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ACRONYMS AND ABBREVIATIONS 
 

Abbreviation Definition 

AI Artificial Intelligence 
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SATSA Southern Africa Tourism Services Association 
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SDA Skills Development Act 

SEDA Small Enterprise Development Agency 
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SP Strategic Plan 
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Stats SA Statistics South Africa 
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UJ University of Johannesburg 

UMP University of Mpumalanga 

UNISA University of South Africa 

UoT University of Technology 

UZ University of Zululand 

VET Vocational Education and Training 
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KEY CONCEPTS 
 

Skills Change 
Drivers 

Factors changing a sector and causing it to develop in a certain way are 
factors that may affect skills demand or supply in a certain way.  

Hard-To-Fill Vacancy This is a vacancy (occupation) that an employer was unable to fill within 12 
months, or it took longer than 12 months for the employer to find a suitably 
qualified and experienced candidate. 

Job It is a set of roles and tasks designed to be performed by one individual for 
an employer (including self-employment) in return for payment or profit. 

Skills gaps Refers to skills deficiencies in employees or a lack of specific competencies 
by employees to undertake job tasks successfully to the required industry 
standards. Skills gaps may arise due to a lack of training, new job tasks, 
technological changes, or new production processes, to name a few. The 
term “top-up skills” also refers to skills gaps. It usually requires a short 
training intervention. For example, a medical specialist (occupation) may 
require training in robotics (skills gap) to conduct surgery, or bank manager 
(occupation) may require training in customer care (skills gap) to manage 
clients effectively. The term “critical skills” is used within the context of the 
skills system to refer to skills gaps. We should avoid using this term and 
instead use the term “skills gaps” which is commonly used internationally. 

Occupation A set of job tasks characterised by such a high degree of similarity that they 

can be grouped together for the purposes of classification.  

Organising 
Framework of 
Occupations (OFO) 

It is a skill-based classification system to standardise, describe and codify 
occupations.   

Occupational 
shortages 

Occupational shortages occur when the demand for workers in specific 
occupations exceeds the supply of workers who are qualified, available and 
willing to work. It refers to excess demand for workers in specific 
occupations. The strongest indicator or unit to measure occupational 
shortages is Hard-To-Fill Vacancies. 

Skills Skills are defined as the necessary competencies that can be expertly 
applied to job tasks. It can be linked to either an occupation or a gap in the 
skills profile of a worker within an occupation. 

Sectoral Priority 
Occupations and 
Interventions 

A list of priority occupations identified by the sector through research as 
occupational shortages planned to be addressed through a variety of 
interventions in a specific financial year. Currently, the term “PIVOTAL” is 
used to refer to these occupations until legislative amendments/reviews are 
finalised on legislation, from which this term stems (e.g. SETA Grant 
Regulations). 

Emerging 
Occupations 

In this context, it refers to a list of occupations emanating from skills 
implications of digitisation or those emanating from skills implications of 
National Strategies and Plans, and any other skills change drivers or 
factors. 

Micro-credentials Micro-credentials are short, focused learning programs or certifications that 
allow individuals to gain specific knowledge, skills, or competencies in a 
particular area. It is typically more flexible and targeted than traditional 
qualifications like degrees or diplomas, and is often used for professional 
development, upskilling, or reskilling. Key features of a micro-credential 
include short duration (can range from a few hours to a few weeks or 
months), are competency-based, often stackable toward a larger 
qualification, sub-sector-relevant and are issued digitally, such as through 
badges or certificates. 

 
 
 
 



   

 

   

 

EXECUTIVE SUMMARY 
 

 
 
As outlined in the figure above, the hospitality firms registered with SARS are 11,892, of which 
97.7% are classified as small firms, employing between one and 49 people – this is a trend 
evident in the sub-sector. Most of these firms were based in Gauteng (33%) and Western 
Cape (29%), which are seen as the business and tourism hubs of South Africa. The hospitality 
sub-sector is 95% dependent on tourism, which also explains the location of these firms, as 
Gauteng and the Western Cape are also the drivers of tourism. The research indicated again 
that the poor growth performance of the SA economy led to the unemployment rate remaining 
above 30% with the youth (25-34 years of age) most affected. The South African Reserve 
Bank is expecting a 1.7% growth rate for 2025, after it was slowed down between 2022 and 
2024 by factors such as load shedding, supply constraints and global conflicts. The integration 
between the hospitality sub-sector and the travel and tourism sub-sector explains the slow 
growth – if tourism grows, hospitality will also grow. 
 
Most employees were located in Gauteng (36%) and Western Cape (29%). In 2024, 132,430 
people were employed in hospitality firms, of which 63% were female and 36% male. There is 
a tendency in this sub-sector to employ more females than males, and there was a 25% growth 
in the number of employees in this sector from 2024. In terms of the occupational groups, 
most employees work as Service and Sales workers, with 44%, followed by those in 
elementary occupations (25%). Most of the employees in the different occupational groups 
were Africans, followed by Coloured employees. Based on economic forecasts, it was 
determined that this sub-sector will need an additional 13,590 employees in the service and 
sales occupational group and an additional 7,703 employees in the elementary occupation 
group by 2027. In total, across all occupational groups, the hospitality sub-sector will need 
30,262 employees by 2027.  

 



   

 

   

 

Currently, employees in managerial positions (44%) work remotely, followed by clerical 
support workers (28%) and service and sales workers (16%). In some cases, working remotely 
leads to higher productivity and higher levels of independence; however, finances, punctuality 
and managing these staff members create challenges for the employers. Technology stood 
out as the most significant factor affecting skills demand and supply, as well as sustainability 
and changing consumer preferences. The application of technology in the hospitality sub-
sector needs to be prioritised in training. The pressure on a global scale to operate in a more 
sustainable manner is an opportunity to assist businesses in understanding how this can be 
done. Consumers are focused on personalisation and personal preferences, and these should 
be understood by the sub-sector to be successful in the future. From a skills perspective, soft 
skills remain a challenge and should be addressed in future. Work-readiness is a problem with 
too many employees entering the sub-sector but not being ready for the work environment.  

 
 

The hard-to-fill positions are evident in the middle to top-level positions with reference to event 
managers, digital marketers, night auditors, tourism marketers, front office and food and 
beverage positions. The reasons for not filling these positions are related to a skills mismatch, 
employees holding different expectations than what can be offered, the lack of practical 
experience and low pay. These are all challenges that can be addressed with training and 
sensitising the sub-sector to appoint those trained for a certain position. Emerging occupations 
from a technological point of view are focused on data and how to use data to inform decisions. 
The importance of online tools and platforms reveals new occupations, which are a significant 
opportunity for younger people already skilled in technology. From a general point of view, 
emerging occupations included tourism educators and researchers as well as revenue 
managers. There is still a need for specialist tourist guides, tourism entrepreneurs, and 
employees knowledgeable about compliance matters. The integration of Artificial Intelligence 
(AI) in the workplace and how it can be optimised should be further explored.  

 
 



   

 

   

 

 
 

The figure illustrates several supply-side skills planning implications for the hospitality sub-
sector. Sub-sector specific short courses and digital learning programmes are essential to 
equip employees with practical, up-to-date knowledge that aligns with rapidly changing sub-
sector demands. Correcting the education–workplace mismatch through workshops will 
address the gap between theoretical training and the realities of hospitality operations. A 
compensation benchmarking study is needed to ensure fair and competitive remuneration, 
helping to improve retention in a sub-sector marked by high turnover and a lack of well-trained 
and experienced managers. Small business development programmes recognise the 
dominance of SMMEs in the industry, supporting entrepreneurship and growth. Finally, 
mentorship programmes provide structured guidance and leadership development, ensuring 
that talent is nurtured and prepared to progress along the career path from entry-level 
positions to senior and executive stages. The critical annotations below highlight the most 
critical aspects that were identified by the participants in different contexts. 
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RESEARCH PROCESS AND METHODS 
 
The Culture, Arts, Tourism and Hospitality and Sport Sector Education and Training Authority 
(CATHSSETA) conducts research that informs the development of the Sector-Skills Plan 
(SSP). This section outlines the research and methods employed by the Research Unit, 
Tourism Research in Economics, Environs and Society (TREES), at North-West University 
(NWU), in developing the mini-SSP for the hospitality sub-sector, for the period 2026-2027. 
The process followed an Exploratory Mixed-Method (EMM) research approach designed to 
generate both inductive (qualitative) and deductive (quantitative) data. The mixed-methods 
design allowed for the simultaneous application of the qualitative and quantitative research 
phases.  
 
Figure 1: Mini-SSP Development Process 
 

 
 
The EMM design entails the implementation of the research project in three distinct phases: 
 
Phase A – Qualitative desktop research 
The desktop study explores the literature on all the fundamental concepts of the respective 
research, including reports and plans, secondary information related to current and future skill 
needs, any reports related to the different sub-sectors, all CATHSSETA strategy documents, 
including the Annual Performance plan (APP) and the Strategic Plan (SP), to have an overall 
picture of the current status of the Hospitality sub-sector and to develop the measuring 
instruments for the study. Secondary sources included Department of Higher Education and 
Training (DHET) and internationally accredited and popular research articles, Mandatory 
Grant (MG) Data, South African Revenue Services (SARS), Statistics South Africa (StatsSA), 
the South African Reserve Bank (SARB), Organisation for Economic Co-operation and 
Development (OECD), National Department of Tourism (NDT), National Planning Commission 
(NPC), South African Qualifications Authority (SAQA) and the World Economic Forum. 
 
Phase B – Qualitative empirical study 
The qualitative study focused on sub-sector practitioners, including key informants in 
government and quasi-government organisations, enterprises in the private and public 
sectors, education, employees, and CATHSSETA role players related to the Hospitality sub-
sector. Non-probability sampling was applied to sample the key informants for this qualitative 
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research phase based on the professional networks. The anticipated and realised sample is 
provided below. 
 
Table 1: Sampling of the hospitality sub-sector – Qualitative research 

ROLE PLAYER Employers Employees Government & 
Quasi-Government 

Education 

Anticipated 
sample 

18 11  5 5  

Realised sample 18 11 8 5 

Interview Codes HEMP  
01-18 

HEMPL 
01-11 

2 HGOV 01-02 
 6 HQUA 01-06 

HACA 
01-05 

*HEMP: Hospitality Employers; **HEMPL: Hospitality Employees; ***HGOV: Hospitality Government; 
****HQUA: Hospitality Quasi-Government; *****HACA: Hospitality Academics 

 
The focus was to gather in-depth information related to the sub-sector workforce. Senior 
researchers conducted the interviews to maximise the research value associated with 
soliciting information and data from key informants. Semi-structured interview guides1 
informed the interviews for the different participant groups. This was developed from the 
Sector Skills Plan (SSP) structure, the DHET framework and secondary resources to guide 
the development of the Sector Education Training Authority (SETA)-mandated SSPs. It 
included questions related to an overview of the Hospitality sub-sector, changes in the sub-
sector environment and the economic performance of the sub-sector, challenges in growing 
the sub-sector, labour-related information with reference to qualifications and skills, 
CATHSSETA-related information and the future of the world of work related to the sub-sector. 
The interviews were either conducted in person or through online platforms (Zoom and 
Teams). During the interviews, further probing was allowed to gather in-depth information.  All 
interviews were audio-recorded for transcription purposes and to ensure anonymity; all 
references to a person or organisation were de-identified. These interviews are safely stored 
on a OneDrive (NWU) online platform to which only the researchers have access.  
 
A description of the interviewees per group is provided below.   
The education group, five (5) participants, consisted of three (3) lecturers from Technical 
Universities of Technology, one (1) from a TVET-College and one (1) from a Traditional 
University. Three (3) of the five (5) educators were male, and two (2) were female. Two (2) 
educators were based in the Western Cape, one (1) in the Eastern Cape and two (2) in the 
Free State. All these institutions offer qualifications in hospitality. 
 
The employer group consisted of 18 participants. Eight (8) were managing or owning hotels, 
three (3) were at guesthouses, two (2) at lodges, three (3) at restaurants, one (1) was involved 
in internal training for a hotel group and one (1) was a freelance hospitality consultant. Eight 
(8) of the establishments were in Gauteng, three (3) in Free State, three (3) in Western Cape, 
two (2) in North-West, one (1) in Eastern Cape, and one (1) in KwaZulu-Natal. 
 
The employee group consisted of 11 participants. Six (6) participants were employed at hotels, 
three (3) at boutique hotels and two (2) at lodges. Four (4) participants were based in Gauteng, 
four (4) in North-West, two (2) in the Free State and one (1) in the Eastern Cape. 
 
The Government group consisted of two (2) participants. One (1) was based in Gauteng and 
the second in North-West. The Quasi-Government groups consisted of six (6) participants. 
Two (2) participants were working at Destination Management Organisations and four (4) at 
sub-sector associations.    
 
 

 
1 See Annexure 1 for the interview guide 
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Phase C – Quantitative empirical study 
The quantitative research focused on employers and employees working in the Hospitality 
sub-sector.  The data gathering was twofold: physical and online distribution. In terms of the 
physical distribution, trained fieldworkers distributed the questionnaires to willing respondents 
in North-West, Gauteng, Limpopo, Mpumalanga, Western Cape, Free State, Eastern Cape 
and Northern Cape. Given time constraints, physical distribution was not possible in 
KwaZulu_Natal and depended on online distribution.  
 
Fieldworkers visited hospitality-related organisations, requesting employees and employers to 
complete the questionnaires. In some cases, it was completed whilst the fieldworkers were 
present, and in other cases, the fieldworkers returned to collect the questionnaire. This was 
done over a period of three weeks. After the completion of the fieldwork, the data were 
captured and analysed. In terms of the online distribution, the online link to the employer and 
employee questionnaire was distributed to the CATHSSETA database and association 
platforms, specifically the North-West Tourism Board, Tourism Business Council of South 
Africa (TBCSA) and the South African Tourism Services Association (SATSA). QuestionPro, 
as an online survey platform, was used for this purpose. All employer and employee data were 
captured on the relevant data sheets. The anticipated and realised sample is provided below 
(Complete profile is provided in the results). 
 
Table 2: Sampling of the hospitality sub-sector – Quantitative research 

ROLE PLAYER Employers Employees 

Anticipated sample 100 600 

Realised sample 104 736 

 
The quantitative questionnaires utilised open and closed-ended self-administered questions. 
For the closed-ended questions, responses were recorded primarily on 5-point Likert scales 
and fill-in blocks. The questionnaire was developed from the Department of Higher Education 
and Training (DHET) SSP structure as well as secondary sources and focused on work 
effectiveness, work-related skills needed, change drivers, training opportunities and options, 
work environment dynamics and demographics-related information. Anonymity was ensured 
by asking for no personally identifiable information. The questionnaires are safely stored in 
the research store of TREES at North-West University. The research proposal and measuring 
instruments were reviewed by the Scientific Committee of North-West University and received 
ethical clearance from the Ethics Research Committee (NWU-00651-25-A4).  
 
DATA ANALYSIS 
The interviews were analysed to determine the core ideas of the responses per stakeholder 
group. This allowed for drawing meaning, context, patterns and propositions related to the 
results. The questionnaires were analysed to determine the average responses related to 
employer and employee opinions. 
 
The quantitative data were analysed by means of SPSS (Version 28). Firstly, frequencies were 
described to show the distribution between categories. Secondly, measures of central 
tendency were described to understand typical responses within the dataset. In the case of 
this research the 5 point-Likert Scales were interpreted as: It would be an appropriate 
convention to state that: (1) 1-1.5 – Not important/Not at all; (2) 1.51-2.5 – Somewhat 
important/To a small extent; (3) 2.51-3.5 – Important/To a moderate extent; (4) 3.51-4.5 – Very 
important/To a great extent; (5) 4.51-5 – Extremely important/To a significant extent (Lindner 
& Lindner, 2024).  
 
DATA AND RESEARCH LIMITATIONS 
The time to conduct the research was limited. Participants' willingness to participate in the 
research was a challenge due to busy programmes and research fatigue. To ensure quality 
inputs, respondents and participants were given extended time to complete the questionnaire 
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or to participate in the interviews. In some cases, the interview guide was given before the 
interview to allow participants to review the questions before the interview. Follow-up 
telephone calls also led to higher participation rates. 
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CHAPTER 1: SUB-SECTOR PROFILE 
 

1.1 Introduction 
This chapter provides an overview of the Hospitality sub-sector – the key role players, the 
employers and the labour market. The performance of the sub-sector is placed within the 
context of the economic conditions in the country. The employer profile showcases the current 
standing of the employer organisations in this sub-sector and focuses on the economic 
performance of the hospitality sub-sector specifically. The employee profile related to the 
hospitality sub-sector is analysed, followed by the skills implications. This chapter firstly uses 
secondary data obtained from, among others, CATHSSETA, South African Revenue Services 
(SARS), Statistics South Africa (StatsSA), the South African Reserve Bank (SARB), 
Organisation for Economic Co-operation and Development (OECD), National Department of 
Tourism (NDT), National Planning Commission (NPC), South African Qualifications Authority 
(SAQA) and the World Economic Forum. Secondly, it uses the primary data collected through 
questionnaires and interviews. 
 

1.2 Scope of Coverage 
The hospitality sub-sector is categorised based on the 62 Standard Industrial Classification 
(SIC) codes. This sub-sector consists mainly of two components, namely accommodation 
services (SIC codes 641) and catering and restaurants (SIC codes 642). See Table 3. 
 
Table 3: SIC codes 

SIC CODE MAIN ACTIVITY DESCRIPTION 

64101 Hotels, motels, boatels and inns registered with the SA Tourism Board 

64102 Caravan parks and camping sites 

64103 Guest houses and guest farms 

64104 Hotels, motels, boatels, and inns not registered with the SA Tourism Board 

64105 Bed-and-breakfasts 

64106 Management and operation of game lodges 

64201 Restaurants or tearooms with a liquor license 

64202 Restaurants or tearooms without a liquor license 

64203 Take-away counters 

64204 Caterers 

64205 Take-away restaurants 

64206 Fast food establishments 

64207 Other catering services N.E.C include pubs, taverns, nightclubs 

64209 Other catering services N.E.C 

84111 Timesharing 

88994 Bioscope cafes 

96195 Operation and management of the convention center’s 

 

1.3 Key Role-Players 
The Hospitality sub-sector depends on a well-coordinated and integrated post-school system. 
The key role players of this sub-sector are showcased in Table 4. These range between 
government entities, employer organisations, organised labour and education and training 
institutions.  
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Table 4: Hospitality Sub-Sector Key Stakeholders 

Stakeholder 
group 

Role player Role in Skills 
Development/Education 

and Training 

Link to NSDP 
Outcomes 

Government 
and Public 
Entities 

Department of 
Higher Education 
and Training (DHET) 

Skills development and 
training of hospitality 
professionals 

• Outcome 1: Identify 
and increase 
production of 
occupations in high 
demand. 

• Outcome 2: Linking 
education and the 
workplace 

• Outcome 3: 
Improving the level 
of skills in the South 
African workforce 

• Outcome 4: Increase 
access to 
occupationally 
directed 
programmes 

• Outcome 5: Support 
the growth of the 
public college 
system 

• Outcome 7: 
Encourage and 
support worker-
initiated training 

• Outcome 8: Support 
career development 
services 

Department of 
Tourism (DoT) 

Oversees the development 
and promotion of tourism. 

National Economic 
Development and 
Labour Council 
(NEDLAC) 

Influence labour policies and 
regulations affecting 
hospitality 

National Skills Fund 
(NSF) 

Funds training programmes, 
bursaries and learnerships in 
hospitality. Capacity building 
and entrepreneurship 
involvement in hospitality 

National Skills 
Authority (NSA) 

Provides strategic advice to 
the Minister of Higher 
Education and Training on 
national skills development 

South African 
Qualifications 
Authority (SAQA) 

Oversees the development 
and implementation of the 
National Qualifications 
Framework (NQF) 

Quality Council for 
Trades and 
Occupations 
(QCTO) 

Develops and quality assures 
occupational qualifications 
such as Chef, Hotel Front 
Desk etc. 

Department of 
Employment and 
Labour (DEL) 

Labour laws, workplace 
standards, sector-specific 
working conditions, including 
the Hospitality Sectoral 
Determination  

Department of Trade 
and Industry and 
Competition (DTIC): 
Tourism Incentive 
Programme (TIP) 
Companies and 
Intellectual Property 
Commission (CIPC) 
Small Enterprise 
Development 
Agency (SEDA) 

Promotes industrial 
development and supports 
small business growth 
 
 
 
Business registration 
 
 
Business support and 
incubation 

Tourism Grading 
Council of South 
Africa (TGCSA) 

Provides star grading for 
accommodation 
establishments, supporting 
quality assurance in the 
hospitality sub-sector 

South African 
Revenue Services 
(SARS) 

Taxation and compliance for 
hospitality businesses 

National Consumer 
Commission (NCC) 

Protects consumers' rights in 
hospitality services 
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Employer 
Organisations 

Tourism Business 
Council of South 
Africa (TBCSA) 

Represents the interests of 
private sector stakeholders 

• Outcome 5: Support 
the growth of the 
public college 
system 

• Outcome 6: Skills 
development 
support for 
entrepreneurship 
and cooperative 
development 

• Outcome 7: 
Encourage and 
support worker-
initiated training 

• Outcome 8: Support 
career development 
services 

 

Federated 
Hospitality 
Association of South 
Africa (FEDHASA) 

Main national employer 
association advocating on 
behalf of the hospitality sub-
sector at the government and 
legislative levels 

Restaurant 
Association of South 
Africa (RASA) 

Engages with the government 
on operational, regulatory and 
labour issues 

National 
Accommodation 
Association of South 
Africa (NAA-SA) 

Advocates for the needs of 
smaller, independent 
accommodation businesses 
and offers networking, 
training and marketing 
support 

Chefs Association of 
South Africa (SA 
Chefs) 

Acts in the interest of 
employers in food service and 
kitchens with a focus on 
training, standards, and 
professional development.  

    

Organised 
Labour 

South African 
Commercial, 
Catering and Allied 
Workers’ Union 
(SACCAWU) 

Negotiates collective 
agreements with major 
hospitality employers and 
advocates for better working 
conditions, fair pay and 
benefits 

• Outcome 3: 
Improving the level 
of skills in the South 
African workforce 

• Outcome 4: Increase 
access to 
occupationally 
directed 
programmes 

• Outcome 7: 
Encourage and 
support worker-
initiated training 

 

Hospitality and Allied 
Workers Union 
(HAWU) 

Represents employees in 
hotels, lodges, car rental firms 
and related sectors. Focuses 
on grievances and collective 
bargaining. 

National Union of 
Food, Beverage, 
Wine, Spirit and 
Allied Workers 
(NUFBWSAW) 

Addresses labour issues of 
kitchen staff, bartenders and 
related occupations 

Congress of South 
African Trade 
Unions (COSATU) 

Umbrella body for sector-
specific unions, which include 
SACCAWU 

National Union of 
Hotel, Liquor and 
Catering Workers 
(NUHLCW) 

Negotiates with employers 
and industry bodies for fair 
wages, working hours, leave 
provisions and health and 
safety conditions 

    

Education 
and Training 
Institutions 

Technical and 
Vocational 
Education and 
Training Colleges 
(TVET) 

Developing skills and talent 
for the hospitality sub-sector – 
practical industry-relevant 
education and training 

• Outcome 1: Identify 
and increase the 
production of 
occupations in high 
demand. 

• Outcome 2: Linking 
education and the 
workplace 

Private training 
providers 

Offering flexible, industry-
driven and specialised 
training registered through 
CATHSSETA, QCTO and 
SAQA 
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Universities and 
Universities of 
Technology 

Offering higher-level 
education, research, 
leadership development, and 
sector innovation 

• Outcome 3: 
Improving the level 
of skills in the South 
African workforce 

• Outcome 4: Increase 
access to 
occupationally 
directed 
programmes 

• Outcome 5: Support 
the growth of the 
public college 
system 

• Outcome 6: Skills 
development 
support for 
entrepreneurship 
and cooperative 
development 

• Outcome 7: 
Encourage and 
support worker-
initiated training 

• Outcome 8: Support 
career development 
services 

Community 
Education and 
Training Colleges 
(CET) 

CET colleges provide 
practical, job-oriented training 
in key hospitality areas, 
focusing on basic and 
intermediate skills 

Sector-specific 
training institutions 

Provide sector-specific, 
specialised, industry-aligned 
education, equipping learners 
with practical skills 

 
Based on the primary data collected, firstly, the role of employer organisations is the most 
important in the work of CATHSSETA. They serve as a middleman between CATHSSETA and 
the employers. These organisations are in direct contact with the sub-sector, which can inform 
the SETA of their needs, employee development and trends in the sub-sector. This type of 
collaboration is also applied in Australia, where the employer organisations are liaising with 
the SETA (or similar organisation) to direct training and opportunities. This keeps the SETA in 
contact with the sub-sector. 
 
Secondly, education and training institutions play a critical role in the development and offering 
of sub-sector-related training. Through CATHSSETA, the needs of the sub-sector can be 
communicated to the institutions to ensure sub-sector-relevant training. 
 

1.4 Employer Profile 
Altogether 11,892 employers in the hospitality sub-sector are registered as active firms with 
SARS in 2025. Of these employers, 97.7% are small firms, employing less than 50 people. 
There are only 0.5% large firms and 1.9% medium-sized firms, confirming that this sub-sector 
is mainly dominated by small, medium and micro-sized enterprises (SMMEs). The employer's 
primary quantitative data showed a similar finding with 89% of small-sized firms, 7% of 
medium-sized and 4% of large firms. The primary research findings differ from those of SARS 
due to respondents' willingness to participate in the research and share information, whereas 
in the case of SARS, it is mandatory. However, the trends between the data are similar. This 
is also in line with the United Nations World Tourism Organisation (2021), which indicated that 
around 80% of tourism enterprises are micro, small or medium-sized  
 
The projected 2030 goal for international tourist arrivals in South Africa is 15.1 million (NDP), 
and for employment, it is 2.23 million jobs; however, from a business perspective, regulatory 
hurdles and market competition will limit growth. One of the small firms in the primary research 
noted that they are hiring fewer people due to the regulatory requirements that are too costly. 
Other regulatory constraints, such as the length and restrictive visa regulation process, 
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bureaucratic red tape (Complex and time-consuming processes for compliance), labour 
regulations (Rigidity in labour regulations with reference to wage compliance, seasonal 
employment), land use and zoning laws (Challenges in obtaining zoning permissions for 
developments), might also limit growth. Small firms can participate in programmes such as 
the Market Access Support Incentive Programme, the Green Tourism Incentive Programme, 
the Tourism Transformation Fund and the Tourism Equity Fund to grow their businesses 
(National Department of Tourism, 2025).  
 
To capitalise on growth opportunities, small- and medium-sized businesses should leverage 
digital platforms, develop niche offerings, form strategic partnerships and invest in skills 
development. Creating awareness around the support programmes that are available to the 
sub-sector should be better communicated in the future. The state of the sub-sector in relation 
to the size of business remained the same over the last ten years, and thus the focus should 
be on equipping these business owners with the necessary skills to grow, as well as 
addressing the challenges mentioned, which are currently hampering growth. 
 

Figure 2 below illustrates the provincial distribution of the employers. Most firms are located 
within two (2) provinces – Gauteng (33.5%) and the Western Cape (29.8%). This is followed 
by KwaZulu-Natal (13.3%) and the Eastern Cape Province (6.1%). The Northern Cape 
Province hosts the least number of hospitality firms (168 firms, or 1.4%). Western Cape held 
15.5% percent of the tourist arrivals and Gauteng 42.6% in 2024 (SA Tourism, 2025). With the 
hospitality sub-sector being 95.7% dependent on tourism, it explains a higher number of firms 
in these two provinces, considering that these provinces are two major centres and business 
hubs. Cooperation between the hospitality sub-sector and tourism should be encouraged to 
attract visitors. Smaller provinces should capitalise on their resources to attract visitors, which 
will strengthen the hospitality sub-sector (Dube & Nhamo, 2024). 
 
Figure 2: Provincial distribution of hospitality sub-sector firms 

 
Source: SARS (2025) 

 
Based on the SARS (2025) Employer data, the fifty-six large hospitality firms were located 
mainly in Gauteng and the Western Cape Province, with 21 and 22 large employers, 
respectively. KwaZulu-Natal is home to eight (8) large hospitality employers, and the Eastern 
Cape hosts two. The larger employers include groups such as Southern Sun Hotels (90 hotels 
and resorts across South Africa, approximately 1,828 rooms), Sun International (3,335 rooms), 
The Capital Hotels (1,200 rooms), ANEW Hotels and Resorts (613 rooms) and aha Hotels and 
lodges (Approximately 1,900 rooms). A similar trend is visible in the medium-sized firms, with 
Gauteng hosting 32.9% of all medium-sized firms, and the Western Cape Province, 28.4%, 
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followed by KwaZulu-Natal with 18% of the 222 medium-sized firms. Some medium-sized 
firms include Legend Hospitality Group (18 lodges, hotels and resorts), and the Vineyard Hotel 
(208 rooms).  Again, the presence of tourism supports the distribution of hospitality firms as 
well as the size thereof. 
 
Table 5 below illustrates the demographic profile of employers that participated in the primary 
research. Most respondents were South Africans (93%), female (60%), 46 years of age, part 
of the white (68%) population group and held a Certificate (41%) as the highest level of 
qualification. Most of the respondents were from Gauteng (24%), closely followed by Free 
State (22%). Eighty-nine percent (89%) of the respondents were the owners/managers of 
small businesses with fewer than 50 employees. 
 
Table 5: Hospitality Employer Respondent Profile  

EMPLOYER 

Gender Male 40% Average length of 
current 
employment 

7.3 years 

 Female 60% Position Owner and Manager 

 Nonbinary 0% Average number 
of years in 
business 

15 years and 5 months 

Average Age 46 Years of age Current business 
conditions 

3.64 Good 

Citizenship South Africa 93% Business 
conditions in the 
next 12 months 

3.88 Good 

 Foreign National 7% Size of the 
business 

Small (1-50) 89% 

Race Coloured 3%  Medium (51-
149) 

7% 

 Black African 27%  Large (150+) 4% 

 White 68% Turnover: 
2023 
2024 

 
R 6 675 000.00 
R 9 144 810.00 

 

 Indian/Asian 1% Province 
Limpopo 
Free State 
North-West 
Northern Cape 
Western Cape 
Eastern Cape 
Gauteng 
Mpumalanga 
KwaZulu-Natal 

6% 
22% 
15% 
1% 
16% 
8% 
24% 
4% 
4% 

Level of 
qualification 

Non-formal 
education 
High School 
Certificate 
Tertiary Diploma 
Bachelor’s 
Degree 
Postgraduate 
Degree 

1% 
 
23% 
41% 
26% 
23% 
 
10% 

Disability status Yes 
No 

6% 
94% 

 
 

 

Source: Primary employer quantitative data 

 
As outlined in Figure 3 above, the hospitality firms registered with SARS are 11,892, of which 
97.7% are classified as small firms, employing between one and 49 people – this is a trend 
evident in the sub-sector. Most of these firms were based in Gauteng (33%) and Western 
Cape (29%), which are seen as the business hubs of South Africa. The hospitality sub-sector 
is 95% dependent on tourism, which also explains the location of these firms, as Gauteng and 
Western Cape are also the drivers of the tourism sector. The research indicated again that the 
poor growth performance of the SA economy led to the unemployment rate remaining above 
30% with the youth (25-34 years of age) most affected. The South African Reserve Bank is 
expecting a 1.7% growth rate for 2025, after it was slowed down between 2022 and 2024 by 
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factors such as load shedding, supply constraints and global conflicts. The integration between 
the hospitality sub-sector and the travel and tourism sub-sector explains the slow growth – if 
tourism grows, hospitality will also grow. 
 
Figure 3: Summative view of the hospitality employer profile  
 

 
Source: Primary qualitative and quantitative data 

 

1.5 Labour Market Analysis 
 

1.5.1 Macro-economic Performance 
The hospitality sub-sector operates within the larger economy and is dependent on trends in 
the macro-economy with reference to economic growth, inflation and unemployment. 
Economic growth, as measured by the percentage increase in real gross domestic product 
(GDP), has flattened after the initial recovery from the COVID-19 shock during 2021 and 2022. 
As outlined in Figure 4 below, economic growth failed to reach 1% in both 2023 and 2024, 
indicating that production in the South African economy is not increasing sufficiently. Growth 
projections for 2025 point towards a continuation of this poor growth performance, with the 
South African Reserve Bank (SARB) expecting a 1.7% growth rate for 2025, and a slow 
increase to 2.0% by 2027 (South African Reserve Bank, March 2025a). 
 
Growth during 2022 to 2024 was severely impacted by domestic factors such as load shedding 
and supply constraints, as well as international factors, most notably global conflicts, the SARB 
attributes lower growth forecasts for 2025 to global uncertainty and trade tensions, leading to 
an unpredictable global economy (South African Reserve Bank, March 2025b). 
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Figure 4: National Economic Growth Rate 

 
Source: South African Reserve Bank (SARB) (2025) 

 
Figure 5 below indicates the poor growth performance of the South African economy, which 
led to the South African unemployment rate remaining above 30%. Before 2020, the official 
unemployment rate in South Africa was already high at 28.7%. The pandemic caused a 
decrease in production and closure of businesses, leading to an unemployment rate of 34.3% 
in 2021. While the unemployment rate started to decrease again during 2022 and 2023, the 
low growth performance during the last two years was not sufficient to accommodate new 
entrants into the labour market, leading to an increase in unemployment during 2024.  
 
There are stark differences in unemployment rates between different population groups, 
educational groups, age groups and provinces. Statistics South Africa (StatsSA, 2024) reports 
that unemployment is higher for females than for males and for those with lower levels of 
education. Unemployment among the youth (25-34 years) also remains the highest; 
unemployment rates among youths without a tertiary education are above 40%. 
 
Figure 5: South Africa Unemployment Rate 

 
Source of data: South African Reserve Bank (2025) 

 
Inflation surged after 2020, fuelled by supply constraints, shipping disruptions and 
international conflicts. However, the overall rate of inflation has moved back within the SARB 
inflation targeting band of 3%-6% by 2023, and growth in prices slowed down even more 
during 2024. While inflation pressures have subsided during 2024, the SARB (2025b) is 

-8,0 -6,0 -4,0 -2,0 0,0 2,0 4,0 6,0

2019

2020

2021

2022

2023

2024

0,3

-6,2

5,0

1,9

0,7

0,6

Economic growth rate

28,7

29,2

34,3

33,5

32,4

32,6

25 26 27 28 29 30 31 32 33 34 35

2019

2020

2021

2022

2023

2024

South Africa Unemployment rate in percentage



   

 

 13 

concerned about increased inflationary pressures that might follow due to international trade 
instabilities and therefore, expectations exist that inflation will increase during the year. 
 
Figure 6: Total inflation rate vs Hospitality sub-sector inflation rate 

 
Source of data: South African Reserve Bank (SARB) 

 
Also shown on the graph above (Figure 6) is the inflation rate of restaurants and hotels (i.e., 
the hospitality sub-sector). What is evident from the graph is that even though overall inflation 
declined during 2024, prices in the hospitality sub-sector increased more than in any of the 
preceding 5 years. Prices within the hospitality sub-sector rose by 6.6% during 2024, and 
considering the inflation rates within this sub-sector over the past 3 years, it is clear that there 
is some persistence in inflation within the sub-sector. This is because of continuous increases 
in food prices, energy and fuel costs, and employees demanding higher wages (Fraser, 2024). 
This also suggests that the prices in the sub-sector do not easily adjust downwards when 
pressure eases. The prices of the hospitality sub-sector will not drop in the next few years due 
to the increases in underlying costs. 
 
Large-scale unemployment in the South African economy signals that hospitality firms should 
not struggle to find employees, especially for lower-educated occupations. The abundance of 
labour, especially among the youth, implies that entry-level positions should be easy to fill, and 
possible in-job training can contribute towards building skills development. Employers often 
rely on basic labour but still find quality and advanced-skilled staff in short supply. Given the 
abundance of labour, the inflation pressures experienced within this sub-sector are not 
necessarily labour cost-driven. Food inflation may be the driving factor behind higher prices in 
hospitality. 
 

1.5.2 Hospitality sub-sector performance 
Two economic activities of the Hospitality sub-sector, namely (i) Accommodation (SIC 64101-
64105) and (ii) Restaurants and similar (SIC 64201-64209), have detailed performance data 
available from Statistics South Africa. 
 
Figure 7, on the next page, depicts the average unit nights available per year for 
accommodation as well as the occupancy rates between 2019 and 2024. The availability of 
accommodation has peaked in 2023 with a continued slow growth. Also shown on the graph 
(with percentages on the right-hand axis) is the occupancy rate. The occupancy rate shows a 
slower recovery than the unit nights available, with occupancy standing at 36.7% in 2024 
compared to 44.6% in 2019. The lower occupancy rate is due to both more unit nights available 
and fewer unit nights sold, compared to 2019. This correlates with the tourists' average length 
of stay, which was 13.3 nights in 2024 and 13.6 nights in 2023 (SAT, 2025). It is also relevant 
to take into account that although the tourist arrivals (8.9 million in 2024) increased compared 
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to 2023 (8.5 million), it has not achieved its 2019 level of 10.2 million tourist arrivals (SAT, 
2025).  
 
This shows that the sub-sector is growing, but at a slow pace, and people are travelling for 
shorter periods. To improve occupancy, it is important to train staff in yield management and 
data-driven pricing strategies to optimise revenue. Improving visitor arrivals will require 
training in digital marketing, online distribution, social media engagement and customer 
relationship management skills. 
 
Figure 7: Unit nights and occupancy rate 

 
Source of data: Statistics South Africa (2025) 

 
Income from accommodation, as well as total income (i.e., including restaurant and bar sales, 
and other income) from 2019 to 2024, is shown in Figure 8 below. The data is in current prices; 
in other words, the income has not been adjusted to account for higher prices due to inflation, 
and as shown in the macro-economic analysis, inflation within this sub-sector has exceeded 
the average inflation rate in the country due to the underlying costs of food and energy.  
 
The graph below shows a recovery of income levels (in Rand millions) compared to the pre-
COVID period; however, as stated above, the data does not control for price increases. Hence, 
in real terms (taking out inflation), the income within accommodation has also not recovered 
to its 2019 level. Real (inflation-adjusted) hotel income in November 2024 was 17.74% below 
November 2019 levels (Minnaar, 2025). Income from selling unit nights remains the main 
source of income within accommodation. This can be mostly attributed to poor economic 
growth, lower tourist numbers and spending and slow growth of corporate and conferences 
(yields higher revenue per room).  
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 8: Total Income vs Accommodation Income 
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Source of data: Statistics South Africa (2025) 

 
Turning towards the economic performance of the restaurants, the Figure below illustrates 
income (in Rand million) received from food sales and bar sales within this sector. These 
numbers are in real terms, meaning that the effect of price increases (inflation) has been 
removed from the data. Similar to what is observed in accommodation, income in this activity 
has also not yet recovered to its pre-COVID level. It also shows some stagnation of real 
income levels. Many households have less disposable income (Sprake, 2025), food inflation 
has increased prices on meat, dairy and vegetables, and the business and event-related 
segments have not recovered, which are usually the more profitable segments to serve. 
 
Figure 9: Income from Food and Bar Sales 

 
Source of data: Statistics South Africa (2025) 

 
The Tourism Satellite Account (TSA) compiled and published by Statistics South Africa (Stats 
SA) provides data on employment within each of the sub-sectors. The latest TSA available is 
that of 2022, and hence, the trend in total employment within accommodation can only be 
traced up to 2022. The Figure below (Figure 10) shows how employment has decreased in 
accommodation due to the COVID-19 pandemic, and that there has not been a full recovery 
by 2022. In total, 150,125 workers were active in the accommodation activity in South Africa 
during 2022, of which 47% were male and 53% female. According to the CATHSSETA MG 
Employee data, there were 132,430 employees in Hospitality firms in 2024.  
 
Figure 10: Accommodation employment numbers 
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Source of data: Statistics South Africa (2024) 
 

For the restaurants and similar activities, one can see a similar trend in Figure 11 below. By 
2022, there had not been a full recovery of employment within this activity, and in total, 368,684 
persons were employed, which is less than the 386,760 employed in 2017 but a significant 
increase from the 317,052 employed in 2021. Of these, only 38% were male, and the 
remaining 62% were female, indicating that this economic activity is a key employer for 
females within the labour force. This economic activity shows that demand is growing, 
emphasising the importance of restaurants. 
 
Figure 11: Restaurant and similar employment numbers 

 
Source of data: Statistics South Africa (2024) 

 

1.5.3 Labour elasticities 
The information from the TSA was subsequently used to estimate labour elasticities for both 
the accommodation and the food and beverage activities.  Minnaar (2017) indicated that some 
of the most accurate forecasts for labour demand in the hospitality sub-sector can be 
generated by making use of labour elasticities. In this approach, the demand for labour (𝐿𝐷) 

depends on the demand for the good/service (𝑌) that it produces.  
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𝐿𝐷𝑖 = 𝑓(𝑌𝑖) 

 
According to economic theory, an increase in the demand for a certain good will cause an 
increase in production, which necessitates more labour. Therefore, a positive relationship 
between the demand for labour and the production of goods and services is expected. 
 
Although the time series is relatively short, it is sufficient for basic regression analysis. The 
Classical Linear Regression Model was utilised, and natural logs of the variables were taken 
to deliver coefficients that are elasticities. The interpretation of an elasticity is as follows: it 
measures the percentage change in labour demand due to a 1% change in the production of 
the product/service in question. 
 
Table six below summarises the elasticities and also indicates the average share of tourism 
expenditure in each activity (2022). This is important, since a decline (increase) in tourism will 
cause a more severe decline (increase) in a sub-sector that is more dependent on tourism 
than in a sub-sector that is less tourism dependent. 
 
Table 6: Labour elasticities 

Economic activities Tourism dependence 
as % of total output 

Labour elasticity Speed of adjustment 

Accommodation 79% 0.22 58.6% 

Food & Beverages 36% 0.31 39.4% 

 
From Table six, it is evident that accommodation is very dependent on the tourism industry 
(95.7%), while output in the food and beverage activity is only 36% dependent on tourism 
activity. This is not surprising, since all fast-food outlets and restaurants form part of this activity 
and serve local communities as well. 
 
The labour elasticities reveal that a 10% growth in demand will lead to a 2.2% growth in the 
demand for labour in accommodation and a 1.8% increase in labour demand in the food and 
beverage activities. The speeds of adjustment indicate that changes in the demand will lead 
to a change in labour demand within 1.5 to 2 years. This indicates that there is a slight lag in 
the labour market following an increase in demand for accommodation, food, and beverages. 
 

1.5.4 Labour Forecasts 
Before one can forecast labour demand, the change in output within each activity needs to be 
forecasted. Once the percentage change in demand or production is forecasted, the labour 
elasticities can be applied to forecast the additional labour that will be demanded in each 
activity.  
 
The TSA data is again used to forecast sub-sector output (or economic performance). The 
short time-series limits alternatives, but general smoothing algorithms2. Various smoothing 
forecasts were used, and the forecasts were evaluated using the Mean Absolute Error, Root 
Mean Square Error and Root Mean Percentage Error (RMPE). The forecasts with the lowest 
errors were subsequently chosen as the “best” forecast up to 2027. 
 
Output in the accommodation activity was best forecasted using the Holt-Winters additive 
algorithm, with an RMPE of 3.31%, indicating that, on average, the forecast makes a 3.31% 
error compared to the actual time series. The actual and forecasted series are shown in Figure 
12 below. 
Figure 12: Accommodation growth forecast 

 
2 Any univariate forecasting method has the disadvantage that it only considers the time series on its own and it therefore 
disregard the influence of other variables and events. The short time series available is unfortunately a severe restriction in this 
regard. 
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Source of data: Statistics South Africa and own forecasts 

 
The forecast shows an average growth in accommodation output of 6.8% per year. This 
translates into an average growth in labour demand within this activity of 1.5% per year. When 
using the TSA employment numbers, this translates into an additional 6,200 jobs by 2027 
(compared to 2024). 
 
Using the TSA data, Figure 13 depicts the output in the food and beverage activity that could 
be accurately forecasted using the Holt-Winters non-seasonal additive algorithm. The forecast 
is shown in the graph below, and consistent growth is forecasted. On average, the forecast 
makes a 1.44% error compared to the actual series and is hence quite accurate. The forecast 
predicts an average annual growth in output in this activity of 7.75% per year. Given the labour 
elasticity, this implies an average annual growth in labour demand within this activity of 2.4%. 
Compared to 2024, this means an additional 24,000 job opportunities will open up within the 
food and beverage activity within the next 3 years. 
 
Figure 13: Food and Beverages 

 
Source of data: Statistics South Africa (2024) and own forecasts 

 
 
 
 
 
Figure 14: Summative hospitality sub-sector profile 
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Source: Primary qualitative and quantitative data 

 
As outlined in Figure 14, in summary, the hospitality sub-sector, with reference to 
accommodation (95.7% dependent) and food and beverage (36% dependent), is dependent 
on tourism and its activities. Although the hospitality sub-sector has recovered after the 
pandemic, the income of this sector has not recovered but has stagnated due to less 
disposable income of households. Employment has also not recovered after the pandemic, 
but there has been growth in employment numbers from 2019 to 2022, and it is projected that 
by 2027, 6200 additional positions will be needed in the accommodation activity, and in the 
food-and-beverage activity, an additional 24,000 positions. Bed occupancy was 36.7% in 
2024, which is very low and 8% below the 44% in 2019. This is a direct result of lower 
tourist/visitor numbers, as well as a struggling economy. 
 

1.6 Employee Respondent Profile 
Table 7 below illustrates the demographic profile of employees who participated in the primary 
research. Most respondents were South Africans (93.7%), female (61%), 34 years of age, 
from the black African population group (73%) and held a High School Certificate (34%) as 
the highest level of qualification. Most of the respondents were from Gauteng (22%), followed 
by Limpopo (17%) and Western Cape (16%). Fifty-nine percent (59%) of the respondents 
earned less than R10 000.00 per month and have been working on average for 3.25 years at 
the same establishment.  
 
Table 7: Employee respondent profile 

EMPLOYEE 

Gender Male 
Female 
Nonbinary 

38.3% 
61.4% 
0.3% 

Average length of 
current 
employment 

3.25 years 

Position Assistants in hospitality, 
accommodation food and & 
beverage departments, 
housekeeping, and various 
management positions 

Income 
<R10 000,00 
R10 001 – R20 
000 

59% 
27% 
7% 
3% 

Average Age 34 Years of age 

Citizenship South Africa 
Foreign National 

93.7% 
6.3% 
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Race Coloured 
Black African 
White 
Indian/Asian 

12% 
73% 
14% 
1% 

R20 001 – R30 
000 
R30 001 – R40 
000 
R40 001 – R50 
000 
>R50 000 

1% 
3% 

Province Limpopo 
Free State 
North-West 
Northern Cape 
Western Cape 
Eastern Cape 
Gauteng 
Mpumalanga 
KwaZulu-Natal 

17% 
3% 
15% 
4% 
16% 
11% 
21% 
11% 
2% 

Level of 
qualification 

Non-formal 
education 
High School 
Certificate 
Tertiary Diploma 
Bachelor’s Degree 
Postgraduate 
Degree 

6% 
 
34% 
26% 
22% 
9% 
3% 

Disability 
status 

Yes 
No 

4% 
96% 

 
 

 

Source: Primary employee quantitative data 

 
The distribution of the workforce in Table 8, on the next page, based on the primary employer 
data, reflects the demographic, skills, and employment status distribution of staff members, 
providing insight into transformation, equity, and inclusion within the hospitality sub-sector. 
Black African individuals constitute the majority of the workforce (5,869 out of the total), with 
a significant concentration in semi-skilled roles (4,644). While representation at the highly 
skilled level (565) is present, it remains proportionally lower. White (500), Coloured (499), and 
Indian/Asian (248) staff are present in smaller numbers, with White and Indian/Asian 
individuals more concentrated in highly skilled roles (290 and 104, respectively), suggesting 
disparities in skills representation among racial groups. 
 
In terms of gender, the workforce is female-dominated (3,871 females vs. 3,129 males), 
particularly at the semi-skilled level. Although both males and females are represented across 
all skills categories, males slightly lead in highly skilled roles (501 vs. 539). Individuals 
identifying as “Other” remain underrepresented but are included across all skill levels. Persons 
with disabilities are present in the workforce (89 total), though primarily in low-skilled (149) 
and semi-skilled (76) roles. Very few (12) are in highly skilled positions, indicating a need to 
strengthen inclusion at professional levels. From an employment type perspective, permanent 
staff form the core of the workforce (6,572), especially in the semi-skilled category (4,990). In 
contrast, temporary staff (210) are mainly concentrated in low-skilled positions, reflecting 
limited access to career mobility or longer-term employment for contract workers. 
 
Overall, the table below highlights progress in transformation through racial and gender 
inclusivity at lower and mid-skill levels. However, challenges remain in achieving equity in 
highly skilled roles, particularly for Black Africans, persons with disabilities, and temporary 
staff. Strategic interventions may be needed to promote upskilling, leadership pathways, and 
greater representivity at the higher end of the employment spectrum. 
 
Table 8: Distribution of workforce (105 Hospitality-related establishments) 

 South 
African 
citizens 

Foreign 
nationals 

Highly 
skilled 

Semi-
skilled 

Low 
skilled 

Black African 5661 208 565 4644 303 

White 488 12 290 146 39 

Coloured 490 9 107 383 13 

Indian/Asian 244 4 104 132 4 

Male 2999 130 501 2233 153 

Female 3831 40 539 2863 191 



   

 

 21 

Identify as other 0 0 5 3 1 

Live with a disability 67 22 12 76 149 

Permanent staff members 6467 105 886 4990 222 

Male permanent staff members 2837 72 431 2218 178 

Female permanent staff members 3702 16 468 2871 96 

Permanent staff members who 
identify as other 

0 0 3 4 1 

Permanent staff members living 
with a disability 

65 2 11 55 2 

Temporary staff members 169 41 13 70 122 

Male temporary staff members 82 10 5 45 49 

Female temporary staff members 93 9 4 23 88 

Temporary staff members who 
identify as other 

0 0 0 3 2 

Temporary staff members living 
with a disability 

1 0 0 0 0 

Source: Primary employer quantitative data 
 

In Table 9, on the following page, the distribution of the workforce, based on the CATHSSETA 
Mandatory Data, is predominantly composed of South African citizens (129,902), with a small 
portion of foreign nationals (4,327). Black Africans represent the overwhelming majority 
among South Africans (107,604), followed by Coloured individuals (13,383), Whites (7,056), 
and Indian/Asian individuals (1,859). Among foreign nationals, Black Africans (4,233) again 
form the majority, indicating both domestic and regional labour integration in the sector. 
 
In terms of gender, the workforce is female-dominated, with 82,975 South African women and 
1,702 foreign women, compared to 46,926 South African men and 2,625 foreign men. This 
gender pattern is consistent across both permanent and temporary employment categories. 
People with disabilities are present in the workforce (568 in total), but the numbers remain low. 
Among South African staff, 561 individuals with disabilities are employed, of which 475 are in 
permanent roles and 72 are in temporary positions. Only 7 foreign nationals with disabilities 
are employed, and none are in temporary positions, highlighting a significant gap in disability 
inclusion, particularly among foreign staff and contract workers. 
 
The employment structure is largely permanent in nature, with 122,244 permanent staff 
members compared to 7,183 temporary staff. A similar trend is evident among foreign 
nationals, where 3,971 hold permanent positions versus only 327 in temporary roles. Among 
permanent staff, female representation (78,403 South Africans; 1,586 foreigners) significantly 
exceeds that of males, reinforcing the strong presence of women in the sector. The data does 
not indicate any staff identifying as “Other” in terms of gender, suggesting either a lack of 
reporting or absence of self-identification in this category. 
 
Table 9: Distribution of workforce: Hospitality sub-sector (MG Data) 

 South 
African 
citizens 

Foreign 
nationals 

Black African 107604 4233 

White 7056 54 

Coloured 13383 18 

Indian/Asian 1859 22 

Male 46926 2625 

Female 82975 1702 

Identify as other - - 

Live with a disability 561 7 

Permanent staff members 122244 3971 

Male permanent staff members 43840 2385 

Female permanent staff members 78403 1586 
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Permanent staff members who 
identify as other 

- - 

Permanent staff members living 
with a disability 

475 7 

Temporary staff members 7183 327 

Male temporary staff members 3042 235 

Female temporary staff members 4522 113 

Temporary staff members who 
identify as other 

 - 

Temporary staff members living 
with a disability 

72 0 

Source: MG Data (2025) 
 

Based on the results from the primary employer data and the CATHSSETA Mandatory data, 
both data sets indicated Black African individuals as the largest demographic group 
representing the majority across all skill and employment levels. The data reflect a female-
dominant workforce, low inclusion of persons with disabilities, and the majority of employees 
in permanent positions.  
 
Recent studies confirm these findings, indicating that the South African hospitality workforce 
remains youthful, female-dominated and marked by diversity. A study done by Tiwari (2022) in 
the restaurant activity found the workforce to be predominantly young and female, with almost 
a third being foreign nationals. In the Eastern Cape, smaller rural establishments tend to 
employ staff with lower levels of formal education, which limits their adoption of technology 
(Masegela & Nkonki, 2024). Many hotel employees in Cape Town faced reduced shifts, salary 
cuts and job losses reflecting the reliance on casual, low-security employment (Cwibi, 2024). 
 
Figure 15: Employee Gender Distribution 

 
Source of data: MG Employee Data 

 
According to the CATHSSETA MG Employee data reflected in Figure 15, above, there were 
132,430 employees in Hospitality firms in 2024. The majority of Hospitality employees were 
female (63.1%), with just more than a third of the employees male (36.9%). The primary 
research found similar patterns with more females than males employed in the hospitality sub-
sector. 
 
Similar to the firm distribution, the employee distribution in Figure 16 below shows that more 
than 60% of the employees were located in two provinces, namely Gauteng (36.4%) and the 
Western Cape Province (29.2%). This is followed by KwaZulu-Natal province (15.7%) and the 
Eastern Cape province (5.7%). The least number of employees (approximately 1,200, or 
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0.9%) was found in the Northern Cape province. These results corroborate with the size of the 
hospitality sub-sector, which is smaller in the latter two provinces. 
 
Figure 16: Provincial Distribution of Employees 

 
Source of data: CATHSSETA MG Employee Data 

 
The number of employees in each occupational group (OFO group) is illustrated in the graph 
below. It is evident that within the Hospitality sub-sector, most employees (44.9%) work as 
Service and Sales workers, followed by elementary occupations (25.5%). Within these groups, 
the majority of employees are female. In total, 13% of employees within this sub-sector are 
managers, and only 2.3% are professionals. It is only within the skilled agricultural, plant, and 
machine operators OFO groups where male employees exceed female employees in 
numbers. The primary research showed similar results with most of the employees in Gauteng, 
Western Cape and Limpopo (influenced by distribution pattern). 
 
Figure 17: OFO Group Distribution in the Hospitality sub-sector 

 
Source of data: CATHSSETA MG Employee Data (2025) 
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As nearly half of the workforce falls under service and sales roles, there is a strong need to 
invest in customer service, communication, digital reservations, and soft skills training. This 
can be done through skills programmes and learnerships. With 25% of the employees in 
elementary roles and only 13% in management roles, there is limited internal progression. 
There is a need for bridging programmes and mentorships to enable movement to 
management levels, particularly for women and Black Africans. The under-representation in 
professional roles and of females in management roles calls for partnerships with higher 
education institutions to improve the pipeline of managers to the sub-sector. With most 
workers based in Gauteng, Western Cape and Limpopo, there is a need to align the TVET 
colleges and private provider offerings with these regional employment patterns to meet the 
demand. 
 
The equity distribution of the employees in each of the OFO groups is characterised in the 
figure below. It is evident that most employees in all the occupational groups are African. 
Coloured employees are a sizeable portion (16%) of plant and machine operators and 
assemblers, clerical support (14.3%) and also take more than 13% of positions as managers 
and professionals. 
 
Figure 18: Equity distribution according to the OFO group 

 
Source of data: CATHSSETA MG Employee Data (2025) 

 
Figure 19 below outlines that compared to 2022, the number of employees has grown 
significantly from 108,229 to 134,230, which is a 24% growth. This correlates with the recovery 
of the hospitality sub-sector since the COVID-19 pandemic. The figure below illustrates that 
there has been employment creation in each of the OFO groups, with large increases 
experienced in Service and Sales employees, Elementary occupations and Managers. The 
primary research reflects a similar picture, with most respondents in elementary occupations. 
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Figure 19: OFO group comparison 2022 and 2024 

 
Source of data: CATHSSETA MG Employee Data (2025) 

 
Given the forecasts of the growth in the hospitality sub-sector and the distribution of 
employees among the OFO groups, it is also possible to estimate how many additional 
employees will be needed in each of the OFO groups. Table 10 below summarises the results 
of this exercise, indicating the number of additional employees required by 2027.  
 
Table 10: Additional employees required among the OFO groups by 2027 

OFO group 
Additional number of workers 

required by 2027 

Clerical Support Workers 1 639 

Elementary Occupations 7 703 

Managers  3 925 

Plant and Machine Operators and Assemblers 317 

Professionals 699 

Service and Sales Workers 13 590 

Skilled Agricultural, Forestry, Fishery, Craft and 
Related Trades Workers 323 

Technicians and Associate Professionals 2 066 

Total 30 262 

Source of data: CATHSSETA MG Employee Data (2025) and own forecasts 

 
Based on the forecast, there will be a growing need for Service and Sales workers, with an 
additional 13,590 job opportunities expected by 2027. This is followed by elementary 
occupations, with approximately 7,700 additional workers needed within the next 3 years. 
Managers, Technicians, and Associated professionals are the third and fourth most sought-
after occupations and will require an additional 4,000 and 2,000 workers by 2027. 
 
The growing demand for Service and Sales Workers will require a further investment in 
vocational and experiential learning related to customer service, sales techniques, and front-
of-house systems. The elementary occupations remain important for the youth and soft skills 
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development and work readiness programmes (school-to-work-transition programmes) are 
important going forward. 
 
Within the Service and Sales category, the Figure below shows that most employees have an 
NQF 4 qualification, but that there is also a sizeable portion that has a higher certificate (NQF 
5). It can therefore be expected that a sizeable portion of in-house training will be required to 
upskill those with an NQF 4 qualification. Awareness is, however, needed to encourage 
employees and employers to utilise recognised and accredited training programmes that will 
lead to career development. Elementary occupations again require mostly a senior certificate 
(NQF 4), while managers and technicians show higher NQF requirements, including NQF 5 
and NQF 6 qualifications. Currently, 13% of the managers hold a Diploma/Advanced 
Certificate, with very few holding a Bachelor's degree, which is focused on the development 
of management skills. Employing workers with a Bachelor’s degree will fill the gaps related to 
management, but those currently in the sub-sector should be offered opportunities to develop 
their managerial skills through formal qualifications.  
 
Figure 20: NQF level of current employees according to OFO group 

 
Source: CATHSSETA MG Employee Data (2025) 
 

Figure 21 below summarises the hospitality sub-sector employee profile. The primary research 
revealed that most employees who participated in the research were located in two provinces, 
namely Gauteng (36%) and Western Cape (29%). With the hospitality sub-sector being 95.7% 
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dependent on tourism, it explains the higher number of employees based in these two 
provinces, considering that these provinces are two major centres and business hubs. 
 
Figure 21: Summative view of hospitality sub-sector employee profile  

 
 
Source: Primary employer quantitative data 

 
In 2024, 132,430 employees were employed in hospitality firms, of which 63% were female 
and 36% male. There is a tendency in this sub-sector to employ more females than males, 
and there was a 25% growth in the number of employees in this sector from 2024. In terms of 
the occupational groups, most employees work as Service and Sales workers, with 44%, 
followed by those in elementary occupations (25%). Most of the employees in the different 
occupational groups were Africans, followed by Coloured employees. Based on economic 
forecasts, it was determined that this sub-sector will need an additional 13,590 employees in 
the service and sales occupational group and an additional 7,703 employees in the elementary 
occupation group by 2027. In total, across all occupational groups, the hospitality sub-sector 
will need 30,262 employees by 2027. It is important to note that higher-order skilled employees 
are needed in future in this sub-sector. 
 

1.7 Skills Implications 
The hospitality sub-sector has recovered but stagnated. The dependence on the tourism 
sector, however, creates opportunities for development and growth when tourist numbers to 
and in South Africa increase. The emphasis of the National Department of Tourism (NDT) to 
grow tourist numbers in South Africa will positively influence the growth of the hospitality sub-
sector in future.  
 
The sub-sector’s vulnerability to external factors, such as dependence on the tourism sector 
and economic instability, requires skills in entrepreneurship and business survival skills to 
enhance business resilience. Most hospitality firms employ fewer than 50 people, indicating a 
need to provide continuous support and training to these firms. This can be done via cluster-
based training hubs, where small and medium firms can receive managerial, soft skills, and 
financial management training (Yield/Revenue Management). The high unemployment rate 
leads to an oversupply of people in elementary positions, creating a gap in the higher-end 
positions. Training in higher OFO-groups is critical to ensure future growth of the sub-sector.  
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Skills for Service and Sales Roles should be prioritised in future, with 13,590 jobs needed in 
this group by 2027. The training focus should be on customer service, communication and 
upselling. This can be achieved through short courses and learnerships. Only 13% of 
employees are in management roles, yet there is a need for 4000 new managers by 2027. 
This will require entrepreneurial and leadership development programmes for owner-
managers. Partnerships with Higher Education Institutions will be needed in future to provide 
access to such qualifications on a higher NQF level. The geographic concentration of 
employers might require regional training interventions with TVET colleges in these provinces, 
focusing on the needs of each province. TVET colleges should provide training programmes 
that meet the needs of the province where they are located. 
 
The challenges related to compliance, regulations and zoning restrictions create a need for 
skills programmes to include training in basic compliance, labour law, business registration 
and land use regulations.  
 

1.8 Conclusion 

Chapter 1 provided a comprehensive overview of the Hospitality sub-sector, detailing its scope 
primarily within accommodation services and catering/restaurants. It highlighted the diverse 
array of key role-players crucial for skills development, including various government bodies, 
employer organisations, organised labour, and education and training institutions. The sub-
sector is largely dominated by small, medium, and micro-sized enterprises (SMMEs), 
representing 97.7% of employers, with most firms and employees concentrated in Gauteng 
and Western Cape provinces, correlating with their higher tourism activity.  

The sub-sector's performance is situated within a challenging macro-economic context, 
marked by stagnant economic growth and persistently high unemployment, though hospitality-
specific inflation has increased. While there has been a recovery in accommodation 
availability, occupancy rates and real incomes have not yet returned to pre-COVID levels.  

Despite these challenges, labour forecasts project significant job creation, with an estimated 
24,000 additional jobs in food and beverages and 6,200 in accommodation by 2027. The 
employee profile shows a majority of females (63.1%), with most employed in Service and 
Sales as well as elementary occupations, indicating a critical need for managerial training and 
mentorship for SMMEs, and a prioritisation of training programmes for these high-demand 
occupational categories to address future workforce needs. 
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CHAPTER 2: KEY SKILLS CHANGE DRIVERS 
 

2.1 Introduction 
In Chapter 2, attention is given to the key skills change drivers. This is introduced with an 
analysis of the factors affecting skills demand and supply. With the focus on technology, the 
emerging occupations, as a result of technological advancements, are analysed followed by 
the implications for skills planning. The policy frameworks affecting skills demand and supply, 
as well as reflections on the implementation of National Strategies and plans, are reviewed.  
 
Given the Hospitality sub-sector’s dependence on tourism, it is also important to consider that 
international organisations largely set the tone that guides organisations and actions, also that 
of hospitality firms, for instance, the 17 Sustainable Development Goals (United Nations 
Development Programme (UNDP), 2025). These goals are a global call to action to end 
poverty, protect the planet and ensure that by 2030, all people enjoy peace and prosperity. As 
a sub-sector with potential to grow, the hospitality sub-sector can address goals related to 
Decent Work and Economic Growth (SGD8) and Gender Equality (SDG 5). CATHSSETA has 
a role to play in Quality Education (SDG 4) through skills development programmes.  
 

2.2 Factors Driving Skills Demand and Supply 
The factors driving change in the hospitality sub-sector from a demand perspective revolve 
around Technology and Digitalisation, Sustainability and Climate Awareness, Changing 
Consumer Preferences and Changing Workplace. From a supply perspective, the factors 
include Education-Workplace Mismatch, Changing Workforce needs, the Economy and 
Politics and Global Influence. These factors were determined based on the primary research 
(interviews and questionnaires) conducted in the hospitality sub-sector (See Table 11), and it 
is supported by secondary research. 
 
2.2.1 Demand-side factors  
 
Technology and Digitalisation: The rapid development of technologies such as Artificial 
Intelligence (AI), automation, mobile applications, digital platforms, and social media is 
transforming the hospitality sub-sector and shifting required skill sets. Digital transformation, 
including the use of knowledge-based management systems and fully digitised marketing 
strategies, can enhance competitiveness, optimise workforce requirements, and promote 
stable growth within the sub-sector (Alieva, Maximenko, Godina, 2023; Anwar, Deliana, 
Suyamto, 2024). As technology becomes more embedded in operations, there is a growing 
need for digital literacy, data management capabilities, and the ability to integrate digital tools 
while still delivering quality human interactions, which requires soft skills. The World Economic 
Forum (2025) maintains that, despite technological advances, the hospitality sub-sector will 
remain reliant on human input to deliver core services. Hospitality trends for 2025 indicated 
that hotel guests want to be treated as individuals rather than anonymous customers, which 
includes being personally greeted by a staff member upon arrival. 
 
The importance of technology is, however, realised by the government as well, with the 
Department of Tourism in the process of developing a tourism sector digital transformation 
strategy, and SA Tourism rolling out an integrated digital marketing strategy, which will 
influence the hospitality sub-sector directly and encourage the development of technology. 
Technology and Digitalisation are influencing changes in the operations of the hospitality firms. 
Although it is currently applied in the hospitality sub-sector, it is not optimised, which limits 
growth. The rapid development of technology, as well as the variety of programmes and 
applications available, implies that the sub-sector easily falls behind and does not implement 
the most recent applications. The shift toward digitalisation requires new skills, particularly in 
roles that combine technical proficiency with interpersonal skills. The sub-sector must 
therefore develop a workforce equipped with both hard digital skills (e.g., managing AI-driven 
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platforms, online booking systems, CRM software) and soft skills (e.g., communication, 
problem-solving, empathy) to remain relevant. Hospitality occupations must evolve to align 
with these global and digital priorities, reinforcing the need for continuous upskilling and 
adaptability across all levels. Chatbots, automation options, mobile check-in service, and 
Artificial Intelligence were also identified as some of the hospitality trends for Hoteliers in 2025 
(Anon, 2025). 

Changing Consumer Preferences: Preferences for hospitality firms are driven by consumers 
and their need for personalised experiences and authenticity, which have changed 
expectations. The consumer requires faster service and personalisation. The sense of urgency 
in customer interactions is becoming more critical for guest satisfaction.  “Employers now look 
for soft talents, such as interpersonal abilities, people management, and attitudes that improve 
interpersonal relationships and corporate efficiency, rather than only specialised hard skills” 
(Silva et al., 2025). 

The changing consumer directs the way hospitality firms conduct their operations. If one does 
not adhere to the needs and preferences of the changing consumer, one will lose customers. 
This re-emphasises the importance of skills related to personalised services, faster response 
rates and authentic guest experiences. Training in interpersonal and emotional intelligence 
skills and customer-centric behaviour will be important in the future.  

2.2.2 Supply-Side factors 

Sustainability and Climate Awareness: These change drivers are prompting demand for 
green and ethical practices; however, there is limited application in South Africa. Global 
pressure, evolving guest expectations and increasing prevalence of sustainable practices 
present new demands such as green practices and the implementation thereof. The increasing 
adoption of sustainability practices in South Africa is noted in the hospitality sub-sector, but it 
is still too slow to take the SDGs and goals into account. Challenges such as economic 
instability, climate change, and evolving consumer preferences are evident. To effectively 
address these issues, hotels must adopt innovative resilience and regenerative strategies 
(Kagisho & Joao, 2024). Specifically, a comprehensive understanding of environmental 
sustainability and its long-term implications, such as reconfiguration of business models 
toward eco-efficiency and green competitiveness, is needed. Khatter (2023) stated that 
hospitality firms have endeavoured to minimise the ecological consequences of their 
operations on the environment. From a consumer perspective, there is a growing demand for 
eco-friendly stays and visible sustainability practices, especially from international tourists.   

The South African national approach alludes to Climate Transition combined with digital 
transformation, with the 2024 Climate Change Act formalising SA’s commitment to a transition 
toward a low-carbon economy. Thus, both green and digital agendas exist and run in parallel 
as separate policy frameworks. On an international level, the European Commission (2023) 
refers to a “twin transition” that will reflect how digital and green transformations in the sector 
and the use of resources in the natural environment require the development of specific skills 
to drive economic and social settings (Carlile et al., 2023). Not practising more sustainable 
practices might cost hospitality firms customers. 

Sustainability and Climate Awareness are pushing hospitality firms to change their business 
models and operations. This change driver demands operational skills in areas such as waste 
management, energy efficiency and compliance with eco-certification standards. Skills related 
to environmental literacy and digital proficiency, for example, smart technologies to enhance 
sustainability, will be essential in future.  

Changing Workplace: The hospitality sub-sector workplace demands multitasking, currently 
experiences labour shortages, and changing business models grapple with work-readiness 
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challenges. There is an increased demand for more generalised employees who are all-
rounders and able to work in all departments, especially in the case of smaller firms. However, 
the ability to do this is overshadowed by the lack of basic skills and understanding of the 
various departments in the sector. Hsu and Tseng (2022) indicated the ever-changing nature 
of the sub-sector demanding change and upskilling, with Mr Jabu Matsilele of The Small 
Tourism Enterprise Association (STEA, 2023) indicating a demand for skilled, reliable, and 
motivated workers nationwide [in South Africa]. Swanepoel (2024) supported the need for 
versatility in skills and knowledge, indicating that employers recruit and train staff more 
regularly than in other industries. 

The changing workplace drives change in skills development since it demands continuous 
upskilling. There is a growing need to align training for elementary occupations with practical, 
cross-functional skills, while ensuring that higher-level recruitment is supported by more 
specialised knowledge.  

Education-sub-sector mismatch: The mismatch between education institutions and the 
sector needs to be resolved, as it is a recurring factor. The sub-sector highlights outdated 
qualifications, training programmes being too theoretical and a lack of practical components. 
Almost all interviewees mentioned this mismatch and emphasised the need for all relevant 
stakeholders to cooperate in delivering employable employees.  Hewitt and Sao Joao (2022) 
emphasised the realignment of curricula to better prepare graduates for the realities of the 
hospitality sub-sector. TVET institutions face similar challenges (Essuman & Fraikue, 2024). 
It was indicated in the Tourism Update (2025) that employers feel that training is not specific 
enough - especially in smaller firms, where resources to customise or supplement training are 
limited." “While many young people are interested in tourism, there is a mismatch between 
their qualifications and what the industry needs.” (Tourism Update, 2025). 

As a change driver, this mismatch led to the sub-sector conducting its own training, which 
created a higher demand for in-house training (not accredited), and in that sense, broadened 
the gap between education institutions and the sub-sector. Closing this gap will lead to higher-
quality training programmes and hospitality firms that can focus on the business and not on 
training. 

Changing Workforce needs: The workforce entering the sub-sector prefers flexibility, work-
life balance and purpose and is less interested in traditional hospitality roles. These changes 
should be taken into consideration as part of fair human resource practices in the firm. The 
quantitative data showed that employees value professionalism, responsibility and dedication 
as important employee characteristics.  However, job seekers do not find this sub-sector 
attractive due to low pay, long hours and limited growth, which leads to labour shortages. Van 
Barselaar (2024) found that today’s employees prioritise flexibility and customisation in how 
they integrate professional and personal lives. This holds significant changes in how the sub-
sector realigns its talent strategy. Tourism Update (2024) reiterates that "Tourism SMEs in 
particular struggle to recruit or retain staff with the right blend of digital, customer-facing, and 
operational skills due to competition from larger employers and emigration." 

The changing workforce drives change related to how people function in the firm. New and in 
many cases, younger entrants, require a different work environment. This will require new 
skills from management to know how to accommodate the changing workforce. 

The Economy and Politics: These external factors directly influence consumer flow to the 
hospitality sub-sector. The declining economy, political challenges, high crime rates, financial 
challenges, and uncertainty limit the growth of the sub-sector, with tourists choosing other 
destinations to visit and local travellers decreasing their spending on accommodation 
establishments, restaurants and others. Mthombeni (2024) found that reliable infrastructure, 
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as a responsibility of the government, is needed for the sub-sector to survive and create more 
jobs.   

In dealing with the effects of the declining economy and politics, the hospitality sub-sector 
should be equipped with skills related to resilience, crisis management and problem-solving 
skills to adapt to this unpredictable operating environment.  

Global influence: Global influence with reference to cultural awareness and communication, 
an increase in international competition and a lack of funding for travel. There is a continued 
need for crucial human interaction and the ability to accommodate different cultures through 
awareness and adaptability, since South Africa welcomes diverse visitors. This is supported 
by Do, Fitz-Patrick, and Potroz (2021), who highlight that cultural awareness training is 
essential for tailoring service quality to guests' cultural expectations, reducing 
miscommunication, and improving customer satisfaction - particularly in multicultural settings. 
Given the increase in competition globally for the same tourists, the sub-sector should be 
ready to meet the needs of these visitors. Given the current economic challenges globally, 
fewer tourists are travelling. With the hospitality sub-sector currently dependent on the tourism 
sector, it is important in the next year to increase revenue from local consumers.  

Global influence as a change driver pushes the hospitality firms to create a workplace where 
awareness is created related to diverse cultures. Given the multi-disciplinary nature of the 
South African environment, training related to cultural awareness will contribute to creating a 
conducive work environment.  

Table 11: Qualitative thematic analysis: Direct quotes related to the factors driving skills 
demand and supply  

Factor  Quotations 

Technology and 
Digitalisation 

HACA001: “you have chat bots, even registration desks, it's all changing” 
HGOV001: "the technology itself, the development of technology in our days that 
most of the things have gone digital"  
HEMP001: “I think that technology is changing. I think a lot of hotels is [sic] more 
dependent on AI”; “we embrace the technology to make life easier for ourselves”  
HEMP011: “is to have a basic understanding of ChatGPT and a basic 
understanding of systems, and you know, all these, all these technologies that's 
available to make life easier, especially with the communication to the guests.” 
HEMP017: “(if you) have a lack in computer skills, it's going to inhibit the 
efficiency in which you render the service.” 
HEMP001: “the biggest thing that is changing is AI and the adoption of AI” and 
that it is affecting the entire guest cycle” 

Sustainability 
and climate 
awareness 

HACA002: “we have to find a balance, and if we want to reach the 2030 goal, the 
SME sustainability” 
HACA001: “the sector's complexity now compounded by all of these socio-
economic shifts, the sustainability imperatives” 
HQAU006: “I think people are becoming more aware of the environment, and 
they're definitely more aware of sustainability” 
HEMP016: “And I think inevitably all business structures would want to contribute 
towards that.” 
HEMP001: “it's not something that's just done in the background. It's actually 
there's something that the guests are now experiencing, and they I think they 
want to see what the initiatives are” 

Changing 
Consumer 
Preferences 

HGOV001: "the authenticity. Yes, the originality"  
HQUA001: “the consumer has changed, how people purchase” 
HQUA003: “there's less and less people that have that experience” 
HQUA005: “authentic experience, that is the magic word” 
HEMP016: “In terms of these statements, the newer generation are also looking 
for an experience, in the same way that guests are also expecting personalised 
and enhanced experiences” 
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HEMP001: who explained that “we embrace the technology to make life easier 
for ourself” and added that “people want things more personalised than ever 
before ... so preferences, unique preferences, unique notes, once naming, gifting, 
anything that is specific to the customer that, or rather the guest” 
HGOV001: “retaining authenticity and originality in experiences is seen as crucial 
for preserving some jobs, as AI cannot replicate these human-driven aspects”  

Changing 
workplace 

HGOV001: “labour market has shrunk” 
HGOV003: “requiring staff to multitask” 
HACA003: “why waste of financial resources in renting out a place when you 
could literally have your employees working from home” 
  

Education-
Workplace 
mismatch 

HACA003: “what are the current trends or changes within the industry”  
HACA002: “What are the new trends within the industry where we would need 
to incorporate it within our curriculum”  
HACA001: “definitely based on industry needs”.   
A significant issue is the lack of practical "experience"  
HGOV001: “among qualified individuals, with people being qualified but having 
never been exposed to any work experience" 
HQUA002: “the education institutions, probably need to start teaching or 
training students in a sense that they need to teach them how to apply what 
they have”  
HQUA007: “A significant skills mismatch exists, with many job seekers being 
either overqualified or underqualified despite high unemployment”  
HEMP001: “here's a challenge there between expectations of what you have 
learned and how to apply them.”  
HEMP010: “A more integrated approach between industry and academia is 
necessary, which was emphasised”  

Changing 
Workforce 
Needs 

HEMP011: “stated the need for more staff due to the reluctance of younger 
employees to work long hours, despite the increasing use of automation”  
HEMP016: “requires a lot more hand holding, taking a lot less accountability for 
their actions as well.”  
HEMP016: “the new generation want to be part of the business decisions” 
HEMP004: “the economy, people want to work for more money. They're looking 
for a better opportunity, they're looking for a better job that pays better”  

The economy 
and politics 

HGOV001: "tourism investment," requiring individuals skilled in finance and 
investment within the tourism economy  
Most interviewees, including HEMP004 and HEMP016 stated that the economic 
situation in South Africa is a factor affecting high turnover rates “the economy, 
people want to work for more money. They're looking for a better opportunity, 
they're looking for a better job that pays better” 
HGOV001: stressing the need to "understand the tourism economy"  
HGOV003: “This collaboration is seen as necessary to ensure alignment 
between educational courses and industry demands and to drive the economy” 
HGOV003: “the impact of political involvement in hiring over skill.” 
HGOV003: "Political involvement" (HGOV003) in appointments can also mean 
"other people that get the jobs because you're connected to somebody... other 
than the one that is skilled to do the job" 
HEMP010: highlights the impact of the political landscape on the hospitality 
sub-sector and the changes in visa policies and tourist visas - “in the luxury 
segment, there's definitely a sense of internationalisation that guests are 
looking for and they want that feel and with the regulations on foreign nationals 
and not being allowed to employ anyone which also is a hindrance when you've 
got international guests coming through that speak different languages that 
aren't commonly found in South Africa, that's a massive hindrance.” 

Global influence HGOV001: External factors like "global politics" significantly challenge the 
industry 
HEMP010: “Limitations with regards to employing foreign nationals, especially 
in a five-star segment, have dramatically hampered what we are offering to an 
international guest travelling to this country.” 
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HEMP009: “hotels must invest in security and build trust with international 
markets through transparent safety measures, then inconsistent public 
transport. 
HEMP001: as well as the majority of interviewees, noted that soft skills 
includes: “solving, listening, listening, speaking, confidence, all those" as well 
as “service personalisation... and cultural adaptivity”. 
HEMP009: “Human roles now emphasise communication, emotional 
intelligence, problem solving and cultural sensitivity. There's an increasing need 
for staff who understand AI systems, cybersecurity and data privacy 
compliance, even in traditionally non-technical roles. Employees are expected 
to wear multiple hats.” 

Source: Primary qualitative data 

 

2.3 Emerging Occupations Due to Technological Advancements 
The influence of technology on occupations is evident in the hospitality sub-sector. These 
developments led to new opportunities and occupations. These emerging occupations were 
determined based on the primary research (interviews and questionnaires) conducted in the 
hospitality sub-sector (See Table 12). Technology brought new and more specialised 
occupations: 
 
Data Analyst: Gathers, interprets and visualises data to help businesses improve guest 
experiences, optimise operations and drive revenue growth. In the hospitality sub-sector, data 
available to the firm can inform future developments, identify the needs of repeat consumers 
and provide a more personalised experience. This occupation does not have OFO status with 
the closest reference to Data and Analytics roles, which are in high demand. 
 
Digital Marketer: Develops and executes online marketing strategies to attract and retain 
guests through digital platforms. This is critical in the hospitality environment and will 
contribute to the growth of the firm. This occupation does not have OFO status but relates to 
Market research and marketing specialist roles. 
 
Content Creator: Produces engaging digital content such as videos, blogs and images to 
showcase hospitality services and enhance brand visibility. Content creators will assist in 
creating digital content that will attract consumers and contribute to the marketing of the 
establishment. This occupation does not have OFO status but relates to Emerging Creative 
and Media roles currently under review at SAQA.  
 
AI & Automation Specialist: Designs and implements AI-driven tools and automated 
systems to streamline operations and personalise guest services. In the sub-sector, these 
tools can contribute to more efficient management of waste, energy, budgets and influence 
development decisions. This occupation does not have OFO status, but currently forms part 
of the evolving 4IR-skills set entries. 
 
Digital Guest Experience Manager: Oversees and enhances guests’ digital touchpoints – 
from online booking to post-stay feedback to ensure a seamless and satisfying experience. 
This data should be analysed to optimise the experience to ensure satisfaction. This 
occupation does not have OFO status. 
 
Social Media Manager: Manages and curates social media channels to engage audiences, 
promote offerings and strengthen the hospitality brand’s online presence. In the hospitality 
sub-sector, the management of consumer comments and questions forms a core element of 
the business these days, and the manager creates and reacts to social media platforms. This 
occupation does not have OFO status but relates to the Marketing and Digital Communication 
niche.  
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Considering that all the sub-sectors work together, the above emerging occupations related to 
technology may be applicable to more sub-sectors than just the hospitality sub-sector.  
 
Table 12: Thematic analysis: Direct quotes related to the occupations related to technological 
advancements 

Occupation Quotations 

Data analysts  HACA005: “we see more and more, strategic roles, analytical roles” 
HEMP009: “Human roles now emphasise communication, emotional 
intelligence, problem solving and cultural sensitivity there's an increasing 
need for staff who understand AI systems, cyber security and data privacy 
compliance, even in traditionally non-technical roles, employees are 
expected to wear multiple hats.” 
HEMP016: “automation has introduced new skills requirements, such as the 
ability to manage and interpret data.” 
HEMP006: “pick(ing) up all your data and looking ahead, giving you such so 
much more accurate things to forecast and work towards. So we're 
budgeting more accurately” 

Digital marketers HEMP006: “digital marketing and content creation are emerging 
occupations, driven by the need for up-to-date social media presence.” 
HGOV001: “There is a strong demand for individuals possessing skills in 
technology (HGOV001), including areas like digital marketing (HGOV003).  

Content creators HEMP006 “digital marketing and content creation are emerging 
occupations, driven by the need for up-to-date social media presence.” 

AI and Automation 
Specialist 

HEMPL007: “work easier for us, definitely"; "great change"  
HEMPL009: “almost become simplified" 
HEMP006: “some processes that we do use a bit of automation, but being 
very luxury, everything is very people focused, at them, and that's what we 
stand for.” 
HEMP001 and HEMP016: “AI is impacting every stage of the guest 
process, from booking to communication.” 

Digital Experience 
Manager 

HEMP009: “digital experience manager (to manage guest experiences), a 
sustainability manager, or green operations specialist, and project 
manager.”  
HEMP001: “The changing needs of consumers have resulted in more last 
minute bookings as well as guests being more experience orientated, 
looking for activities and experiences that will enhance their lives, such as 
the Slow Tourism movement and enhancing normal activities to create an 
experience out of them (such as personalised menus or specialised tours in 
specific languages)”. 
HEMPL003: “making sure that the customer is happy" and creating positive 
"memories, the moments, the experiences, the way the guest feels” 
HACA001: “anything related to sustainability, ecotourism, volunteerism and 
meaningful experiences” 
HEMP016: “as well as HEMP019 mentioned about social media and the 
influence of influencers and bloggers/vloggers on guest expectations and 
experiences, as well as on the overall look and feel of the accommodation 
establishment” 

Social Media 
Manager 

HEMP005: “emerging occupations in the sector will include roles that 
require a combination of technical and soft skills, such as digital marketing 
and social media management” 

 
Technology plays an important role in the hospitality sub-sector, including the entire guest 
cycle, from making an enquiry or reservation until after the guest has checked out and asking 
for guest reviews. These ideas regarding emerging occupations tie in with the above 
interviewee's responses to the need for greater digital literacy and system knowledge, human 
interaction and soft skills, and personalised experiences, faster service, and visible 
sustainability practices. From an employee perspective, the sub-sector technology skills were 
considered very important in the workplace, highlighting a need for training in sub-sector-
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specific applications. The SADC Business Council, however, recently noted that many tourism 
operators across the region still operate without basic digital systems, significantly hampering 
growth potential in the sector" (Tourism Update, 2025). 
 
From an international perspective, the hospitality environment is undergoing significant 
changes driven by digital transformation, sustainability, and evolving consumer demands, 
leading to the emergence of new and reshaped job roles as can be seen in Table 13 below 
(Minor, McLoughlin & Carlisle, 2025; OECD, 2021; Zaragoza-Sáez, Marco-Lajara & Úbeda-
Garcı́a, 2022). Key emerging occupations and skill sets in the sector include several areas, as 
tabulated below.  

Table 13: Key emerging occupations: An international perspective  

Digital and 
Technology-
Related Roles are 
seeing a growing 
demand for 
specialists  

• Robot ‘trainers’ and robotics specialists.  

• Artificial Intelligence (AI) and robotics skills.  

• VR and AR ‘area’ designers.  

• Software application developers and analysts (e.g., PHP developers, 
front-end specialists in Online Travel Agencies).  

• Professionals in digital marketing and sales. This also extends to social 
media management, online marketing and communication, and 
influencer marketing. 

• There is a crucial need for expertise in data analysis, business 
intelligence, and big data skills.  

• Cybersecurity specialists and roles focusing on digital security and 
personal data protection are in demand, especially with the integration of 
eHealth systems in healthcare.   

• Digital content creation is also vital for easily and quickly reaching the 
public.  

Sustainability and 
Experience-
Oriented Roles are 
seeing anticipated 
job growth  

• Eco-tourism and environmental management, emphasising green and 
sustainable practices, green procurement, and environmental 
management. 

• Jobs in accessible tourism are also expected to increase.  

• The demand for individual tour operatives and managers who can 
develop personalised itineraries is growing, alongside roles focused on 
quality and innovation in designing five-star products. 

Innovation and 
Entrepreneurship-
Focused Roles are 
emerging 

• The collaborative economy creates opportunities for entrepreneurs and 
those offering services through collaborative platforms, signifying growth 
in flexible or gig economy roles  

• There is a need for innovation professionals and roles in new product 
development, with the ability to innovate work methodologies being a key 
competency. 

Soft skills  • Across all these evolving roles, such as communication, teamwork, 
leadership, interpersonal relations, and cultural diversity, remain critically 
important for professional success and guest satisfaction. 

Sources: Zaragoza-Sáez, Marco-Lajara & Úbeda-Garcı́a (2022); Minor, McLoughlin & Carlisle, (2025); 
OECD (2021); Zavrl, Vukovic & Cerovic (2021); Vinh (2024); Carlisle et al. (2021); Papageorgiou, 
Marneros & Efstathiades (2024) 

Based on the primary and secondary research, it is evident that while specific new jobs are 
emerging, a significant aspect of future workforce needs involves the transformation of existing 
jobs to integrate new skills, particularly digital fluency, rather than a widespread displacement 
of current roles (Minor, McLoughlin & Carlisle, 2025; OECD, 2021). 
 
International sources reinforce the core trends identified in the primary data, emphasising the 
transformative power of technology and the enduring importance of human skills. Both on 
national and international fronts, there is a consistent focus on digitalisation and technological 
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advancement as the primary forces reshaping the sub-sector. The COVID-19 pandemic is 
explicitly identified as a catalyst that accelerated the adoption of new technologies, pushing 
operations online "more forcefully than willingly". This urgent shift underscores the need for 
digital integration in the sub-sector. 

Firstly, the demand for skills in Artificial Intelligence (AI), robotics, Augmented Reality (AR), 
and Virtual Reality (VR) is strongly re-emphasised on a national and international level, with 
specific examples including the "use of robots" and skills for applying digital hardware 
technologies. Data analytics, business intelligence, and Big Data skills are crucial for decision-
making and are identified as areas of low current proficiency but high future need. Digital 
marketing and communication skills, including social media management and web 
design/development, are consistently noted as highly important for customer interaction and 
online presence. The need for expertise in cybersecurity and data protection is reiterated, 
particularly in the context of digital franchising and online safety procedures, and the broader 
need for digital content creation is supported by the emphasis on social media and digital 
marketing, with "creation of new content that reaches the public easily, quickly and cheaply" 
being a desired skill. 

Secondly, the growing importance of sustainability and green practices is affirmed both 
nationally and internationally, with new sources mentioning "environmental awareness," 
"green procurement," "promotion of sustainable practices," and the need for knowledge of 
climate change and environmental protection. A shared theme is the focus on experience-
oriented and innovation-driven roles, with sources explicitly mentioning "creativity and 
innovation in designing five-star tourism products" as a key competency and the need for 
businesses to be innovative by offering new and improved services. 

Thirdly, the criticality of soft skills remains a central and highly consistent point, with both 
discussions emphasising their fundamental importance for professional success and guest 
satisfaction. Communication, teamwork, interpersonal relations, and leadership are 
consistently cited as vitally important. A high level of hospitality, customer service, and 
emotional intelligence is highlighted as paramount, reflecting tourism as a 'human contact' 
sub-sector. Adaptability, flexibility, problem-solving, and critical thinking are seen as essential 
for navigating a dynamic environment and making informed decisions, and cross-cultural 
understanding and cultural diversity are reaffirmed as essential for interacting with a global 
clientele. The general consensus remains that future workforce needs primarily involve the 
transformation of existing jobs through the integration of new skills, particularly digital fluency, 
rather than widespread displacement of current roles, as automation is seen to replace some 
manual or repetitive tasks (Mäkelä & Stephany, 2025). 
 
The international sources provide more granular detail, specific regional insights, and highlight 
certain challenges and nuances that were not as extensively covered previously and 
discussed below. A significant divergence is found in Slovenia, where tourism employees 
themselves rated digital literacy as the least important competency for the future (Mekinc, et 
al., 2023). This contrasts sharply with external expert reports, which highlight its criticality, 
indicating a potential disconnect between the sub-sector’s perceived needs and the 
workforce's understanding of digital importance, with employees expecting tourism to remain 
a "human contact sub-sector. However, the study also notes that younger, better-educated 
employees and middle management perceived digital literacy as more important than their 
older, less educated counterparts. 
 
The UK study distinctly points out that, beyond advanced digital skills, there is a critical need 
for expert-level proficiency in basic digital skills such as Operating System (OS) use and 
Microsoft Office (MS) skills within businesses (Minor et al., 2025). This reveals a fundamental 
skills gap that needs addressing for broader digital engagement, advocating for a "stronger 
digital foundation" in the workforce. The international sources also offer more country-specific 
insights into skills gaps and policy responses (e.g., Croatia, Slovenia, UK, Netherlands, 
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Ghana, Poland, Bosnia and Herzegovina). For example, Ghana's tourism sector is highlighted 
as labour-intensive, with a demand for systems, technical, and problem-solving skills, but it 
faces significant obstacles due to poor infrastructure and manpower constraints (Nartey, 
2025). 

While the collaborative economy was mentioned previously, the international sources provide 
specific data on disadvantages from the perspective of service providers, such as a "lack of 
clarity about who is responsible in the event of a problem," income volatility, and issues with 
tax and social security contributions. The Slovenian study (Mekinc, et al., 2023) uniquely 
identifies "passion and commitment to hard work" as a highly valued competency, particularly 
by less educated workers who seem to internalise the demanding realities of the tourism 
sector. This specific insight into employee internalisation of a strong work ethic was not a 
standalone point in the previous answer. 

Additionally, the international sources explicitly raise concerns about technology leading to 
technostress, information overload, privacy issues, dehumanisation, and depersonalisation of 
tourist experiences due to unfamiliar interfaces, offering a more critical perspective on the 
potential downsides of pervasive digital integration (Başer, Kozak & Büyükbeşe. 2025; Minor 
et al., 2025). Lastly, several sources highlight that university courses sometimes fail to keep 
pace with the rapidly evolving digital landscape and industry demands, pointing to a continued 
gap in curriculum relevance, particularly regarding practical and product promotion skills for 
young entrepreneurs (Razack, Naicker & Suceran, 2025). 

Added to this, the primary research determined the importance of digital work-related skills. 
The Table below indicates that sub-sector technology skills and customer-focused digital skills 
are seen as very important work-related skills by the employees. This finding supports the 
discussion emphasising the role of technology and customers as the centre of future skills 
development. 
 
Table 14: The importance of work-related skills 

VERY IMPORTANT DIGITAL WORK-RELATED SKILLS 

Sub-sector technology skills 4.12* - Very Important 

Customer-focused digital skills 4.10* - Very Important 

Digital marketing skills 3.62* - Very Important 

Data and information management skills 3.61* - Very Important 

* Measure of central tendency on a five-point Likert scale ranging between not important and extremely 
important 
Source: Primary quantitative data 

 
Given the importance of technology programmes and applications in the hospitality sub-sector, 
the list below provides insight into which technology the sub-sector can consider 
implementing. Training will also be needed to apply these new systems. 
 
Automation and AI applications in the hospitality sub-sector:  

• Guest services and Front Desk: Self-check-in/check-out; mobile key and room 
access systems, chatbots for 24/7 guest inquiries, automated concierge services. 

• Reservations and Revenue Management: Dynamic pricing algorithms based on 
demand and competition, automated booking systems, auto-confirmation emails and 
reminders. 

• Housekeeping and Maintenance: room status tracking systems, predictive 
maintenance systems, scheduling automation for staff based on occupancy trends. 

• Food and Beverage: Digital ordering systems (QR code menus), inventory 
management automation, kitchen display systems. 
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• Marketing and guest Engagement: Email and SMS campaign automation, AI-
powered review and feedback analysis. 

• Back office and Administration: Payroll and HR software, automated financial 
reporting, AI-driven demand forecasting and staffing plans. 

 
Tourism Update (2025) reiterates that Southern Africa undervalues or underfunds 
digitalisation, which limits competitiveness.   
 

2.4 Implications for Skills Planning in the Sub-Sector 
The table below illustrates the key change drivers along with their implications for skills 
planning based on the findings from the interviews, the questionnaires, the CATHSSETA MG 
data and secondary sources. 
 
Table 15: Change drivers and implications 

Change 
Drivers: 
Demand 

Main Findings Skills Planning implications 

Technology 
and 
Digitalisation 

• There is a lack of 
technological skills in the 
sub-sector. 

• Upskilling of the labour 
market is needed in 
technological skills-related 
training. 

• Integration of sub-sector 
specific content into the 
current hospitality curricula. 

• Encourage service providers to develop 
relevant short courses to address 
technology and digitalisation shortages. 

• The sub-sector must therefore develop a 
workforce equipped with both hard digital 
skills (e.g., managing AI-driven platforms, 
online booking systems, CRM software) 
and soft skills (e.g., communication, 
problem-solving, empathy) to remain 
relevant 

• Fund digital literacy learning programmes 
to support upskilling. 

• This supports the CATHSSETA key skills 
priority intervention Digitalisation, as well 
as the SETA Integrated High Impact 
Programmes 5 related to digitalisation. 

Sustainability 
and climate 
awareness 

• Need for sustainable 
solutions to global 
environmental challenges. 

• Consumers demand 
sustainable actions and 
activities. 

• Fund sustainability training programmes 
i.e. Responsible use of water, electricity, 
cleaning products, limiting paper usage, 
limiting kitchen/food wastage, sustainable 
food choices (e.g. fish) and use of 
sustainable farming practices. 

• Drive an incentive programme encouraging 
measurable sustainability efforts in the sub-
sector. 

• This change driver demands operational 
skills in areas such as waste management, 
energy efficiency and compliance with eco-
certification standards. Skills related to 
environmental literacy and digital 
proficiency, for example, smart 
technologies to enhance sustainability, will 
be essential in future. 

• This supports the CATHSSETA SMME and 
Entrepreneurship Skills Strategy and the 
NSDP 6 focused on Skills Development 
support for entrepreneurship and 
cooperative development. 

Changing 
Consumer 
Preferences 

• Consumers demand 
personalisation and speed in 
guest experiences. 

• Fund sub-sector programmes related to 
understanding the consumer and service 
delivery. This re-emphasises the 
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importance of skills related to personalised 
services, faster response rates and 
authentic guest experiences. Training in 
interpersonal and emotional intelligence 
skills and customer-centric behaviour will 
be important in the future. 

• Host trend workshops for businesses to 
understand the changes in demand. 

• This supports the CATHSSETA key priority 
related to addressing occupational 
shortages and skills gaps and the NSDP 3 
focused on improvement of skills. 

Change 
Drivers: 
Supply 

Main Findings Skills Planning implications 

Changing 
workplace 

• Less manual roles and more 
digital literacy are needed. 

• Hybrid workplace. 

• Workplace-life balance is 
questioned in this subsector. 

• Training in terms of digital literacy and AI 
for the sub-sector, and training in terms of 
remote work and hybrid working conditions.  

• More generalised training and ensuring that 
the basics can be executed correctly and to 
standard. 

• There is a growing need to align training for 
elementary occupations with practical, 
cross-functional skills, while ensuring that 
higher-level recruitment is supported by 
more specialised knowledge.  

• This supports the CATHSSETA key priority 
related to addressing occupational 
shortages and skills gaps and the NSDP 3 
focused on improvement of skills. 

Education-
Workplace 
mismatch 

• Employees are not equipped 
with practical skills. 

• Need for more work-
integrated learning and 
mentorship programmes. 

• Facilitate discussions between 
stakeholders to correct the mismatch. 

• Develop a mentorship programme to train 
the next level of hospitality leaders. 

• Closing this gap will lead to higher-quality 
training programmes and hospitality firms 
that can focus on the business and not on 
training. 

• This supports the CATHSSETA key priority 
related to addressing occupational 
shortages and skills gaps, and curriculum 
review, as well as the NSDP 2, focused on 
linking education and the workplace. 

Changing 
Workforce 
Needs 

• Employees demand more 
flexibility and higher salaries. 

• Need to have adaptable and 
versatile training 
opportunities. 

• To conduct a national and international 
compensation benchmarking study. 

• The changing workforce drives change 
related to how people function in the firm. 
This will require new skills from 
management to know how to 
accommodate the changing workforce. 

The economy 
and politics 

• The highest percentage of 
sub-sector firms are small, 
which struggle to adhere to 
all regulatory requirements 
and thus employ fewer 
people. 

• The hospitality sub-sector should be 
equipped with skills related to resilience, 
crisis management and problem-solving 
skills to adapt to this unpredictable 
operating environment.  

• This supports the CATHSSETA key priority 
related to addressing occupational 
shortages and skills gaps. 
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Global 
influence 

• The importance of cultural 
awareness and adaptability 
cannot be emphasised 
enough. 

• To offer training regarding cultural 
sensitivity practices not only for local 
guests but also for international guests – 
this should include greetings, ways to serve 
guests from different cultures, etc. 

• This supports the CATHSSETA key priority 
related to addressing occupational 
shortages and skills gaps. 

 

 
The hospitality sub-sector is significantly impacted by several key change drivers that 
necessitate evolving skills: 
 
Technology and Digitalisation, encompassing AI, automation, and digital platforms, are driving 
a crucial demand for digital literacy, data management, and the ability to integrate technology 
while maintaining essential human interaction. Simultaneously, Sustainability and Climate 
Awareness are prompting a need for green and ethical practices, though their adoption in 
South Africa remains limited, highlighting a gap in comprehensive environmental 
understanding. Changing Consumer Preferences are shifting towards personalised 
experiences, authenticity, and faster service, which in turn elevates the importance of soft 
skills like interpersonal abilities and people management. The Changing Workplace demands 
versatile, multi-skilled employees, yet faces labour shortages and work-readiness challenges 
due to a workforce preference for flexibility and work-life balance. A persistent Education-
Workplace mismatch means that training programmes are often outdated and overly 
theoretical, underscoring the need for greater stakeholder cooperation to produce employable 
graduates. Broader external factors, including the Economy and Politics, characterised by 
stagnant economic growth, high unemployment, and political instability, directly constrain the 
sub-sector's development. Lastly, Global Influence dictates a continuous need for cultural 
awareness, communication, and adaptability to cater to diverse international visitors, 
alongside challenges posed by global competition and travel funding limitations. These drivers 
collectively reshape the skills landscape, demanding continuous adaptation and strategic 
planning. 
 
The main findings from Table 15 are that the hospitality sub-sector is undergoing a significant 
transformation, driven by a confluence of factors that are reshaping its skills landscape. Key 
among these are technological advancements and digitalisation, requiring increased digital 
literacy, data management, and a shift away from purely manual roles. Simultaneously, 
sustainability and climate awareness are prompting a demand for green practices and 
solutions, while changing consumer preferences necessitate personalised experiences and 
faster service, emphasising the criticality of soft skills. The modern workplace itself is evolving, 
marked by the emergence of hybrid models and concerns over work-life balance, leading 
employees to seek greater flexibility and higher salaries. This is compounded by a persistent 
education-workplace mismatch, where employees often lack practical skills and work-
integrated learning opportunities. Furthermore, the sub-sector, predominantly composed of 
small firms, faces economic and political challenges that hinder growth and employment, 
making cultural awareness and adaptability crucial due to global influences. 
 
To address the evolving skills landscape in the hospitality sub-sector, strategic interventions 
are crucial. Training programmes should be diversified to include relevant short courses for 
technological upskilling in areas like digital literacy, AI, and remote/hybrid working conditions. 
Furthermore, sustainability training and incentive programmes are vital to encourage green 
practices and address environmental challenges. To meet changing consumer preferences, 
the sub-sector needs to fund initiatives that enhance understanding of consumer behaviour 
and service delivery, supported by trend workshops. Critically, there's a need to bridge the 
education-workplace mismatch through facilitated discussions among stakeholders, 
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enhanced practical training, and the development of mentorship programmes for future 
leaders. Addressing changing workforce needs also requires conducting a compensation 
benchmarking study and fostering cultural awareness and adaptability through specific 
training. Lastly, increased funding for the sub-sector is necessary to support these wide-
ranging skills development efforts, particularly for the prevalent small firms that struggle with 
regulatory requirements and talent attraction. 
 

2.5 Policy Frameworks Affecting Skills Demand and Supply 
This section summarises the major national plans and strategies that guide the Hospitality 
sub-sector. The relevant policies are highlighted, as well as their skills implications. It was 
noted in the Tourism Update (2025) that “Leadership in implementing strategies remains weak, 
especially at provincial and municipal levels.” This has an influence on the understanding and 
implementation of the national plans and strategies below. The primary research reveals very 
limited knowledge and interest from the sub-sector product owners and employees in national 
plans and strategies – they only deal with those plans, regulations and policies that affect their 
businesses directly. None of the national plans and strategies were mentioned by the 
interviewees. 
 
Table 16: National plans and strategies affecting the skills planning for the Hospitality sub-
sector  

National policy or strategy objectives Skills implications 

The National Development Plan (NDP) 2030 

The purpose of the NDP is to eliminate poverty 
and reduce inequality by 2030. It aims to create 
inclusive economic growth to boost employment 
and income; to improve education and skills 
development to build a capable workforce, 
strengthen the capacity of the state to deliver 
services effectively, to promote social cohesion 
and nation-building to create a more united 
society and ensure environmental sustainability 
through responsible resource management. 

The NDP emphasise tourism as a key driver of 
employment, and the research indicated the 
dependence of the hospitality sub-sector on 
tourism. This shows the importance of this sub-
sector in contributing to the workplace by 
facilitating the training of the necessary skills. 

The National Skills Development Plan 2030 

The purpose of the NSDP is to guide and 
coordinate skills development in South Africa to 
meet the country’s economic, social and 
developmental goals. 
 
 

CATHSSETA should focus on occupationally 
driven programmes to address skills shortages in 
the sub-sector. CATHSSETA should continue to 
expand WIL opportunities as this strengthens the 
education-workplace link – a challenge identified 
by the sub-sector. 

Human Resource Development Strategy for South Africa 2010-2030 

The purpose of this strategy is to develop the 
skills and capabilities of the country’s people to 
support inclusive economic growth, social 
development and a capable country. Its key 
objectives include: improve education and 
training outcomes, strengthen skills 
development, support economic growth and 
employment and promote equity and inclusion.  
 
 

It is important for CATHSSETA to keep the SSP 
current and fund programmes for relevant and 
emerging occupations. Sign more MoUs with 
groups in the hospitality sub-sector to secure 
internships/WIL for students. It is also important 
to reserve bursaries for youth, women, rural 
learners and people with disabilities. Embed 
digital and sustainability modules in hospitality 
qualifications. 

Presidential Youth Employment Initiative 

The goal of the PYEI is to transition young people 
from “learning to earning” focusing on demand-
led skills training, local ecosystem support for 
entrepreneurship, a revitalised National Youth 
Service and National Pathway Management 
Network. 

CATHSSETA’s approach in relation to demand-
driven training, internships and placements 
adheres to the goals set in the PYEI. Hospitality 
venues participate in the National Pathway 
Management Network, which matches youth to 
practical, on-site work experiences. 

Management Development Programme 
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The purpose of this programme is to develop 
front-line supervisors, emerging managers and 
middle managers to accelerate in their careers. 

CATHSSETA share the goal of the MDP in 
developing competent, ethical and skilled 
managers. This research identified the gaps in 
middle and even in top management positions, 
and training of these managers is important 
going forward. 

South African Economic Reconstruction and Recovery Plan (ERRP) 

The purpose of this strategy is to revive and 
reshape South Africa’s economy by stimulating 
equitable and inclusive growth, tackling 
immediate economic challenges.  

The strategy aligns with the CATHSSETA 
mandate of training and upskilling with reference 
to public employment programmes, women and 
youth training and re-skilling initiatives. There is 
a focus on the growth of small and medium 
hospitality firms, which is one of the focus areas 
of CATHSSETA. It encourages collaboration, 
which CATHSSETA is implementing and 
improving where needed. 

 
2.6 Reflections on the Implementation of National Strategies and Plans 
Guided by the National Skills Development Plan (NSDP), which serves as its strategic 
framework, CATHSSETA has aligned its Strategic Plan (CATHSSETA, 2025) with the NSDP’s 
eight outcomes. This alignment ensures that skills development interventions contribute 
meaningfully to economic growth, employment creation, and social advancement. The SETA 
developed targeted performance indicators to support both employed and unemployed 
learners through Adult Education and Training (AET), learnerships, internships, bursaries, and 
other skills development initiatives. Further strengthening the post-school education and 
training system, CATHSSETA partnered with TVET colleges on infrastructure and lecturer 
development projects, enhancing institutional capacity to deliver sector-relevant qualifications.  
 
From the primary qualitative data, it was found that there is a mismatch between government 
interventions and strategies and sub-sector needs. Closer collaboration between the 
government and the sub-sector is needed to address the needs. It was said that in some 
instances, government interventions can be counterproductive due to this mismatch. 
Learnerships and work-integrated learning programmes were supported by the participants, 
as well as the policies that bring about growth and change. It was clear that policies dictate 
strategies and plans, but that budget limitations hinder the implementation process and restrict 
reach. Thus, while the plans and strategies might be considered good, they are hindered by 
budget limitations and a mismatch between interventions and sub-sector needs.      
 
The primary qualitative data found a call for greater effort in collaborating with different 
stakeholders for workforce development and a need for clearer communication and criteria for 
participation in the CATHSSETA programs. Criticisms from the participants include a lack of 
effective government policy and support for the sub-sector, including the budget allocated to 
CATHSSETA, and the complicating impact of regulations on areas such as liquor licenses, 
foreign nationals and labour laws.  While some feel government policy has minimal direct 
impact on their specific work, others link national issues like crime and the country's image, 
which are influenced by government services, to negative business consequences. 
Participants indicated a lack of practical support from sub-sector associations and a need for 
better regulation and oversight in sub-sectors like guest houses. Participants suggested that 
nationally influenced training programs should be more specific to the practical needs of 
restaurants and hotels. It was stated in Tourism Update (2025) that there is a real lack of 
inclusivity and consultation at grassroots level, which has led to policies that do not reflect the 
reality on the ground. 
 

2.7 Conclusion 
Chapter two highlighted the change drivers that continuously reshape the skills landscape in 
the Hospitality sub-sector. Technology has been the most significant driver of change in the 
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last year, and CATHSSETA should direct their skills planning efforts towards this phenomenon. 
In the same vein, the importance of people working in the hospitality sub-sector should not be 
underestimated, and skills planning should be directed at developing soft skills.   

Strengthening collaboration between educational institutions, sub-sector stakeholders, 
government entities, and CATHSSETA is crucial to ensure curriculum relevance, improve 
labour market intelligence, and address challenges posed by policy frameworks and budget 
constraints. Proactive and collaborative efforts addressing both demand and supply issues 
are vital for the sub-sector's future workforce development and sustainability. 
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CHAPTER 3: HOSPITALITY SUB-SECTOR SKILLS DEMAND AND SUPPLY 
ANALYSIS 

 

3.1 Introduction 
Chapter 3 analyses the sub-sector further from a demand and supply perspective. From a 
demand perspective, attention is given to occupational shortages with reference to hard-to-fill 
vacancies and the reasons for this. Since remote work is still practised in the sub-sector, data 
related to remote work is discussed. This is followed by findings focusing on skills gaps and 
related training, as well as the identification of emerging occupations in the hospitality sub-
sector. From a supply perspective, the current state of education and training provision is 
assessed, and career paths related to the different NQF levels are explored. Micro-credentials 
are a new trend in education globally, and the appetite for this was assessed in the research. 
Lastly, the SETA Sectoral Priority Occupations Interventions List was discussed.  
 
The primary research showed that understanding customer needs and being able to work well 
with others are especially important in the hospitality sub-sector (see Table 17). People skills 
(understanding the needs of customers and the ability to work with people) were highlighted 
as being crucial by respondents. Although having hands-on experience before starting a job 
and having the relevant qualifications and training were not seen as extremely important, it 
was still considered very important. This suggests that while soft skills like teamwork and 
customer service are top priorities when hiring, practical experience also plays a valuable role 
in helping employees succeed in their roles. Technology was considered very important when 
working in the hospitality sub-sector, but not more important than the ability to work with 
people.  
 
Table 17: Important aspects when working in the hospitality sub-sector 

Aspects Scale 

Understanding the needs of customers 4.75* – Extremely important 

Ability to work with people 4.74* – Extremely important 

Upskilling 4.5* – Very important 

Access to sufficient resources 4.22* – Very important 

Technology 3.97* – Very important 

To have a mentor 3.8* – Very important 

Practical experience before beginning to work in any specific 
position 

3.8* – Very important 

Relevant qualifications and training 3.8 *– Very important 

*Measurement of central tendency on a five-point Likert scale 
 Source: Primary quantitative data 

 

3.2 Occupational shortages and skills gaps 
 

3.2.1 Hard-to-Fill Vacancies 
A hard-to-fill vacancy (HTFV) is defined as a vacancy (occupation) that an employer is unable 
to fill within 12 months or longer. The primary data revealed the following vacancies as hard 
to fill. 
 
Table 18: Hard-to-fill vacancies 

Vacancies Reasons for HTFV Stakeholder feedback 

Event/Banqueting 
Managers 
 
 
NQF Level: 6-7 

Integration of sales (sell events) 
and operational skills (logistical 
and operational excellence) is 
required. 
Salary considerations 
Lack of professionalism  
 

Finding a talented banqueting manager is 
described as "mostly impossible" by 
HEMP001, who explains the need for 
"someone that's both sales and 
operationally clued up, because you need 
to know you need to sell, but then you also 
need to know what you can't sell and can 
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sell. So that's a bit of a hard one, because 
usually either they are knowledgeable on 
banqueting and not sales, or they are sales 
and don't know banqueting". 

Digital Marketers 
 
 
 
NQF Level: 6-7 

Emerging occupation 
Evolving of the digital landscape 

There's a recognised need for individuals 
skilled in leveraging digital tools and 
systems to improve profitability and 
showcase products effectively. Some 
employers, however, may not yet perceive 
the full "worth of this position" and thus 
may not be investing adequately in the 
salaries required to attract top talent. The 
growth of content creation and digital 
marketing roles is also noted. Jobs 
requiring specialised skills like 
"maintenance, revenue management, and 
culinary roles" are "challenging to fill", as is 
"digital marketing". HEMP005 experienced 
challenges finding properly trained digital 
marketing professionals. 

Tourism 
Marketers 
 
 
NQF Level: 6-7 

Understanding of how to sell an 
experience is limited. 
Limited experience in selling a 
destination 
 

This is primarily due to the difficulty in 
finding candidates with the necessary 
combination of specific tourism-focused 
skills, qualifications, and experience, as 
existing marketing training is often generic 
rather than tailored to tourism or 
conservation. The shortage impacts the 
sector's ability to effectively promote its 
offerings and attract visitors. 

Middle 
Management 
 
NQF Level: 7 

Many leaders and managers left 
the sub-sector 
A pool of less experienced 
managers who lack the skills 
and ability to lead a team 
 

This leads to a lack of experienced 
candidates for these crucial roles, 
impacting operational efficiency and the 
development of new talent within 
organisations. Managerial roles also 
specifically require or benefit from 
knowledge in areas like HR basics and 
financial skills, including costing and 
managing stock. There's also a significant 
shortage in management, especially at 
"middle management" and "top 
management positions", partly because 
"many capable leaders and managers left 
the industry during COVID, leaving behind 
young managers who lack the ability to 
teach and train", resulting in a lack of 
experienced candidates. HEMP004, 
HEMP009, HEMP010, and HEMP011 
talked about the challenges of finding 
senior and middle management 
candidates. HEMP019 added “top 
management, like your executive to your 
executive chefs, F&B managers. So it's 
basically your top management that's 
actually difficult to fill.”  

Top Management 
 
 
 
 
NQF Level: 8-9 

Lack of leadership skills 
Lack of experience at a top 
management level (including 
Executive Chefs, F&B 
Managers) 

Leaders are expected to proactively upskill 
themselves to remain current with the 
evolving global landscape, including 
technological advancements like AI, and to 
understand how to effectively manage 
younger, tech-savvy employees. 
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Challenges also include skilled individuals 
leaving the country or moving to other 
areas for better opportunities and 
potentially uncompetitive remuneration, 
and concerns about political involvement in 
hiring decisions.  
Primarily due to a perceived lack of skill in 
leadership (HGOV003). It is suggested that 
leaders need to proactively upskill 
themselves to stay current with the 
evolving global landscape, including 
technological advancements like AI, and to 
understand how to work effectively with 
younger, tech-savvy employees entering 
the workforce (HGOV003). While academic 
qualifications among candidates might be 
high (HGOV003, HGOV001), a lack of 
practical skill can be an issue (HGOV003). 

F&B (Front of 
House, Waiters, 
baristas,  
 
NQF Level: 3-4 
 
Chefs and 
Professional 
cooks 
 
NQF Level: 4-5 
 

Qualifications do not align with 
sub-sector needs. 
Deficiencies in technical culinary 
skills, particularly concerning 
fundamental skills.  
Finding staff with the required 
work ethic, passion, and 
commitment, especially among 
younger generations, directly 
contributes to high turnover and 
difficulty in filling these critical 
roles. 

HEMP003 and HEMP010 state that there 
is "a shortage of experienced waiters and 
baristas as a significant challenge". 
"Professional cooks" and "chefs" are 
deemed "critical positions that are hard to 
fill", often due to a "lack of basic skills 
among young chefs". HEMP009 reiterated 
the difficulty in finding chefs or filling 
culinary positions. 

Front Office 
positions 
(Receptionist) 
 
NQF Level: 4-5 
 

Expectations of a receptionist 
are high – prospective 
employees do not realise this.  
Lack of essential technical 
abilities, such as proficiency with 
point-of-sale systems and 
general computer literacy.  
Lack of strong communication 
and interpersonal (people) skills.   

According to HEMP002, "the receptionist 
position [is] very hard to fill". HEMP017 
notes "definitely two positions is front 
office, especially in a managerial or a 
supervisory context, and then also in food 
and beverages". 

Night Auditor 
 
NQF Level: 5-6 
 

Safety concerns 
Need for specific skills  
 

HEMP001 highlights the complexities: “You 
have to find someone who obviously then 
works at night and sleeps during the day. 
That means someone that doesn't have 
kids or a wife or a head like it's, it's, it's a 
very complicated thing to have night staff 
to find the right one. It has to be a male. It 
has to be young. It has to have knowledge. 
Must be confident enough to manage 
things by themselves”. 

Source: Primary Qualitative and Quantitative Data 

 
As tabulated above, the quantitative data revealed that 30% of the employer respondents 
indicated that they struggled to fill vacancies. Those that indicated hard-to-fill vacancies 
highlighted chefs, general managers, front-of-house managers, financial managers, risk 
managers, revenue managers and overall people who can work with people.  
 
It is clear that the hard-to-fill vacancies are evident over a period of time, and it is indicated in 
the Mandatory Grant data (2025) revealed hard-to-fill vacancies as: 
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• Hospitality-related vacancies: Café and Restaurant Managers, Baristas, Chefs, Cooks, 
Pastry Cook, Receptionists, Housekeeping Service Manager and Waiters. 

• Management-related vacancies: Corporate General Manager, Facilities Manager, 
Hotel/Motel Manager, Hotel Service Manager. 

• Other: Marketing-related occupations, Sales Manager. 
 

3.2.2 Reasons for Hard-to-Fill Vacancies 
Even though South Africa’s unemployment rate is high, there are still certain occupations that 
are hard to fill, and the main reasons, based on the primary data, include the following:  
 
Skills mismatch: Formal education often lacks practical, sub-sector-relevant content, leading 
to future employees being underprepared for real-world roles. 
Workplace expectations: Younger job seekers tend to prefer flexible, less demanding work, 
while the sector requires long hours and shift work. 
Poor salaries and conditions: These discourage skilled workers and drive talent overseas 
or to other industries. 
Lack of practical experience: Even qualified candidates often lack hands-on experience 
needed for senior or specialised roles. 
Weak soft skills: Communication, leadership, and emotional intelligence are often missing. 
Political interference: In some cases, hiring is influenced by connections rather than merit. 
Training gaps: Education systems and qualifications (e.g., NQF 5) are seen as outdated, 
overly theoretical, or misaligned with job requirements. 
 
Employers value attitude and experience over qualifications and cite the need for more 
practical training, better sub-sector-aligned curricula, and support for staff development to 
address the gap. Two major challenges in filling these positions are the size of the firms and 
the salaries in attracting the right people. Internationally, “Employers reported that the most 
difficult roles to recruit were chefs, other kitchen staff, housekeeping, and bar staff.” (Fair Work 
Hospitality Report, 2024).  The lack of management-related skills is evident and the need for 
this training is showcased. It was mentioned that upskilling is deemed essential, particularly 
for those in top management positions, to ensure they comprehend the evolving digital 
landscape and can effectively collaborate with younger employees who may be more naturally 
adept with technology.   
 
The table below highlights the reasons for vacancies being hard to fill, based on the direct 
quotes of participants.  
 
Table 19: Thematic analysis: Reasons for Hard-To-Fill Vacancies  

Factors  Quotations from the primary qualitative research  

Event/Banqueting 
Managers  

HEMP001, HEMP013: These roles are particularly challenging to fill 
because they require a highly specific and demanding combination of skills. 
HEMP001: A key reason cited is the necessity for candidates to be both 
sales-oriented and operationally astute.  
HEMP001: It is noted that individuals typically excel in one area but rarely 
both, making it difficult to find someone with the requisite multi-tasking and 
cross-training knowledge and experience. 
HACA002, HACA003, HGOV003, HGOV001, HEMP009, HEMP019, 
HEMP005: General factors contributing to recruitment difficulties in the 
industry, such as low pay, generational differences in work expectations, and 
a perceived lack of professionalisation, also impact these roles. 

Digital Marketers  HACA002, HEMP005, HEMP016, HGOV001, HGOV003: The difficulty in 
filling digital marketer positions stems from their status as an emerging and 
critically needed occupation in an evolving digital landscape. A significant 
reason provided is that some employers may not yet fully perceive the "worth 
of this position" and, consequently, may not be investing adequately in 
competitive salaries to attract top talent. 
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HACA002, HEMP001, HEMP002, HEMP010, HEMP017, HGOV001, 
HGOV003: There is also a general skills gap concerning digital literacy and 
the effective use of digital tools and systems. 

Tourism Marketers  HGOV001, HGOV004: Positions in tourism marketing or promotion are hard 
to staff primarily because of the difficulty in finding candidates with the 
necessary combination of specific tourism-focused skills, qualifications, and 
experience  
HGOV001, HGOV004: It is suggested that existing marketing training often 
remains generic rather than being specifically tailored to the unique 
requirements of tourism or conservation marketing, contributing to this skills 
mismatch. 
HGOV001, HGOV004: The extended vacancy for a Head of Tourism 
Marketing position (seven years, from 2015 to 2023) at the North-West 
Parks and Tourism Board vividly illustrates this challenge. 

Middle Management  HEMP004, HEMP009, HEMP010, HEMP011, HEMP015: A significant 
reason for the shortage in middle management positions is the departure of 
many capable leaders and managers from the industry, particularly during 
events like COVID-19.  
HEMP005, HEMP015: This has left behind younger, less experienced 
managers who may lack the ability, patience, or willingness to effectively 
teach and train their teams.  
HEMP015: This results in a lack of experienced candidates for these crucial 
roles.  
HEMPL003, HEMPL007: Managerial roles also specifically require or 
benefit from knowledge in areas like HR basics and financial skills, including 
costing and managing stock. 

Top Management  HGOV003, HEMP015, HEMP019, HGOV006: Top management positions, 
including roles like executive chefs and F&B managers, are identified as 
particularly difficult to fill, primarily due to a perceived lack of skill in 
leadership.  
HGOV003, HGOV006: Leaders are expected to proactively upskill 
themselves to remain current with the evolving global landscape, including 
technological advancements like AI, and to understand how to effectively 
manage younger, tech-savvy employees.  
HGOV003, HGOV007, HGOV022, HGOV034, HGOV049: Challenges also 
include skilled individuals leaving the country or moving to other areas for 
better opportunities and potentially uncompetitive remuneration, and 
concerns about political involvement in hiring decisions, sometimes resulting 
in appointments based on connections rather than relevant skills.  
HGOV003, HGOV006: Even with high academic qualifications, a lack of 
practical skills can be an issue.  

F&B (Front of House, 
Waiters, baristas, 
Chefs and 
Professional cooks)  

HQUA003, HQUA005, HQUA008: The shortage at the entry level (e.g., food 
handlers, kitchen hands, cooks) is attributed, in part, to a significant skills 
mismatch where available job seekers may be overqualified or 
underqualified.  
HQUA005, HQUA009, HEMPL002, HEMPL006, HEMPL007, HEMPL009, 
HEMPL010, HEMP001, HEMP007, HEMP019, HGOV001, HGOV003: A 
key reason is the design of qualifications, which may lack adequate practical 
and workplace-integrated learning.  
HEMP007, HEMP016: There is also a concern about the "calibre of people 
that are coming in" among the younger workforce, with observations that 
they may struggle with fundamental tasks or procedures and seek 
"shortcuts", alongside lacking a strong work ethic. 
HQUA001, HQUA003: The sector's perceived lack of attractiveness due to 
factors like poor working conditions and low pay, coupled with a lack of 
industry visibility, contributes to the difficulty in attracting and retaining talent.  
HEMP016: High staff turnover in entry-level positions further exacerbates 
recruitment difficulties.  
HEMP003, HEMP006, HEMP009, HEMP010, HEMP011, HEMP012, 
HEMP019: Difficulties in filling F&B positions, particularly front-of-house 
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roles (waiters, baristas) and skilled chefs and professional cooks, stem from 
several issues.  
HEMP009, HEMP012, HEMP019: There is a lack of basic skills among 
young chefs (e.g., deboning chicken, French terminology) and a general 
skills mismatch where current qualifications may not align with practical 
needs.  
HEMP004, HEMP011, HEMP019: A pervasive issue is the difficulty in finding 
staff with the required work ethic, passion, commitment, and dependability, 
particularly within younger generations.  
HEMP004, HEMP011, HEMP019: This lack of commitment to long-term 
employment and willingness to work demanding and irregular hours directly 
contributes to high turnover and makes these critical roles hard to fill. 

Front Office positions 
(Receptionist)  

HEMP002, HEMP013, HEMP017: Receptionist and other front office roles 
are challenging to fill because they require a specific mix of traits including 
"communication skills, a good disposition, and computer literacy," alongside 
reliability. 
HEMP017: The difficulty extends to managerial or supervisory front office 
contexts.  
HEMP001, HEMP002, HEMP010, HEMP017: Essential technical abilities, 
such as proficiency with point-of-sale systems and general computer 
literacy, are critical.  
HEMP001, HEMP002, HEMP007, HEMP016, HEMP017, HEMPL001, 
HEMPL003, HEMPL004, HEMPL005, HEMPL006, HEMPL007, 
HEMPL010, HQUA005, HQUA007: The need for strong communication and 
interpersonal ("people") skills is paramount for effective guest interaction. 
HEMP007, HEMP016: Similar to entry-level roles, concerns about the 
quality of entry-level employees, lacking basic skills and a strong work ethic, 
also impact front office recruitment.  
HEMP016: High turnover further complicates filling these positions.  

Night Auditor  HEMP013: The night auditor position is "hard to fill due to safety concerns 
and the need for specific skills".  
HEMP001, HEMP014: This role uniquely demands an individual who can 
work during the night and sleep during the day, which makes it "very 
complicated" to find someone suitable, especially if they have family 
commitments.  
HEMP001, HEMP014: The specific requirements include being young, 
knowledgeable, confident enough to manage things by themselves, and 
often a male due to safety perceptions.  
HEMP001, HEMP014: These unique demands on work-life balance and the 
high degree of responsibility given the solitary nature of the work during off-
peak hours make it a particularly challenging vacancy to fill. 

Source: Primary Qualitative Data 

 
Addressing these reasons is possible through specific interventions as listed below: 

• The skills mismatch can be addressed through curriculum alignment since this 
exercise will ensure that the contents of the training course match the sub-sector 
realities (digital tools, sustainability, guest experience). The continuation of work-
integrated learning is important as this prepares the learners for the sub-sector. 

• Bridging the workplace expectations and the sub-sector needs will demand career 
awareness campaigns that promote realistic job expectations and entrepreneurial 
pathways. Consider micro-credentials to allow progression without locking learners to 
rigid long programmes. 

• Given the insights into low salaries and working conditions, it is necessary to do a 
benchmark exercise against other similar sectors. 

• To address the lack of practical experience, internships and similar programmes 
already exist, but one could also consider simulation training centres to prepare 
learners for real-world environments. 
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• Improving soft skills can be done through the development of short learning 
programmes focusing on the critical soft skills needed to function in the hospitality sub-
sector – this should be online and a requirement before entering the sub-sector. 

• Training gaps can be closed by revising outdated qualifications to match digital 
transformation, sustainability and guest experience trends. 

 
In the new world of work, there was a tendency to work remotely, and in some instances in 
the hospitality sub-sector, that is still the case. The following section addresses the current 
application of remote working practices in this sub-sector. 
 

3.2.3 The Application of Remote Work Practices in the Hospitality Sub-Sector 
From the quantitative data, it was clear that it is mostly managers and clerical support workers 
who are currently working remotely.  Based on the data, remote work is limited to managerial 
and clerical roles; mainly due to the fact that South Africa has issues with the reliability of 
networks, the unaffordability of data and employee oversight, although there may be 
advantages for productive employees. Remote work in the hospitality sub-sector is somewhat 
limited compared to other industries as its service-oriented and guest-facing nature, but it is 
increasingly relevant in specific roles such as online booking system representatives, social 
media managers and data analysts. While front-line positions such as housekeeping, front 
desk operations, and food and beverage services require a physical presence, many back-
office functions can be performed remotely. These include reservations management, 
marketing, customer service, accounting, and human resources. With advancements in 
technology, particularly cloud-based systems and communication tools, hospitality businesses 
can now operate more efficiently with remote staff. However, training and/or upskilling in this 
regard is critical. 
 
As highlighted in the Netherlands Country Skills Profile report (PANTOUR, 2024), "several 
new work forms have emerged: working from home (WFH); remote working; digital nomad 
lifestyle; hybrid work etc. are all new ways of working. This has an impact on both employers 
and employees." This shift is notably applied to administrative and back-office functions, with 
an interviewed Human Resources Manager in the Netherlands stating that "back-office 
personnel are more flexible. If the work can be done remotely, then this is encouraged. Offering 
new personnel this possibility has a positive effect on both sides," while service staff must 
remain at their required posts. 

Employers indicated challenges related to a blaming culture when the work is not completed, 
data costs and network challenges, as well as the challenge of managing remote working 
employees. Ola, Toba and Sanusi (2023) stated that remote work introduced challenges such 
as communication barriers, technology costs, and accountability issues. Similarly, the data 
points to technology costs, and network challenges, focusing on the reliability of networks and 
the unaffordability of data. On the other hand, it was recognised that remote work holds 
opportunities and can lead to higher productivity and efficiency, and that it is a good option for 
qualified workers. Wei and Li (2024) stated that it also presents opportunities for improved 
productivity and flexibility, particularly for managerial and administrative roles. Remote work 
also offers cost savings, access to a wider talent pool, and greater flexibility. However, for 
remote work to be effective in the hospitality sub-sector, clear communication, structured 
workflows, and strong digital infrastructure are essential. However, successful remote work 
hinges on digital proficiency. This underscores the imperative for developing digital literacy, 
remote customer service, and virtual team management skills, as "the shift towards remote 
working arrangements and digital operations also highlights even more the importance of 
developing digital literacy, remote customer service, and virtual team management skills" 
(Papageorgiou, Marneros & Efstathiades, 2024).  
 
Remote work in the hospitality sub-sector is limited because core services rely on face-to-face 
guest interaction, which cannot be fully replicated virtually. However, by integrating technology, 
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redesigning certain roles as hybrid, and centralising back-of-house functions, the sub-sector 
can expand flexible work opportunities in non-guest-facing areas. Training in this regard can 
assist firms to optimise certain positions for remote work. Table 20 below indicates the 
percentage of people in the quantitative sample working remotely. 
 
Table 20: Occupations working remotely 

Occupations % 

Managers 44% 

Professional 4% 

Technicians, Associate professionals 8% 

Clerical support workers 28% 

Service and sales workers 16% 

Skilled workers 0% 

Elementary occupations 0% 

Source: Primary quantitative data 

 
Table 20 indicates that managers make up the largest percentage of roles at 44%, with clerical 
support workers following as the second largest group at 28%. Other significant categories 
include service and sales workers at 16%, technicians and associate professionals at 8%, and 
professional roles at 4%, while skilled workers and elementary occupations are not 
represented in the distribution. 
 
With regards to challenges and opportunities related to remote work, Table 21 indicates 
remote work presents significant opportunities for increased efficiency, higher productivity, and 
improved work-life balance, making it an option for qualified workers and allowing staff to solve 
problems independently. Conversely, it also brings considerable challenges, including issues 
with availability, communication breakdowns due to factors like Wi-Fi interruptions and 
loadshedding, financial burdens such as data costs, and difficulties in management and 
punctuality, often leading to a blaming culture when work is incomplete. 
 
Table 21: Challenges and opportunities related to remote work 

Challenges related to remote work Opportunities related to remote work 

Available but not always working Best option for qualified workers 

Blaming culture when work is not completed Efficiency 

Communication (Wi-Fi interruptions)  Higher productivity 

Finances More time for family and rest 

Data cost and network challenges Staff solve problems on their own 

Loadshedding  

Challenging to manage  

Punctuality  

Source: Primary quantitative data 

 
Working remotely is decreasing; however, it is still a reality in many cases. Certain positions 
allow for this possibility, whereas others require a presence at the business. Given the 
opportunities that evolve from remote work, the hospitality sub-sector should consider 
implementing a flexible but fair system with strict rules. Employers, however, need assistance 
in overcoming certain challenges related to remote work, and training can be provided to 
managers dealing with a flexible workforce. 
 
Training is offered on different levels and instances at hospitality firms and is often based on 
the needs of the employees. Employers also need to be sensitised to the importance of 
training, and the next section reviews their perspective related to future training. 
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 3.2.4 Skills Gaps and Related Training 
The quantitative data indicated that employers consider skills development as a medium to 
high priority in the next 12 months. Employers indicated that it is important to meet the 
expectations of customers, there is new business which requires up-skilling, skills 
development is needed to train the future leaders in the hospitality sub-sector and because 
there is a lack of skilled staff available. Employees emphasised the importance of in-house 
training.  
 
What is concerning and evident from the table below (primary quantitative data) is that there 
is still a lack of communication and critical thinking, from elementary positions (entry-level) up 
until high-level occupations.  These skills gaps need to be addressed from elementary 
positions (or earlier in academia) for them not to perpetuate throughout the person’s career. 
The lack of experience in high-level positions is also concerning and may be due to the political 
influences which affect the promotion or recruitment of persons who do not possess the correct 
skills and experience for the job. The lack of skills in elementary occupations may also be due 
to the poor quality of primary education in South Africa, resulting in students entering academia 
who are not sufficiently prepared with the basic skills, such as reading, writing, communication 
or language skills.  It is also important to remember that there are 12 official languages spoken 
in South Africa, and many people are studying or entering the workforce, which uses English 
as the main language, while people speak one or several other languages as their first 
language or mother tongue. Tourism Update (2024) mentions that "Operators across the 
region cite service standards, communication, and interpersonal skills as some of the most 
critical, yet most commonly missing capabilities among frontline staff."  
 
Table 22: Skills gaps for high, mid and low-level occupations 

Level Gap 

High-level occupations Adaptability 

 Administrative skills 

 Communication skills 

 Computer literacy skills 

 Lack of critical thinking 

 Financial skills 

 Lack of experience 

 Lack of ethics 

Mid-level occupations Communication skills 

 Computer literacy 

 Customer service and engagement 

 Guest experience and relations 

 Lack of efficiency 

 Lack of willingness to learn new skills 

 Time management 

For elementary occupations Attention to detail 

 Basic Education in Hospitality Skills 

 Communication Skills 

 Customer Service 

 Language skills 

 Time Management 

Source: Primary quantitative data 

As evident in Table 23, summarised from the direct participant quotes (primary qualitative 
data), the hospitality sub-sector faces the following critical skills gaps in general:  

• Lack of professionalism: Some roles lack formal standards or clear career paths, 
contributing to inconsistent skill levels. 

• Soft skills shortages: Key deficits include communication, emotional intelligence, 
problem-solving, adaptability, resilience, and customer service. 
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• Work-readiness issues: Many future employees lack real-world, practical experience 
due to overly theoretical training and minimal workplace exposure. 

• Lack of Financial and HR Skills: Employees in higher-level occupations should be 
equipped with the relevant financial and human resource management skills, which 
are often lacking. 

• Lack of Leadership skills: There is a shortage of capable, experienced managers 
who can lead and mentor teams. “There’s a lack of strong, experienced managers in 
tourism. Many people are promoted without the skills to lead.” (Tourism Update, 2025) 

• Digital and technical skills gaps: Staff often lack proficiency in computer literacy, AI, 
digital tools, revenue management, and maintenance skills. 

• Culinary weaknesses: Young chefs frequently lack basic techniques and foundational 
culinary knowledge. 

Table 23 indicates the direct quotations that support the skills gaps identified from the results.  

Table 23: Skills Gaps in the hospitality sub-sector 

Skills Gap Quotations 

Lack of professionalism HACA003: "There is a perceived lack of professionalisation in certain 
occupations, which negatively impacts the quality and employability of 
candidates." 

Lack of soft skills HACA001: “Significant gaps exist in essential soft skills and 
employability skills, such as work ethic, social skills, communication, 
emotional intelligence, self-management, problem-solving, adaptability, 
flexibility, and critical thinking, which are increasingly crucial for the 
evolving industry landscape. 
HACA001: "It's quite difficult now, because we are, we are looking at soft 
skills, different cultures." 
HACA004: "So we do try to offer as many opportunities possible for 
them to develop additional skills compared to but not just giving you a 
diploma." 
HACA005: "So again, you're looking for soft skills." 
HQUA005: "But I think what is very important, is the soft skill 
development of a candidate." 
HQUA007: "The hospitality side, it's it, because it's still heavily a service 
industry." 
HEMP001: Emphasised the importance of communication, problem-
solving, and listening. 
HEMP001, HEMP008, HEMP009 emphasised emotional intelligence. 
HEMP010: Conflict resolution and problem-solving.  
HEMP017: Resilience. 
HEMP005: Tenacity and mental fortitude. 

Work readiness skills HACA005: "So they don't have the work ethic and social skills to 
maintain themselves in the industry." 
HEMP017: "Notes skill shortages in communication, computer literacy, 
and resilience, attributing them to the quality of education." 

Lack of financial and HR 
skills 

HEMPL003: Managerial roles benefit from knowledge in HR basics and 
financial skills ("financial skills to some degree"). 
HEMPL007: Includes understanding costing and managing stock. 

Lack of leadership skills HGOV003: "Finding skilled individuals for top management and 
leadership positions is difficult." 
HEMP005: "Many young managers lack the patience and ability to train 
staff effectively." 
HEMP004, HEMP009, HEMP010, HEMP011: Challenges in finding 
senior and middle management candidates. 
HEMP019: "Top management, like your executive chefs, F&B 
managers. So it's basically your top management that's actually difficult 
to fill." 
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Lack of basic skills HEMP019: "A primary reason is a significant skills gap, where many 
potential employees lack the necessary basic skills." 
HEMP019: Criticises the lack of basic skills among young chefs, such as 
deboning chicken and understanding French terminology. 
HEMPL002: Notes technological challenges, employees need help with 
basic computer tasks like leave applications or accessing payslips. 
HEMPL002: Recognised need for a good foundation in basic culinary 
skills. 
HEMPL007: Need for essential front office procedures. 

 
Table 24: The importance of work-related skills 

EXTREMELY IMPORTANT WORK-
RELATED SKILLS 

Professionalism 4.65* 

Customer service skills 4.63* 

Teamwork 4.59* 

Time management 4.55* 

Verbal communication skills 4.54* 

Patience 4.52* 

Listening 4.52* 

Commitment 4.50* 

* Measure of central tendency on a five-point Likert scale 
Source: Primary data 
 

Professionalism was also highlighted by the employees in the sub-sector, followed by 
customer service skills and teamwork. From a sub-sector perspective, the importance of sub-
sector technology skills, customer-focused digital skills and digital marketing skills was 
emphasised. The sub-sector indicated the lack of these skills, but also the importance of them 
to the workplace.  
 
There is a need to give attention to these skill gaps. This is supported internationally, 
“Employers have observed that graduates of hospitality and management programs at 
Bachelor’s or Diploma level lack knowledge of crucial areas such as digital marketing, data 
analytics, and customer relationship management technologies, reducing their capacity to 
engage with modern tools and platforms that are useful for the hospitality and tourism industry, 
and consequently, jeopardising their employability and the future of the businesses.” (Buhalis 
et al., 2024) and “Digital skills such as social media marketing, online customer engagement, 
and data-driven decision-making are increasingly essential in hospitality, yet many employers 
report a lack of adequately skilled staff in these areas, which affects service quality and 
competitiveness.” (Minor et al., 2024). Moreover, key factors such as ICT literacy, awareness 
of sustainable practices, access to ICT resources, and contextual challenges significantly 
impact ICT adoption.” (Lukose & Agbeyangi, 2024). In South Africa, hospitality employers 
emphasise the urgent need for improved professionalism, customer service, teamwork, and 
digital marketing skills to remain competitive in a technology-driven market (Razack, Naicker 
& Sucheran, 2025).  
 

Based on the qualitative and quantitative results, it is recommended to revise and modernise 
qualifications and align with sub-sector needs, which refer to the integration of digital literacy, 
revenue management, AI and sustainability. For higher levels, there is a need for financial 
management, human resources management and leadership modules. Work-readiness and 
lack of practical experience are recurring gaps at all levels, which emphasise the continuation 
of internships and other similar programmes, as well as discretionary grants. There is a clear 
need to build formal career pathways to improve professionalism and progression routes.  
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Developing and implementing formal standards and clear career progression frameworks will 
combat the lack of professionalism and inconsistent skill levels across various roles. 

As indicated before, soft skills training should be a compulsory element of all qualifications 
and training programmes – preferably as a short learning programme. Improve current 
mentorship and coaching initiatives with senior industry leaders to build resilience and 
adaptability among young workers. CATHSSETA can consider funding digital bootcamps 
focused on AI, e-marketing, etc., for new and existing staff of hospitality firms. 
 
As the hospitality sub-sector as well as the consumer evolves, it leads to emerging 
occupations which should address the needs of the sub-sector. The section below analyses 
emerging occupations based on the views of respondents and participants.  
 

3.2.5 Emerging Occupations in the Hospitality Sub-sector 
The emergence of the occupations below, as indicated by the research participants, is driven 
by technology, digitisation and sustainability. It was stated in Tourism Update (2025) that digital 
marketing is a challenge in rural areas and community-based operations. As illustrated in the 
table below, emerging occupations include:  
 
Table 25: Emerging Occupations 

Emerging occupations 

Customer-centric and Experience and Guest-focused occupations:  
 

Guest Experience 
analysts/designer 
 

Evaluating and improving every touchpoint of a visitor’s journey. This 
might include analysing guest feedback, assessing service interaction and 
implementing actions to increase loyalty and satisfaction. 

Remote/Hybrid event 
facilitators 
 

Plans, coordinates and manages virtual or hybrid events to ensure a 
quality engagement. Responsible for technical logistics, support to 
speakers and attendees. 

Happiness coordinators 
 

Fostering a positive work or guest environment by organising initiatives 
and activities that will contribute to well-being. This might include specific 
activities, recognition programmes and feedback systems. 

Wellness managers 
 

Develops and oversees wellness programs, spa services, fitness activities 
and health-focused guest experiences. These must align with the needs 
of the guests. 

Sustainability-related occupations: 

Sustainability 
manager/coordinator 
 

Leads the development and implementation of environmental and social 
responsibility strategies across operations. Engage with staff and visitors 
to reduce the property’s footprint 

Green Hospitality 
manager 
 

Integrating eco-friendly practices into all aspects of hospitality 
operations. Develop green policies, train staff and ensure environmental 
certifications are successful. 

Sustainability 
Procurement Specialist 
 

Ensures that goods and services are sourced to meet sustainability 
standards. Evaluate suppliers, negotiate contracts and implement 
procurement policies. 

Vegan hospitality 
consultants 
 

Advise hospitality establishments on how to create, improve and market 
plant-based offerings. They guide menu development, staff training and 
sourcing of appropriate products. 

Human-AI Collaboration 
Coach (Supporting 
employees in adapting to 
new roles where AI 
handles routine tasks 
focusing on soft skills and 
value-added service) 

Assist the hospitality team to integrate and work alongside AI tools to 
improve productivity, service quality and decision-making. They foster a 
culture of digital confidence, ensuring that AI supports human strengths. 
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Entrepreneurship and self-employment:  

Tourism entrepreneurs 
 

Identifies and develops innovative business ventures that offer unique 
travel, lodging and guest experiences.  

Specialised tour guides 
(e.g. German-speaking) 
 

Lead culturally tailored tours providing in-depth commentary and 
assistance in the guest’s native language. 

Freelance consultants  
 

Offer expert and independent advice to hospitality businesses on areas 
related to marketing, guest experience and others. 

Operational and Compliance occupations: 

Revenue manager 
 

Analyse market data, booking trends and pricing to develop dynamic 
pricing strategies to maximise room occupancy and revenue.  

Food safety auditor 
 

Ensure compliance with food safety regulations, hygiene standards and 
operational procedures. Review food handling practices, storage and 
kitchen conditions. 

Compliance and 
Regulatory Coordinator 
 

Ensures the establishment adheres to legal, health, safety and sub-
sector-specific regulations 

Training and education roles:  

Increased demand for 
educators, trainers and 
researchers due to 
tourism being integrated 
into vocational and school 
curricula. 

Design and deliver academic and vocational programs that equip 
learners with sub-sector knowledge, skills and competencies. 

Source: Primary qualitative and quantitative data 

 
The occupations identified above developed from the direct quotations in the table below.  
 
Table 26: Thematic analysis: Emerging occupations in the Hospitality sub-sector  

Occupations Quotations 

Customer-centric and 
experience-focused and 
guest-focused 
occupations 

HEMP001: “We embrace the technology to make life easier for 
ourselves” and “people want things more personalised than ever 
before ... unique preferences, unique notes... anything specific to the 
guest.” 
 HEMP009: “Digital experience manager (to manage guest 
experiences), a sustainability manager, or green operations specialist, 
and project manager.” 
 HEMP016: “Data analytics, and digital marketing were emerging 
occupations.” 
 HEMPL003: Emphasises strong people skills and customer service as 
essential. 
 HEMPL001: Stresses the importance of “memories, the moments, the 
experiences, the way the guest feels.” 

Sustainability-related 
occupations 

HEMP012: “Sustainability Manager as an emerging occupation.” and 
“Specialists will become more important, such as vegan consultants.” 
 HEMP009: “Sustainability manager, or green operations specialist.” 
 HEMPL003, HEMPL005: Hotels are reducing paper usage through 
electronic documents. 
 HEMPL003: Guest communication is being digitised. One individual is 
studying environmental management alongside their career, indicating 
a trend toward sustainability roles. 

Entrepreneurship and 
self-employment 

HACA002: Notes the need for “entrepreneurial thinking.” 
HEMP007: Suggests emerging occupations should be entrepreneurs 
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who “create jobs for others.” 
HGOV003: Identifies growth in entrepreneurship as a trend. 
HACA005: “Occupations become more specialised when they can be 
centralised.” 
HEMP008: “We went from commodity to specialisation – not just tour 
guides, but German-speaking tour guides.” 
HEMPL002: Mentions freelance opportunities such as culinary 
consultancy. 
HEMPL001, HEMPL002: Emphasise the need for entrepreneurial 
abilities. 
HEMPL005: Notes flexible staffing models where staff, including 
managers, may do tasks like cleaning during low occupancy. 

Operational and 
compliance 
occupations 

HEMP009: Mentions “Risk and Compliance Officer, and project 
manager.” 
HEMP010: Notes the need for “systems administrators” to integrate 
diverse software systems due to lack of unified platforms. 

Training and education 
roles 

HGOV001: Highlights the growing strength of tourism education. 
Tourism is increasingly taught at vocational and high school levels, 
creating demand for tourism trainers and qualified teachers. 

Source: Primary qualitative data 

 
The emerging occupations create both opportunities and challenges. The occupations 
identified in this research might be currently offered as part of hospitality, tourism or even 
business management courses; some are already offered, and some need to be developed. 
There is thus limited alignment with the OFOs due to its level of specialisation. This demands 
discussions across the education institutions spectrum to ensure a speedy response to the 
need for these emerging occupations.  
 
The hospitality sub-sector should indicate the current extent of skills supply, as this can provide 
guidance related to skills training. The section below focuses on the supply of skills across 
different NQF levels.  
 

3.3 Extent of Occupational Skills Supply 
"There’s a noticeable regional imbalance in training infrastructure, leaving many operators, 
particularly those outside metro areas, without access to targeted skills programmes." 
(Tourism Update, 2024). According to the Mandatory Data (CATHSSETA, 2025), most 
employees in the hospitality sub-sector fall within the low-level skills band (NQF levels 1–4), 
with 62% holding an NQF level 4 qualification, equivalent to Matric. Around 21% are in the 
middle-level band (NQF levels 5–6). This educational profile aligns with the sector’s 
occupational structure, which is dominated by elementary, service and sales, and clerical 
support roles (CATHSSETA, 2025). There is a need to conduct in-depth research related to 
what is needed per level and per occupation in the sub-sector, since it seems that the sub-
sector requires higher skill levels than what should be required at a specific level, which also 
relates to salaries. The lack of skills on a management level is expected when reviewing Table 
22 and more should be done in relation to upskilling. The same trends are visible in the primary 
and MG Data (See Table 27). 
 
The educational profile of employees in the sub-sector is presented in Table 27. This table 
reveals that the predominant educational background among the employees is NQF 4, 
corresponding to Grade 12 or Vocational Certificate Level 4, accounting for the vast majority 
of the workforce in both the Quantitative data (542 employees) and MG Data (95,182 
employees). Beyond this level, there is a sharp and consistent decline in employee numbers 
as educational attainment increases, with significantly fewer individuals holding higher 
certificates (NQF 5), Bachelor's Degrees (NQF 7), and progressively fewer reaching Master's 
(NQF 9) or Doctorate degrees (NQF 10). While there are employees at lower NQF levels (AET 
through NQF 3), NQF 4 remains the most common benchmark, indicating a workforce largely 
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equipped with foundational secondary education, with a much smaller proportion possessing 
advanced tertiary qualifications. 
 
Table 27: Educational level of employees provided by employers 

Educational level Number of 
employees -

Quantitative data 

Number of 
employees – 

MG Data 

AET Level 19 371 

NQF 1 – Grade 9 99 2893 

NQF 2 – Grade 10 / Vocational certificate level 2 124 7013 

NQF 3 – Grade 11 / Vocational certificate level 3 82 

NQF 4 – Grade 12 / Vocational certificate level 4 542 95182 

NQF 5 – Higher certificate / Advanced national certificate 223 19549 

NQF 6 – National diploma / Advanced certificate 132 6629 

NQF 7 – Bachelor’s Degree / Advanced Diplomas / Post-
graduate Certificate / B Tech 

99 1722 

NQF 8 – Honours Degree / Post-graduate diploma / 
Professional qualifications 

17 693 

NQF 9 – Master degree 5 126 

NQF 10 – Doctorate degree 1 52 

Source: Employee Primary Quantitative Data & MG Data 

 
It is important to match the needs of occupations in the sub-sector with the educational level, 
which speaks to the lack of clear career pathways for the sub-sector. The lack of managers 
has been noted in the primary research, which relates to Table 27, revealing fewer employees 
holding higher qualification levels. Creating pathways for employees to progress and further 
their qualifications and fill the gaps experienced in managerial positions is important in the 
future. Most of the employees entering the sub-sector hold a Grade 12 certificate, which 
explains the challenges related to work-readiness and lack of soft-skills to work in the 
hospitality sub-sector. 
 

3.4 Supply-side Analysis 
 

3.4.1 State of Education and Training Provision 
The Statistics on Post-School Education and Training in South Africa of 2023 (DHET, 2023) 
indicated that there were 372 institutions registered with 2,123,124 enrolments. Fifty TVET 
colleges enrolled 564,089 learners with a 7.5% (574) completion rate. 
 
Training institutions were, however, urged by employers to embed more practical learning, 
update curricula, and introduce flexible, targeted upskilling through micro-credentials (short 
courses leading to a qualification). From an employee's point of view, it was found that 
upskilling should happen through online short courses as their first choice, followed by external 
courses, certifications, and workshops. Training and upskilling offered by employers in 2024-
2025 included Barista training, Wine training, Communication skills, Customer Care, as well 
as Firefighting, First Aid and Health and Safety training. In many cases, no training was offered 
to employees, which should be addressed in this ever-changing sub-sector. 
 
Career pathways in hospitality, such as those indicated in Figure 22, highlight opportunities 
from entry to executive level, and training institutions across South Africa offer qualifications 
in hospitality.  
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Figure 22: Examples of career paths in the Hospitality Sub-sector 

 
Sources: Various educational institutional websites  

 
Table 28 below outlines a progression of hospitality qualifications, ranging from entry-level 
vocational certificates to advanced university degrees, and details the institutions offering 
them along with the potential career paths at each level. This list is not an exhaustive list due 
to the variety of occupations available in this sub-sector. 
 
The table below highlights the possible career paths, starting with the NC(V) Hospitality (NQF 
Levels 2-4), primarily offered by various TVET Colleges. Individuals can pursue entry-level 
occupations such as receptionists or kitchen assistants. As qualifications advance to 
NATED/National N-Diplomas (NQF Levels 4-6) and Diplomas in Hospitality Management 
(NQF Levels 5-6), available through TVET Colleges and universities respectively, career 
opportunities shift towards mid-level and supervisory roles such as front office supervisors or 
restaurant supervisors. The higher NQF Levels 7 and 8 are associated with university offerings 
like Advanced Diplomas, Bachelor's degrees (e.g., Bachelor of Consumer Science, Bachelor 
of Hospitality Management), and Post-graduate Diplomas, which prepare graduates for 
managerial and general management positions in the hospitality sub-sector, including roles 
such as hotel manager, food and beverage manager, or operations manager. 
 
Table 28: Career path in hospitality 

Qualification Colleges Possible occupations 

NC(V) Hospitality  
(NQF Levels 2-4) 
(Entry-level 
occupations) 

• College of Cape Town 

• Vuselela TVET College 

• Ehlanzeni TVET College 

• Coastal KZN TVET College 

• False Bay TVET College 

• Waterberg TVET College 
 

Receptionist, Front desk assistant, 
housekeeping attendant, guest 
services assistant, waiter/waitress, 
food and beverage assistant, 
barista or bartender, catering 
assistant, kitchen assistant, fast 
food or cafeteria worker, 
banqueting support staff, 
hospitality sales assistant, cleaning 
or laundry assistant. 

NATED/National N-
Diploma: Hospitality 
Services/Hospitality 
Catering  
(NQF Levels 4-6)  
(Mid-level and 
supervisory 
occupations) 

• Central Johannesburg TVET 
College 

• Majuba TVET College 

• King Sabata Dalindyebo (KSD) 
TVET College 

• South Cape TVET College 

• College of Cape Town 
 

Front office supervisor, guesthouse 
or lodge assistant manager, 
reservations clerk, accommodation 
services supervisor, guest relations 
officer, restaurant supervisor, food 
and beverage manager for small 
venues, waitron trainer, banqueting 
coordinator, catering manager, 
events assistant, travel desk 
assistant, conference services 
supervisor. 
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Diploma in 
Hospitality 
Management  
(NQF Level 5-6) 
 

• University of Mpumalanga 
(UMP) 

• Central University of 
Technology (CUT) 

• Durban University of 
Technology (DUT) 

• Cape Peninsula University of 
Technology (CPUT) 

• International Hotel School 

Front office supervisors, guest 
relations officer, reservations 
agent, housekeeping supervisor, 
lodging manager, restaurant 
supervisor, food and beverage 
supervisor, banqueting coordinator 

Advanced Diploma in 
Hospitality 
Management  
(NQF Level 7) 
 

• University of Mpumalanga 
(UMP) 

• University of Johannesburg 
(UJ) 

• Tshwane University of 
Technology (TUT) 

• Durban University of 
Technology (DUT) 

• Central University of 
Technology (CUT) 

• IIE School of Hospitality & 
Service Management 

Hospitality manager, food and 
beverage manager, events or 
banqueting manager, front office 
or room division manager, 
hospitality training or skills 
development facilitator 

Post-graduate 
Diploma in 
Hospitality 
Management  
(NQF Level 8) 
 

• University of Mpumalanga 
(UMP) 

• University of Johannesburg 
(UJ) 

• Tshwane University of 
Technology (TUT) 

• Durban University of 
Technology (DUT) 

• Central University of 
Technology (CUT) 

Operations manager, general 
manager for small-medium 
hospitality establishment, food and 
beverage manager, events and 
conference services manager, 
hospitality business development 
manager, service excellence and 
customer experience manager, 
revenue or yield manager  

Bachelor of 
Consumer Science 
(Hospitality 
Management) 
(NQF Level 7) 

• University of Pretoria (UP) 

• University of South Africa 
(UNISA) 

• University of Zululand (UZ) 

Hotel or guesthouse manager, 
front office or rooms division 
manager, food and beverage 
manager, lodging and resort 
supervisor, customer 
relations/experience manager, 
food service manager, catering 
manager, consumer consultant or 
researcher 

Bachelor of 
Hospitality 
Management 
Bachelor of 
Commerce in 
Hospitality 
Management 
(NQF Level 7) 

• University of Johannesburg 
(UJ) 

• IIE School of Hospitality & 
Service Management 

• Nelson Mandela University 
(NMU) 

• Stenden South Africa 

• Management College of 
Southern Africa (MANCOSA) 

Front office manager, rooms 
division manager, guest relations 
manager, hotel operations 
manager, restaurant manager, 
food and beverage manager, 
catering manager, banqueting or 
events manager 

 
The qualifications indicated in the Table above are focused on specific programmes with 
specific credits and completion time. However, a need was identified in the research where 
respondents indicated limited time to study but an urgency to upskill. This can be achieved 
through micro-credentials – a recent trend in education. 
 
3.4.2 The Relevance of in Skills Development 
Micro-credentials, as described by the European Commission, include digital proofs of short 
and assessed learning opportunities, such as a course or module. These proofs are currently 
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discussed as digital credentials, which can include evidence of the skills and competencies 
acquired through the learning opportunities. These digital credentials can relate to both formal 
and non-formal learning. In higher education institutions, the learning opportunities range from 
short (micro) to long (macro), and digital credentials can be awarded to any of these learning 
opportunities. Hence, the term “micro-credentials” has multiple meanings related to the short 
learning opportunities and the proofs (Kiiskilä, Hanafy & Pirkkalainen, 2022:82). It was noted 
in the Tourism Update that short and targeted training programmes will contribute to upskilling 
for both new entrants and experienced staff with a focus on the development of digital and 
sustainability skills (Tourism Update, 2025). In South Africa, there is a discussion regarding 
micro-credentials, and a benchmark should be done with other countries that have been 
successful in this regard. 

As outlined in the table below, the respondents in the primary research supported micro-
credentials across the different role players, and it is seen as a practical, flexible, and efficient 
way to upskill workers. The results of the study revealed the following: 

• Government sees them as essential for adapting to technological change, improving 
practical skills (e.g. customer service, digital skills), and bridging gaps between 
education and real workplace demands, especially for SMMEs. 

• Educators value micro-credentials for enabling ongoing upskilling without disrupting 
employment. They allow learners to focus on specific, in-demand skills without 
committing to full qualifications. 

• Employees appreciate micro-credentials as short, targeted learning options, ideal 
when time or money is limited. They provide recognised proof of skills and support 
career progression. 

• Employers view them as useful tools for improving soft skills (e.g. emotional 
intelligence) and technical competence. While not formally regulated, they are 
respected for promoting continuous learning. Some concern exists about inconsistent 
training quality, but overall, they are seen as a growing trend and an effective solution 
to skills gaps. 

Table 29: Qualitative analysts: The value of micro credentials in the hospitality sub-sector 

Role player Value of micro credentials Quotations 

From a 
Government 
Perspective 

Micro-credentials are considered 
instrumental in bridging skill gaps 
and adapting the workforce to 
dynamic technological changes within 
the tourism sector. These initiatives are 
crucial for developing practical skills and 
bridging the gap between formal 
education and sub-sector needs. They 
also support the sustainability of 
businesses and job creation, especially 
for SMEs. 

HGOV001, HGOV003: These 
initiatives are vital for people to 
“become relevant to the demand,” 
especially since “people have never 
been exposed to such an industry at 
that level.” 

From an 
Employee 
Perspective 

Micro-credentials offer a practical and 
flexible pathway for targeted skill 
acquisition, enabling continuous 
professional development without the 
constraints of extensive, long-term 
qualifications. They provide a flexible 
means to gain competencies directly 
applicable to job roles and effectively 
upskill diverse teams. 

HEMPL001, HEMPL003, 
HEMPL004, HEMPL006, 
HEMPL007: They function as “short 
courses specifically designed for 
acquiring targeted skills.” 
HEMPL001, HEMPL006: Employees 
regard them as a “valuable method 
for skill development” and describe 
them as the “way forward” or the 
“future” for skill acquisition in the 
industry. 
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From an 
Employer 
Perspective 

Employers largely endorse micro-
credentials as a valuable tool for 
continuous employee upskilling and 
addressing specific skill deficiencies 
within the hospitality sub-sector. They 
are valued for enhancing employee 
skills through short courses and 
supporting continuous learning, 
including for soft skills like emotional 
intelligence. Despite not being regulated 
or certified, they demonstrate an 
individual's willingness to learn. 

HEMP001, HEMP003, HEMP019: 
Employers see these courses as a 
“valuable form of training specifically 
for enhancing employee skills 
through short courses.” 
HEMP001, HEMP011, HEMP017: 
They support “continuous learning.” 
HEMP007: While these courses are 
“not governed by regulation or 
certified,” they are valued for 
“demonstrating an individual’s 
willingness to further personal 
knowledge.” 
HEMP002: A concern exists that 
micro-credentials could “teach bad 
habits.” 
HEMP016: However, their rise is 
“observed as a trend.” 
HEMP001, HEMP003, HEMP008, 
HEMP011, HEMP013, HEMP014, 
HEMP017, HEMP019: Micro-
credentials are broadly supported as 
a “potential method for upskilling 
staff and helping to bridge skills 
gaps.” 
 

From a training 
Perspective 
 

Value micro-credentials for enabling 
ongoing upskilling without disrupting 
employment. They allow learners to 
focus on specific, in-demand skills 
without committing to full qualifications. 

HACA002: These initiatives “upskill 
individuals working in the industry 
and still giving the qualification 
relevance.” 
HACA004: Continuous skill 
development is important, with the 
observation that “You learn one, 
exactly two or three specific things. 
Rather than just studying for years.” 
HACA002: Micro-credentials are 
seen as a way to address labour 
market gaps by offering funded short 
learning programmes that “do 
certain aspects of the qualification 
that would then be beneficial for 
what you really want to achieve.” 
 

 
The value of micro-credentials as part of a career pathway is recognised by the different role 
players, and it should be considered in future training development. This approach will also fill 
the gap for employees who have been in the sub-sector for some time but do not have the 
necessary qualifications – this can improve the current salary discrepancies.  
 

3.5 SETA Sectoral Priority Occupations Interventions List 
The Occupations interventions list in the Table below was developed based on the Hard-to-fill 
vacancies as analysed from the primary - and MG data. These occupations are critical for 
addressing skills shortages and promoting sectoral growth. 
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Table 30: Sub-sectoral priority occupations list 

Sector OFO Code Occupation 
Number 

of 
HTFVs 

Reason/s for HTFV 

Hospitality  

(2021-
243204) 

Event Manager 5 

• Misalignment in terms of 
salary expectations 

• Mismatch between 
training and sector 
expectations 

(2021-
216603) 

Digital Marketer 
(Digital Media 

Specialist 
5 

• Emerging position – few 
well-trained individuals 
available 

(2021-
243103) 

Tourism Marketer 
(Marketing 
specialist) 

6 

• Lack of suitably qualified 
candidates 

(2021-141) 

Middle 
Management 

(Hotel and 
Restaurant 
Managers) 

7 

• Lack of suitably qualified 
candidates 

(2021-141) 

Top Management 
(Hotel and 
Restaurant 
Managers) 

6 

• Lack of suitably qualified 
candidates 

(2021-
141204) 

Front Office 
Manager 

6 
• Misalignment between 

training and sector 
expectations 

(2021-3434) Chef 8 
• Lack of suitable qualified 

candidates 

 
The importance of event managers, digital marketers and tourism marketers was highlighted, 
which is a shift from the previous SPOL (2025/2026). A lack of suitable chefs remains a 
challenge for the sub-sector. Stakeholders emphasised the challenges related to management 
positions, specifically, middle and top management occupations. There is a lack of suitable 
candidates, which can be addressed with training programmes and mentorship programmes 
and should be prioritised. 

The Department of Higher Education and Training published the National List of Occupations 
in High Demand in April 2024. From this list, the following Occupations overlap with what was 
found in the primary research: Sustainability Manager, Small Business manager, Café or 
Restaurant manager, Web Developer, Events Manager, Chef, Receptionist, Waiter, and Hotel 
Service Manager.  

3.6 Conclusion 
The analysis of sectoral skills demand and supply reveals a persistent challenge in matching 
the available workforce with the specific needs of the hospitality sub-sector. This is frequently 
described as a skills mismatch rather than a pure shortage of people. Significant difficulties 
exist in filling various occupations, from entry-level positions to top management, often due to 
candidates lacking the required blend of skills, experience, and qualifications. This complex 
landscape is shaped by several interconnected drivers necessitating changes in the skills 
profile of the workforce. Tourism Update (2024) confirmed that "Unless urgent steps are taken 



   

 

 65 

to close existing skills gaps, both digital and interpersonal, the region’s tourism and hospitality 
sectors risk stagnation in an increasingly competitive global market."  
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CHAPTER 4: SETA PARTNERSHIPS 
 

4.1 Introduction 
This chapter highlights current CATHSSETA partnerships within the sub-sector and explores 
potential new collaborations aligned with the SETA’s mandate under the Skills Development 
Act (SDA), which promotes partnerships across both public and private sectors. The primary 
qualitative research provided insights into the effectiveness of existing partnerships, including 
successes and challenges, and helped identify additional strategic partnerships needed to 
support skills development across the sector. Partnerships enhance alignment of skills 
development with sub-sector needs, expand access to training and support work-integrated 
learning opportunities. Partnerships enable resource sharing and ensure alignment with 
national priorities such as the NSDP.  
 

4.2 State of Existing Partnerships 
Sectoral skills planning, career guidance, and stakeholder events are integrated and 
collaboration with partners is necessary to make this happen. The qualitative data provided 
some insights into partnerships with CATHSSETA. It was, however, noted that very few 
participants could comment on partnerships. The quotes below provide insights: 
 
HACA005 (Education institution) mentioned that he has worked closely with CATHSSETA in 
the past in relation to training. He stated “and they've always left a little bit of a sour taste in 
the sense that we feel that the time that we spend with those students, basically, those 
projects, very often, in my mind, revolve around technical skills that you build quickly from a 
disadvantaged background, so they don't have the work ethic and social skill to maintain 
themselves in the industry.” He complemented this by saying that “half of them don't make it 
beyond the internship placement.” The reason that his institution no longer collaborates with 
CATHSSETA, except the previous statement, is that “It was really diluting the brand in and 
detracting from the brand, because we do provide a certificate also those students, although 
it might not be an accredited program, so we've pretty much stopped.” He added that “in 
government as well, I don't feel that government has a good idea of what the industry needs. 
I believe that government interventions in that space are typically counterproductive.” With 
regards to offering other courses, he spoke about the Cape Wine Academy course ‘where we 
saw the kids from, basically entry level to diploma level. That was a six-month course with a 
group of I think 30 kids. And again, reaching the learning outcomes is not difficult in terms of 
technical skills, but getting them employed afterwards was really difficult and from experience 
we know, because we've had quite a few bursary students throughout the program. And there's 
a big difference in my mind, whether you have these kids for two and a half, three years, or 
just for nine weeks, 18 weeks, six months, I understand, and with those short courses, we felt 
that we hadn't been able to really deliver.” HACA005 felt that “selecting the right person for the 
course” would ensure success. He also mentioned that “unemployed youth is typically poorly 
exposed to industry” which means that short courses are not as successful as longer courses. 
 
HEMP007 (Employer) mentioned that the CATHSSETA learnerships should be extended to 
two years, instead of one year. His rationale being - “We've recommended the two year length, 
because you're, if I've got a store with six line staff that are CATHSSETA trainees, and instead 
of me paying R7000 a month, I'm now subsidizing R3500, which we're going to do anyway, 
we're going to subsidize, that person gets a reasonable salary, but we can also train them for 
two years at a subsidised cost. I get the best employee possible. You know, you train them up. 
I've been paid to train them basically. So why wouldn't I want them to stay on and succeed?” 
He stated that “I think there's only a very, very small, minuscule percentage of trainees that 
actually enter the formal employment market after they finish their training, because this 
program is actually now been crafted to provide free staff for a period of time, rather than to 
actually uplift the trainee.” He did counter also by saying that CATHSSETA learnerships enter 
the market “but my experience is that they don't have the practical skill set.” 
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HEMP010 (Employer) mentioned that “CATHSSETA very often assist with bursaries for 
students to study. Then as they finish their studies, they kind of have to go off and find their 
own jobs in the industry, and then that doesn't happen. CATHSSETA provides funding for you 
to do an internship for a small stipend, where you can get some experience and exposure to 
industry and hopefully then be absorbed. And I think there's a bit of a disconnect.” He 
mentioned that there should be something in hospitality similar to the COMSERVE that doctors 
need to do before they can complete their studies – something similar to giving back to your 
community and working in a hospitality establishment that CATHSSETA is responsible for 
organising. 
 
HQUA001 (Quasi-Government) mentioned a challenge with partnerships is that “There's no 
standardised learning material for the occupational qualifications” which results in 
inconsistencies in the graduates entering the job market. She also mentioned that “like a lot 
of the SETAs, CATHSSETA ring-fence money for their professional bodies to facilitate certain 
functions when it comes to subject matter experts that are needed... and that should not be 
left to the person who is not the subject matter expert.” She also mentioned (as well as 
HQUA005, Quasi-Government) a specific CATHSSETA QCTO qualification 14111 
(Professional Cookery Qualification) where the course was made up of basic cookery skills 
and then electives - (this qualification is still being offered) so there are entrants into the job 
market who can only work in certain areas of a kitchen as they did not learn all the 
departments, only certain electives. HQUA005 (Quasi-Government) also added that “So now 
we sit with the workforce that's got a qualification, but they can't do the work.” HQA005 also 
mentioned that "the City and Guilds qualification is also not up to standard. I mean, if you think 
about the actual cooking, the qualification asks for, you need to cook one dry cooking with 
meat and one wet cooking. So it means you teach two practical classes for meat. Okay, so I 
think there's a massive gap.” There also seems to be a challenge regarding subject matter 
experts on CATHSSETA advisory board, who mention that their concerns are not listened to, 
such as a 500 credit qualification for which input was given, but that was ignored.  
 
HQUA007 (Quasi-Government) stated that “I've been helping on the working groups for the 
food and beverage qualification, the cook, the chef, those qualifications also in the gaming 
industry, trying to get those qualifications sorted. So. I've been working on that since 2017 and 
to be honest with you, it's a mess. This transition the government is forcing from Legacy 
qualifications to the new qualification format is, in my opinion, unwarranted the legacy 
qualifications had problems, but this move has created a significant number of problems. The 
format that they've chosen to have aces is extremely problematic and is not viable. So we're 
being forced to transition into a format in which there isn't sufficient funding to cover. There 
isn't sufficient competency out there to design qualifications effectively anymore.” She also 
stated that “certain members on the advisory board for these qualifications are pushing this 
qualification into the colleges that the learners are going to struggle to get work experience 
on.” Adding to this, she said, “We have a significant problem with qualifications in this space. 
Yeah, the fact that we're literally driving ourselves over the edge of a cliff, moving to this exit, 
integrated summative assessment approach. They think it's going to solve the problems with 
the quality of the delivery. It's actually we've thrown the baby out of the bath water. Really, we 
were instead of sorting out the poor providers, they've now created a situation where we're 
creating qualifications industry doesn't like because they don't like the way that they now have 
to release the learners in order to go through an assessment in order to get the qualification.” 
 
A recommendation to improve partnerships that HQUA005 (Quasi-Government) mentioned, 
that the various partners need to speak with one another and “get on the same page” such as 
QCTO, CATHSSETA all need to have meetings to ensure that they are saying the same thing. 
HQUA005 mentioned specifically templates that differ and don’t speak to one another but that 
must be completed for each governing body, and the timings of the examinations (they 
manage a CATHSSETA examination centre) should have more dates during the year (given 
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out before the financial year end so that organisations can plan ahead) to allow more people 
to participate and complete the exams. 
 
From the above, it may be construed that there is a willingness to continue partnerships with 
CATHSSETA, but challenges related to misalignment between sub-sector needs and SETA 
priorities, poor collaboration and communications among key stakeholders, quality 
inconsistencies across training providers, and a short-term transactional approach to 
partnerships should be addressed.  
 
Partnerships will be more effective if there is a focus on longer-term learnerships, deeper 
industry involvement in qualification design through co-design and alignment between 
partners. The learnership programme is doing well, but permanent employment remains a 
challenge for these learners.  
 

4.2.1 International Benchmarking of the operating models applied by Skills 
bodies/Organisations 
From an international perspective, the models applied in Australia and Germany are of value 
to show operational context as well as applicability to our South African context. 
 
4.2.1.1 Australia 
 
Table 31: International Benchmarking of Skills bodies/organisations: Australia 

Country Institution/s Activities 

Australia Australian Industry and Skills 
Committee (AISC) 
Technical and Further Education 
(TAFE) 

Strong sector-based skills planning 
TAFE delivers vocational training aligned 
to industry needs 

 
In Australia, the Australian Industry and Skills Committee (AISC) (See Table 31) is an industry-
led body that provides advice on the implementation of national vocational education and 
training policies. This body ensures that directions taken by skills ministers are informed by an 
industry-based perspective focused on the quality and relevance of the national training 
system. The AISC recommends national training package products to the Skills Minister’s 
Meeting for endorsements. The endorsed products are then listed on the National Register 
(training.gov.au) for implementation by Registered Training Organisations.  
 
The AISC operates in a partnership arrangement across the national training system. This 
includes the Australian Government, Industry Reference Committees (IRCs), Skills Services 
Organisations (SSOs), state and territory governments and regulators within the VET sector. 
The AISC serves as a conduit for industry advice to the Government on the quality, relevance 
and responsiveness of Australia’s VET sector.  
 
The AISC is nominated by the Australian Government or state and territory ministers 
responsible for skills and training. Members are appointed to the AISC because of their 
industry-based leadership, expertise and unique perspectives on the current and emerging 
needs of the national training system. The AISC has a rotating member from Australia’s key 
peak industry associations, as well as two ex officio members, currently senior Australian 
Government officials.   
 
The IRCs have a very important role in the AISC since these committees serve as the formal 
channel for considering industry skills requirements in the development and review of training 
packages. The IRC consists of people with close links to the industry – they are leaders in 
their own sectors, from big businesses to small enterprises and unions. They understand the 
skills needed in the sector. The IRC gather information from their industry sector (challenges, 
opportunities, trends and industry requirements for training to advise on training packages). 
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Each IRC is supported by a Skills Service Organisation (SSO) to assist with its functions. The 
Tourism, Travel and Hospitality Industry Reference Committee is responsible for 33 national 
training package qualifications. SkillsIQ as SSO is a national not-for-profit organisation 
supporting the industry to develop standards to equip the people facing the workforce with the 
right skills for current and future jobs.  
 
Roles and Responsibilities: 
 
Australian Industry and Skills Committee (AISC) 

• Governed by its AISC Terms of Reference 

• Advise on the implementation of national training policies 

• Quality assure and sign off training packages for implementation 

• Oversee the process for development and approval of accredited training 

• Provide direction on the VET sector research priorities, including the work of the 
National 

• Centre for Vocational Education Research 

• Provide advice to Skills Ministers on training provider and regulator standards 

• Coordinate industry engagement through Skills Ministers’ meetings 

• Undertake work as directed by Skills Ministers 

• Meet with IRC Chairs at least once per year. 
 
Industry Reference Committees 

• Guided by the IRC Operating Framework and the MoU 

• Gather intelligence for their industry sectors to inform advice on training package 
development and review 

• Oversee the development and review of training packages in line with the requirements 
of the AISC 

• Oversee the development of the Industry Skills Forecast and Proposed Schedule of 
Work, advising who to consult and the type of information to include 

• Provide sign off for Industry Skills Forecasts, cases for change, cases for endorsement 
and other submissions for consideration by the AISC 

• Report, through SSO, to the AISC on the progress of its work 

• Promote the use of VET in the sectors they represent 
 
Skills Service Organisations 

• Funded by the Commonwealth Government through contestable funding 
arrangements 

• Governed by a Funding Agreement that is managed by the Department of Education, 
Skills and Employment 

• Guided by the Training Product Development Programme Guidelines 

• Support the activities of IRCs, including by providing secretariat services and as 
otherwise outlined in the MoU 

• Prepare and submit required documentation to the department, including an MoU with 
IRCs, 

• Industry Skills Forecast, cases for change, training packages and cases for 
endorsement. 

• Liaise with the AISC via the AISC Secretariat 

• Establish and maintain relevant policies and standard operating procedures 

• Manage industry communication, engagement and analysis as directed by the IRC 

• Provide recommendations to IRCs 

• Maintain relevant websites, databases and records as required. 
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The key partnerships in the Australian VET system revolve around the Australian Government, 
the State and Territory Governments, the Industry Reference Committees, Skills Service 
Organisations, Regulators in the VET Sector, the Registered Training Organisations and the 
Peak Industry Associations.  
 
This model is a highly integrated, industry-led partnership framework. If this type of model is 
considered, it will require significant engagement with the sub-sector, standardisation between 
governing bodies (DHET; CATHSETA, QCTO). 
 
4.2.1.2 Germany 
 
Table 32: International Benchmarking of Skills bodies/organisations: Germany 

Country Institution/s Activities 

Germany Dual System 
DEHOGA (Hotel and Restaurant 
Associations) 

The dual vocational training system 
integrates classroom learning and 
apprenticeships, a best-practice model 
for Work-Integrated learning. 

 
The German Vocational Training system (See Figure 23) was developed to address the high 
unemployment rate of people under the age of 25 (See Table 32). This system ensures a 
smooth transition between school and employment. Combining theoretical reflection in 
vocational schools with practical in-company experience ensures real-life training and 
facilitates the transition into the labour market. It is known as the dual training scheme and is 
highly recognised worldwide and established by the German education system. This system 
is focused on cooperation between, for the most part, small and medium-sized companies and 
public vocational schools.  This cooperation is regulated by law.  
 
The Vocational Training Act of 1969, amended in 2005, introduced this alliance between the 
Federal Government, the federal states and companies with a view to providing young people 
with training in occupations that are recognised nationwide and documented accordingly 
through certificates issued by the Chamber of Industry and Commerce or the Chamber of 
Crafts and Trades, respectively. The dual system offers a very practical approach to skills 
development, covering initial vocational education and training, further vocational education 
and training, careers, employability, occupational competence and identity. Germany enjoys 
low youth unemployment and high-level skills. Employer organisations and trade unions drive 
the updating and creation of new training regulations, and occupational profiles or modernising 
further training regulations. Apprentices across all sectors are managed the same way 
regardless of region or company. 
 
Roles and responsibilities: 
 
Federal Government: 

• Develops national legal framework for vocational training (e.g. Vocational Training Act 
– BBiG)  

• Provides funding for research and innovation in VET 

• Oversees national training standards and coordination with EU bodies 
 
State Governments: 

• Responsible for school-based (theoretical) component of dual training  

• Supervise vocational schools 

• Employ and train vocational teachers  

• Implement education laws and curricula regionally 
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Figure 23: Dual VET system in Germany 

 
 
Chambers of Commerce and Industry / Chambers of Crafts (e.g. IHK, HWK): 

 

• Register training contracts between companies and trainees  

• Advise companies and monitor training quality 

• Organise and conduct final exams and issue certificates  

• Act as intermediaries between firms and VET authorities  
Companies: 

 

• Provide practical on-the-job training (approx. 70% of programme time) 

• Appoint skilled trainers  

• Enter into formal training contracts with apprentices  

• Pay trainee stipends/salaries 
 
Federal Institute for Vocational Education and Training (BIBB): 

 

• Supports VET research and innovation  

• Develops occupational standards and training regulations in cooperation with social 
partners  

• Advises policymakers and monitors system trends 

 
In this dual system, there is strong employer involvement in curriculum design, qualification 
standards and workplace training. Sectoral skills councils and committees can strengthen their 
partnerships with employers. Theory and practice are integrated through structured 
apprenticeships or learnerships. There are coordinated efforts across education providers, 
employers and government agencies. Coordinated efforts across education providers, 
employers and government agencies are needed in the dual system. 
 
South Africa may consider these best practices by strengthening public-private partnerships, 
embedding structured work-based learning into TVET programmes, and incentivising 
employer participation. Implementing individual learning accounts and continuous upskilling 
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initiatives would also empower youth and adults to adapt to changing labour market demands. 
Based on the Singapore SkillsFuture initiative, a micro-credential program could help 
individuals plan their careers and pursue these credentials to better educate and train 
themselves.  
 

4.3 Proposed Partnerships 
Given the preceding research, the following partnerships are proposed for CATHSSETA to 
improve employment and learning outcomes for the hospitality sub-sector. To this end, the 
table below presents the potential partnerships that the SETA may explore. In some cases, 
there might already be partnerships which could be intensified.  
 
Table 33: Proposed CATHSSETA Partnerships (New or intensified) 

Proposed new 
partnerships  

Rationale  Strategic Focus  

Partnerships with 
hospitality entities 
(accommodation and 
restaurants) and 
educational 
institutions. These 
include 
accommodation 
establishments and 
restaurants as 
independent 
businesses. 

• To address the low education 
levels in these parts of the sub-
sector by offering micro-
credential courses that can lead 
to higher-level qualifications.  

• These partnerships are crucial 
for bridging skills gaps and 
ensuring that educational 
offerings are relevant to sub-
sector needs.  

• Micro-credentials are seen as a 
practical, flexible, and efficient 
way to upskill workers, 
especially for SMMEs. 

• Many employees are in low-
level skills bands, with 62% 
holding an NQF level 4 
qualification. There is a need to 
improve the work-readiness of 
new entrants, as training often 
lacks practical components.  

• Implement focused micro-
credential programmes. Start 
with basic skills and progress 
to higher-order skills and 
knowledge.    

• Develop online programmes 
offering soft-skills training / 
hospitality training APP.  

• Assist Higher Education 
Institutions with WIL to 
strengthen the education-
workplace link. 

• CATHSSETA is recommended 
to provide targeted support 
initiatives like structured 
internships and mentorship 
programmes for graduates 
from non-WIL institutions.  

More meaningful sub-
sector-
/government/education 
institution 
engagements (also in 
smaller provinces and 
small towns). These 
engagements could be 
with provincial 
authorities and sub-
sector representatives. 

• Encourage direct interaction 
with the sub-sector.   

• Sub-sector exposure (more 
extended period) for 
lecturers/academics as a 
compulsory part of their KPI’s.   

• Learners are not ready for the 
work in the sub-sector, and 
thus, more collaboration is 
needed. 

• There is a noticeable regional 
imbalance in training 
infrastructure, particularly 
outside metro areas, limiting 
access to targeted skills 
programmes.  

• Improve the quality of offerings 
and sub-sector readiness of 
learners through collaboration. 

• Embark on a project to 
encourage the use of advisory 
boards at TVET colleges and 
direct interaction with the sub-
sector.  

• Make sub-sector exposure (for 
an extended period) a 
compulsory part of 
lecturers'/academics' Key 
Performance Indicators (KPIs). 
This will address the 
education-sector mismatch. 

• These engagements should 
extend to smaller provinces 
and towns to ensure broader 
access to quality training and 
address regional imbalances in 
training infrastructure  

Technology and Digital 
Skills Partners 

• To address the need for 
technology training related to 

• Adhering to Government’s 
drive towards digitalisation.  
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(Google Africa: Mr 
Kabelo Makwane; 
Microsoft SA: Kalane 
Rampai)  

this sub-sector (digital customer 
service, management systems, 
smart hospitality, and e-
commerce, as well as the use of 
AI to improve service)  

• To address the significant lack 
of technological skills in the 
hospitality sub-sector, including 
proficiency in Artificial 
Intelligence (AI), Applications 
(APPS), automation, digital 
marketing, and digital platforms. 
Digital literacy, data 
management, and the ability to 
integrate technology while 
maintaining human interaction 
are increasingly important. The 
sub-sector currently 
undervalues or underfunds 
digitalisation, limiting its 
competitiveness. Small, 
Medium and Micro-sized 
Enterprises (SMMEs) often 
struggle to invest in training and 
salaries for digital talent, which 
affects their competitiveness.  

• Focus on providing training 
related to digital customer 
service, management systems, 
smart hospitality, and e-
commerce.  

• Train in the use of AI to improve 
service.  

• Prioritise training in digital 
marketing, content creation, 
and data analytics, as these are 
emerging occupations with 
strong demand.  

Partnerships for Green 
Skills & Sustainability 
Adoption (e.g., South 
African National 
Biodiversity Institute)  
 

• Sustainability and Climate 
Awareness are identified as key 
change drivers, but application 
in SA is limited.  

• There is a need for a 
"comprehensive understanding 
of environmental sustainability 
and its long-term implications". 
Consumers, especially 
international tourists, have a 
growing demand for eco-friendly 
stays. Hospitality firms must 
adopt "innovative resilience and 
regenerative strategies".  

• Fund sustainability training 
programmes covering aspects 
like "Responsible use of water, 
electricity, cleaning products, 
limiting paper usage, limiting 
kitchen/food wastage, 
sustainable food choices (e.g. 
fish) and use of sustainable 
farming practices".  

• CATHSSETA could drive an 
incentive programme 
encouraging measurable 
sustainability efforts in the sub-
sector.  

• These partnerships can help to 
embed digital and 
sustainability modules in 
hospitality qualifications, 
supporting the "twin transition" 
of digital and green 
transformations.  

Partnerships with Sub-
sector and Industry 
Associations for 
Professionalisation & 
Standardisation (e.g., 
FEDHASA, SA Chefs 
Association, NAA-SA)  

• A pervasive "lack of 
professionalism" is identified as 
a critical skill gap within the 
sub-sector. This negatively 
impacts the quality and 
employability of candidates". 

• Need for "clear competencies 
and ethical guidelines".  

• Develop and enforce 
professional standards and 
mandatory certification of 
programmes in collaboration 
with sub-sector associations. 

• These standards should define 
clear competencies and ethical 
guidelines across various roles 
in the sub-sector.  

• Mandatory certification will 
validate individuals’ 
professional readiness, ensure 
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alignment with best practices, 
and enhance the overall 
credibility and quality of the 
hospitality workforce.  

• This can also address the 
challenges of "inconsistent 
training quality" noted by 
employers.  

Partnerships with 
Youth Employment & 
Career Promotion 
Bodies (e.g., National 
Youth Development 
Agency; Presidential 
Youth Employment 
Initiative; Momentum 
Metropolitan 
Foundation)  

• The "unemployed youth remain 
a priority area" for skills 
development. The hospitality 
sub-sector faces challenges in 
attracting talent due to a 
"perceived lack of appeal" 
stemming from "low pay, long 
hours and limited growth". 
There is a strong need to 
"enhance the image of 
hospitality careers" and make 
the industry "more visible and 
attractive to high school 
students". CATHSSETA's 
approach aligns with the 
Presidential Youth Employment 
Initiative (PYEI) to transition 
young people from "learning to 
earning".  

• Enhance the image of 
hospitality careers through 
targeted marketing, success 
stories, and social media 
campaigns. 

• CATHSSETA should leverage 
platforms like Tik-Tok, 
Instagram, Facebook, and 
LinkedIn for daily updates and 
relevant information to expose 
learners to the sub-sector. 

• Promote "career growth, 
innovation, and the positive 
impact of roles". Support the 
DEL's role in "labour laws, 
workplace standards, sector-
specific working conditions" 
and partner on career 
development services.  

Partnerships for 
Regional Skills 
Development & 
Infrastructure 
Enhancement (e.g., 
Provincial Tourism 
Authorities, 
Community Education 
and Training (CET) 
Colleges)  

• The report notes a "noticeable 
regional imbalance in training 
infrastructure, leaving many 
operators, particularly those 
outside metro areas, without 
access to targeted skills 
programmes". The 
"centralisation of hospitality 
services mostly in Gauteng and 
Western Cape should be 
addressed", with opportunities 
to "grow hospitality through 
tourism in the rural areas by 
adding the element of 
authenticity".  

• Extend more meaningful sub-
sector/government/education 
institution engagements to 
"smaller provinces and towns" 
to ensure broader access to 
quality training.  

• Continue to partner with TVET 
colleges on infrastructure and 
lecturer development projects 
to enhance institutional 
capacity in these regions. 

• Leverage CET colleges which 
"provide practical, job-oriented 
training in key hospitality 
areas, focusing on basic and 
intermediate skills" at a 
community level, thus 
addressing the regional 
imbalance.  

Partnerships with 
Financial Institutions 
and Business Support 
Agencies for SMMEs 
(e.g., Small Enterprise 
Development and 
Finance Agency 
(SEDFA), Commercial 
Banks, Development 
Finance Institutions)  
  

• Small, Medium and Micro-sized 
Enterprises (SMMEs) constitute 
97.7% of employers in the 
hospitality sub-sector. These 
small firms "struggle to invest in 
training and salaries for digital 
talent, which affects their 
competitiveness". They also 
face "regulatory hurdles" that 
limit growth and hiring. There is 
a clear need for increased 
"funding available to this sub-
sector".  

• Support SMMEs in leveraging 
digital platforms, developing 
niche offerings, and forming 
strategic partnerships to grow 
their businesses.  

• Facilitate SMMEs' access to 
essential digital training.  

• Collaborate with SEDFA to 
"Promote industrial 
development and supports 
small business growth", 
specifically targeting skills 
development.  
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• Work with financial institutions 
to explore mechanisms to 
increase funding and 
investment in skills 
development programmes for 
SMMEs within the sub-sector. 

 
4.4 Conclusion 
Partnerships are critical for CATHSSETA to fulfil its mandate of skills development and 
capacity building. Collaborative relationships with the sub-sector ensure that training 
programmes are aligned with real-world needs and evolving sector trends.  Cooperation with 
different role players will foster innovation, resource-sharing and ensure a greater impact. 
Partnerships are the foundation for inclusive, responsive and sustainable skills development 
in the hospitality sub-sector. Chapter 4 concludes that partnerships are critical for 
CATHSSETA to fulfil its mandate of skills development and capacity building within the 
hospitality sub-sector. While existing collaborations have faced challenges, such as a 
perceived mismatch between training and sub-sector needs, and difficulties in securing 
permanent employment for learners, there remains a willingness to engage.  

Insights from international benchmarks, including Australia’s vocational system, Germany's 
dual vocational education and training system and Singapore's SkillsFuture initiative, highlight 
the importance of integrating classroom learning with practical on-the-job training and 
fostering lifelong learning. To address the current and future needs of CATHSSETA, new or 
intensified partnerships were proposed with various stakeholders, including hospitality entities, 
educational institutions, technology providers, environmental organisations, sub-sector and 
industry associations, youth employment bodies, and financial institutions. These 
collaborations aim to bridge skill gaps, enhance the relevance of training through micro-
credentials and Work Integrated Learning (WIL), promote digital and sustainability 
competencies, standardise professional practices, improve the sub-sector’s image to attract 
talent, and support the growth of Small, Medium and Micro-sized Enterprises (SMMEs) and 
regional development.  

Ultimately, these strategic partnerships are considered the foundation for fostering innovation, 
enabling resource-sharing, and ensuring a more inclusive, responsive, and sustainable skills 
development landscape for the hospitality sub-sector. 
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CHAPTER 5: SETA MONITORING AND EVALUATION 
 

5.1 Introduction 
Chapter 5 highlights CATHSSETA’s current approach to monitoring and evaluation and 
presents international examples.  
 

5.2 CATHSSETA Approach to Monitoring and Evaluation 
CATHSSETA’s approach to Monitoring and Evaluation (M&E) is guided by its mandate to 
ensure quality, relevance and impact in skills development in the different sub-sectors. This 
organisation has a designated manager responsible for overseeing M&E functions as well as 
analysts focusing on impact monitoring and evaluations. CATHSSETA applies MEAL 
(Monitoring, Evaluation, Accountability, Learning) frameworks to ensure the delivery of 
impactful projects and align skills development with national goals and strategic projects 
 
The key dimensions are as follows: 

• Strategic alignment: The M&E framework aligns with national policies such as the Skills 
Development Plan and the Human Resources Development Strategy. CATHSSETA tracks 
performance against annual performance plans and sector skills plans, which ensures that 
interventions contribute to national priorities. This approach is strategically sound and 
policy-aligned, but greater integration with sector-specific benchmarks could enhance 
responsiveness. 

• Performance measuring tools: CATHSSETA uses organisational performance 
monitoring, quarterly monitoring reports and an annual report to track progress. These will 
also report on learnership completions, workplace placements, interventions and 
stakeholder satisfaction. This allows for regular reporting on outputs – it is important to 
focus on the long-term impacts of interventions and initiatives.  

• Data collection and analysis: CATHSSETA gathers data through employer submissions, 
training providers' reports and site visits. This information is consolidated and submitted to 
DHET. The data collection methods are in place, and it is important to ensure that feedback 
loops are closed and used to inform programme and strategy adjustments. 

• Stakeholder involvement: CATHSSETA involves employers, employees, training 
institutions and government bodies. CATHSSETA is pro-active in stakeholder involvement, 
but stronger relationships should be built to ensure shared trust. Comments were made in 
the research with regard to partnerships and the improvement thereof. 

• Reporting and accountability: CATHSSETA reports to DHET and is audited for 
compliance. 

 
The high-level monitoring and Evaluation Framework that was developed for all SETAs by 
Rhodes University could ensure the SETAs deliver measurable, high-impact skills 
development aligned with the National Skills Development Plan and DHET priorities. At the 
core of the framework is the Theory of Change approach, which maps inputs (Discretionary 
grants, bursary fundings, learnership budgets, partnerships with training providers), activities 
(Training interventions, internships, workplace experience programmes, curriculum updates), 
outputs (Number of learners trained, internships completed, qualifications awarded), 
outcomes (Percentage of learners absorbed into employment, increased workplace 
readiness, reduced skills mismatches) and impact (Contribution to sector growth, improved 
service quality in the sub-sector, reduced unemployment) (BANKSETA,  2020).  

 
5.3 Benchmarking against other SETAS 
The BANKSETA does not have a structured Integrated M&E Unit that is responsible for M&E 
for the entire organisation. All M&E activities are at the programme implementation within the 
Operations Unit. Programme/project monitoring is done at the business unit level through 
project visits. The monitoring data that BANKSETA receives via monthly/quarterly reports is 
predominantly service provider-collected and then endorsed by the business unit manager. 
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BANKSETA’s Project Management Office (PMO) is responsible for reporting. The PMO 
entirely depends on the data that comes from the different managers of business units. 
Considering that there are weak or non-existent data validation methodologies, this poses a 
huge risk to the reporting process by the PMO. Evaluation: While evaluation is very critical for 
programme/project work, this important component of M&E is often omitted in programme 
development. BANKSETA must consider at length programme development methodologies to 
address the following critical programme elements: programme relevance, programme 
effectiveness and efficiency in programme implementation methodologies (SSP BANKSETA, 
2024/2025). 
 
For the SERVICES SETA, monitoring considers processes, compliance, financial 
organisational performance and financial considerations. The reporting happens frequently 
and routinely to ensure efficiencies and improved performance. A dedicated unit – 
Performance Verification and Reporting is tasked with this responsibility. Evaluation is a once-
off activity that takes place mid- or end-term of the project or programme. The mid-term 
evaluation ensures that the intervention is on the right track to achieving the intended results. 
The end-term evaluation is meant to investigate whether the intended outcomes or impacts 
have been realised. The evaluation studies are conducted on strategic interventions to 
determine the value of money. A dedicated Unit – Impact Assessment – is tasked with this 
responsibility (SSP Services SETA, 2025-2023.  
 

5.4 Recommendations related to M&E 
CATHSSETA could consider aligning their M&E practices with the results-based M&E 
Framework described above that integrates a Theory of Change. This will ensure that 
CATHSSETA is impact-driven. 
 
Although Tracer Studies are conducted by CATHSSETA, the uptake of learners to participate 
in these studies is low. This is problematic when considering the value of these studies in 
future planning. One can consider withholding a certificate of this information is not shared. 
 
The dedicated M&E team is contributing to the success of this department in CATHSSETA. A 
review of the skills in this unit is needed to determine any lack of skills (if any). CATHSSETA 
should ensure that its digital data system encourages real-time reporting since Monitoring and 
Evaluation can monitor progress at any given time.  
 
The research team identified a level of fatigue amongst roleplayers, and although continuous 
research is needed, partnerships with sub-sector organisations might provide information to 
CATHSSETA that can also be used by other organisations, thus eliminating double reporting.  
Continue to collaborate with research institutions and sub-sector experts to leverage 
expertise. 

 
5.5 Conclusion 
CATHSSETA’s M&E approach is well-structured and aligned with national priorities. It is 
important to ensure that the M&E system is participatory, impact-focused and transparent. 
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CHAPTER 6: STRATEGIC SKILLS PRIORITY ACTIONS 
  

6.1 Introduction 
This chapter serves to consolidate and present the key skills findings from previous chapters, 
reflecting on strategic priority actions for the sub-sector. This chapter outlines the strategic 
skills priorities and actions that will guide CATHSSETA in its skills development efforts in the 
Hospitality sub-sector over the short to medium term. The information and analysis presented 
in the previous chapters provide impetus to this chapter. A review has been conducted to 
develop recommendations that are practical, consistent, and achievable. These priority 
actions will guide the formulation of the Strategic Plan (SP) and Annual Performance Plan 
(APP). National strategies, such as the National Skills Development Plan and the Medium-
term Development Plan, have been considered to ensure alignment with government priorities 
and to support the broader goals of economic growth, employment creation, and social 
development in South Africa. 
 

6.2 Key Skills from Previous Chapters 
A summary of the key skills implications from each of the different chapters is outlined in the 
table below.  

 
Table 34: Key findings and context 

Key findings Context 

Chapter 1: Sub-sector profile 

Sub-Sector 
Composition: 

• The Hospitality sub-sector, consisting mainly of accommodation and 
food services, is dominated by SMMEs (97.7%) and supported by key 
stakeholders in government, labour, and education. 

Economic 
Challenges: 

• Operating in a tough economic climate, the sub-sector grows at a slow 
rate, with low occupancy rates and real incomes despite rising 
hospitality-specific inflation. 

Labour and Skills 
Needs: 

• New positions are forecasted for 2027, specifically in food and 
accommodation activities. The largely female workforce in low-skill roles 
highlights the need for managerial training and targeted skills 
development for this group. 

 
Key findings Context 

Chapter 2: Key Skills Change Drivers 

Demand-Side 
Factors: 
Technology and 
Digitalisation 

• Adoption of AI, APPS, automation, social media, and digital platforms is 
reshaping skills needs. 
• Digital literacy, data management, and soft skills (e.g., interpersonal 
skills) are increasingly important. 
• Technology is key to achieving Sustainable Development Goals (SDGs). 

Demand-Side 
Factors: 
Changing Consumer 
Preferences  

• Consumers expect personalised experiences, visible sustainability 
efforts, and quick service. 
• Soft skills like people management and emotional intelligence are 
becoming more valued than just technical skills. 

Supply-side factors: 
Education-Sub-
sector Mismatch 

• Training programmes are outdated and overly theoretical. 
• There is insufficient practical training. 
• Employers and institutions need to align efforts to produce employable 
graduates. 

Supply-side factors: 
Changing Workforce 
Needs 

• Young employees value flexibility, work-life balance, and purpose. 
• Low wages and long hours make the sector unattractive. 
• SMMEs struggle to compete for skilled staff. 

Sustainability and 
Climate Awareness 

• Sustainable development is a given, but application by the sub-sector is 
limited. 

• Funding and awareness are two major concerns. 

Changing Workplace • On the one end, the sub-sector requires multi-skilling, and on the other 
end, specialisation. This is due to the differences between the needs of 
small and major businesses. 
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• The effect of technology, business models and work-readiness should 
be taken into account. 

The Economy and 
Politics 

• Declining economy, political instability, crime rates and financial 
challenges limit the growth of this sub-sector. 

Global Influence • This sub-sector is dependent on tourists and therefore influenced on an 
international level. The emphasis is on cultural awareness and 
intercultural communication in service delivery. 

Emerging 
Occupations Due to 
Technological 
Advancements 

• Implying a significant shift in workforce roles and competencies. 

• Digital Shift in Job Roles: Traditional hospitality jobs are changing to 
include more technology-focused responsibilities.  

• Guest Experience is Key: There's a strong focus on improving the digital 
guest journey, from booking online to giving feedback after their stay. 
Creating a smooth and satisfying digital experience is now essential. 

• Marketing and Visibility: The importance of digital marketing, social 
media, and creative content was highlighted. This is a significant 
opportunity for small businesses.  

• Critical Skills Lacking: This sub-sector requires a balance between 
people and technology interactions.  

• Operational Effectiveness: AI and automation can optimise 
effectiveness, reduce costs and increase guest satisfaction. 

• Training of Data Analysts, Content Creators, AI and Automation 
Specialists, Digital Guest Experience Managers, Digital Marketers and 
Social Media Managers. 

 
Key findings Context 

Chapter 3: Sectoral Skills Demand and Supply Analysis 

Hard-to-fill vacancies • These vacancies focus on both elementary and management positions. 
These were hard to fill due to the mismatch between skills offered and 
the needs of the sub-sector, lack of practical experience, workplace 
expectations, low wages and poor working conditions, lack of soft skills, 
political interference and training gaps.   

Remote work • Remote work is practiced by management and clerical workers. 

• It creates challenges around work practices, data costs, management 
challenges and a blaming culture for work not completed. 

• It creates opportunities related to efficiency, higher productivity and staff 
acting more independently. 

Critical skills gaps • Soft skills shortages 

• Work-readiness issues 

• Lack of financial and HR skills 

• Digital and technical skills gaps 

• Culinary weaknesses 

• Lack of professionalism 

Emerging 
occupations related 
to the sub-sector 

• Customer-centric and experience-focused and guest-focused 
occupations 

• Sustainability-related occupations 

• Entrepreneurship and self-employment 

• Operational and Compliance occupations 

• Training and Education roles 

State of Education 
and Training 
Provision 

• A significant number of training institutions offer hospitality-related 
qualifications at all levels and across all provinces. 

• Micro-credentials can be considered as a way to upskill to a certain 
qualification level, leading to a recognised certificate or degree. This 
might also bridge the gap between educational institutions and the sub-
sector. 

 
Key findings Context 

Chapter 4: SETA partnerships 
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Partnerships are 
essential for 
CATHSSETA  

• Partnerships are important to drive effective skills development in the 
hospitality sub-sector. While current collaborations face challenges, 
such as misalignment with sub-sector needs and limited job placements, 
there is a strong willingness to improve. Partnerships with diverse 
stakeholders to close skills gaps, promote micro-credentials and Work 
Integrated Learning, enhance digital and sustainability skills, support 
SMMEs, and improve the sector’s appeal and regional impact are 
important. 

 

6.3 Planned Measures in Response to Change Drivers Identified 
 
Table 35: Planned Measures to Address Change Drivers 

Change Driver / Focus 
Area 

Planned Measures 

Technology and 
Digitalisation 

Encourage the development of sub-sector-specific short courses. 
Fund digital literacy learning programmes to support upskilling. 

Sustainability and 
Climate Awareness 

Fund training on responsible resource use and sustainable practices.  
Introduce incentive programmes for measurable sustainability efforts. 

Changing Consumer 
Preferences 

Fund programmes on consumer understanding and service delivery.  
Host trend workshops to help businesses respond to changing 
demand. 

Changing Workplace Provide training in digital literacy, AI, and remote/hybrid work.  
Offer generalised training to ensure basic skills are up to standard. 

Changing Workforce 
Needs 

Conduct a compensation benchmarking study linked to occupation 
and level.  
Design flexible and adaptable training opportunities. 

The Economy and 
Politics 

Increase funding to reflect the sub-sector’s economic importance.  
Highlight its role in employment and contribution to GDP. 

Global Influence Offer training in cultural sensitivity for both local and international 
guest service. 

 
The hospitality sub-sector is a people-oriented sector driven by people who should be 
passionate about service delivery. If employees are not promoted based on their skills and 
effort, it can pose a threat to service delivery and sustainability.  Skills related to digitalisation 
and technology were also highlighted as critical skills to be mastered in future. Managerial 
skills in all aspects were indicated as a shortfall in the sub-sector. Although various educational 
institutions indicated that soft skills are part of the curriculum, it is important to ensure that it is 
offered in a practical manner. Financial training, with specific reference to revenue 
management, pricing and data analysis, will contribute to the success of the business in 
hospitality.  
 
To attract new talent, the hospitality sub-sector must improve its image through targeted 
marketing that highlights career growth, innovation, and the positive impact of roles by hosting 
career fairs. Promoting success stories and offering competitive pay and benefits can make 
hard-to-fill positions like Event Managers and Digital Talent more appealing. It is also 
suggested that CATHSSETA manage their social media presence on Tik-Tok, Instagram, 
Facebook, and LinkedIn more actively to provide daily updates and relevant information, 
thereby exposing learners to the sub-sector. The overarching goal is to make the sub-sector 
more visible and attractive to high school learners. 
 
Cultivate and develop soft skills across the workforce. Implement mandatory soft skill training 
workshops focusing on communication, teamwork, problem-solving, and emotional 
intelligence. Invest in ongoing upskilling and reskilling programmes to strengthen digital skills 
in the sub-sector. Set up in-house or partnered training academies focused on digital literacy 
and advanced digital capabilities, as digital talent is in short supply. Make online learning and 
certifications in areas like data analysis, digital marketing, and cybersecurity easily accessible. 
Proactively define and design new roles and career paths for emerging professions, and work 
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with specialist training providers to deliver targeted programmes for roles such as Data 
Analysts, Digital Marketers, and Cybersecurity Experts. 
 
Foster leadership and managerial competencies through targeted development initiatives. 
Develop robust leadership development programmes and management training courses that 
specifically target the identified "Leadership" and "Managerial skills" gaps. This could include 
executive coaching, 360-degree feedback mechanisms, and practical project-based learning 
experiences to build capabilities in these critical areas. One additional strategy is to establish 
dedicated development and retention programmes specifically for middle management. Since 
"Middle management" is explicitly identified as a hard-to-fill level, a targeted approach is 
necessary beyond general leadership development. This strategy would involve implementing 
structured mentorship programmes, where middle managers can benefit from the experience 
of senior leaders.  
 
Develop targeted recruitment and upskilling programmes for hard-to-fill vacancies such as 
Event Managers, Hospitality Financial Managers and Tourism Marketers. Partner with 
vocational schools to offer tailored qualifications and introduce apprenticeships that provide 
practical, hands-on training. Also, identify and upskill current employees interested in these 
fields by offering focused certifications that meet sub-sector needs. Promote internal mobility 
and cross-skilling to fill evolving roles like Technology and Digitalisation Managers, Niche 
Market Specialists, and Revenue Managers. Map existing employee skills to future needs and 
implement structured cross-training programmes to support smooth transitions into these 
roles, reducing reliance on external recruitment. 
 
Develop and enforce sub-sector-wide professional standards and mandatory certification 
programmes in collaboration with sub-sector associations. These standards should define 
clear competencies and ethical guidelines across various roles in the sector. Mandatory 
certification will validate individuals’ professional readiness, ensure alignment with sub-sector 
best practices, and enhance the overall credibility and quality of the hospitality workforce. 
 
Introduce targeted training to improve financial literacy and management skills across roles 
that involve financial oversight. Focus areas should include budgeting, financial analysis, cost 
control, and revenue optimisation. In addition, offer general financial literacy workshops to 
build a basic understanding of business economics across the workforce, supporting better 
financial decision-making and operational efficiency throughout the sector.  
 
Position CATHSSETA as the CONNECTOR between different role players. A platform 
connecting prospective students, education institutions, and the hospitality sub-sector will 
improve coordination and distribution of information. The platform should provide easy access 
to information on bursaries, job opportunities, and sub-sector pathways. CATHSSETA must 
increase its visibility and actively engage with learners and institutions, both online and in 
person, to establish itself as the trusted hub and main resource for sector-wide collaboration 
and development. It is essential to strengthen relationships with key sub-sector bodies such 
as FEDHASA, SA Chefs Association, provincial tourism authorities, the South African Tourism 
Grading Council, and SA Tourism. 
 
Graduates who have obtained their qualifications from institutions that do not offer Work-
Integrated Learning (WIL) programmes often face challenges in accessing practical 
experience within the hospitality sub-sector. To bridge this gap, it is recommended that 
CATHSSETA provide targeted support initiatives aimed at facilitating experiential learning 
opportunities for these graduates. Such support could include structured internships, 
mentorship programmes, and sector-based training interventions. By equipping these 
individuals with relevant sub-sector exposure, CATHSSETA can contribute to their 
professional development and enhance their potential to assume managerial roles within 
hospitality establishments. 
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6.4 Planned Measures to Address Skills Gaps 
The table below highlights the strategic skills priority actions based on the research findings. 
 
Table 36: Strategic Skills Priority Actions 

Strategic skills priority actions 

 Skills priority Programme/project Planned actions 

1 Developing a 
mentoring strategy to 
assist SMME’s  

Partner with established 
hospitality firms to implement 
programmes that will develop 
the SMME’s and their 
managers. 
 

Establish a mentoring 
programme for SMMEs and 
middle management. 
Partner with a sub-sector 
association to develop a business 
APP for SMME’s – one stop 
shop! 

2 Continue with the 
implementation of 
CATHSSETA 4IR 
Skills strategy; 
however, note that 
5IR requires a 
balance between 
human and machine 

Review the strategy based on 
the results of this research, with 
a need to incorporate AI in 
business functions. 

Continue with the training in 
relation to 4IR, but offer training 
in sector-relevant technology.  

3 Basic skills 
development 

Specialist courses should be 
accessible to current students at 
a free or discounted rate, 
particularly for skills that 
enhance employability but incur 
costs that students may not be 
able to afford. 
 

Soft skill courses, enhancing 
communication, problem solving 
etc. could be provided in the form 
of micro credentials 

4 Middle management Hospitality Middle Management 
Development Programme. The 
programme should be designed 
to develop practical expertise in 
all middle management areas of 
the hospitality environment. 

Middle management skills in the 
hospitality sub-sector include 
operational management, 
financial control, human resource 
management, customer service 
excellence, leadership and team 
management, communication 
skills, problem-solving and 
decision-making, technology 
proficiency, marketing and sales 
awareness, and compliance and 
risk management. 

5 Top-level 
management 

Better relationships with Tertiary 
institutions to support graduates 
in obtaining experience after 
receiving their degree. 
CATHSSETA should implement 
a Graduate Bridging and 
Advancement Programme 
designed to provide structured 
workplace exposure and skills 
enhancement for graduates from 
non-WIL institutions entering the 
tourism and hospitality sub-
sector. 

The programme should partner 
with sub-sector stakeholders to 
offer funded internships, 
mentorships, and accredited 
short courses that equip 
graduates with the practical 
competencies needed for 
managerial progression. 

 
The Table below depicts the proposed/planned measures to address the skills gaps. The 
planned measures to address skills gaps in the hospitality sub-sector focus on aligning training 
with sub-sector needs, enhancing employability, and promoting sector attractiveness. 
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CATHSSETA should aim to revise curricula in collaboration with academia and the sub-sector, 
embedding internships, apprenticeships, and practical modules to improve work readiness. 
Micro-credentials and sub-sector-recognised certifications will ensure graduates meet 
evolving standards, while digital upskilling, leadership development, and financial literacy 
training will prepare the workforce for emerging roles. Initiatives include soft skills 
development, cross-skilling for internal mobility, and targeted training for hard-to-fill positions. 
Furthermore, CATHSSETA will position itself as a central hub for collaboration, bursary 
funding, and sector development, while promoting hospitality careers through marketing 
campaigns and supporting graduates from non-WIL institutions with mentorships and 
internships to bridge academic gaps. 
 
Table 37: Planned Measures to Address Skills Gaps 

Important skill aspects Planned Measures 

Curriculum Alignment Collaborate more with the sub-sector and institutions of higher 
learning to revise curricula and embed internships and 
apprenticeships. 

Vocational and Practical Training Revise programmes to include practical modules and in-
demand skills (e.g., digital literacy, leadership, financial skills). 

Sub-sector Certifications – Micro-
credentials 

Introduce micro-credentials to ensure graduates meet sub-
sector standards and are work-ready. 

Sub-Sector Promotion Enhance the image of hospitality careers through marketing, 
success stories, and social media campaigns to attract the right 
employees. 

Soft Skills Development Implement mandatory training in communication, teamwork, 
problem-solving, and emotional intelligence – online 
programme can solve this gap. 

Digital Upskilling Create training academies and online certification in digital 
skills like data analysis and cybersecurity. 

Leadership and Management 
Development 

Offer coaching, feedback, and project-based learning; 
implement mentorship for middle management. 

Recruitment for Hard-to-Fill Roles Develop tailored training and certifications for roles like Event 
Managers and Financial Managers in this sub-sector. 

Internal Mobility and Cross-
Skilling 

Map employee skills and provide cross-training for evolving 
roles (e.g., Revenue Managers, Technology roles). 

Financial Skills Training Introduce budgeting, cost control, and financial literacy 
workshops across all levels. 

CATHSSETA as Central Hub Position CATHSSETA is the primary platform for collaboration, 
bursaries, and sector development. 

Bridging Academic Gaps (WIL 
Support) 

Provide internships and mentorships for graduates from non-
WIL institutions to gain hospitality experience. 

 
6.5 Planned Measures to Support National Strategies and Plans 
 
Table 38: Planned Measures to Support National Strategies and Plans 

Focus Area Planned Measures 

National Skills Development 
Plan 2030 

Given the depth and the level of information needed by 
CATHSSETA to service different sub-sectors, University 
Research Chairs could be considered to conduct the research. 
This will ensure improved research planning and timely delivery 
of results. 

Presidential Youth Employment 
Intervention 

The alignment of internship programmes for CET, TVET 
colleges and University graduates to support the presidential 
initiatives.  

 

6.6 Conclusion 
The hospitality sub-sector is a critical contributor to the economy of South Africa and is 
influenced by both internal and external forces. The effect of technology on this sub-sector is 
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clear from the results, but the importance of humans in the hospitality experience was evident. 
Encouraging people to become and remain part of this sub-sector will require clear career 
paths with appropriate salary levels and expectations. The number of new and very young 
entrants to this sub-sector requires an emphasis on word readiness programmes followed by 
support for managers.  
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