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Assessment 7
Human Resource Management

I. Human resource management is the cultivation of human resources enabling training development and progression.
II. The two parts of human resource development policy is, to make available competitive employment opportunities and career options, and to make certain that there is proper staffing at all personnel levels, and to make available educational and training opportunities for every profession and specialisation, at predetermined and precise levels of skills, whenever required in the country.
III. Most tourism services include a significant intangible component, these components are intangible as they are not something you can physically touch, you are purchasing an experience, so for example; Airplane delays will affect the experience but it’s intangible this is where staff have to be trained to deal with both tangible and intangible aspects of the job.  Tourism is ever evolving and cannot be inventoried because of this it can cause huge stress on staff who are constantly required to take action with regards to short-term sales needs.  Speaking of flight delays this also shows that Tourism services are time dependant, everything has to work seamlessly, a small delay mean a late hotel arrival, which then has knock on effects.  Tourism is place dependant, there is no point setting up a tourism spot, where nobody wants to visit, the middle of nowhere and in a danger zone as an example, a tourism place should have amenities, access, safe, these are just a few points to consider when making a placement.  The consumer is always involved on the process, be in engaging with other holiday makers, staff this can have a positive or negative impact.  Quality control is very hard and cannot always be controlled at the factory gate, due to all consumers being different with different needs. If a customer is unsatisfied the experience can’t be taken back but compensation could be offered.  Relationship marketing plays a huge role in a customer satisfaction, a person meeting you are the airport, looking dishevelled and grumpy is not going to fill you with confidence and is not a great start to you holiday, just as a tour rep, listening to your complaint, if they’re texting or chewing their nails while talking to you, this is not going to help.  A tour rep who is attentive to your needs and listens, who is punctual and understanding can often be the key to a holiday dissatisfaction being turned around to a good experience. With this is mind this is why the human role in tourism is not a certainty, everybody has a bad day and cannot be at their best, but with consistent training and development in quality this can help alleviate these issues.
IV. The term Training Gaps show areas of the training that have been missed through lower cost secondary schools, or via on-the-job/work associated training programmes.  By arranging additional training this makes up for the holes/gaps in training.
V. In the future staff needs can be estimated by implementing a Human Resource Development strategy.  This will help the relationship between tourism development policies and HR.  The Strategy will already contain information about existing tourism products and labour force. It will show projected development of tourism and the work force training needs, and it will also show the existing situation in the development of education and training in Tourism.


VI. There are reward and benefits for staff, as in some countries paid work is very low, so benefits of a room and bed to sleep in a paid meals encourages people to take the job, also jobs can often be seasonal so you need to attract staff to cope with seasonal changes.  The demand for skilled and unskilled workers is often high, as some workers don’t want to take a job that is at risk due to tourism changing.

2.	What are the Qualities of a good training programme, a good training programme is essential in the tourism business, without a good training programme, how are staff going to know what is expected of them and they will not be able to understand the quality of the services need within your business.  By offering a quality training programme you are able to let staff know what your aim is, what is expected of them to work within your business and to offer progression within you company, so employees can have future aims and goals within your company.  
Without a good training programme, staff are not going to be able to offer the service you are expecting from them, as what you may think is good service may not be there idea of good service, having a training programme in place ensures that all staff know what’s needed of them and the company has a  defined and clear guideline to help staff meet these needs.
Having a good training plan also ensures that any gaps that maybe missing in a staff members, higher education or prior job, means that this gets captured and highlighted now, ensuring that there are no gaps within training, and the staff member can now fill all the job specification to a higher standard.

3. 	The main points that a human resources development policy should cover are;
· Working Conditions – ensuring that there are suitable working conditions, proper pay, including pay for annual leave, sleeping and eating conditions.
· Education & Training - education to help provide knowledge and ideas and training to provide specific skills to enable the job is completed effectively.
· A National council for tourism education and training – to be involved in this council enables the cross communication with other agencies to ensure that Human resources are met through different agencies.
· Linking types of levels of training – ensuring that staff are able to keep progressing and offered the relevant training to be able to keep this progression within the business.
· Surveys of the workforce – By doing surveys of the work force this enable HR to understand the needs of the business (e.g. educational level, gender, length of employment, staff turnover, seasonal employment experience, training background, occupation and level of skill), and the trainings required.
· The Estimates of future workforce needs- by using the survey of the workforce, this can help estimate future needs of the business and what areas are going to need future development.
· Future training needs and currents needs – training is a huge part of the tourism system, training needs are constantly evolving so training needs have to be looked at, this is on a current and future basis, by surveying the workforce this can highlight, what needs need to be met now and the future impact of training needs, and where future training is going to be needed, as an increase of staffing in one area means more training.
· Recruitment and retention – Recruiting the right staff can be a very hard, ensuring that staff you want to hire have the right skill set and level of education needed for the position, for both skilled and un-skilled work.  Once you have the right staff you want to be able to retain good staff, but seasonal changes can often hinder this with staff moving on to where the work is.   Often developed countries have the issue of sky-high training cost, again for both skilled and un-skilled work




