation and cleanliness

Food and beverage nmanagenent

Training the trainer (supervisor)
Motivation workshops

Beverage service
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Conpl ai nt  handl i ng

Housekeeping and janitorial skills
Vaiter/waitress skills

cook training - preparation, serving
Food presentation

Menu pl anni ng

Enpl oyee/visitor attitudes

Bag, |uggage service

Safety and first aid

Mar ket i ng

Publ i ¢ speaki ng

Supervi sory nanagenent

Bookkeepi ng skills

Guide training - all levels
Specialty courses on guiding

Time managenent

Tour | eader/ operator

Visitor information centre/host skills
Interpretive guiding

Hospitality and tourism awareness

Many busi nesses ideally wanted to conduct nore training for their
enpl oyees but expressed concerns regarding cost, timing and |ack
of resources. Interviewees expressed a preference for nore or |ess
cont i nuous on-the-job training to be conduct ed by
supervi sors/ operators\owners, but noted that few people in a
supervisory capacity had the know edge or ability to train
effectively. Qperators of small, entrepreneuri al types of
busi nesses, however, expressed a need for accessibility to courses
or trainers who would be willing to cone into a firm and conduct
on-site training that would be relevant to their needs and

situation.

The Tourism Industry Association of the N.W.T. over the years has

tried, and continues, to respond to the need for training in a
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variety of different ways. By nounting the “Northernnost Host”
programin cooperation with the Departments of Econom c Devel opnent
and Tourism and Education, it hoped to nake nore people and
communities aware of the inportance and inpact of tourismto their
economes; to increase the |evel of understanding of visitor
expectations; and to help identify ways of taking advantage of the
busi ness opportunities that tourism provides. While the program
itself is considered well designed, it is evident that it has
failed to draw sufficient participants. Further shortcom ngs that
were nentioned in the interviews revolve around the fact that a
short, one-day course cannot hope to change attitudes towards
tourism particularly if those attitudes may be negative, and that

I nadequate followup to the program had been undertaken

The Tourism Careers Awareness Sem nar for high schools is a simlar
program co-sponsored by T.1.A, Arctic College and the Departnent
of Education, wth an intent to nake high school students nore
aware of job and career opportunities in the industry. In
di scussions with industry personnel, no nmention was made of the
particular program though the inportance of correcting so-called
‘fal se perceptions of the industry" anong young people was
di scussed. Evidently, there is a strong belief that the industry
only provides nenial, "dead-end" jobs. Exami nation of the l[eader’s
manual for this course indicates that insufficient attention is

given to addressing student concerns, issues and perceptions.
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The Tourism Industry Association is well aware of the problens
revol ving around the need for nore extensive and intensive training
and educati on. Smal | -scale, marginal operations, I ndustry
seasonality, high levels of enployee turnover, |ow public imge of

enpl oynment within the industry, a lack of a career devel opnent

strategy for current enployees, and conplicated? situation-sPecific
funding structures, pronpted the formation of The N.W.T. Tourism
Training Goup. As an incorporated, non-profit, limted conpany,

The Tourism Training Group is working towards coordinating the
pl anni ng, i mpl ement ati on, delivery and eval uation of
tourismhospitality training in the N.W.T. by focusing on the
foll ow ng objectives:

- arranging for training activities which incorporate the
specific and general training needs of current and new
enpl oyees, and of supervisory-managenent enpl oyees/enpl oyers;

- pronoting the devel opment of tourism hospitality support
programs such as Career Awareness, Resource centre, etc.:

i mpl ementing a program of Career Awareness to be directed at
N.W.T. high school students and the general public with the
goal of increasing enpl oynent awareness and career
opportunities in the industry;

- coordinating with industry sponsors and CEIC a program of
summer enployment and training for N.w.T. high ™ school
students; and

- devel oping a communications strategy with industry and the
public sector to provide industry with information on course

offerings, and to solicit participation fromindustry in
training programs.

Carrying out this nmandate nust be done in light of the needs

expressed during the regional workshops. Specifically it was
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suggested that the Training Goup should work with regionally-
based planning groups, like the wvarious regional tourism
associ ations, so that capacity for continuous training is
established at the regional and local level. This, it was felt,

woul d establish a bottom up planning process that recognizes the
di fferences and uni que regional characteristics that exist across
the NNWT.

The Tourism Training Goup also believes that training nust be
market-driven; that is, training needs nust be identified by the
tourismhospitality industry itself. Furthernore, a training
strategy is of the utnost inportance in establishing training
priorities for designated occupations in the N.w.T. as well as the
devel opment of a career-centred approach to training and enpl oynent
in the industry. The Tourism Training G oup expects to develop a
close working relationship with Arctic College, particularly since
Arctic cCollege's strategy is to develop closer, nore direct
relationships to the industry. It is expected that the Canadi an
Jobs Strategy and other new funding initiatives will provide

financial underpinnings to allow for closer industry-college

| i nkages.
Implications: Individual businesses bear prine responsibility for
undertaking training. However, the high costs and |ack of

resources nmtigate against a ngjor commitnent to training,

especially if many of these businesses are small. Therefore, the
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Tourism Industry Association can play a najor role in facilitating
training endeavors. The questions that arise are:

- If priorities for training are to be identified at the

or gani zat i onal | evel , how is this best acconplished,
particularly in a Connunlty. and what is the role of the
T.I.A. or Tourism Training G oup?

Can supervisors and managers be properly trained and equi pped
to do a lot of the training? How?

Isit possible to identify conmon or generic elements to a lot
a& ﬁoq;ses so that trainers are not always “reinventing the
eel "7

Can such programs as Northernnost Host and the Tourism Careers
Awar eness Program be inproved so that they focus nore on the
needs and attitudes of the participants?

Is there a need for a Tourism Learning Resource Centre?

What does it really nmean to have training “market driven”;
does the industry always know what they want?
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OUTSIDE PROGRAM REVIEW

TOURI SM HOSPI TALI TY EDUCATI ON AND TRAI NI NG PROGRAMS I N THE
CANADIAN PROVI NCES

There are approximately 90 educational and training institutions
offering sone aspect of tourismhospitality training throughout
Canada. These are listed in the publication “Drectory of
Foodservice Courses: Your Entree to Success” and published by the
Canadi an Restaurant and Foodservices Association. It is not
necessary to identify or discuss the peculiarities of each program
except to mention that many of the prograns at community colleges
and universities are well-established, professionally staffed,
adequately funded and can provide expertise and assistance in a

variety of ways.

Wthin the next five years it seems unlikely that the N.W.T. will
be abl e to establish "centres of excel I ence” for
tourismhospitality education and training. However , t he
opportunity to establish alliances with various progranms in the
south seens possible and plausible. Di scussions with directors
and faculty menbers at recent neetings of Canada cHRIE (Council of
Hotel, Restaurant and Institutional Educators) revealed trenmendous
interest in being of assistance. Not only is it possible to
sponsor students to enrol in excellent tourismhospitality
programs, but many faculty would be quite willing to work cl osely

with faculty at Arctic College to set up prograns, teach courses,
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share some resources, pronote faculty and student exchanges,
encourage industry internships and provide professional devel opnent
opportunities. The School of Hotel and Food Adm nistration,
Uni versity of Guelph, for exanple, offers two programs that nay be
of interest to both teachers and industry executives. The Advanced
Management Program for the Hospitality Industry (AMPH ) and the
Hospitality Managemnent Devel oprent Cour se (HMDC) provi de
stimul ati ng exchanges of information and the opportunity to work

al ongsi de up-and-com ng career-m nded nanagers and executives.

Probably the nost inportant training initiative of relevance to
the NWT. is the Canada-wi de attenpt to devel op occupational
standards and certification prograns for the tourismhospitality
I ndustry. The Tourism Industry Standards and Certification
Comm ttee derives its menbership fromthe follow ng organizations:

ACTA/CcTTC Canadi an Educational Standards System ( ACCESS)

Al liance of Canadian Travel Associations

Canadi an Federation of Chefs de Cuisine

Canadi an Hotel Marketing and Sal es Executives

Canadi an Institute of Travel Counselors

Canadi an Restaurant and Foodservice Association

Council on Hotel, Restaurant and Institutional Education
Canada CHRIE)

Hot el Association of Canada

Tourism Industry Association of Canada

Al berta Tourism Education Council

Hospitality Newfoundland and Labrador

Pacific RmInstitute of Tourism

Tourism Industry Association of Nova Scotia

Tourism Industry Association of Prince Edward Island

Tourism Industry Association of Saskatchewan
and recently by

The Tourism Industry Association of NAT
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Endor sed by Tourism Canada, the committee is working cooperatively
and diligently to arrive at standards and certification for a
series of key occupations serving the enployed in the
tourismhospitality industry. Key to the success of the
certification process is the fact that a group of industry
professionals (10-15) working in an occupational category (rather
t han "experts") are asked to forman industry validation conmmttee.
Their first task is to provide an initial snapshot of their
occupation that later fornms the basis for nore extensive analysis
in the standards devel opnent process. Through translating, sorting
and revision sessions, they conpile profiles of specific jobs that
are devel oped into major skills headings. Menbers of the conmttee
are asked to specify the know edge, specific behaviors and
attitudes not yet identified. Through an extensive revision, a
wel | -organi zed depiction of a tourisnhospital ity occupation
emerges.  Knowl edge and performance standards are then identified
and assenbl ed toget her. The final step is the revision and
val i dation of occupational standards, not only by the Industry
Validation Conmttee but also by an even larger Standards Industry

Advi sory Conmittee conprised of 30-50 industry representatives.

This Qccupational Standards Devel opnent Process was pioneered by
the Al berta Tourism Education Council (ATEC) in Ednonton. It
allows, indeed, makes sure that the industry participates in
setting standards and incorporates these into enployee training

programns. Enpl oyees al so benefit by being encouraged to pursue
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appropriate car eer opportunities avail abl e t hr ough t he
certification process. Overall, the benefits are that enployers
can identify qualified enployees; enployees can be eval uated using
a performance benchmark; and educators and trainers can be guided
I n program devel opnent. In this way standards of the occupation
are raised; it is possible to identify persons W th acceptable
know edge of principles and practices of the occupation;
denonstration of a high level of conpetence can be rewarded; and
i nprovements of performance in the occupation can be encouraged
t hrough participation in a continuing program of professiona
devel opment. Other benefits are noted in the paper “Accreditation
Certification and Standardization: Definitions and Principles”

contained in the Appendix of this report.

Inplications: Tourisnm hospitality education and training is well-

established in the provinces.

- How should the N.w.T. and the industry form alliances with
various educational institutions or industry associations,so
as to capitalize on existing educational and training
prograns, and professional educators and trainers?

Can students fromthe N.w.T. be sponsored or their education
financed so they can attend college or university in one of
the provinces?

- Are certification prograns for occupational categories,
devel oped in the south, appropriate for the NWT.? [If not
what changes need to be made or should the industry in the
N.W.T. develop its own set of occupational standards?
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SURVEY QUESTIONNAIRE



NORTHWEST TERRITORIES

PRESENT anND ¥UTURE LABOUR TRAINING
REQUIREMENTS QUESTIONMNAIRE

A. Industry Profile

1.

Pl ease check (

) the box or

boxes that best describe the

type or types of business/service you are in.

Food and Beverage Service °1
Accommpdat i on °1
Transportation °1
Tour operation °1
Tourist information 1
Qutfitter/ Operator 1
Cuide/interpretive service °1
Retailer (e.g. arts and crafts) []
Event operator °1
Attraction facility operator u

(e.g. park, nuseum

QG her (please list)




2. I n which travel zone(s) is your business(s) |ocated?

Big River Country

Northern Frontier [i
Western Arctic ]
Arctic Coast o1
Keewat i n .1
Baf fin .1
3. \What was the annual revenue of your business for the |ast

fiscal year?

Less than 25,000 .1
25,000 to 49,999 o1
50,000 to 99,999 o1
100, 000 to 249,999 .1
250,000 to 499,999 o1
500, 000 to 999, 999 .1
1, 000, 000 to 2,000, 000 o1
Over 2,000, 000 ]

4. How | ong have you been in this business or provided this

service?

Less than one year o1
One to five years o1
Six to ten years o1
Over ten years o1

5. ldentify your position in the business or service.
Oaner / oper at or .1
Manager

O her

1




VWhat occupations are used by your business/service on
a full-tine or part-time basis? (please check appropriate

boxor boxes

Manager / super vi sor
Service personnel
(e.g. bus people, waiters)

Skilled food service personnel
(e.g. chefs, bartenders)

Unski |l | ed kitchen help
(e.g. dishwashers)

Adm nistration (e.g. secretaries,
bookkeepers, desk clerks,
head housekeeper)

Skilled maintenance personne
(e.g. electricians)

Unski |l | ed mai ntenance personnel
(e.g. cleaning staff)

Security personnel
Quides (e.g. fishing, hunting,
tourist information counsel or)

Interpreters (Ianguage)

Artists and crafts makers
Transportation personnel

QG her (please list)

All year Seasona
Futl Part Full Part
Time Time Time Time

1 1 1 1
1 1 1 1

) [] o O
1 1 1 |:|
[] [] [] )
) [] o



7. Usi ng the sanme categories as im the previous question
indicate the nunber of vacancies for each and which of

these positions have a high turnover of enployees.
Nunber of vacancies Please check
at present or () the
for most recent categories
operating period* whi ch have
a high
t urnover
rate
Manager / super vi sor .1 .1
Personal service personnel ‘1 ‘1
(e.g. bus people, waiters)
Skilled food service personnel (] .1
(e.g.chefs, bartenders canp staff)
Unski | I ed kitchen help o1 o1

(e.g. dishwashers)

Adm nistration (e.g. secretaries,
bookkeepers, desk clerks, o1 o1
head housekeeper)

(o0 “elGatriciang T oo 1 1
Unski |l ed naintenance personnel ] o1
(e.g. cleaning staff)
Security personnel o] o]
thg?zt(%}%QNE&S?Eﬂg’CQSR;éPg?) °1 -1
Interpreters (language) o] ]
Artists and crafts makers o] o1
Transportation personnel o] o1
QG her (please list)
o] el
o] el

* Note: |f your operation is seasonal and you hire new people each
season then give the number of vacancies for each position.



10.

11.

Pl ease check ( ) the box that best describes the l[ength
of tinme each year you are open for business.

Al'l year round

1
1-8 nonths w nter []
1-4 nonths summer .1

QG her (please |ist)

|f seasonal do you see expanding to a full years
operation wthin the next five years?

Yes .1 Co g

Pl ease check ( ) the box which best represents the
percent age of enpl oyees that cone and go each year or
period of operation?

None []

Oto 25% of total enployees .1
25 - 50% of total enployees

50 - 75% of total enployees u
75 - 100% of total enployees

More than 100%

1
1

Indicate the total nunber of enployees that you enpl oy.
Al Year Seasonal |y

full-time part-tine full-time part-tine
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12.

Indicate the extent to which you either agree Or disagree
with the following statements by circling the appropriate
response.

I'n general, our business/service is satisfied with the quality
of enpl oyees who have had tourism and hospitality training.

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree
5 4 3 2 1

Difficulty in enployee recruitment is a major factor hol ding
back the devel opment of our organization or business.

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree
5 4 3 2 1

Federal government financial assistance fortrainingmeets
the needs of our business or organization.

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree
5 4 3 2 1

Fi nanci al assistance for training by the G.N.W.T. neets the
needs of our business or organization.

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree
5 4 3 2 1

The majority of ny enployees are permanent residents and
recruited fromthe N.W.T.

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree

5 4 3 2 1



12.

13.

14.

The majority of ny future enployees | eXpeC to be
permanent residents of and be recruited fromthe N.W. T,

strongly slightly don’ t slightly strongly
agree agree know di sagree di sagree
5 4 3 2 1

| f you have had experience with the Canadi an Jobs Strategy
program have you found it to be a major benefit to your
organi zation or business?

maj or considerable  sone little don’ t
benefit benefit benefit benefit participate
5 4 3 2 1

Qur business/service is actively involved in forma
training progranms (provided by an outside institution)
for our enployees.

yes [] no ]

Qur business/service is actively involved in on-the-job
training prograns for our enployees.

yes [ no [
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B. Present Training

1. Using the skill categories list on the top of the chart
check ( ) off the training skills that you think are

nost needed by the enpl oyees

al ong the side.

EMPLOYMENT
OCCUPATI ONS

manager/supervisor
personal service
skilled food service
unskill ed kitchen help
adm ni stration

skilled maintenance
unski | | ed mai ntenance
security personnel

gui des

interpreters
artists/craftpersons

transportation

ou have that are |isted

SKI'LLS

Not e: for exanples of each occupation category refer
to question 6 in section-A
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2. For each point of viewlisted at the top of the chart
using the appropriate box(s) check off ( ) the nost

i nportant problens preventing training.

Lack of sufficient noney
Lack of tine

Negative enployee attitude
toward training
of enpl oyee

Appropriate training
prograns don't exi st

Don't think training prograns
woul d nake a difference to
the success of ny business/
servi ce.

from
your
poi nt
of
Vi ew

from

t he

enpl oyee
pol nt of
Vi ew

QG her inportant problens preventing training (please list)




3. Please indicate the |evel of inportance of the approaches
to training appropriate to your organization

On-the-job training by conmpany personnel

extrenely very ~of some little . no
I mpor t ant I mpor t ant i mportance I nportance inportance
5 4 3 2 1
On-the-job training by non-conpany personnel
extrenely very ~of some little . no
i mpor t ant i mpor t ant i mpor t ance i nportance inportance
5 4 3 2 1
Sendi ng enpl oyees to school/coll ege
extrenely very ~of some little . no
i mpor t ant i mpor t ant i mpor t ance i nportance inportance
5 4 3 2 1
Ot her appropriate to tourism (please list)
4, Training for our enployees is: (circle the nunber which
best represents your opinion)
extremely very ~of sone Clittle _ no
I mpor t ant I mpor t ant | mport ance I mportance inportance
5 4 3 2 |



5.

During the past year how nmany of your employees
participated in formal/structured enployer or governnent
sponsored training prograns?

#

C. Future Growth and Training Needs

1.

Over the next five years | expect tourism (revenue) in

my region to grow by:
descri bes your feelings)

D not at all
L] 0 - 10%
[l 11 - 20%
[] 21 - 30%
[ 31 - 40%
L] 41 - 50%
1 over 50%

(check the percentage that best
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2.

3.

At the end of the next five year period | expect the
number of enployees on ny payroll to change by (check
the box that best describes your feelings.)

1 decr ease

1 no change

1 increase O - 5%
1 increase 6 - 10%
°l  increase 11 - 15%
1 increase 16 - 20%
1 i ncrease 20 - 25%
1 i ncrease 25 - 50%

1 over 50%

The t{pe of people I will need five years from now are:
(check the box which best represents your estimte.)
1 people with the skills they have now

*l  people with new and different skills

1 a combination of the first two

| f you answered one of the last two choices in the
pr Iel\/l ousdquestl on please list what new skills enpl oyees
Wi need.
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5. Wth

regard to the location of future training, select

the statement from bel ow which best represents your view.

1 Programs and facilities for all training nust
be present in the N.W.T.

*1l  Technical skill's and/or managenent trai ning
may be provided el sewhere
6. Funding for training will need to be: (check the box that
best represents your opinion).
°l largely the responsibility of individua
busi nesses and tourism organizations.

1 Largely the responsibility of the G.N.W.T.

el Shared responsibility between the G.N.W.T. and
the federal governnent.

°l  Shared responsibility ampng the tourism
industry, the ¢.N.w.T. and the federal
gover nment .

1 Largely the responsibility of the potential or
actual enpl oyee.

7. I n t he space provi ded be;low descri be what for your
operation 1is Yyour nost inportant training need or
concern.

8. |f the opportunity was available would you consent to

being interviewed ?

] no L

yes
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APPENDIX 2
CERTIFICATION

DEFINITIONS & PRINCIPLES



ACCREDITATION, CERTIFICATION & STANDARDIZATION

DEFINITIONS & PRINCIPLES

A primary purpose of most associations iS to provide for the professional
development of members. Associations develop educational programs, pub-
lish books and studies, conduct home study programs, develop insightful
periodicals and scholarly journals, and in general struggle to up-grade
the understanding of members in a given field, and help them keep on top
of emerging technological and societal developments.

For most industries and professions, the association is on the cutting edge
of the development »f the body of knowledge in the field.

In order to help members assess their own abilities and the strength and
breadth of their knowledge and skill, many associations sponsor certification

and accreditation programs, which can be defined as follows:

ACCREDITATION: A process by which an association or
agency evaluates and recognizes a program of study or
an institution as meeting certain predetermined stan-
dards or qualifications. It applies only to institu-
tions and their programs of study or their services.

CERTIFICATION: A process whereby an individual is
tested and evaluated in order to determine his mas-

tery of a specific body of knowledge, or some portion
of a body of knowledge.

STANDARDIZATION: A process by which 2 product is
assessed agzinst scme stancard of performance or cuzlity.

The overriding princinle an association should bear in mine wnen estab:
ing a certification or accreditation procram is h&t In orger o D€ va:
it must not overpromise the pubiic.

isn-
c,

-
i

Accreditation and certification are essentially subjective srocesses.
They orovide a stanaard toward wnich 211 metiers 07 an indusiry can work.
A certification program should not be punitive, but rzther gesignec Wiw
beneficial motivation in mine.

Once cersification or accrzditation nas been awardeg, it s gssen:ia? ple)
the credibility of the program tnat a deriodic reevaluation De Conauctsc
every three tp five years.

In an accreditation program tnis reevaluation mey invoive zCing Inrouer
the tota] aczreditation process acain. An insTitution thet once met ne
criteria may have drasticzily cnangec anc may no longer meet Dasic sian-
garas in some areas.

in certification orograms, usually a modified evaluation can be.u:iii;e
An incividual wnc nas cemonstrated a basic levei of competancy 1n & given
field is not likely tc be less competent as Time goes dy. BSut cieariy

profession may be emercing new :technoiogy or new CONC2DIs My Come 0 0

[y
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play. The reevaluation of the individual will typically be aimed at
determining whether or not he or she has kept up with the profession --
continued to remain current.

Because of various antitrust implications, accreditation and certifi-
cation programs should be developed under the careful scrutiny of the
association attorney.

Both the National Commission on Accrediting and the Office of Education,
HEW, determine agencies which may accredit educational institutions.

ACCREDITATION

Objectives of accrediting proarams

1. To create impetus for organizational self-improvement and to stimulate
a general raising of standards.

2. To offer a voluntary activity concerned with evaluation and education
as a viable substitute for a governmental regulatory activity concerned
with inspection and enforcement.

3. To provide recognition of good performance and motivation to maintain
and improve that performance.

4. To protect the interests of the general public as well as to assist
prospective users to identify acceptable institutions, programs of study,
or services.

Common elements of association accrediting proarams

Y. Standards: The association establishes standards against which
measure performance and it clearly defines its evaluation and accredi-
tation procedures.

2. Self-study: The association encourages an applicant tor accredi tation
T0 conauct a self-evaluation study to test its readiness for outside
evaluation for accreditation. The results ot the self-evaluation are
usually submitted to the association’s accrediting body for review as
nart of the application for accreditation.

Indenendent Accrediting 8odv: The association maintains an independent
accregiting pody with its soard of Directors acting only on appeals.

The accrediting body usually pertorms a preliminary examination o7 the
crganization'sabilityto meet standards prior t¢ scheduling an on-
site visit. If pronounced deficiencies are evident, the organization
may be advised 3 withdraw its application untilsuch time as noted
deficiencies are corrected. If an on-site evaiuation visit §S 3Caeé-
duled, the 3oard's decision tc extend or withnold accreditation is

made on the evidence of all matters of record including the report of
the on-site evaluators” tsam.

(VY ]

~
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On-Site Evaluation Visit: A team of three or more representatives
seiectea by tnhe accrediting body visits the applicant for accredi-
tation to determine first hand if standards are being met. The
length of the site visit may vary from a minimum of two days to a
week or more.

The Evaluation Report: The team prepares a detailed report of its
findings, commenting on strengths and weaknesses of the organization,
and making recommendations for improvement of performance. The report
is presented to the applicant for verification of facts and then is
submitted to the accrediting body.

Accrediting Decisions: Based on the report, and all other matters
of record, the accrediting body may decide to:

o accredit the applicant

¢ grant provisional accreditation pending correction of
deficiencies within a specified period of time

o defer decision pending further information

¢ withhold accreditation

If accreditation is withheld, the applicant may appeal the decision by
presenting additional evidence tp the accrediting body; iT satisfaction
cannot by gained at that level, the applicant may make final appeal to
a special appeals panel or to the association’s Board of Directors.

Applicants denied accreditation mustshow that deficiencies have been
corrected before applying a second time for accreditation.

Recognition: When the appl icant is accredited, the association iists
tne applicant in an of¥icial publication, and otherwise grantis fcrmai
recognition of its accreditea status

Reevaluation: The accrediting body periodically re-axamines ine

organizztIion it has accrecitad to detarmine if continuation o7
accregizztion is warranted. Tnis may occur at speciftieag intervé:s
or be ordered at any time the organization reoporis major program,
poiicy, Oor personnei changes.

When shouid an association establish an aczrediting arogram?

—
n
-
s |

£ it is able 0 justify the neec Tor accreditation in the fie
wnich it operates.

If it not only encourages but gives guidance for organiZziional se
stugy prior o evaluation for accredizazion.

T Ine acIregiling orocram s ungersIood ang accentad oy it
.8. mempers agree o the evaluative crizeria, methods of eva
and accreciting decisions.

-
-
1l

-
)

has an adequate organization and effective procedures to maintain

T -
its operz:tions on a professional basis.

<

1

+-
oS
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a. Manages financial resources to maintain accrediting operations

in accordance with published policies and procedures, along
with reasonable fees.

b. Sets forth clearly the scope of its accrediting activities
including on-site evaluation, probationary status for

those not ready for full accreditation, and methods for
revoking and reinstating the accredited basis.

c. Uses experienced and qualified examiners to visit appli-
cants for accreditation and to prepare objective written
reports which include recommendations.

d. Evalutes an institution only with the specific authori-
zation of the chief executive officer.

e. Provides for adequate consultation between the visiting team
and the chief staff officer and staff ¢f the organization.

f. Furnishes a written report to the chief staf{ officar with
comments on the areas of strength, on areas needing improve-
ment, and on suggested means of improvement.

g. Provides the chief staff officer with an opportunity to
comment upon the factual elements of the repor:t of the
evaluation team before accrediting action is taken.

h. Provides a regular means whereby an institution may appeal
to the final authority of the association.

i. Reevaluates accredited institutions at reasonable intarvals.

Ca,

. Reviews at regular intervais the criteria by wnich it evalu-
ates institutions.

Sstabl ishing an accrediting procram

(B2}

~1

Establish a task force to develop standards.
Solicit memper response t0 the work of the task force.

Zstabiisn an independent accrediting board and a iis% of gqualified
on-site evaiuators.

Conduct worksnots to train zvaluators tO 2quitably aooly Evaluation
critaria, t2%liow orocadures, and 0 writa 2avaluation "eDOrs.

Publish anc wiaely ¢isiribute crizerid, procedures, 2nd scneduie oF

faog
tstaplisn methods for recognition of organizations as ac:redited

Zstablisn rsacgreditation procedures ana periodically scheduie
reevaluation sit2 visits.



Some safeguards that may_be incoroporated_into an accrediting procram

1. Emphasize peer evaluation as a supportive and educational function.

2. Note serious deficiencies before an evaluation visit is scheduled
and hold the application in abeyance until corrections are made.

3. Provide a probationary status for those not yet ready, after on-site
evaluation, for accreditation. Allow ample time for improvements to

be made.

4. Maintain 2 list of volunteer and professional consultants to whom to
refer applicants that need specialized help.

5. Measure quality of operations by comparing actual achievements to
applicant’s stated objectives.

6. Make clear that there is no demand to become accredited in order to
function.

7. Establish clearly defined appezls procedures.

It is also important to consider ine question of now the associationcan
recoverthe cost of operating such a program. 17 the program is carefully

run, there should be no problem. The association can assess a fee to all
candidates who apply for accreditation. The fee structure” mignti be set

up to include an assessment to cover the administrative costs of conducting
the evaluation, plus a fee to cover any travel and expenses of an evaluation
team, tne members of which travel 10 an institution to conduct. the nvalU§-
tion, anc possibly a per diem for each member of the team. I|NIS F€e wil
provide & certzin amount of incentive to the potentiai peer-group memoers
and will help aefray the reasonapie cos: OF thejr time spent e n€ Srogram.

CERTIFICATION

Wwhat are =ne obieg=ives ¢f a cer<ificazion orocram?

1. 7Tc raise tne standards of a profession.

2. 7o encourage self-assessment Sy cffering guiceiines or achievement.

3. To ‘centifv persons with acceptabie knowiedge O orincicies anc
sractices of tne profession anc reizted disciplines.

L. To award recognition 0 tnose wno have demonstratec 2 nign .aver oT
competence inc ethical fitness Tor 2 oroTtession.

. To imorcve Ine derformance in tne profession Dy encouracing

sazion in z continuing orogram of professional deveicoment.

“hy



3enefits of certification to the individual

[A9]

Increased self-esteem
Increased respect and recognition in the industry or profession

Increased opportunity for upward mobility, and better ability to
compete in the job market

Increased remuneration and job benefits

Increased professional credibility

Benefits of certification to the association

1.

<

[op]

Reinforces membership loyalty to the association

Favorably retlects on the association’s sincerity to promote pro-
fessionalism.

May be a source of income.

Encourages the orderly and efficient collection and consolidation
of the body of knowledge.

Increases member interest in continuing education.

Provides a vehicle to reward members who have developed a hiah level
of professionalism. '

Guidelines for establishing a certification orocrzam

1,

“n

(o))

~1

tstabl ish a governing body o7 the certification program consisting of
experiencad Individuals with nign leveis o7 credibiiity in the indus-
try or profession.

Define the body of knowiedge in the profession or industry and set
guidelines on acceptable levels of mastery.

Develop guidelines for the administration of the program.

Establish eligibility requirements.

Determine fee structures.

Establish how the body o knowledge will be mezsured -- wri*zan exami-

nation, oral examination, documentation or performance in the inaus-
trv or crotession, etc.

-

Arizs a code of ethics describing acczntzble stancards o7 concuct .
those earning cartification.

Zstabl isn procedures for selection o7 accantable candidacies.

zstablish procedures for maintenance of certification and for reinstate-
ment of certification for revocation situations. Appiicancs and parsici-

[6 2]



pants must get due process with respect to becomingand remaining

cer t1fieg. This due process includes a written notice 0f a denia!l

tne right 0 a hearing befc:e an unbiased tribunal , and the rignt

of tne institution to present evidence in its own benal¥ and, %inally,
the right to cross-examine witnesses and carry on a dialogue with
tnose who are responsible” for denying the certification.

10. The responsibility for certification should be given to an indepen-
dent party. Again, an association qualifies as-an independent party
and an unbiased peer-group representing the association, whose mem-
bers are not in direct competition with the institution, should also

qualify.

STANDARDIZAT 10N

1. Standardization must not be a device to fix prices or to lessen
competition.

2. The standardization process should judge only performance, and not
the materiails used to produce g product or the methods employed %o
produce the end product.

3. Stancards must be kept current.

4. Participation in the standardization program must be available t0
non-members and foreign competitors, as well as t0 nenbers.

(93]

Cost of participation mus% be reasonable. Tne cast shouid not be
set &t & ievel tnat is dronibitive o smaller members or o non-
mempers.

h

t2C wnerever pessibie dDv an indepencens
Fined uncer these rules as 2ny ingcepencen~
Ties as - an indepengent bdoayv .

standards and participation in standards programs must te voiun-

~1
tt 2>

For TurIner information on estabiisning cerzification anc accrecization
orograms, zonsult TREI AW OF ASSCCIATIONS, 1873, Sy Georce sepster, ASAD.
Chacter I o7 nis sourcs, "Agverzising, S:ancar:‘:a:":n, znc Sez’s of

ADprovel," snouic de verv usefyl in reviewinc wne tesal razmificztions c7
tnis zyoe oF venture i i

iSO ses Cheoter VI 0% tne ANTITRUST ZUIDE FOR ASSJCIATION TEIUTIVES,
~SrZ., on “"Siancerc Setting anc lerzificziion Programe.”
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INTRODUCTION

In Cctober, 1989, the Alberta Tourism Education Council (ATEC) put together a
team of specialists to devel op occupational standards for occupations in the tourism
industry. To this point, the ATEC Standards Devel opment Team has successfully
devel oped industry validated occupational standards for the occupation of Food and
Beverage Server. In addition, itisin the final phases of validating standards for the
occupations of Bartender, Maitre d', and Wne Steward.

To devel op standards for these occupations the Development Team utilizes a
unique standards development process that effectively draws on the expertise of industry
representatives, The following is an account of the ATEC standards development process.

THE ATEC STANDARDS DEVELOPMENT PROCESS

Very early on, ATEC recognized that it was essential to include industry as a key
component of the standards development process. Too often, occupartional standards have
been developed by “experts’ who have little direct contact with the people who actually
work in or are affected by the occupations under study. Usually, the net result of such
non-consultative approaches is occupational standards that do not accurately reflecr the
competencies required o do the job.

The standards development process used by the ATEC Development Team actively
includes industry in an integral way in every aspect of the developmenrt process.

Using group facilitation, the Development Team aids a commirttee Of industrv
representatives (Industry Validation Committee WC)) to take the following steps:

1) Establish the industry validation committee
2) Develop an overview of the occupation

3) Sort the data
4) Develop the profile and refine the data for occupational standards

Based on the information provided by the committee, the Development Team:

5) Writes the necessary occupational standards.



Then, once again using a facilitative approach, the Development Team assists the [VC to:

6) Assess whether the standards written by the Development Team accurately reflects
the information provided by the industry representatives and validate these
standards.

Thefina product of these six stepsisa set of occupational standards that not. only clearly
differentiates the occupation from al other occupations but thatis tailored to fir the
current requirenents of the tourism industry.

Each of the six steps of the ATEC devel opment process warrants further
elaboration.

Step one - Establ i shing the Indusay Validation Conmittee

To ensure the tourism industry has sufficient i nput in t he standardsdevelopment
process, ATEC establishes an Industry Validation Committee of 10-15 members for each
occupation it studies. Over the past few years, ATEC has fostered clear lines of
communication with the tourism industry. Drawing on irs extensive network of contacts,
ATEC easily recruits industry representatives to serve the [IVC's.

IVC members are selected on the basis of their expertise in the occupation under
study and of their awareness of and commitment to the task of developing occupational
standards. ATEC makes every effort to select commirtee members who represent a cross-
section of their industry (i.e., urban and rural, small business and large). Each vC
member selected is fully informed about the standards development initiative. ATEC then
arranges a two day meeting berween the IVC and the Development Team.

This first meenng begins with an introduction that reiterates the importance of
developing occupational standards for the tourism industry. Feedback from the [VC
members abour the need for industry-wide standards underlines the importance of the
task confronting the Committee and Development Team. The enthusiasm expressed by
both ATEC and the IVC galvanizes the participants into a commirted working group.



Step two -- Developing anoverview Of the occups 1i on.

The first task given to the [VC is to provide an inital snapshot of their occupaticn

that can form the basis of a more extensive analysis later in the standards development

process. Using group facilitation, the develcpment team encourzges the IVC members to

think out loud about what they do in their iob, day to dav, week 10 wesk. and month

to month. All of the ideas of the [VC members are wmiiters

ccwn con 5X8 cards and
displayved on a large wall. At this point, the Development Team is careful not to analyze,

™
N
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categerize, or sort the cards.
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Dispiaving the Cards



The key advant age of this "brainstorming” approach is that it is very
unintimidating. Very quickly, even the most reserved IVC member is contributing ideas
to be placed on the wall. The ideas of one member stimulates the thinking of others
whose ideas, in turn, stimulate still more ideas. In a short while (often less than an
hour), an impressive array of cards detailing amost every aspect of the occupation covers
the wall.

At the same time as it obtains raw data about an occupation, step two has the
important side-benefit of providing the IVC members with arare view of their j ob. Seeing
the complexity of their work so graphically and impressively displayed is an exciting and
rewarding experience for the members of the IVC. It seines to secure the commitment
required for the next more difficult step in the process.

Step three -- Sorting the data

As they appear on the wall at this stage, the cards mix together severa kinds of
information. Some cards refer in a very general way to the various duties of an
occupation while others refer more pointedly to specific tasks. Some cards refer to the
actual things a person must be able to do on the job, others refer to what a person must
know, and still others refer to the kinds of attitude or outlook a person must have to do
the job properly. The purpose of step three is to begin introducing order to the cards so
that these various types of information can be distinguished from one another and
incorporated into a comprehensible profile of the occupation.

To begin this task, the Development Team asks the IVC members to think of the
principal duties of their occupation. As they come up with these duties, the IVC is
encouraged to evaluate whether or not they might constitute a category under which a
portion of the cards on the wall can be grouped. After the IVC develops 7-10 categories
(at this stage provisional), the Development Team members engage them in the process
of sorting the cards. Development Team members take the cards from one wall and move
them to a new wall that has the categories displayed. IVC members direct which category
the card should be placed under.

One of the consequences of this sorting process is that the IVC clarifies and
expands the data obtained in step two. In order to categorize a card, the IVC members
scrutinize it, and, if its meaning is not evident, revise it. Duplicate cards are
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removed. New ideas are caprured on new cards. All of thisadds substanually to both th

quanary and quality cf the dara.

Developing rhe Major Categories

Another :mportan: ccnsequence of the sorung Process is thar the [VC clarifies the
categories thev have ceveicoed. At several coints in the sorting process. the IVC members

themselves are inconsisienr. redundant. or vague. At these poinrs. the sortung stocs or
a momen: ana :he VCazre encouraged to examine the categories o see if thev need o

be adjusted. Clarifvirg, -roadening, or narrowing the categories allows the IVC to proceed

againn witn the sorung crocess. Often times. the categories undergo several revisions.



At the end of step three, all of the cards generated in the previous step have been
clarified and sorted. This prelimnary analysis of the data prepares the way for a nore
intensive analysis that takes place in step four.

Step four — Developing the profile and refining the data for the occupational standards.

To this point, the entire IVC has worked together to produce and analyze the data
about their occupation. In this step, the IVC is divided into sub-groups. Each sub-group
Is given two or three of the categories of cards to anayze further. This is done in
consultation with one of the Development Team members.

The process that takes place in the sub-group is similar to that of step three. The
IVC members are asked to develop headings to sort the cards in each category into
smaller groups. The headings, in this case, reflect much ssimpler complexes of behaviors
than the major categories. ATEC identifies this second level of headings, Major Skills.

Again, when the cards are sorted to fit under these headings, ‘here ‘s @
clarification and refinement of the data (clarification, deletion, addition of cards) and the
headings themselves.

The cards that are placed under each of the Maor Skill headings are closely
examined. By this stage the information contained on these cards is usually quite specific.
Some of the cards indicate fairly specifiable behavioral sequences (Skills) required for
the job. Other cards indicate the knowledge, the actual behaviours, or the attitudes
necessary for a satisfactory performance of the Skill. The [IVC's are asked to discern those
cards that indicate the Skills. These cards are arranged under the Major Skills heading
(often times, in an order that reflects the actual sequence that the Skills occur in the
workplace). Then, the IVC members are asked to place the cards that indicate the
knowledge, performances, and attitudes under the appropriate Skill cards. If the
information on any of the remaining cards does not fit with any of the Skills, the IVC are
asked to determine if another Skill card is required.

The IVC members are asked to continue to specify the knowledge, the specific
behaviors, and the attitudes not already detailed on the cards. The information provided
at this point is very specific and forms the basis of the occupational standards.

To complete this step of the process, each IVC sub-group presents its analysis to
the larger IVC. Critical questions and comments by the other IVC members results in
further revisions of each sub-group’s work. The final result of this step of the standards



devel opment process is a wel | -organi zed depiction of a tourismoccupation. The [VC
reaches consensus that this depiction is an accurate reflecion of their occupation in 1990
in Alberta. The first meetng between the IVC and Devel opment Team is concl uded. The
Development Team is left with the data it needs to devel op the occupational standards.

Step five — Developing the standards.

The Development Team’s first task in this step is to formalize the occupational
profile developed by the IVC. This profile displays the Major Categories and the Major
Skills of the occupation [See Appendix One]. With this profile at hand, the Team
examines the Skills the [vC grouped under each Major Skill area. Each of these Skills has
been analyzed in terms of the knowledge, performances, and attitudes required for
someone to be deemed reasonably competent. Each of the Skills are re-written to reflect
the knowledge, performance, and (if applicable) attitudinal components. The formar of
the skill statement is as follows:

The participant must be able to:

Identify wine-related glassware and select appropriate glasses for
different wines.

Once the skill statement has been formalized, the Development Team constructs the
occupational standard.

The occupational standard differs from the skill statement in that it details the
knowledge, performances, and artitudes required for a person to be deemed competent
at a skill. The knowledge components of the Skill are separated from the performance
components and the standard is written in the following format:



e S

Knowledge Standard

The participant Wi | | :

Identify the following glassware:
a) red wne glass

b) white Wi ne gl ass

etc.

performance Standard

The participant Wil |

select appropriate gl asses while serving w ne.

When the Development Team encounters situations where they require more
I nformati on to write a standard, they either consult with individual TVC members or
review reference material provided or suggested by the IVC.

The completed standards are assembled and made ready for validation by the IVC.

Step six — Revision and validation of the occupation standard.

The final step of the standards development process is the revision and validation
of the occupationa standards by the IVC. To provide a broader base of feedback from
industry, the completed standards are sent not only to the IVC but to the even larger
Standards Industry Advisory Committee (SIAC) of 30-50 industry representatives. The
members of SIAC never meet, bur each is kept fully informed of the progress of the
standards development initiative for their occupation. 1he SIAC committee members
review the draft standards and comment on how they think the standards should be
revised to better fit what is redlistically expected of a worker in their occupation. The
SIAC’s comments form part of the basis for the evaluation of the standards in the second
meeting of the IVC and Development Team.

The standards are first reviewed at the level of the small group. The [VC are
encouraged to consider if the standards accurately reflect their understanding of what is



normally required to be considered competent in their occupation in Alberta in 1990.
Revisions at this stage can be substantial. When presented with a fully elaborated set of
standards, the IVC sub-group sometimes decides that the standards need to be more
detalled or general. Asaways, there is an effort to clarify, refine, and elaborate the
details of the product.

Once the sub-groups have made (or at least indicated) the required revisions, the
larger IVC meets to validate the standards. Again, revisions, adjustments, and
clarifications are carried out. The fully revised version of a standard is deemed validated
when no more objections are raised by the IVC members.

Contrary to what may be expected, achieving consensus on the validity of final
product moves rather smoothly. Because al of the IVC members have played such a
crucial role at every step of the standards development process, there are few objections
that remain at the time of standards validation. The standards have been carefully
considered and discussed. They represent the best efforts of people noted for their ability
to perform the skills of their occupation.

CONCLUSION

The ATEC standards development process is able to effectively utilize input from
the tourism industry to produce redlistic, comprehensive, occupational standards. The
process permits the Development Team to obtain the detailed data required to write
measurable behavioral standards without taking the final outcome of the product away
from Industry. The IVC members come away from the process with a deeper
understanding of thelr occupation. Their commitment to the ongoing development of
their occupation can only benefit tourism in Alberta well into the 215 Century.
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APPENDIX 4
TOURISM REVENUE

ESTIMATED



i

[

4

ESTI MATED TOURI SM REVENUE REQUIRED TO SUPPORT
ONE “PERSON- YEAR® OF EMPLOYMENT |N THE N. W.T.
(1986-87 - 1994/ 95)

YEAR PERSON-YEARS NUMBER OF TOURISM REVENUES/ REVENUES
OF PEOPLE REVENUES(3) PERSON- BY NO. OF
EMPLOYMENT WORKING | N YEARS FULL- AND
1 &2 TOURISK, PART-TIME
INDUSTRY EMPLOYEES
FULL-TIME
AND PART-
TIME ($ million) S s
1986/87 2513 4540 119.5 47,560 26,322
1987188 2572 4630 145.35 56,512 31,393
1988/89 2611 4700 156.98 60,123 33,400
1989/90 2620 4717 169.54 64,710 35,942
1990/91 2671 4808 183.10 68,551 38,082
1991/92 2738 4929 197.7s 72,224 40,120
1 992/93 2803 5047 213.57 76,193 42,316
1 993794 2874 5173 230.65 80,254 44,587
1 994/95 2944 5299 249.10 84,613 47,009

1986/87 rumber of person-years of employment is based on findings contained in the report,
"A Needs Assessment of Humen Resource and Training Requirements for the NWT Tourism

Industry", 1987. Average amnwal increase is forecast at approximately 2.5% per year.

"person-years of employment® combines Tull-time and parttime employees into one category.
The number of full- and part-time employees represents approximately 80% of the mumber of
“person-years” of employment.

The tourism revenuea for 1986 and 1988 are estimates made by Economic Development and
Tourism, N.W.T. Revenue forecasts until1994/95 Al € besed ON Al average increase of 8.0%
in current dollars.



