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ACRONYMS AND ABBREVIATIONS 
 

Abbreviation Definition 

AI Artificial Intelligence 

APP Annual Performance Plan 

ASATA Association of Southern African Travel Agents and Advisors 

CATHSSETA Culture, Arts, Tourism, Hospitality and Sport Sector Education and 
Training Authority 

CET Community Education and Training 

CIPC Companies and Intellectual Property Commission 

COSATU Congress of South African Trade Unions 

CRM Customer relationship management  

DEL Department of Employment and Labour 

DHET Department of Higher Education and Training  

DoT Department of Tourism  

DTIC Department of Trade and Industry and Competition 

EMM Exploratory Mixed-Method 

FEDSATGA Federation of South African Tourist Guide Associations () 

GDP Gross Domestic Product 

HAWU Hospitality and Allied Workers Union () 

IATA International Air Transport Association 

MG DATA Mandatory Grant Data 

NDP The National Development Plan  

NSA National Skills Authority 

NSF National Skills Fund 

OECD Organisation for Economic Co-operation and Developmentt 

OFO group Occupational group 

SACCAWU South African Commercial, Catering and Allied Workers’ Union 

SAQA South African Qualifications Authority 

SARB South African Reserve Bank 

SARS South African Revenue Services 

SATSA Southern Africa Tourism Services Association 

SAVRALA Southern African Vehicle Rental and Leasing Association  

SEDA Small Enterprise Development Agency () 

SP Strategic Plan 

STATSSA Statistics South Africa 

TBCSA Tourism Business Council of South Africa 

TGASA Tourist Guides Association of South Africa  

TIP Tourism Incentive Programme  

TSA Tourism Satellite Account 

TVET Technical and Vocational Education and Training Colleges  

WIL Work Integrated Learning 

 
 



 iv 

 

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 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 the 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, which this term stems from (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, industry-relevant and are issued digitally, such as through 
badges or certificates. 
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EXECUTIVE SUMMARY 
 

 
In 2025, the Tourism and Travel Services Sub-sector recorded 2,236 registered employers, 
the overwhelming majority of which (98.97%) are small firms employing between 1–49 people. 
The sector’s value of supply rebounded in 2022 to approximately R22.24 billion, showing signs 
of recovery, although employment levels are lower than before 2020. No significant price 
increases have been recorded since 2019, pointing to a relatively stable pricing environment 
despite economic pressures. Geographically, the employer base is concentrated in Gauteng 
(44.4%) and the Western Cape (33.5%), provinces that remain the country’s primary hubs for 
tourism and travel services. Looking ahead, the sector is expected to create around 3,594 
additional jobs by 2027. An average growth of 4.3% in labour demand is expected per year.  
 
The sub-sector employs around 12,662 workers, with a workforce that is predominantly female 
(60%) compared to 40% male. Two major occupational groups dominate employment: clerical 
support workers (4,888 employees) and managers (2,050 employees). These roles highlight 
the dual importance of administrative capacity and managerial oversight within the tourism 
and travel services value chain. In terms of geographic distribution, employees are mostly 
based in Gauteng (54.4%) and the Western Cape (24.7%), reflecting the employer profile. 
Projections suggest continued growth, with 1,387 clerical support roles and 582 managerial 
roles expected to be added by 2027. This indicates sustained demand for both operational 
and leadership capacity, reinforcing the sector’s reliance on a skilled and service-oriented 
workforce. 
 

 
 
Remote work in the Tourism and Travel Services Sub-sector highlights both the opportunities 
and vulnerabilities of the labour market. While managers (44%) dominate remote work roles, 
service and sales workers (22%) and skilled workers (22%) also participate. On the positive 
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side, remote work allows for greater flexibility, convenience, and cost savings, yet the 
challenges, such as loadshedding, poor client contact, unproductive staff, and difficulties 
monitoring employees, point to systemic barriers that reduce efficiency. The critical issue here 
is that without investment in digital infrastructure, staff training in self-management, and 
supportive organisational policies, remote work risks widening inefficiencies rather than 
creating productivity gains. 
 
The interplay of industry evolution, technological advancement, labour market volatility, 
operational risks, and work readiness highlights the fragile balance between supply and 
demand in the sector. Each factor exposes skills mismatches: evolving consumer preferences 
drive demand for niche and experience-based tourism, while technological change requires 
constant digital upskilling. Labour market dynamics reinforce precarity, and external 
challenges, such as infrastructure and safety, further limit the sector’s resilience. The “so what” 
here is that unless skills development strategies address these multiple, interconnected 
drivers holistically, the sector will continue to underperform in terms of workforce readiness 
and adaptability. 
 
The persistence of skills gaps across high, middle, and elementary occupations reveals a 
structural weakness in the workforce. At the high-skill level, deficits in business management, 
leadership, and technology point to weak capacity for innovation and growth. At the middle-
skill level, gaps in travel experience, language proficiency, and technical competence limit 
frontline service quality and adaptability. At the elementary level, shortfalls in communication, 
teamwork, and time management undermine even the most basic service delivery. The critical 
insight is that skills shortages are not isolated to one tier but span the entire workforce pipeline, 
signalling the urgent need for an integrated skills strategy that develops both technical and 
soft skills while strengthening experiential learning opportunities. 
 

 
 
The persistence of hard-to-fill vacancies, ranging from customer service managers and travel 
consultants to data analysts and outdoor adventure specialists, exposes misalignments in the 
sector’s labour market. The reasons are telling: outdated curricula fail to equip graduates with 
the necessary practical and digital skills, while unrealistic expectations about the realities of 
tourism work lead to poor retention. Coupled with uncompetitive salaries, these factors make 
it difficult to attract and retain talent in critical roles. Unless education, industry, and policy 
reform address both the quality of training and the conditions of work, skills shortages in these 
pivotal occupations will continue to constrain growth. 
 
The widespread use of digital tools, such as global distribution systems, online booking 
platforms, CRM systems, marketing and social media applications, and accounting/admin 
tools, demonstrates that the sub-sector is already operating in a digitally integrated 
environment. However, this reliance on technology underscores a pressing need for digital 
fluency among the workforce. Employees who lack competence in these systems risk 
exclusion from the labour market, while employers face inefficiencies and reduced 
competitiveness. Digital skills are no longer optional but foundational, and training 
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programmes must urgently adapt to integrate hands-on experience with these tools across all 
qualification levels. 
 
 

 
The landscape of the tourism and travel sub-sector is being reshaped by two parallel forces: 
entrepreneurial fragmentation and technological acceleration. On the one hand, specialised 
freelancers such as web organisers, virtual tour operators, travel writers, and tourism 
information providers highlight the sub-sector’s move towards hyper-personalised, niche 
offerings. These roles thrive on agility, authenticity, and cultural mediation, creating spaces 
where storytelling, digital curation, and real-time knowledge exchange become as important 
as traditional service delivery. In this new setting, meaning and narrative are just as valuable 
as logistics, and smaller businesses can compete with established businesses by connecting 
directly with evolving traveller desires. 
 
On the other hand, the rising importance of data analysts, content creators, digital marketers, 
AI and automation specialists, social media managers, and digital guest experience managers 
reflects the sub-sector’s integration into the digital economy. These occupations are less about 
serving the tourist in the moment and more about designing predictive, immersive, and 
seamless systems around them. Whether through data-driven foresight, algorithmic targeting, 
or automation of repetitive tasks, they reveal a sub-sector increasingly reliant on technology 
to anticipate, shape, and manage demand. Yet, it will become a challenge to balance efficiency 
with empathy, ensuring that digital convenience does not overshadow human warmth. 
 
The workforce will need a blend of entrepreneurial agility, digital literacy, and cultural 
intelligence. Freelancers require skills in niche market identification, storytelling, content 
production, and customer engagement, alongside practical entrepreneurial competencies 
such as financial management and self-branding. Technological roles demand advanced 
capabilities in data analytics, AI oversight, digital ethics, automation systems, and social media 
strategy, but also critical soft skills, communication, empathy, and adaptability that ensure 
technology enhances rather than replaces human connection. This implies designing modular, 
future-focused qualifications and micro-credentials that combine technical expertise with 
service excellence, ensuring employees can navigate both the digital and the human 
dimensions of tourism futures. 
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The supply-side skills planning implications highlighted here point to very practical 
interventions that can bridge current gaps between education and workplace readiness. 
Training in Artificial Intelligence and Global Distribution System platforms ensures that 
graduates can immediately function in increasingly automated and data-driven environments, 
while short videos for training create accessible, bite-sized learning that mirrors the way 
younger generations consume information. Personalisation of experiences is fast becoming a 
competitive differentiator, making it essential to embed skills that help employees adapt 
services to diverse guest preferences. Equally important is cultural intelligence and diversity 
awareness, which prepares the workforce to engage with global travellers respectfully and 
effectively. Immersive job preview programmes reduce attrition by giving learners realistic 
expectations of work environments, while incubation centres provide safe spaces for 
entrepreneurial experimentation and innovation. Modular training packages offer flexibility, 
making it possible to update skills in line with fast-changing industry trends, and multi-skilling 
across sub-sectors increases employability and resilience, particularly in volatile markets. 
Finally, language proficiency programmes expand both access to international markets and 
the ability to serve domestic tourists better, ensuring that communication is not a barrier to 
quality service delivery. These skills implications link directly to the emerging occupations and 
addressing these will empower potential employees for the Tourism and Travel Sub-sector. 
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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 Tourism and Travel 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 Tourism and Travel sub-sector, 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 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 industry practitioners, including key informants in government 
and quasi-government organisations, enterprises in the private and public sectors, education, 
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employees, and CATHSSETA role players related to the Tourism and Travel sub-sector. Non-
probability sampling was applied to sample the key informants for this qualitative research 
phase based on the professional networks. The anticipated and realised sample is provided 
below. 

 
Table 1: Sampling of the Tourism and Travel Services Sub-sector: Qualitative research  

ROLE PLAYER Employers Employees Government & 
Quasi-Government 

Education 

Anticipated 
sample 

18 
 

12 
 

5 
 

5 
 

Realised sample 6 5 6 5 

Interview Codes *TEMP 
01-06 

**TEMPL 
01-05 

***TGOV 01-04 
 ****TQUA 01-02 

*****TACA 
01-05 

*TEMP: Tourism and Travel Services Employers; **TEMPL: Tourism and Travel Services Employees;  
***TGOV: Tourism and Travel Services Government; ****TQUA: Tourism and Travel Services Quasi-
Government; *****TACA: Tourism and Travel Services 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 guides 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 Tourism and Travel 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 participant group consisted of five (5) people. Three (3) lecturers were from 
Traditional Universities, one (1) from a University of Technology and one (1) from a TVET-
College, all offering qualifications in the Tourism and Travel Services Sub-sector. Three (3) of 
the five educators were female and two (2) were male. Two (2) educators were based in the 
Eastern Cape, one (1) in Gauteng, one (1) in the Free State and one (1) in Limpopo.  
 
The employer group consisted of six (6) participants. Four (4) were tour operators, one (1) 
owned a travel agency, and one (1) owned an information centre. Three (3) of the businesses 
were based in the North West, one (1) in Mpumalanga, one (1) in Gauteng and one (1) in the 
Eastern Cape. 
 
The employee group consisted of five (5) participants. Four (4) participants were employed by 
different tour operators, and one (1) worked at a travel agency. Two (2) of the establishments 
were located in Gauteng, one (1) in Kwa-Zulu Natal, one (1) in the Western Cape and one (1) 
operating across provinces.  
 
The Government group consisted of four (4) participants. One was employed by the 
Department of Economic Development, Environment, Conservation and Tourism, two (2) by 
the Department of Tourism and one in a Local Municipality. Three (3) were based in Gauteng, 
one in North-West. The Quasi-Government groups consisted of two (2) participants. Both 
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these participants were working in sub-sector associations, one in the Eastern Cape and one 
in Limpopo.  
 
Phase C – Quantitative empirical study 
The quantitative research focused on employers and employees working in the Tourism and 
Travel 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 Tourism and Travel-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 industry 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. 
 
Table 2: Sampling of the Tourism and Travel Services Sub-sector: Quantitative research 

ROLE PLAYER Employers Employees 

Anticipated sample 100 600 

Realised sample 9 241 

 
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 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 storage facility 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).  
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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 
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: SECTOR PROFILE 
 

1.1 Introduction 
This chapter provides an overview of the Tourism and Travel Services Sub-sector, the key role 
players and employers, and its 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 Tourism and Travel sub-sector specifically. The employee profile 
related to the 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 Tourism and Travel Services Sub-sector is mainly categorised under the 71 Standard 
Industrial Classification (SIC) codes as well as 85, 88, 96 and 99. Secondary information on 
many of these SIC sectors is not readily available, and some fusion of secondary data is used 
to analyse the sub-sector. 
 

Table 3: SIC codes 

SIC CODE MAIN ACTIVITY DESCRIPTION 

71214 Tour operators 

71222 Safaris and sightseeing bus tours 

71223 Safaris and sightseeing trip operators 

73002 Inbound international flights 

74140 Travel agency and related activities 

85111 Renting of land transport equipment, including travel rentals 

8899A Event and Conference management 

96195 Operation and management of convention centres 

99028 Car hire 

99048 Tourism authorities, including, but not limited to, tourism marketing, tourist 
information centres, publicity associations 

99049 Guides 

 

1.3 Key Role-Players 
The Tourism and Travel Services 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.  
 

Table 4: Tourism and Travel Services 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 tourism and travel 
services professionals 

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

• Outcome 2: Linking 
education and the 
workplace 

Department of 
Tourism (DoT) 

Oversees the development 
and promotion of tourism for 
which this sub-sector delivers 
selected services. 

Provincial Tourism 
Authorities 

Register and accredit tourist 
guides at the provincial level. 
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National Skills Fund 
(NSF) 

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

• 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 

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) 

Department of 
Employment and 
Labour (DEL) 

Labour laws, workplace 
standards, sector-specific 
working conditions, including 
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 

South African 
Revenue Services 
(SARS) 

Taxation and compliance for 
Tourism and Travel services 
businesses 

    

Employer 
Organisations 

South African 
Tourism Services 
Association (ASATA) 

Represents retail travel 
agents, influences training, 
consumer protection and 
policy input. 

• 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 

 

Southern Africa 
Tourism Services 
Association (SATSA) 

Represents inbound 
operators, offers quality 
assurance and networking for 
operators 

Tourist Guides 
Association of South 
Africa (TGASA) 

Represents tourist guides 
nationally, engages in policy, 
ethics and training. 

Tourism Business 
Council of South 
Africa (TBCSA) 

Represents the interests of 
private sector stakeholders 

Federation of South 
African Tourist Guide 
Associations 
(FEDSATGA) 

Umbrella body for provincial 
and regional tourist guide 
associations; advocates for 
guide interests. 

International Air 
Transport 
Association 

Accredited agencies for 
issuing international air 
tickets. Essential for agencies 
selling airline services. 

Southern African 
Vehicle Rental and 
Leasing Association 
(SAVRALA) 

Primary industry body for car 
rental and leasing firms; 
advocates for fair regulation, 
industry standards and best 
practices. 
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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. 

Congress of South 
African Trade 
Unions (COSATU) 

Umbrella body for sector-
specific unions, which include 
SACCAWU 

    

Education 
and Training 
Institutions 

Technical and 
Vocational 
Education and 
Training Colleges 
(TVET) 

Developing skills and talent 
for the Tourism and Travel 
Services 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 

• 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 

Private training 
providers 

Offering flexible, industry-
driven and specialised 
training registered through 
CATHSSETA, and SAQA 

Universities and 
Universities of 
Technology 

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

Community 
Education and 
Training Colleges 
(CET) 

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

Sector-specific 
training institutions 

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

 
The employer organisations are amongst the most important organisations for CATHSSETA 
to collaborate. 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. Secondly, 
Education and Training institutions play a critical role in the development and offering of sub-
sector-related training. CATHSSETA should act as the link between the sub-sector and the 
training institutions – ensuring quality and relevant training programmes. 
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1.4 Employer Profile 
Altogether 2 236 active employers in the Tourism and Travel Services Sub-sector are 
registered with SARS in 2025. The majority (98.97%) of these employers are small firms, 
employing less than 50 people. There are only 0.36% large firms and 0.67% medium-sized 
firms, confirming that this industry is mainly dominated by small and medium-sized enterprises 
(SMEs). The employer’s primary quantitative data showed a similar finding, with 93% being 
small-sized and 7% medium-sized. Slight differences exist between the primary data results 
and the SARS data, due to respondents' willingness to participate in the research process, 
whereas in the case of SARS, it is mandatory. 
 
Given the entrepreneurial nature of this sub-sector, a focus on entrepreneurial skills will assist 
these businesses in growing their offering. It is also important to address the challenges 
experienced by these employers with regard to financing, adhering to regulations and market 
access – this is even more challenging in rural areas.   
 
The figure below illustrates the provincial distribution of the firms. It is evident that most firms 
are concentrated within 2 provinces – Gauteng (44.4%) and the Western Cape province 
(33.5%). This is followed by KwaZulu-Natal (10.2%) and the Eastern Cape Province (3.3%). 
The Northern Cape Province hosts the least number of Tourism and Travel firms (15 firms, or 
0.7%). The presence of these firms in major provinces aligns with the focus of these firms 
being travel agencies, tourist guides, etc. However, there is potential in other provinces, such 
as Mpumalanga and Limpopo, to grow businesses in this sub-sector. Tourism is specifically 
growing in Limpopo, and the need for travel consultants and tourist guides will improve.  
 
Figure 2: Provincial distribution of Tourism and Travel Services firms 

 
Source: SARS (2025) 

 
Based on the SARS (2025) active Employer data, the Western Cape is home to one large firm 
(One Turn Trading) and Gauteng hosts 7 large firms (for example, Tourvest Holdings, Bluu 
Car Rental, Rennies Travel). Gauteng hosts 11 medium-sized firms (for example, Magic 
Travel, Holiday Holdings International, Travel Vision), and the Western Cape hosts 1 (Chattels 
Infrastructure Solutions (Event and conference management). The highest number of small 
firms is in Gauteng with 975, followed by Western Cape with 747 small firms, KwaZulu-Natal 
with 227 firms and Eastern Cape with 69 firms. There is an overwhelming dependence on 
small businesses in this sub-sector. 
 
The provincial distribution also shows that Gauteng is home to the highest number of Tourism 
and Travel firms, namely 993 active firms. The head offices of the large and medium firms are 
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therefore based in Gauteng, although there may be regional branches in some of the other 
provinces. 
 
Table 5 below illustrates the demographic profile of employers that participated in the primary 
research. Most respondents were South Africans (87%), female (53%), 48 years of age, part 
of the white (57%) population group and held a Bachelors degree (40%) as the highest level 
of qualification. Most of the respondents were from Gauteng (24%) and Western Cape (24%).  
Ninety three percent (93%) of the respondents were the owners/managers of small businesses 
with fewer than 50 employees. 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.  
 

Table 5: Tourism and Travel Services Sub-sector Employer Respondent Profile 

EMPLOYER 

Gender Male 40% Average length 
of current 
employment 

9 months 

Female 53% Position Owners and Managers 

Nonbinary 7% Average number 
of years in 
business 

21 years and 5 months 

Average Age 
Citizenship 

48 Years of age Current 
business 
conditions 

3.93 Good 

South Africa 87% Business 
conditions in the 
next 12 months 

4.07 Good 

Foreign National 13% Size of the 
business 

Small (1-50) 93% 

Race Coloured 14% Medium (51-
149) 

7% 

Black African 29% Large (150+) 0% 

White 57% Turnover: 
2023 
2024 

 
R 1 588 125.00 
R 1 736 666.67 

 

Indian/Asian 0% Province 
Limpopo 
Free State 
North-West 
Northern Cape 
Western Cape 
Eastern Cape 
Gauteng 
Mpumalanga 
KwaZulu-Natal 

 
12% 
24% 
0% 
0% 
24% 
18% 
18% 
6% 
0% 

Level of 
qualification 

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

0% 
 
20% 
27% 
7% 
40% 
 
6% 

Disability status Yes 
No 

6% 
94% 

 
 

 

Source: Primary employer quantitative data 

 

1.5 Labour Market Analysis 
 

1.5.1 Macro-economic Performance 
The tourism and travel sub-sector operates within the larger economy and is dependent on 
trends in the macro-economy with reference to economic growth, inflation and unemployment.   
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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. 
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 dismal 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 
attribute lower growth forecasts for 2025 to global uncertainty and trade tensions, leading to 
an unpredictable global economy (South African Reserve Bank, March 2025b). 
 
Figure 3: National Economic Growth Rate 

 
Source of data: South African Reserve Bank (2025) 

 
Figure 4 below indicates the poor growth performance of the South African economy; it is not 
surprising that the unemployment rate in the economy remains above 30%. Before the COVID-
19 pandemic, 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 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%. 
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Figure 4: 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 
concerned about increased inflationary pressures that might follow due to international trade 
instabilities and therefore, expectations exist that inflation will increase during the year. 
 
The Figure below shows both total inflation (i.e. the inflation rate for all goods and services 
within the South African economy), as well as the inflation rate for Recreation and Cultural 
Services (most of the services included in this sub-sector). It is evident that inflation within the 
service industries is lower than the overall inflation rate within the economy. Hence, this sub-
sector has not experienced significant price increases since 2019. This will change if energy 
and fuel prices increase. 
 
Figure 5: Total inflation vs Culture and Recreation Services Inflation rate 

 
Source of data: South African Reserve Bank (SARB, 2025) 
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1.5.2 Tourism and Travel Services Sub-Sector Performance 
Statistics South Africa publishes data via the Tourism Satellite account on the Tourism and 
Travel Services Sub-sector. In the account, it is referred to as Travel agencies and similar 
services. The latest account available is for 2022, and hence, the performance of the sub-
sector can only be evaluated up to 2022.  
 
The value of services supplied over the past couple of years within this sub-sector is shown 
in the Figure below. It is evident that COVID-19 had a negative impact on this sub-sector, 
which remained in 2021, with the value of supply dropping from R22.232 billion to 
R15.342 billion. The sub-sector has, however, recovered by 2022, to reach R22.24 billion in 
services supplied. 
 
Figure 6: Total Supply (R bn) 

 
Source of data: Statistics South Africa (2025) 

 
Similarly, the TSA also contains the employment statistics within the Tourism and Travel 
Services Sub-sector. The Figure below shows the employment trend, and it is clear that, 
contrary to the recovery in supply, employment within this sub-sector has not recovered to its 
2020 levels.  
 
Figure 7: Total employment (‘000) 

 
Source of data: Statistics South Africa 
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In total, the sub-sector employed 23,572 people during 2022, almost 10,000 people fewer than 
during 2019. An interesting observation is that the majority of employees in this sub-sector are 
male (65%), with female employees slightly more than a third of the total workforce in this sub-
sector. 
 

1.5.3 Labour elasticities 
The information from the TSA was subsequently used to estimate labour elasticities for the 
Tourism and Travel Services Sub-sector.  Minnaar (2017) indicated that some of the most 
accurate forecasts for labour demand in the hospitality industry 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. In other words, 
 

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. 
 
The table below summarises the elasticities and also indicates the average share of tourism 
expenditure in the sub-sector (2022). This is important, since a decline (increase) in tourism 
will cause a more severe decline (increase) in a sector that is more dependent on tourism than 
in a sector that is less tourism dependent. 
 

Table 6: Labour elasticities 

Sub-Sector Tourism dependence 
as % of total output 

Labour elasticity Speed of adjustment 

Tourism and Travel 
Services 

98% 0.27 41% 

 
From the table above, it is evident that the Tourism and Travel Services Sub-sector is very 
dependent on the tourism industry (98%), which is also the reason why total supply fell 
drastically during the COVID-19 pandemic, leading to layoffs of employees. 
 
The labour elasticities reveal that a 10% growth in demand will lead to a 2.7% growth in the 
demand for labour in the sub-sector. The speeds of adjustment indicate that changes in 
demand will lead to a change in demand for labour within 2 to 2.5 years. This indicates that 
there is a slight lag in the labour market following an increase in demand for Tourism and 
Travel Services, which we also see in the slow recovery of employment after the pandemic. 
 

1.5.4 Labour Forecasts 
Before one can forecast labour demand, the change in output within the sub-sector 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 the sub-
sector.  
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The TSA data is again used to forecast sub-sector output (or economic performance). The 
short time-series limits alternatives, but general smoothing algorithms1. 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 Tourism and Travel Services Sub-sector was best forecasted using the Holt-
Winters additive algorithm, with an RMPE of 8.6%, indicating that, on average, the forecast 
makes an 8.6% error compared to the actual time series. The actual and forecasted series are 
shown below. 
 
Figure 8: Travel Agencies and similar services 

 
Source of data: Statistics South Africa and own forecasts 

 
The forecast shows an average growth in the Tourism and Travel Services Sub-sector supply 
of 15.8% per year. This translates into an average growth in labour demand within this sub-
sector of 4.3% per year. When using the TSA employment numbers, this translates into an 
additional 3,594 jobs by 2027 (compared to 2024). 
 

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 (98%), female (57%), 36 years of age, from 
the black African population group (76%) and held a Tertiary Diploma (37%) as the highest 
level of qualification. Most of the respondents were from the Eastern Cape (27%), followed by 
Mpumalanga (17%). Fifty percent (50%) of the respondents earned less than R10 000 00 per 
month and have been working on average 4.5 years at the same establishment.  
 

Table 7: Employee Respondent Profile 

EMPLOYEE 

Gender Male 
Female 
Nonbinary 

42% 
57% 
1% 

Average length 
of current 
employment 

 
4.5 Years 
 

Position Customer Service Agent, 
Manager, Passenger Handling 
Agent, Receptionist, Rental 

 
1 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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Sales Agent, Tour Guide, Travel 
Agent, Travel Consultant.  

Income <R10 000,00 
R10 001 – R20 000 
R20 001 – R30 000 
R30 001 – R40 000 
R40 001 – R50 000 
>R50 000 

50% 
29% 
14% 
5% 
0% 
1% 

Average Age 36 Years of age 

Citizenship South Africa 
Foreign National 

98% 
2% 

Race Coloured 
Black African 
White 
Indian/Asian 

9% 
76% 
15% 
0% 

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

15% 
6% 
14% 
10% 
8% 
27% 
3% 
17% 
0% 

Level of 
qualification 

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

4% 
 
20% 
20% 
37% 
12% 
7% 

Disability 
status 

Yes 
No 

4% 
96% 

 
 

 

Source: Primary employee quantitative data 

 
The distribution of the workforce in Table 8, on the next page, is based on the Mandatory 
Employer data, which reflects the distribution of the workforce related to gender, race, 
permanency and stability status. The workforce is predominantly composed of South African 
citizens (97%), with foreign nationals making up only 3.2% of total employees. The majority of 
staff (94%) hold permanent positions, while temporary employees represent just 5% of the 
workforce. Black Africans form the largest demographic group, accounting for 83% of all 
employees, followed by Coloureds, Whites, and Indian/Asian staff, while foreign nationals are 
represented across all groups in small numbers. 
 
From a gender perspective, female employees dominate among South African citizens (64%), 
whereas male employees make up 61% of foreign nationals, indicating a notable gender shift 
within the foreign workforce. Representation of employees living with a disability remains low 
at 0.4%, with most of them in permanent roles. Overall, the data highlights a workforce that is 
citizen-driven, female-led among locals, highly permanent in nature, and significantly under-
representative of people with disabilities. 
 

Table 8: Distribution of workforce: Tourism and Travel Services Sub-sector 

 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 

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 
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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) 
 

The MG Employee report revealed that during 2024, there were 12 662 employees in Tourism 
and Travel Services firms registered with SARS. The majority of these employees are female 
(60%), with only 40% of the employees male. This is contrary to the total industry statistics in 
the TSA. 
 
Figure 9: Employee Gender Distribution 

 
Source of data: MG Employee Data 

 
Similar to the firm distribution, the figure below shows the employee distribution. Almost 80% 
of the employees are located in two provinces, Gauteng (54.4%) and the Western Cape 
Province (24.7%). This is followed by KwaZulu-Natal province (11.9%). The least number of 
employees within this sub-sector (approximately 100, or 0.8%) is found in the North West 
Province. This correlates with the primary research findings emphasising a presence in the 
two major business hubs of South Africa.  
 
Figure 10: Provincial Distribution of Employees 

 
Source of data: MG Employee Data (2025) 
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The number of employees in each occupational group (OFO group) is illustrated below. It is 
evident that within the Tourism and Travel Services Sub-sector, most employees (38.6%) work 
as Clerical support workers, followed by managers (16.2%). Within these groups, the majority 
of employees are female. In total, 12.4% of employees within this sub-sector are service and 
sales workers, 12% are technicians and associate professionals, and 8.4% are professionals. 
It is only within the skilled agricultural, elementary, and plant and machine operators OFO 
groups where male employees exceed female employees in numbers. 
 
Figure 11: OFO group Distribution 

 
Source of data: CATHSSETA MG Employee Report 

 
The equity distribution of the employees in each of the OFO groups is characterised below. 
 
Figure 12: Equity distribution according to the OFO group 

 
Source of data: CATHSSETA MG Employee Report (2025) 
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Whites. Coloured employees are a sizeable portion (17.9%) of service and sales positions, 
clerical support (17.9%%), technical and associate professionals (17.2%) and also take more 
than 15% of positions as professionals and skilled agricultural, forestry, fishing, craft and 
related trades workers. 
 
Compared to 2024, the number of employees has grown significantly from 10 221 to 12 662, 
which represents a 23.8% growth. The figure below illustrates that there has been employment 
creation in each of the OFO groups, except in elementary occupations, where the numbers 
have declined. Large increases in employment were experienced in clerical support 
employees, managers and services and sales employees. 
 
Figure 13: OFO group comparison 2022 and 2024 

 
Source of data: CATHSSETA MG Employee Data (2025) 

 
The dominance of clerical support roles and the growth in managerial positions indicate a 
growing demand for administrative, operational and leadership skills. Training strategies will 
need to focus on strengthening management skills and enhance digital literacy, especially with 
Automation beginning to influence administrative functions. Given the female-dominated 
workforce, it is more important to empower women and create clear progression pathways 
into technical and leadership positions. The managerial roles are disproportionately occupied 
by Whites, which indicates a need to fast-track Africans and Coloured employees through 
capacity-building and mentorship programmes. 
 
Given the forecasts of the growth in the Tourism and Travel Services 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. The table below summarises 
the results of this exercise.  
 

Table 9: Additional employees required among the OFO groups by 2027 

OFO group 

Additional number of 
workers required by 

2027 

Clerical Support Workers 1 387 

Elementary Occupations 144 

Managers  582 

Plant and Machine Operators and Assemblers 248 
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Professionals 301 

Service and Sales Workers 446 

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

55 

Technicians and Associate Professionals 
432 

Total 3594 

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

 
It shows that there will be a growing need for clerical support workers, with an additional 1,387 
job opportunities expected by 2027. This is followed by managers, with approximately 600 
additional workers needed within the next 3 years. Service and sales workers, and technicians 
and associated professionals are the third and fourth most sought-after occupations and will 
require an additional 446 and 432 workers by 2027. 
 
The figure below illustrates the distribution of qualifications (NQF levels) across different 
occupational groups within the Tourism and Travel Services Sub-sector, revealing significant 
skills mismatches and training gaps.  
 
Figure 14: NQF level of current employees according to the OFO group 

 
Source: CATHSSETA MG Employee Data (2025) 
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Clerical support workers dominate at NQF 4 (46.1%) and NQF 5 (17.9%), suggesting a 
concentration of staff with matric-level and higher certificate qualifications but limited 
progression into advanced learning pathways. In contrast, managers and professionals exhibit 
greater qualifications diversity, with higher proportions of NQF 7 (Bachelor’s degrees), NQF 8 
(Honours/postgraduate diplomas), and NQF 9 (Master’s degrees), underscoring the 
specialised skills required for these roles. Technicians and associate professionals 
demonstrate a relatively balanced spread across NQF 6, 7, and 8, reflecting an emerging 
demand for intermediate and advanced technical expertise. 
 
The heavy reliance on lower NQF qualifications in several categories, especially among 
clerical and service and sales workers, where less than a quarter of employees hold NQF 7 
or higher qualifications, should be noted. This pattern highlights a training gap that could 
constrain upward mobility and limit the sector’s ability to adapt to digitisation and evolving 
market demands. Conversely, elementary occupations show an overwhelming 62.8% 
concentration at or below NQF 1, indicating persistent challenges with low-skilled employment 
and underscoring the need for reskilling initiatives to shift these workers into higher-value 
roles. Collectively, the figure signals an urgent requirement for targeted upskilling strategies 
to align workforce qualifications with the sector’s shift toward more complex, service-driven, 
and digital competencies. 
 

1.7 Skills Implications 
The forecasts show that there will be a growing demand for clerical support workers, 
managers, service and sales workers, and technicians and associated professionals. While 
the majority of current clerical support workers hold an NQF 4 qualification, a sizeable portion 
of employees have post-school qualifications, including Advanced Diplomas and Bachelor 
degrees (17.5%). The increasing demand for clerical support workers highlights the need to 
strengthen foundational administrative, digital and customer service skills. A fairly high 
percentage hold post-school qualifications, but future training initiatives should focus on 
enhancing digital literacy, data management and office technology skills. For managers, a 
similar trend is visible, with a large proportion of employees having some post-school 
qualifications. This calls for executive training programmes, project management courses, 
continuous professional development and building capabilities in financial management, 
innovation and sustainability practices.  
 
Service and sales workers have a minimum of an NQF 4 qualification, with 22.9% in 
possession of a Diploma or Advanced certificate (NQF 6). For technicians and associate 
professionals, 60% of employees have a post-school qualification, with 27% having a Diploma 
or Advanced Certificate, and 14.5% a Bachelor's degree or Advanced Diploma. In general, 
bridging programmes are needed to assist employees to progress from NQF 4 to higher-level 
qualifications. The additional 3594 positions that are needed by 2027 should be prioritised.  
 

1.8 Conclusion 

Chapter 1 provided a comprehensive overview of the Tourism and Travel sub-sector, detailing 
its scope, primarily in tour operating, safaris and tours, tour guides, as well as car hire and 
tourism authorities. This sub-sector operates amongst key role players that influence direction, 
but also play a role in skills development. The sub-sector is largely dominated by small, 
medium, and micro-sized enterprises (SMMEs), representing 98% 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 influenced by a challenging macro-economic context, marked 
by stagnant economic growth and persistently high unemployment. Despite challenges, labour 
forecasts project job creation with an estimated 3594 positions needed by 2027. The employee 
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profile shows a limited number of black Africans in management positions, the same with 
females.  
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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 chapter explores the key 
drivers influencing skills demand and supply in the tourism and travel sub-sector, examining 
perspectives from academics, the private sector employers and employees, government and 
quasi-government entities. It begins by identifying the factors driving skills demand and supply. 
From a demand point of view, industry evolution, consumer preferences, and technological 
advancements are driving change. From a supply point of view, operational and external 
challenges, work readiness, as well as labour market dynamics drive change. The discussion 
extends to the implications for skills planning, emphasising the need for curriculum alignment, 
practical training, and continuous upskilling. Additionally, the chapter evaluates the role of 
policy frameworks in shaping skills development and reflects on the implementation of national 
strategies. By synthesising insights from multiple stakeholders, this chapter provides a 
comprehensive understanding of the forces driving skills transformation in the Tourism and 
Travel Services Sub-sector. 
 

2.2 Factors Driving Changes in Skills Demand and Supply 
This section presents the factors driving change in the demand and supply of skills in the 
Tourism and Travel Services Sub-sector, see Table 10. From a demand perspective, the 
factors include industry evolution and consumer preferences and technological 
advancements. From a supply perspective, operational and external challenges, work 
readiness, and labour market dynamics drive change.  
 
Demand side drivers: 
 

• Industry Evolution and Consumer Preferences:  
Based on the primary data, the tourism and travel sub-sector in South Africa has undergone 
significant transformation over the past decades, influenced largely by shifting consumer 
preferences and evolving tourism niches. Initially focused on mass tourism under the “rainbow 
nation” banner, the industry witnessed a major pivot during the 2010 FIFA World Cup, where 
sport tourism gained prominence. This shift was followed by the emergence of alternative 
tourism forms such as rural, agritourism, and cultural tourism.  
 
This shift in consumer preferences is echoed by a study conducted by Narmadha and 
Anuradha (2022) who also indicate a rise in the “new normal tourism” which involves 
staycations, wellness and spa tourism, virtual tourism, sustainable travel, eco-tourism, and 
vaccine tourism, among others. Academics report that these evolving preferences now compel 
higher education institutions to continuously adapt their curricula to remain relevant. On the 
demand side, tourists are increasingly “goal-oriented,” seeking tailored, expert-led 
experiences rather than standardised packages, which has necessitated deeper knowledge 
and specialisation among professionals. Smaller group travel, niche market exploration, and 
a desire for immersive, expert-driven experiences are now the norm (Milosh, 2023). 
Employees further confirm that they must adapt to diverse tourist interests and remain 
informed about cultural and experiential expectations. This factor shows continuous changes 
to which the sub-sector must adapt. 
 
The evolution of the sub-sector and the tourist highlight the need for immersive and expert-led 
experiences, thus emphasising the importance of specialist knowledge and skills in areas such 
as agritourism, cultural heritage interpretation, eco-tourism, and wellness tourism. Employees 
must be trained to design, package, and deliver tailored products that meet niche market 
expectations. Travel agents need the ability to design and package specialised itineraries, 
moving beyond generic offers. This requires market analysis, trend awareness, and creative 
itinerary design.  
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• Technological Advancements:  
Technological innovation is a strong driver in both skills demand and service delivery 
transformation within the sector (Opazo-Basáez et al., 2022). Academics have observed a 
departure from traditional teaching tools to tech-integrated learning environments, enhancing 
students’ ability to engage visually and interactively. From the employer’s standpoint, the use 
of digital marketing, social media, AI, and CRM systems has revolutionised client engagement, 
booking procedures, and branding efforts. Employees highlight how AI and automation now 
support the design of promotional materials and itinerary planning, while digital platforms 
expedite communication and bookings. Quasi-government representatives acknowledge the 
pressing need for ongoing upskilling to keep pace with digital transformation, particularly in 
areas like digital marketing, environmental data systems, and AI-integrated service solutions. 
If the sub-sector does not advance in terms of technology, it will lose business.  
 
Technology is one of the most important change drivers for this sub-sector. Visitors are well 
versed in the use of technology and employees in this sub-sector should provide beyond what 
the visitor can do for themselves. Employees must be trained to use AI for itinerary planning, 
promotional design and data-driven decision-making. Digital labs at training institutions will 
enhance these skills and better equip learners for the sub-sector. This will also fill the gap in 
the need for more practical training.  
 

• Work readiness  
The sector faces persistent challenges with work readiness, rooted in soft skills deficits, lack 
of practical experience, mismatches between education and the sub-sector, structural 
dynamics, and workforce retention issues. Despite curriculum reform and efforts to align 
training with industry trends, the sub-sector still struggles to produce graduates who are 
immediately employable and adaptable. 
 
Lack of soft skills: A cross-cutting consensus emphasises the need for high service 
standards and specialisation in customer service, communication, conflict resolution, and 
emotional intelligence. These findings relate closely to those of a literature study by Asefer 
and Abidin (2021), which highlights that communication, interpersonal skills, teamwork, 
adaptability, problem-solving, and time management are among the most essential soft skills 
demanded in service-oriented industries. Both academics and government stakeholders 
stress the value of soft skills such as time management, empathy, and self-presentation as 
critical to sustaining a service-oriented industry. There is also a growing demand for 
specialised knowledge in areas like VIP security, tourism safety, cultural heritage, and 
universal accessibility. Employees affirm that tourist guides are expected to have deep, 
location-specific knowledge, while travel agents and reservation staff must be proficient in 
complex booking systems. Quasi-government sources further advocate for enhancing 
entrepreneurship and developing expertise in emerging sub-sectors such as adventure and 
environmental tourism. 
 
Lack of Practical Experience and On-the-Job Training: A critical gap exists between formal 
education and the practical requirements of tourism roles (Fernández-Villarán et al., 2024). 
Employees highlight the need for hands-on learning, with many acquiring practical skills only 
after completing their studies through voluntary work or by shadowing experienced guides. 
Academics acknowledge the importance of experiential learning, while employers advocate 
for more structured internships and real-world training. Challenges also exist in funding 
practical training and paying experienced workers to mentor new entrants. Geographical 
disparities further exacerbate the issue, with rural students often lacking access to internships 
and practical training facilities. 
 
Mismatch between Training and the Sub-sector: The education system has been 
responsive yet challenged in matching the needs of the sub-sector. Academics indicate 



 20 

curriculum changes are underway to integrate contemporary travel and tourism trends, 
although gaps remain. The time to make changes to the curriculum is a major challenge – in 
some cases, it takes up to 3 years to effect changes to the curriculum. Employers and 
employees alike criticise the overemphasis on theory at the expense of practical application. 
Government and quasi-government stakeholders observe a misalignment between what 
institutions teach and what the sub-sector demands, especially in emerging niche markets and 
technology-integrated roles. Interestingly, a study by Fernández-Villarán et al. (2024), which 
assesses the curriculum for tourism studies at a Spanish university, also denotes significant 
gaps in what is delivered against the industry's needs. Furthermore, language proficiency, 
particularly in English, emerges as a notable barrier for many graduates. There are also calls 
for a stronger emphasis on tourism history, local culture, and sustainable practices within the 
training system.  
 
Across academia, government, private sector, and civil society, there is a strong consensus 
on the need for improved coordination. Bridging the divide between education institutions, 
training authorities and employers is seen as critical for aligning training with sub-sector 
demand. Academics advocate for closer collaboration with government and the sub-sector to 
co-develop curricula and work-integrated learning programs. Government actors call for 
structured partnerships that pool resources and align strategic priorities, especially in rural and 
underserved areas. Quasi-government bodies also push for collaborative frameworks to foster 
inclusivity, innovation, and equity in skills development. As early as 2012, in a study by Zwane 
(2012) that analysed the skills expectations of learners and employers a similar 
recommendation was made:  it is imperative that the various stakeholders interact to establish 
the composition of the relevant skills and qualifications required. 
 
The structure of this sub-sector is characterised by segmented roles, each with distinct skill 
requirements. Tourist guides require intensive destination knowledge and interpersonal skills, 
whereas travel agents and reservation staff rely more on digital booking tools and logistical 
coordination. In line with the observations made by Goretti et al. (2021), the sector is heavily 
influenced by seasonality, resulting in a prevalence of temporary contracts and job instability. 
These structural attributes contribute to a disconnect between academic training, which often 
targets managerial positions, and the reality of entry-level, hands-on roles prevalent in the 
sector. 
 
Workforce Attraction and Retention: Attracting and retaining skilled labour is a persistent 
challenge. Consistent with the views of Stemele and Sucheran (2021), the findings of this 
study reveal that the romanticised image of tourism careers often clashes with the reality of 
long hours, modest pay, and physically demanding roles. Many students enter the sub-sector 
with unrealistic expectations and quickly exit when faced with its less glamorous aspects. 
Employers report high turnover and a lack of dedication among young professionals unwilling 
to perform foundational tasks. Quasi-government voices underscore the sub-sector’s 
reputation for low wages and difficult conditions, which reduce its appeal to prospective 
workers, especially youth and women. 
 
Significant remarks were made regarding the work readiness of the learners, with clear gaps. 
In this sub-sector, more work-integrated learning (WIL), internships and apprenticeships will 
make a difference – this is especially needed for rural students who often lack access to 
training sites and in many cases do not have significant travel experience. Given that 
employers in this sub-sector are often entrepreneurs, it is necessary to equip future employees 
with entrepreneurial skills. In this instance, Incubation Centres can assist in establishing the 
business and mentor the employer for the first two to three years. Participants believe that an 
improvement in work readiness will improve the service delivered to the customer and, in that 
way, create higher income. 
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Supply side drivers: 
 

• Operational and External Challenges:  
Despite progress, tourism operators continue to grapple with a variety of external and 
operational barriers. Political instability, high crime rates, and poor infrastructure remain major 
constraints on service delivery and industry growth (Henama et al., 2019; Mahembe & Mutezo, 
2025; Muzindutsi et al., 2021). Employers highlight the unpredictability of such factors, which 
require adaptable and resilient staff. Employees point to safety and emergency preparedness 
as essential skills, particularly for tourist guides and transport operators. Government and 
quasi-government respondents add that these challenges are compounded by bureaucratic 
hurdles in funding access, underperforming municipalities, and inadequate policy support, 
which collectively strain operational sustainability and workforce development.  
 
Systemic barriers related to funding and administrative inefficiencies impede skills 
development. Similarly, a study by Botha et al. (2021) identifies excessive red tape and 
bureaucratic hurdles as critical impediments for tourism SMMEs seeking government support. 
Government stakeholders highlight difficulties in accessing funds for SMME development, 
particularly due to bureaucratic inefficiencies in HR departments and poor coordination among 
funding bodies. The misalignment between tourism association contributions and community 
benefits also raises concerns. Furthermore, local economic development often suffers from 
underfunding, with limited municipal support hindering grassroots tourism initiatives. 
Employees add that the high cost of qualifications, such as guiding licenses and language 
training, further deters skills acquisition. 
 
The sub-sector does not have control over elements such as safety and politics. However, 
knowledge of what is happening in areas where visitors will travel is important. It is the 
responsibility of the employee to keep themselves updated. The structural barriers related to 
vehicle licences have been a contentious issue for some time – the government is giving 
attention to this to ease the process and the timing thereof. Better coordination is needed 
between government agencies and the sub-sector to ensure business is functioning. 
 

• Labour Market dynamics:  
Labour market conditions in the sub-sector reflect high volatility, driven by seasonality, informal 
work arrangements, and skills mismatches (Santos, 2023). Despite growing youth and female 
representation, turnover remains high, and entry into the labour force is often through 
temporary or part-time roles. Language barriers, low pay, and misaligned qualifications hinder 
labour market integration. The current market rewards practical knowledge over formal 
credentials, challenging the traditional education-to-employment pathway. As the demand for 
niche and digital skills rises, the industry must address these structural issues to ensure it has 
a resilient, adaptable workforce. 
 
To manage this change driver over the next five years, it is necessary to focus on language 
and cultural training to strengthen employability in key source markets. This will allow 
employees to better serve the sub-sector and understand the needs of the markets. This can 
also be done through stackable micro-credentials, where employees gradually build their 
qualifications while working. This is an excellent opportunity for those in rural areas. Multi-
skilling programmes should be considered so that employees can shift between roles due to 
seasonal downturns. Again, the importance of salaries was mentioned, and this sub-sector 
should form part of a benchmarking study focusing on fair remuneration. 
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Table 10: Thematic analysis: Direct quotes related to factors driving skills demand and supply  

Factor  Quotations 

Industry 
Evolution and 
Consumer 
Preferences 

TACA001: “A shift from mass tourism selling the Rainbow Nation to sport tourism 
during the World Cup 2010, where, after, alternative tourism niches emerged, 
such as rural tourism”.  
TACA003: “new forms of tourism are now coming in, and we are now forced to 
change the curriculum to suit the new changes that are coming in there” 

Technological 
Advancements 

TACA005: “our students, most are well-versed with technology, alternative 
boards as opposed to chalkboards are now used with students no longer seeing 
the pictures from the textbooks”  

Work readiness TEMPL002: “Groups are mostly smaller, and they have more specific needs. 
Tourists are becoming more “goal” orientated and largely they are looking for 
more expert opinions, commentary and specific experiences"  
TEMP001: “but work on your communication skills…Because even if you don't 
know what you're doing, if you're a good communicator, the chances are you'll 
survive.”  
TEMPL001: “Fluent communication in both English and Afrikaans with a foreign 
language as extra benefit, especially in the smaller towns.  Well mannered, 
friendly, service orientated.”  
TEMP002:” In this industry, you need to know at least a few languages, just 
besides your local language…if you can know African, Spanish and  
Portuguese languages, those our main tourists.”  
TACA003: “I did French…because we getting a lot of tourists from France…so 
why can't we also introduce this language? So, guides can be multilingual.”  
TEMP003: “there are things that we never think about, like, you know, this sign 
language…and there are these kids, they are not included… lots of deaf schools 
visiting, but there's no show guide that is interpreting… It's much, much nice and 
better if you have like languages, yes, other foreign languages.” 
TGOV003: “But then the other challenge here was a language problem. Most of 
the young people are struggling with English.”  
 
TEMP001: “Okay, so I don't know if this is the criticism, but with the degree I did, 
it was more theory based, and it didn't cover what exactly happened on the job… 
it didn't give me insight into Galileo or systems that I can use and how they work” 
TACA004: “the sector demands for quality service and its service driven, 
requiring integration of more of these soft skills like communication or effective 
communication; you want to talk to students about time management, and you 
want to teach them how to present themselves or be presentable. We talk about 
to them about being a bit more empathetic.” 
TGOV002: “I suspect there might be a misalignment in terms of what the tourism 
industry actually needs and what the universities are innocently offering.”  
TEMP001: “they go to school…should just acquire your short certificate, like 
tourist guiding certificates, for an example?” 
TQUA001:” emergence and need for accredited operators and guides in 
specialized adventure tourism activities like mountain biking, parachuting, and 
cliff guiding, where a lack of accredited training currently exists.” 
TEMP002: “if you can have a training in VIP transport, transfer and protection, 
that's also an added advantage.” 
TEMP003: “to have that seminar…they don't know how vast it is this sector…they 
can go and specialise, maybe with the eco-tourism, maybe with nature, maybe 
with culture, they can specialise.” 
TEMP004: “and then I would also balance it with the education, because a lot of 
South Africans moving into a direction where yes, as much as experience is 
needed, you also need a qualification of some sort”. 
TEMP004: “you also need to be to have, like the safety, first aid training.” 
TEMP002: “You need the experience … what is your practical experience and 
knowledge… you don't need a paper that tells you to be a guide... you just need 
basic knowledge of the places that you're going to take the tourists”  
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TACA001: “bridging the gap in understanding and collaboration between the 
education sector (universities and TVET colleges), industry, and government is 
crucial to effectively match skills supply with demand”. 

Labour market 
dynamics 

TQUA002: “Tourism, you work long hours. Yeah, you really work long hours.” 
TEMPL001: “The tourism and hospitality sectors are not 9 – 5 jobs, during the 
week only. Unfortunately, there are very few passionate students anymore. I’ve 
seen many wanting to go into hospitality and conservation, but the moment they 
are expected to assist with the “dirty work” you don’t see them again or they 
demand additional pay”  
TQUA001: “... the challenge is ... that tourism is one of the culprits in terms of low 
pay, you know, perceived low pay.”  
 

Source: Primary qualitative data 

 

2.3 Emerging Occupations Due to Technological Advancements 
Occupations within the Tourism and Travel sub-sector are being profoundly reshaped by 
technological advancements, particularly digitalisation, Artificial Intelligence (AI), and 
automation, as depicted in Table 11 and Table 12. This shift is creating a dynamic environment 
that demands new skills and fosters the emergence of entirely new roles. 
 
Technology is not merely a tool but has become deeply integrated into the core functions of 
many tourism and travel occupations, fundamentally changing the working environment 
(Ionescu & Sârbu, 2024). This transition signifies a move away from traditional methods 
towards digital platforms and virtual experiences, with one source noting that "technology has 
taken over". For instance, guests no longer need to book accommodation in person, as 
digitalisation has transformed booking processes. While technology facilitates tasks such as 
research and data analysis, it also introduces the potential for reducing the need for physical 
employment in certain areas, as some traditional roles, like information officers, may become 
redundant soon. The pervasive influence of technology necessitates a workforce that is 
increasingly tech-savvy and comfortable navigating digital platforms and tools (Jogarao et al., 
2024). An IT knowledge skills gap, specifically in IT knowledge, has been identified. 
Consequently, there is a growing demand for a diverse set of digital skills across the sector. 
 
New occupations are emerging or gaining prominence, nationally and internationally: 

• E-ticketing and Digital Design Roles: These include positions in e-ticketing and digital 
design, which are becoming prevalent. 

• Technology-related Roles: The importance of technology was emphasised, and these 
skills should be applied to new and emerging occupations.  
 

Table 11: Evolution of occupations: Direct Quotes from the Qualitative Research 

Theme Quotations 

E-ticketing and 
Digital Design 

TACA002: “This shift necessitates a workforce that is increasingly tech-savvy and 
comfortable navigating digital platforms and tools, with a noted skills gap existing 
specifically in IT knowledge”  
TACA001: “even if there's technology like robots, you still need to be people to 
operate that tech to operate it”; “from the past two years, the institution has been 
implementing short courses such as Galileo, Within Africa Airfares and Ticketing, 
etc. Occupations such as e-ticketing, digital designs, digital marketing are 
emerging at our university”.  

Technological 
influences 

TEMPL001: “It is much more evident in the cities than in our smaller towns, but it 
does show signs of getting there. Even attempts to go more digital compared to 
printed material is met with some resistance – even from foreign tourists and 
especially amongst the 50+’s”  
TGOV001: “Technology...you know, in a true sense of the word, technology has 
taken over.”  
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TGOV002: “...digitalisation and the advent of artificial intelligence have 
completely changed our working environment in the tourism sector...unlike in the 
past, you know, a guest does not have to book his accommodation in person.”   

Source: Primary qualitative data 

 
Key emerging occupations from an international perspective are listed below. 
 

Table 12: Key emerging occupations: An international perspective 

Technology and Digital 
Innovation (roles focus 
on hyper-
personalisation and 
operational efficiency, 
leveraging) 

• AI Tourism Solutions Architect - Designs AI chatbots for 
personalised itineraries (e.g., Marriott's AI concierge); optimises flight 
paths using predictive analytics (e.g., British Airways' 1% fuel 
savings).  

• Virtual Reality Travel Designer Creates - VR previews of 
destinations (e.g., virtual Alhambra tours); develops "virtual try-
before-you-fly" experiences for cruise marketing. 

• Digital Nomad Experience Manager - Curates long-stay packages 
with co-working infrastructure (e.g., Bali/Lisbon "workation" hubs); 
negotiates extended-visa logistics for remote workers. 

Sustainability and 
Experience Design 
(positions prioritise 
regenerative practices 
beyond eco-
certifications, aligning 
with IPCC climate 
targets) 

• Sustainable Tourism Compliance Specialist - Audits hotel carbon 
footprints; designs zero-waste itineraries (e.g., plastic-free safari 
camps); implements WTTC emission frameworks. 

• Wellness Tourism Coordinator - Organises sleep therapy retreats 
with circadian lighting; designs "digital detox" hiking packages in 
national parks. 

• Regenerative Tourism Planner - Develops coral reef restoration 
volunteer programs; coordinates Indigenous-led reforestation tours in 
the Amazon. Coral Volunteer Programs  

Niche Market 
Specialisation (roles 
that address market 
fragmentation) 

• Bleisure Travel Coordinator - Integrates post-conference cultural 
tours (e.g., Kyoto tea ceremonies after tech summits); negotiates 
corporate-hotel "extended stay" rates. 

• Cultural Immersion Designer - Crafts homestays with local artisans 
(e.g., Oaxaca weaving workshops); designs "undiscovered village" 
routes to counter overtourism. 

• Adventure Resilience Guide - Leads climate-adapted expeditions 
(e.g., glacier hiking with carbon-offset transport); trains communities 
in disaster-response tourism protocols. 

Strategic Development • Tourism Data Governance Officer - Manages GDPR-compliant 
traveller data lakes; analyses social media trends to predict 
"destination dupes" (e.g., Annecy vs. Venice). WTTC reports on 
tourism emissions, Accor’s European Travel Trends 2025. 

Sources: Liu et al. (2024); García-Madurga & Grilló-Méndez (2023); Huang & Rust (2021); Siddik et 
al. (2024); Carvalho & Ivanov (2024); NOAA (2023); Di Sacco et al. (2022), Dredge (2022), Kleypas et 
al. (2021)  

The occupations emerging from the interviews and those identified were the same, with a 
focus on technology and niche market specialisation. These were also mentioned as part of 
the change drivers.  

The shift to digitalisation: Challenges 
 
Adapting to the Digital Shift: Challenges and Necessities 
Despite the clear advantages, the push towards digitalisation faces certain challenges. 
Attempts to go more digital, especially compared to printed material, are sometimes met with 
resistance, particularly from older demographics (50+) and even some foreign tourists. While 
technological advancements are more evident in cities, they are showing signs of reaching 
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smaller towns. The rapid evolution necessitates continuous learning and adaptation to new 
technologies and market trends. It is critical for individuals to upskill and train continuously to 
remain relevant, as those who do not embrace technology risk being "left behind" and unable 
to "survive" in the evolving landscape. Technology also presents challenges, such as potential 
negative impacts on traditional customer service and issues like plagiarism in online 
education, a view shared by Chiang et al. (2022). However, there is a crucial emphasis on 
balancing technological advancements with maintaining essential human interaction in the 
tourism experience. 
 
Enhancing Workforce Capabilities: Training and Support 
To address the evolving skill demands, various initiatives are possible: 

• Educational Institutions' Role: Training institutions should actively implement short 
courses, such as Galileo and Within Africa Airfares and Ticketing, to equip individuals with 
the necessary skills for emerging occupations like e-ticketing and digital design. They are 
also noting the emergence of roles like digital marketing specialists.  

• Government Training Initiatives: The government departments are actively working on 
training programs for young people in digital tourism and observing a positive movement 
towards recruiting formally educated graduates, particularly for critical functions involving 
technology. 

• Calls for External Support: There is a perceived lack of adequate support from government 
bodies and associations in developing skills and providing opportunities. Suggestions for 
these entities include providing funding, transport during training, promoting affordable or 
free short courses, and engaging directly with people on the ground to understand their 
needs. 
 

As indicated in Table 13, from the quantitative data, employees rated customer-focused digital 
skills as very important, followed by sub-sector technology skills and digital literacy. Proficiency 
in working with customers through digital channels is needed in this sub-sector. This finding 
emphasises that even in this technological era, customers remain important, but the skill here 
is how to engage with them digitally. 
 

Table 13: The importance of work-related skills 

VERY IMPORTANT DIGITAL WORK-RELATED SKILLS 

Customer-focused digital skills 4.24*  

Sub-sector technology skills 4.18* 

Digital literacy 4.10* 

Data and information management 
skills 

3.87* 

Digital marketing skills 3.80* 

* 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 Tourism and Travel 
Services Sub-sector, the list below provides insight into which technologies the sub-sector can 
consider implementing. In some cases, the training is already provided, but continuous re-
training is needed as systems change. Training will also be needed to apply new systems 
which are developing fast. 
 
Automation and AI applications in the tourism and services sub-sector: 

• Global Distribution Systems (GDS): Training in Amadeus (used globally) and 
Travelport (Multi-channel travel commerce platform) is essential. 

• Online booking platforms: Expedia, Booking.com, Tourplan Africa, Lekkerslaap and 
Wetu, to name a few. 
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• CRM and Customer Communication: Travely, HubSpot CRM and Zoho CRM. 

• Marketing and Social Media: Canva Pro, Mailchimp and Meta Business Suite. 

• Accounting and Admin Tools: QuickBooks SA, Xero, Travelyst (SATSA members). 
 

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 14: Change drivers and skills implications 

Change Drivers Main Findings Skills Planning implications 

Sub-sector 
Evolution and 
Consumer 
Preferences 

• Sub-sector evolution is marked by 
technological integration (social 
media, AI, GDS) 

• Customer preferences have shifted 
towards an investment in 
experiences and activities, 
prioritising self-catering options, 
self-driving tours, and unique, goal-
oriented destinations 

• Integrate Information 
Communications Technology and 
soft skills in curricula  

• Employees need training in AI-driven 
booking systems, social media 
marketing, and GDS platforms to 
optimise pricing, personalise offers, 
and automate operations (e.g., 
chatbots for instant customer 
service). Workshops will cover these 
gaps in the subsector. 

• Employees should be trained to 
personalise itineraries, craft niche 
activities (e.g., adventure tourism, 
cultural immersion), and self-service 
tech support to meet demand for 
unique, self-guided experiences. 

Technological 
Advancements 

• Technological advancements, 
including AI, automation, and social 
media, have profoundly 
transformed the tourism sub-sector 
by driving shifts in marketing 
strategies towards visually rich, 
short-form content, integrating 
highly automated reservation 
systems. 

• Reduced manual problem-solving 
skills. 

• Prioritise training in short-form video 
productions, AI-powered marketing 
tools, and algorithm-driven content 
optimisation to capitalise on visual 
social media trends (e.g., Instagram 
Reels, TikTok tourism campaigns). 

• Develop system oversight 
competencies where staff learn to 
monitor/optimise automated 
processes (e.g., AI chatbots, 
dynamic pricing algorithms) while 
retaining critical human-in-the-loop 
intervention skills for complex issues. 

• Replace outdated manual 
troubleshooting training with 
scenario-based digital crisis 
simulations that teach workers to 
diagnose tech failures (e.g., booking 
system crashes) and leverage data 
analytics for rapid solutions. 

Work 
readiness 

• Significant challenges related to 
work readiness with reference to a 
lack of soft skills, mismatch in sub-
sector expectations and training 
content, lack of practical 
experience and attraction and 
retention of employees. 

• Implement language proficiency 
programs (especially in key tourist 
markets) and service excellence 
workshops to enhance 
communication, empathy, and 
problem-solving in customer 
interactions. 

• Integrate practical business 
simulations and innovation 
challenges into curricula to foster 
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entrepreneurial mindsets, risk-taking, 
and adaptability in employees and 
students. 

• Train staff in cultural intelligence and 
diversity awareness to better engage 
with international tourists and 
collaborate in multicultural teams. 

• Incorporate soft skills training in all 
curricula. 

• Setting up Incubation Centres that 
focus on work readiness for the sub-
sector will ensure readiness.  

• There is a need for continuous 
curriculum review, stronger sub-
sector training institution 
partnerships, and the integration of 
work-integrated learning and micro-
credentials to ensure the workforce 
is adequately prepared for the 
evolving demands of the sub-sector. 

• Develop immersive job preview 
programs (e.g., VR simulations of 
housekeeping shifts or 24/7 resort 
operations) combined with 
mentorship from seasoned 
professionals to align expectations 
with industry realities and reduce 
early attrition. 

Operational 
and External 
Challenges 

• Restrictive government policies like 
BEE, pervasive corruption, and 
inadequate infrastructure (roads, 
water, electricity) 

• Political instability and crime.  

• Operationally, businesses face 
significant financial constraints, 
struggles with staff retention and 
skill shortages (particularly 
practical and digital literacy) 

• Upskill staff in regulatory frameworks 
(e.g., BEE requirements) and ethical 
business practices to mitigate 
corruption risks while maintaining 
operational viability. 

• Security & Crisis Management Skills: 
Train employees in risk assessment, 
emergency protocols, and de-
escalation techniques to safeguard 
operations and tourists amid 
crime/political instability. 

• Prioritise cost-saving digital tools 
(e.g., cloud-based systems) and 
financial management training to 
address budget constraints, paired 
with practical/digital literacy 
programs to retain talent. 

• Create modular training packages 
that certify transferable skills (e.g., 
crisis management, AI tool 
proficiency) paired with cross-
employer benefit pools (healthcare, 
UIF alternatives) to enhance loyalty 
in gig-based roles. 

• SMEs need training in non-traditional 
financing (crowdfunding, impact 
investing) and financial management 
to navigate capital shortages, with 
emphasis on preparing bankable 
proposals for diverse funding 
streams. 
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2.5 Policy Frameworks Affecting Skills Demand and Supply 
This section summarises the major national plans and strategies that guide the Tourism and 
Travel sub-sector. The relevant policies are highlighted, as well as their skills implications. 
These frameworks involve various entities, including government departments, municipalities, 
and Sector Education and Training Authorities (SETAs) like CATHSSETA. In South Africa, as 
detailed in Table 15. The National Development Plan (NDP), for example, aims at eliminating 
poverty as well as reducing societal inequality. Other policies are further explained in this table. 
 

Table 15: National plans and strategies affecting the skills planning for the Tourism and 
Travel Services 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. 

There is a focus on the need for local language 
skills, regional tourism knowledge and 
community engagement expertise to grow 
domestic and regional tourism. Given the focus 
on job creation through tourism growth, there is 
an increased demand for frontline service skills 
as they apply to travel consultants and guides. 
The focus on quality and professionalisation 
supports the sub-sector in the development of 
accredited training programmes for travel agents, 
tour operators and guides. Technology and 
innovation in tourism imply upskilling in digital 
tools with regard to booking platforms, online 
marketing and data analytics. 

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. 
 
 

There must be an emphasis on industry-
responsive training which focuses on customer 
service, digital proficiency and cultural 
competence. It promotes work-integrated 
learning, and there should be a focus on skills for 
entrepreneurship and small business 
development 

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 improving education and 
training outcomes, strengthening skills 
development, supporting economic growth and 
employment and promoting equity and inclusion.  

This strategy promotes the growth of artisans, 
technicians and vocational professionals, which 
includes the Tourism and Travel Services Sub-
sector. 

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. 

There is a strong emphasis on demand-driven, 
internship-based opportunities in this sub-sector. 
There is an urgency for entrepreneurial training 
in this initiative that this sub-sector can provide. 

Management Development Programme 

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

This programme focuses on financial 
management competencies, which are lacking in 
this sub-sector. Career progression frameworks 
are also important for this sub-sector, which 
seems limited, especially for women and black 
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Africans wanting to move into managerial 
positions.  

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.  

Training in digital booking systems can be seen 
as an important skill to develop in this sub-sector 
– there is also a focus on work-integrated 
learning and small business development. 

 

2.6 Reflections on the Implementation of National Strategies and Plans 
Reflections on the implementation of national strategies and plans in the tourism and travel 
sub-sector reveal a complex landscape of ongoing efforts alongside significant challenges. 
 
Ineffectiveness of Curricula and Training Alignment 
One key reflection is the slow pace of curriculum review processes, which often fail to keep 
pace with the rapidly evolving industry needs, resulting in outdated content. There is a crucial 
misalignment between academic offerings and industry needs, highlighting a disconnect 
between educational outputs and industry requirements. Government decisions regarding 
curriculum are sometimes made top-down without sufficient consultation. Furthermore, while 
legislative requirements exist for certain training, such as accredited programs for tourist 
guides, there are gaps and discrepancies in existing qualifications and a notable lack of 
accredited training programs for growing areas like adventure tourism activities. These issues 
point to difficulties in policy frameworks' ability to keep pace with the sector's rapid evolution 
and professionalisation needs. This is a challenge to be addressed with the Department of 
Higher Education.  
 
Challenges in Collaborative Frameworks 
Stakeholders consistently call for improved collaboration and communication among 
educational institutions, industry, and government. There's a recognised need for SETAs to be 
fully involved in supporting colleges and ensuring curriculum alignment with industry demands. 
Suggestions include government funding for universities to open training centres for specific 
soft skills like customer care, or SETAs liaising with employers for Work-Integrated Learning 
(WIL) placements. Currently, this arrangement is felt mostly in the hospitality sub-sector, while 
the travel and tourism sub-sector is lagging. However, concerns exist about maintaining 
effective governmental collaboration and representation with all training entities. Some 
businesses also report not currently participating in the SETAs' opportunities or being actively 
involved in policy development, suggesting a potential disconnect in how national strategies 
are engaging with the sector on the ground. 
 
Hurdles in Funding and Resource Distribution 
While the government skills funding model is recognised as a potential source for upskilling 
and funding, stakeholders express concerns regarding the effectiveness of funding distribution 
and the process for accessing resources. There are significant difficulties in claiming funds for 
empowering Small, Medium, and Micro Enterprises (SMMEs) due to procedural issues and a 
lack of facilitation. Reflections also point to inadequate budget allocation for local economic 
development and challenges in ensuring tourism associations' skills levy contributions directly 
benefit their communities. There is a desire for improvements in accessing resources. 
 
Impact of Policy Effectiveness and Bureaucracy 
Overall reflections often lean towards perceived shortcomings in national strategies and plans. 
Stakeholders highlight a perceived lack of effective government support and concerns about 
inadequate or poorly implemented regulations and policies. Issues like "political rhetoric" and 
"red tape" are seen as hindering the sector's ability to move forward, leading to a necessity 
for advocacy for better policies and initiatives. Although strategies exist, the main problem 
identified is often their implementation. The process is hindered by bureaucratic barriers and 
coordination issues. Additionally, slow processes in adapting to new technologies are noted, 
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and the sector's future heavily relies on effective government investment in essential 
infrastructure and the implementation of supportive, investment-friendly policies. 
 
Progress in Workforce Development Initiatives 
Despite the challenges, there are ongoing efforts and established strategic frameworks. The 
sector has a human resource development strategy, financially supported by the government. 
Initiatives like the National Tourism Careers Expo and Work Readiness Program aim to boost 
skills and work readiness. The development of Sub-sectoral Skills Plans (SSPs), under 
CATHSSETA, aims to inform future skills initiatives. Furthermore, policies like the new Tourism 
White Paper are focusing on professionalisation, sustainability, and workforce needs, and 
there is an aim to better integrate tourism priorities into municipal planning. 
 

2.7 Conclusion 
Summarily, the Tourism and Travel Services Sub-sector is at a critical juncture, where adapting 
to technological, economic, and social changes is essential for sustainability and growth. This 
chapter has highlighted the multifaceted factors influencing skills demand and supply, 
underscoring the need for a responsive and collaborative approach to skills planning. Key 
takeaways include the growing importance of digital literacy, the necessity of bridging the gap 
between theoretical education and practical industry needs, and the role of policy frameworks 
in facilitating workforce readiness. The sub-sector voiced frustrations related to time lines to 
change curricula – once changes were accepted, there were other important additions. This 
can be a reason for the current outdated curricula. This sub-sector indicated that they lag 
behind other sub-sectors in relation to learner programmes, with other sub-sectors easily 
receiving learnerships, etc.  
 
An ‘all hands-on-deck’ approach is required to ensure that training programs remain relevant, 
accessible, and aligned with evolving market demands. The integration of technology, 
emphasis on work readiness and soft skills, and support for entrepreneurship will be crucial in 
preparing a resilient workforce in this sub-sector. Furthermore, addressing challenges such as 
funding constraints, geographical disparities, and policy implementation gaps will be vital for 
fostering an inclusive and skilled labour market. As the sector continues to evolve, proactive 
skills planning, continuous learning, and stakeholder collaboration will be key to navigating 
future disruptions and capitalising on emerging opportunities. By addressing these dynamics 
effectively, the tourism and travel industry can build a sustainable talent pipeline that drives 
innovation and competitiveness in a rapidly changing global landscape.
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CHAPTER 3: SECTORAL 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 Tourism and Travel 
Services 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 indicates that understanding customer needs and being able to work 
with people are extremely important in the Tourism and Travel Services Sub-sector (Table 16). 
This was followed by upskilling, access to sufficient resources and technology.  The 
importance of the customer should remain a focus area in this sub-sector. 
 

Table 16: Aspects important when working in the Tourism and Travel Services Sub-sector 

Aspects Scale 

Understanding the needs of customers 4.70* – Extremely important 

Ability to work with people 4.63* – Extremely important 

Upskilling 4.30* – Very important 

Access to sufficient resources 4.27* – Very important 

Technology 4.21* – Very important 

Relevant qualifications and training 4.03*– Very important 

Practical experience before beginning to work in any specific 
position 

3.80* – Very important 

To have a mentor 3.77* – Very important 

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

 

3.2 Occupational shortages and skills gaps 
This section provides insight into occupational shortages and skills gaps in the Tourism and 
Travel Services Sub-sector. Some of the identified hard-to-fill vacancies include customer 
service manager, data scientist, events manager, management accountant, marketing 
practitioner, sales and marketing manager, outdoor adventure guide and travel consultant, 
among others. The section also presents the reasons why the vacancies are hard to fill from 
the perspectives of the research participants. It further shed light on skills gaps and emerging 
occupations in the Tourism and Travel Services Sub-sector. These vacancies reflect broader 
challenges facing the sector, particularly regarding talent acquisition and retention. For 
instance, a survey conducted by People 1st International (2025) revealed that 84% of UK 
tourism firms struggled to fill vacancies, citing high turnover, insufficient career development 
opportunities, and the promotion of underqualified staff into leadership positions, which is often 
referred to as ‘accidental managers. Similarly, in the South African context, Cele (2025) and 
Collective (2024) highlight how the lack of skilled applicants, particularly for specialised roles 
such as multilingual tour guides and adventure specialists, continues to impede industry 
growth. 
 
To address these shortages, several strategic responses have been recommended. 
Strengthening partnerships between the sub-sector and education providers can ensure that 
curricula better reflect the realities of work in the sub-sector, while apprenticeship programmes 
offer pathways for hands-on learning and retention (People 1st International, 2025; Cele, 
2025). Upskilling initiatives focused on digital and green competencies are being championed 
globally, including through national digital skills coalitions and regional tourism skills 
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programmes (Collective X, 2024). Furthermore, multilateral frameworks such as the EU’s 
DigComp initiative and UNWTO’s skills strategies provide templates for aligning workforce 
development with long-term sustainability and innovation goals (Moosa & He, 2024). 
 

3.2.1 Hard-to-Fill Vacancies  
The Hard-to-fill vacancies as identified in the primary research and tabled below (Table 17) 
are implicitly but clearly discussed through the lens of skills gaps, mismatch between the 
education sector and industry, lack of preparedness for the sub-sector realities, structural 
labour market issues, and geographic differences. Specifically, travel consultants and data 
scientists were mentioned. From the Mandatory Grant Data (2025), the hard-to-fill vacancies 
overlap with the primary research in relation to travel consultants, data scientists, marketing 
and financial positions. There are vacancies across all NQF levels but more significant needs 
in the higher categories (See Table 18).  
 

Table 17: Hard-to-fill vacancies 

Vacancies Reasons for HTFV Quotes 

Customer service manager 
NQF Level 5 

 
 
 
Misalignment between 
the sub-sector and 
training offerings. 
 

 
 
TGOV001: “... there might be a 
misalignment in terms of what the 
tourism industry needs and what the 
institutions are offering. So maybe it 
may be necessary ... to have an 
honest discussion between the 
industry and academia ... that we 
come up with a curriculum that is 
industry responsive.” 
 

Travel consultant 
NQF Level 4 

Data scientist 
NQF Level 7 

Events Manager 
NQF Level 6-7 

Management accountant 
NQF Level 7 

Marketing practitioner  
NQF Level 6-7 

Sales and marketing manager 
NQF Level 6 

Outdoor adventure guides 
NQF Level 1 

 
 
Lack of accredited 
training programmes 
 

TQUA002: “... there's ... you know, 
parachuting, ... cliff guiding, I'll say, 
yeah, there're quite a huge number of 
those, which we are still behind in 
terms of ensuring quality due to lack 
of accredited training programs.” 

Adventure specialists 
NQF Level 1 

Multilingual tour guides 

Source: Primary qualitative and quantitative data 

 
Table 18: Hard-to-fill vacancies according to the MG data 

Vacancies NQF LEVEL Number of HTFV Reasons 

Clerical support 
workers: Travel 
Consultants 

NQF Level 4 31 Vacancies Lack of candidates with the 
required work experience 

Managers: Sales and 
Marketing 

NQF Level 4-6 15 Vacancies Salary considerations 
Lack of suitably qualified 
candidates 

Management 
Accountants 

NQF Level 7 7 Vacancies Salary considerations 

Professionals: Data 
Scientist 

NQF Level 7 6 Vacancies Salary considerations 

Professionals: 
Marketing 
Practitioner 

NQF Level 5-7 5 Vacancies Lack of candidates with the 
required work experience 
Applicants do not meet equity 
requirements 

Outdoor Adventure 
Guide 

NQF Level 5 Vacancies Lack of suitably qualified 
candidates 

Source: Mandatory Grant Data (2025) 
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From an international perspective, the travel and tourism sub-sector faces persistent skills 
shortages and hard-to-fill vacancies, particularly in roles requiring technical, digital, and 
customer service expertise. Positions such as tour guides with multilingual capabilities, 
aviation technicians, and digital marketing specialists are frequently reported as difficult to fill 
due to a mismatch between available skills and evolving sector demands (Baum, 2019; OECD, 
2022). Many skilled workers left the sub-sector during prolonged shutdowns and have not 
returned, creating critical gaps in hospitality management, airline operations, and cruise 
staffing (ILO, 2021). Moreover, as the sub-sector becomes increasingly digitised, there is a 
rising demand for professionals with data analytics, e-commerce, and customer relationship 
management (CRM) system competencies. These are skills that traditional tourism education 
often fails to provide (UNWTO, 2022). The lack of investment in vocational training and the 
perception of tourism and travel jobs as low-paid and unstable further contribute to recruitment 
and retention challenges (Baum & Hai, 2020). Addressing these shortages requires a 
collaborative approach between industry and education providers to ensure that tourism 
curricula are relevant, forward-looking, and aligned with market needs. 
 
The reasons why the sub-sector is struggling to fill these positions relate to salary 
considerations, lack of experience and a lack of suitably qualified applicants. This ties into the 
change driver related to work readiness, which needs to address practical experience 
opportunities and adequate qualifications. 
 

3.2.2 Reasons for Hard-to-Fill Vacancies 
The quantitative data indicated that 31% of the employers reported that they struggled to fill 
vacancies. These included positions related to administrative, advanced consultants, and 
marketing coordinators. The two main reasons were indicated as salary ranges and 
inadequate skill sets. There are various factors that make some vacancies in the Tourism and 
Travel sub-sector difficult to fill. Some of the highlighted factors include outdated curriculum 
content; lack of adequate training for lecturers on new technologies and industry practices; 
miscommunication between different types of educational institutions and the sub-sector, and 
gaps in preparing learners for the realities of the labour market. 
 
The reasons for hard-to-fill vacancies are indicated below. 
 
Outdated curriculum content: Primary research participants state that some of the curricula 
offered by institutions of higher education do not match the current needs of the sub-sector, 
as indicated in Table 19. There is a concern about outdated curricula, which highlights 
underlying skills gaps. Previous studies have shown that graduates frequently lack essential 
skills such as critical thinking, teamwork, and practical technical knowledge, which employers 
still deem critical in the modern workplace (Andrews & Higson, 2008; Groeneveld et al., 2018). 
In South Africa, this issue has been highlighted by parliamentary committees and industry 
stakeholders who argue that certain technical and vocational programmes, such as those 
offered by TVET colleges, remain outdated and poorly suited to prepare students for current 
labour market demands (South African Parliament Portfolio Committee, 2021).  
 
Higher education curricula in tourism and travel are increasingly misaligned with the evolving 
demands of the sub-sector, resulting in several persistent skills gaps. Many programmes 
remain anchored in outdated frameworks, focusing on traditional tourism knowledge while 
neglecting essential areas such as digital literacy, sustainability, food safety, universal 
accessibility, and entrepreneurial competencies. This mismatch contributes directly to hard-
to-fill vacancies, as learners emerge unprepared for modern sector requirements (Challenges 
Facing Tourism Education in Nigeria Today, 2024; TourismUpdate, 2024). Language 
proficiency also remains a critical issue: evidence from the UK inbound tourism sector shows 
that employees frequently lack advanced language abilities, resulting in communication 
breakdowns with international clientele (UKinbound, 2023).  Employers further report that 
newcomers generally underperform in customer care and show little entrepreneurial drive, 
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both of which are essential to delivering high-quality guest experiences (Khaled, 2023). These 
critical aspects are however not fully addressed in training programmes. 

In addition, the curriculum's failure to incorporate specialised, accredited training for niche 
roles exacerbates workforce shortages in emerging areas. Once again, for roles like heritage 
guide, mountain biking instructor, parachute operator, and cliff guide, there is a notable 
absence of formal certification and training infrastructure (Scribd, 2024). Consequently, the 
sector struggles to professionalise innovative tourism offerings and scale niche experiences 
due to a lack of qualified personnel. One participant disclosed that many lecturers are not 
keeping up with the rapid technological changes and fail to adapt their teaching methods to 
align with evolving industry practices.  

Addressing these systematic issues requires comprehensive curriculum reform. Tourism 
programmes must be updated to include modern competencies, such as service excellence, 
digital tools, sustainable practices, accessibility standards, and accredited specialist training, 
while also fostering language proficiency and an entrepreneurial mindset. Strengthening 
partnerships between higher education, vocational training providers, accreditation bodies, 
and industry stakeholders could ensure that learner outcomes better match employer needs 
and reinvigorate the pipeline of qualified, versatile professionals for the tourism and travel 
sector. The difficulty in professionalising new and innovative experiences highlights a broader 
challenge where suitable training authorities and skilled individuals are needed.  

Lack of competitive salaries: It was found in the primary qualitative research that the 
perception that the Tourism and Travel Services Sub-sector does not offer competitive salaries 
in comparison with other industries is limiting interest in the sub-sector. This makes it difficult 
to attract skilled people to fill some vacancies. However, there is a habit among some 
employers of hiring individuals with low or no skills. Additionally, while not directly causing 
vacancies, low entry barriers and the seasonal nature of some tourism jobs contribute to 
instability and may affect attracting skilled workers. While not explicitly listed as reasons for 
hard-to-fill vacancies in the same section, other sources note challenges like long working 
hours, high turnover, and student misconceptions about the work, which can also impact the 
pool of available skilled candidates, making positions more difficult to fill or retain staff (Fáilte 
Ireland, 2024; ILO, 2023). 
 
In many regions, tourism and hospitality wages are substantially lower than in other sectors. 
For example, in Austria, tourism salaries are approximately 32% below the national average 
(ETC, 2023), and in the United States, employees in the leisure and hospitality sector earn 
the lowest weekly wages of any major industry, just $311 compared to an average of $710 
across all industries (US Bureau of Labor Statistics, 2024). Similarly, in South Africa, the sector 
faces notable challenges with low wages and precarious employment conditions, particularly 
in rural and informal tourism areas, where workers earn significantly less than the national 
average and often lack employment benefits (HSRC, 2024; Tourism Business Council of South 
Africa, 2023). This wage disparity discourages skilled workers from pursuing careers in the 
industry and reinforces the sub-sector's reputation as a low-paying, low-skill field (ILO, 2023; 
Gitnux, 2025). 

In response to tight operating margins, some employers resort to hiring individuals with limited 
or no formal training, perpetuating low standards of service and high turnover rates (Baum, 
2022; OECD, 2022). In South Africa, this is exacerbated by structural labour market challenges 
such as the high unemployment rate and the prevalence of informal work arrangements in 
tourism, making it difficult for employers to access a consistently skilled and motivated 
workforce (HSRC, 2024; Tourism Business Council of South Africa, 2023). Additionally, the 
seasonal and part-time nature of many tourism roles contributes to income instability and 
undermines the industry's appeal as a long-term career option (WTTC, 2023; Fáilte Ireland, 
2024).  



 35 

Expectations of the workplace: Research participants stated that many students leave 
colleges and universities without a realistic understanding of the tourism and travel sub-
sector’s demands such as long and irregular hours, physically taxing tasks, and job insecurity 
(Hospitality Insights, 2025; IntechOpen, 2020). As earlier detailed, this mismatch between 
expectations and reality is further accentuated by the perception that tourism roles are 
glamorous, high-paying, and 9‑to‑5, expectations that job seekers often hold, despite evidence 
of inconsistent schedules and lower-than-average wages (Gitnux, 2025; FasterCapital, 2023; 
Reddit, 2022). Employers highlight a concerning lack of commitment, loyalty, and willingness 
to perform “dirty work” or engage in entry-level tasks, with many candidates prioritising pay 
over effort (BizCommunity, 2023). Reliable, hardworking staff who go the extra mile are scarce, 
and expectations often diverge from sector realities during internships, leading to poor 
retention and missed learning opportunities (Fáilte Ireland, 2024; Hospitality Insights, 2025). 
The disconnect between job seeker expectations and sub-sector conditions makes it difficult 
to attract and retain dedicated individuals and perpetuates both recruitment and workforce 
development challenges in the tourism and travel sub-sector. 

Roles in this sector are often physically demanding, emotionally taxing, and lack long-term 
security (Reddit, 2022; Baum, 2022). In the South African context, the gap between sub-sector 
realities and job seekers’ expectations is pronounced, with many young workers reluctant to 
accept entry-level or physically demanding roles, contributing to high vacancy rates and labour 
shortages in key tourism hubs (HSRC, 2024; Tourism Business Council of South Africa, 2023). 
Unless addressed, these factors will continue to deter capable individuals from joining or 
staying in the sub-sector, weakening the sector’s long-term workforce resilience. 

3.2.3 The Application of Remote Work Practices in the Tourism and Travel 
Services Sub-sector 
From the quantitative data, managers and professional occupations are currently working 
remotely, as shown in Tables 18 and 19. The most significant challenges in working remotely 
were indicated as less direct contact with the clients, unproductive and challenges to keep and 
monitor regular hours and work. The opportunities, however, from a business point of view 
were seen as more time to do networking and from a personal point of view, savings on travel 
costs, flexibility and freedom to organise each day as they see fit. It is evident that certain 
positions in the Tourism and Travel Sub-sector allow for remote working practices due to all 
the activities performed on a computer. 
 

Table 18: Occupations working remotely 

Occupations % 

Managers 44% 

Professional 11% 

Technicians, Associate professionals 0% 

Clerical support workers 0% 

Service and sales workers 22% 

Skilled workers 22% 

Elementary occupations 0% 

Source: Primary quantitative data 

 

Table 19: Challenges and opportunities related to remote work 

Challenges related to remote work Opportunities related to remote work 

Loadshedding and shortage of staff Having additional staff to assist with bookings 

Client contact and enquiries More time to network 

Monitoring of staff Flexibility and freedom 

Unproductive staff / Keeping regular hours Convenience 

Communication challenges Savings on travelling costs 

Source: Primary quantitative data 
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3.2.3 Skills Gaps and Related Training 
The quantitative data in Table 20 indicate that employers consider skills development as a 
high priority over the next 12 months (56%). Employees emphasised the importance of online 
training, followed by external courses and workshops to obtain the necessary skills. Employers 
emphasised gaps related to professionalism, working with clients, understanding, using social 
media, GIS-mapping and CRM systems. Table 20 indicates the lack of management and 
leadership skills in high-level occupations. The importance of working with people and having 
the right skills set to do so is seen at all occupational levels. The relevance and importance of 
communication skills are evident in this sub-sector.  
 

Table 20: Skills gaps for high, mid and low-level occupations 

Level Gap 

High-level occupations Business Management skills 

 Communication Skills 

 Management and Leadership Skills 

 People Management skills 

 Technology skills 

Mid-level occupations Travel Experience 

 Client Engagement 

 Communication skills 

 Language skills 

 Technical skills 

For elementary occupations Communication skills 

 Lack of experience 

 Teamwork 

 Time Management 

 
This section presents common skills gaps in the Tourism and Travel Services Sub-sector from 
the perspectives of academics, employers, government, quasi-government, and employees. 
These skills gaps include but are not limited to soft skills such as communication, time 
management, empathy, respect, and general people skills; digital literacy and technological 
skills; and entrepreneurship and innovative thinking skills, see Table 21.  
 
The lack of soft skills: These skills are crucial in the Tourism and Travel Services Sub-sector, 
which is people-oriented. These gaps are multi-faceted and they include communication 
(fluent communication in English, Afrikaans and foreign languages), time management, 
empathy, respect, and general people skill, leadership skills, hardworking, being well-
mannered, friendly, service-oriented, professionalism, strong customer care, and ethical 
standards have a significant impact on customer satisfaction and are necessary for 

maintaining high standards in the sub-sector (Baum, 2022; Wekesa, Robbins, McClelland & 
Owuor, 2021). These competencies strongly influence customer satisfaction and are essential 

for upholding high standards in tourism (ILO, 2023; UNWTO, 2022). 
 
Language barriers, particularly a lack of proficiency in relevant foreign languages, exacerbate 
these challenges (Richards, 2020). Academics suggest that the skills should be embedded in 
the curriculum to prepare students for self-employment and creating their own opportunities. 
Furthermore, the sub-sector struggles to find committed, loyal and dedicated individuals with 
the necessary practical experience and the ability to adapt to the dynamic environment and 
varied demands of the sub-sector. Many job seekers are unwilling to perform tasks considered 
"dirty work" or anything outside their defined role, and there's a reluctance to start at entry 
levels and work their way up. Multilingualism and sign language for inclusivity, as well as 
emergency response (first aid), are highlighted as critical.  

Scholars argue that embedding soft skills development into academic curricula is vital not only 
to prepare students for traditional employment but also to equip them for self-employment and 
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entrepreneurial ventures in the sector (Wang & Ap, 2013; O’Neill & Mattila, 2010). Addressing 
these soft skills gaps is imperative for improving workforce quality and customer experiences 
across the sub-sector. 

The lack of hard skills: Academic institutions should produce a number of graduates each 
year to meet the demand of the workforce, but sources indicate a mismatch between academic 
qualifications and the practical skills, local knowledge, and readiness for the realities of work 

required for effective performance (Henderson, 2019; Robinson, McClellan & Owuor, 2021). 

On the other side of the coin, employers stated that graduates lack practical experience when 
they leave academic institutions. Skills gaps like knowledge of sustainable practices, practical 
destination knowledge (local details, history on the ground), universal accessibility, language 
barriers among graduates, food safety, tourism safety, product knowledge, and being an 
expert in the region's offerings, and tour guides were reported (Timothy, 2018; Tribe, 2020). 
There is also a shortage of curators needed to effectively promote local heritage and cultural 
assets in inland provinces like North West and Eastern Cape, as well as for emerging sub-
sectors like events, business, agritourism, and health tourism.  
 
The professionalisation of innovative and emerging roles is constrained by a shortage of 
qualified training authorities and skilled practitioners, resulting in positions that require 
specialised skills and entrepreneurial aptitude being hard to fill (Mazanai & Fatoki, 2020). 
Consequently, employers often resort to hiring workers with insufficient skills, perpetuating 
workforce inadequacies (Khan et al., 2022).  

Digital literacy and technological skills in the travel and tourism sub-sector: Staff in the 
sub-sector are increasingly required to be digitally savvy, proficient in the use of online booking 
systems, customer relationship management (CRM) tools, virtual tour technologies, and digital 
communication platforms (Jung & Dieck, 2017). However, there remains a disconnect 
between industry requirements and the digital competencies taught in formal education. Many 
tourism graduates lack exposure to industry-specific software, such as global distribution 
systems (GDS), property management systems (PMS), and reservation platforms, which are 
crucial for performing real-world tasks like altering bookings or managing travel itineraries 
(Deale et al., 2020; Ayele, 2022). Moreover, the increasing relevance of artificial intelligence 
(AI), augmented reality (AR), and big data in travel planning, customer service, and destination 
marketing demands a new level of digital fluency. Yet, many employees struggle with 
insufficient digital literacy and a lack of training in leveraging these tools for communication, 
design, and decision-making (Xiang et al., 2021; WTTC, 2023). As such, there is a pressing 
need for both the education sector and the sub-sector to prioritise digital upskilling to meet the 
evolving demands of tourism and travel services. 

Table 21: Skills gaps 

Skills gaps Quotations 

Lack of Soft 
skills 

TACA001: “you know, we even lack, like simple things, like soft skills, how to 
answer the phone, the etiquette, how to handle emails… I mean small, small 
things we don't even teach, even if we teach them, you find out it's in 
communication 101 for first year students it ends there. Then three to-four years 
down the line, a student finds a job.”  
TACA004: “in your teaching, probably you've got to integrate a lot more of these 
soft skills like effective communication… time management… how to present 
themselves or be presentable… being a bit more empathetic… the students will 
be dealing with people that have become increasingly sensitive... mental health 
wise… employees needed are those that are going to respond to that or to those 
situations empathetically.” 
TQUA002: “Customer Care. Customer Care. It's lacking.”  

Lack of hard 
skills 

TEMP004: “I wish I could set up a facility…when your tourist guide would achieve 
this as part of training…and give them on the job training… four months after 
that, they will be able to go to large tourism companies and say, I have completed 
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my theory and my on the job training…I know where to go. I know where to drive, 
I know the routes, I know the itineraries and things like that…there's nothing like 
that. That is what it's needed. That is the gap, that's what's missing…it's all part 
of on-the-job training.” 
 

Digital literacy TGOV003: “... it is very, very important that we have staff that are digitally savvy 
and are able to serve our clients, because our clients have moved with time. 
They have adopted the digital technologies to ... book and do other tourism 
related things.”  

Source: Primary qualitative data 

 

Table 22: The importance of work-related skills 

EXTREMELY IMPORTANT WORK-RELATED 
SKILLS 

Professionalism 4.59* 

Time management 4.58* 

Verbal communication skills 4.57* 

Customer service skills 4.54* 

Teamwork 4.52* 

Listening 4.51* 

Problem solving 4.50* 

Commitment 4.50* 

Patience 4.49* 

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

 
Professionalism was highlighted by the employees in the sub-sector as the most important 
work-related skill. This was followed by time management, verbal communication and 
customer service skills. The central theme here is focused on people and how to work with 
people and ensure they get the experience that they expected. 
 

3.2.4 Emerging Occupations in the Tourism and Travel Services Sub-sector 
Emerging occupations are seen as critical for the future workplace in the tourism and travel 
sub-sector and are primarily focused on entrepreneurship, digitalisation, and technology. 
These drivers collectively necessitate a workforce with strong communication skills, product 
knowledge, analytical abilities for market conditions and consumer behaviour, and specialised 
marketing and advertising skills. Emerging occupations are reshaping the skills landscape in 
the tourism and travel sub-sector. Additionally, the increasing emphasis on environmental and 
social sustainability has led to the emergence of roles like sustainability officers and wellness 
tourism coordinators, which require a blend of ecological awareness, stakeholder 
engagement, and policy knowledge (Moosa & He, 2024). 

The employer's quantitative data found the following as emerging occupations: travel 
concierge, international consultants (dealing with international bookings and clients, including 
visa applications), social media specialists, as well as sustainability officers and marketing 
analysts. 

Table 23: Emerging occupations 

Emerging occupations 

Specialised and Niche Entrepreneurial Freelancers 

Web organisers  Refers to entities that offer tools for creating tourism-related websites, and 
online platforms for listing tourism events and selling tickets. 
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Virtual tour operators Specialise in creating and providing interactive, immersive experiences 
that simulate physical locations through digital means, often using 360-
degree images, videos, and other multimedia elements. 

Digital marketing 
organisers 

Agencies or teams that specialise in using online channels to promote 
travel businesses, destinations, and experiences. 

Social media 
influencers 

They promote various tourism-related businesses and leverage their online 
presence and large follower base to showcase destinations, share travel 
experiences, and inspire others to explore new places.  

Facebook designers Use Facebook to inspire wanderlust, promote special offers, and 
encourage direct bookings through engaging content and targeted 
advertising. 

Food safety operators Responsible for ensuring that food served to tourists is safe and adheres 
to hygiene standards. 

Tourism safety 
monitors 

Enhance the safety and security of tourists at various destinations. Their 
role includes patrolling key attractions, providing information, reporting 
incidents, and assisting with tourist support.  

VIP Transfer and 
Protection Specialists 

Provide discreet and secure transportation and personal security for high-
profile individuals, including celebrities, executives, and dignitaries, during 
their travels 

Enhanced Communication and Interpersonal Skills 

Travel writers Travel writers share their experiences through various media, including 
articles, blog posts, and social media, offering recommendations and 
inspiring others to travel. 

Tourism and 
Information Providers 

They play a crucial role in managing and projecting the image of a 
destination and providing essential information to travellers. 

 

Table 24: Emerging occupations in the travel and tourism sub-sector from qualitative 
research 

Occupations Direct Quotes from the qualitative research  

Specialised and Niche 
Entrepreneurial 
Freelancers 

TEMPL001: “Web and Facebook page designers, social media 
influencers, graphic designers”.  
TEMP002: “I used to package and market South Africa…but now it's 
easier…all I just have to do is make videos of the place, on the interesting 
places, and videos of our company, and post there in the relevant 
countries…in the relevant targeted countries.” 
TEMP002: “well qualified graphic designer…Promotions, tour guide 
signage, all that, the whole printing industry, the whole advertising 
industry.” 
TACA002: “One of the emerging things is entrepreneurship. Every other 
week I get students coming into my office with innovative entrepreneurial 
ventures, including making their own energy bars. As I'm diabetic, a 
student who makes the bars made diabetic energy bars.”  
TACA004: “there's a student of mine… he's doing third year…he's come 
up with a concept of having free Wi-Fi at taxi rank, and he's pushing this, 
and he's so passionate about it… and I'm trying to empower him to say, 
look, you've actually come up with something brilliant… and it's a digital 
innovation of some kind, but it's been neglected.. and how he says he's 
going to fund it... I've spoken to all the taxi drivers that I know in a 
particular taxi rank, and I've asked them, are they willing to contribute two 
rands a day? …and all of them are saying yes, because if my customers 
and I'm happy.” 
TGOV004: “because, you know, in a true sense of the word, technology 
has taken over. Now maybe we need to have ... virtual tour operators, 
you know. So ... these are the people who create virtual tours, show you 
pictures, views, attractions, you know, also doing a voice comment.” 
TQUA001: “...technology now is going to affect the tourism sector more, 
especially when coming to physical employment, because in near future, 
you might find that we don't need information officers...”  
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TEMP004: “…technology like AI is improving our work in the sense of 
designing pamphlets, designing business cards, designing brochures, 
designing itineraries, putting something together for people…”  
TEMP005: “…you get left behind… If you don't know any much of the 
technology… you won't survive it you don’t how to use technology… 

Enhanced 
Communication and 
Interpersonal Skills 

TEMPL001: Positive social media influencers, photographers, good 
social media skills, good communication skills, knowledge to deal with 
difficult and demanding clients, knowledgeable tourist guides”. 
TEMP001: “people are lazy to read and unable to write…short texts with 
many images are preferred over emails…this means that good and 
professional-looking images and photographs play an important role in 
conveying messages.” 
TEMP004: “none of the information directly addresses the profession of 
a travel writers." 

 
These emerging occupations reveal a shift along two interconnected trajectories: digital 
transformation and human-centric safety and communication. On the digital side, roles such 
as web organisers, virtual tour operators, digital marketers, influencers, and platform 
designers highlight the growing centrality of online presence, immersive technologies, and 
personalised digital engagement. This sub-sector is no longer confined to physical spaces, it 
extends into virtual platforms, social media systems, and data-driven marketing strategies, 
meaning the workforce must be digitally fluent, entrepreneurial, and able to craft compelling 
narratives in multiple online formats. 
 
At the same time, the emphasis on food safety operators, tourism safety monitors, VIP 
protection specialists, and tourism information providers reflects a rising demand for trust, 
safety, and credibility in tourism experiences. These occupations illustrate how travellers now 
expect not only seamless digital interactions but also guarantees of physical safety, ethical 
standards, and authentic communication in their journeys. Enhanced communication roles, 
such as travel writers and information providers, further point to the enduring importance of 
storytelling, cultural interpretation, and interpersonal skills in connecting destinations with 
diverse audiences. The future of this sub-sector depends on blending high-tech skills with 
high-touch service, moving towards hybrid, multi-skilled professionals.  
 
For these emerging occupations to develop, it becomes important to determine the current 
extent of skills supply, and if there are skills shortages in relation to these emerging 
occupations, they should be addressed. The section below focuses on the supply of skills in 
the Tourism and Travel sub-sector across different NQF levels. 
 

3.3 Extent of Occupational Skills Supply 
 

Table 25: Educational level of employees based on the MG data 

Educational level Number of 
employees – 

MG Data 

AET Level 0.1% 

NQF 1 – Grade 9 0.8% 

NQF 2 – Grade 10 / Vocational certificate level 2 2.4% 

NQF 3 – Grade 11 / Vocational certificate level 3 

NQF 4 – Grade 12 / Vocational certificate level 4 50% 

NQF 5 – Higher certificate / Advanced national certificate 13,8% 

NQF 6 – National diploma / Advanced certificate 16% 

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

13.6% 

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

2.3% 

NQF 9 – Master degree .8% 
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NQF 10 – Doctorate degree 0.1% 

Source: MG Data (2025 

 
The educational profile presented in the Table above indicates that the workforce is heavily 
concentrated at NQF 4 (50%), signalling a plateau at matric level and a narrow pipeline into 
supervisory and specialist roles. Almost half hold post-school qualifications (46.6%), but this 
is overwhelmingly mid-tier (NQF 5 - 7 = 43.4%); the advanced layer (NQF 8 - 10) is only 3.2%, 
implying a thin bench for functions that drive productivity and innovation (revenue 
management, data/analytics, sustainability auditing, product design). This structure is 
adequate for clerical and front-line service roles, yet it constrains upward mobility and leaves 
the sub-sector vulnerable to automation and digital complexity, where higher-order problem-
solving is needed. At the other end, 3-4% are below NQF 4, suggesting limited inclusion 
pathways for the least qualified, likely more prevalent in the informal and seasonal labour 
market than this employee dataset captures. 
 
The profile points to structural skills risk: a large mid-skill base without sufficient progression 
to advanced competence. For planning, the priority is to unlock vertical articulation (bridging 
from NQF 4→6→7→8), expand work-integrated learning and Recognition of Prior Learning to 
accelerate progression, and grow the advanced tier with targeted bursaries and employer-co-
funded programmes, while simultaneously lifting the digital, analytical and supervisory skills 
of the NQF 4-6 majority. 
 
When taking the emerging occupations into account, there is a mismatch, which shows that 
upskilling and reskilling will be needed for those on the NQF4-5 levels. This will allow them to 
adapt to new roles related to the digital world since occupations that require creativity and 
customer engagement will require more technical training. Also, those at NQF levels 6-10 
should be supported through vocational training and modular upskilling to create specialised 
qualifications in digital tourism and entrepreneurship. 
 
The following section showcases what is currently offered at training institutions to match the 
future needs of the sub-sector with current offerings.  
 

3.4 Supply-side Analysis 
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. 

 
3.4.1 State of Education and Training Provision 
 

Table 26: Career paths in Tourism and Travel Services 

Qualification Educational Institutions 

Travel Agent 

NC(V) Tourism (Levels 
2-4) 

TVET Colleges 

Certificate/Diploma in 
Travel and Tourism 

Universities of Technology 

BCom degrees Stenden South Africa 
North-West University 
University of Pretoria 

BA degrees University of Venda 
North-West University 
University of Johannesburg 

Tourist Guide 

NQF 2 or Guiding NQF 
4 

Private institutions such as the Tourist Guide 
Institute. 
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Events Manager 

Certificate in Event 
Management (NQF 
level 4-5 

TVET Colleges 

Diploma or Degree in 
Event Management 

Universities 
Universities of Technology 

Source: Websites of various training institutions 

 
The state of education and training provision in the Tourism and Travel sub-sector continues 
to evolve based on the following factors, as highlighted by the primary data:  
 
The evolution of tourism and curriculum shows training institutions moving from a focus on 
mass tourism to including alternative tourism like sports and health tourism. This aligns with 
the needs of the sub-sector, which indicates that visitors now demand different and more 
personalised experiences. 
 
The process of curriculum alignment and review should continue through various 
mechanisms, including regular industry liaison meetings, advisory boards, and engaging 
industry representatives for feedback, engagements through subject heads and adjustments, 
as well as guest lectures and work-integrated education models. According to Ioannides and 
Petersen (2020), in many institutions, subject heads play a pivotal role in integrating industry 
insights into curriculum updates, often complemented by guest lectures delivered by tourism 
professionals and work-integrated learning models such as internships and cooperative 
education programs. There is value in sub-sector liaison so that they can provide input on 
what the sub-sector needs. 
 
The need for the expansion of knowledge is highlighted by the growth of short courses and 
exploring or advocating for micro-credentials to address specific skills gaps and cater to 
working professionals or those unable to commit to full-time study. Recent trends in tourism 
education highlight the growing emphasis on short courses and micro-credentials as flexible, 
targeted approaches to addressing specific skills gaps and meeting the needs of working 
professionals or those unable to commit to full-time study (Oliver, 2020; OECD, 2021). Micro-
credentials are seen as a relevant approach to skills development in the sub-sector. 
Specifically, they are supported because they are viewed as focused certifications that 
demonstrate a learner's mastery of certain specific skills or knowledge, making them more 
targeted than traditional qualifications.  
 
Currently, technology integration and innovation happen with institutions adopting blended 
learning and online platforms like interactive boards, Moodle, Teams, WhatsApp, Google 
Meet, and National Open Learning Systems (NOLS), including AI. These platforms facilitate 
interactive learning and expand access, while emerging technologies like artificial intelligence 
(AI) are beginning to be incorporated to personalise and enhance the educational experience 
(Daniel, 2021; Bates, 2022). However, institutions should expand on the technology used in 
the Tourism and Travel Services Sub-sector to improve work readiness and employability of 
the learners. 
 
The importance of practical training and engagement is emphasised. This includes a notable 
shift from theory-based education to practical skills programs, with institutions constantly 
revising curricula to integrate the WIL component to become compulsory for institutions. Many 
higher education institutions and Technical and Vocational Education and Training (TVET) 
colleges are continuously revising their curricula to embed Work-Integrated Learning (WIL) 
components as a compulsory element, aiming to bridge the gap between classroom learning 
and real-world industry requirements (Brunton et al., 2020; Bhebhe & Mnjokweni, 2023). 
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Table 27: Supply side analysis 

Factors influencing state of 
education and training provision  

Quotations 

Different types of tourism TACA002: “Look, a lot of things have changed tourism… 
tourism development has evolved especially for countries 
like South Africa… the transitions we went through mass 
tourism… selling the rainbow nation. To sports 
tourism…and then post the World Cup alternative tourism 
to conventional such as rural tourism, etc”  
TACA001 “to smart tourism.” 

Changing from theory to skills-based 
programmes 

TACA001: “You know, universities are more into research, 
so it has changed a lot, because we are more aligning 
ourselves towards skills-based programs or at least 
offering some skills or some practical way of doing things.” 
 

 
The current state of training provision in the Tourism and Travel sub-sector reflects a system 
in transition, moving away from traditional, theory-heavy models toward more flexible, 
practical, and industry-aligned approaches. Institutions are diversifying beyond mass tourism 
curricula to include specialised areas such as sports and health tourism, while increasingly 
embedding industry engagement to ensure relevance. At the same time, the rise of short 
courses and micro-credentials responds to the demand for targeted, accessible upskilling, 
particularly for working professionals and those outside full-time study. However, the fast-
changing nature of market demands adds pressure to curriculum alignment and more flexibility 
to make changes to curricula is needed. The adoption of technology is linked to financial 
resources, which, if not available, cannot meet the needs of the sub-sector and widen the gap 
between institutions and the sub-sector. This puts more pressure on work readiness. 
 

3.4.2 The Relevance of Micro Credentials in Skills Development 
Micro-credentials have emerged as an important way for individuals to acquire qualifications 
and skills that are relevant to specific positions in an industry. The relevance of micro 
credentials lies in offering more ways for professional development, upskilling, and alternative 
routes to formal qualifications, suggesting they could play a role in addressing the need for 
practical, specific skills often found lacking despite academic qualifications. 
 
Various short courses exist for this sub-sector, but the standards across the qualifications are 
questionable. As an example, training related to an Event Manager, from a short course/micro-
credential perspective, is discussed. With specific reference to becoming an Event Manager, 
organisations such as Africa Open Learning (https://africaopenlearning.com/), the Institute for 
Event Management (https://www.theinstituteforeventmanagement.com/za/en/), University of Cape 
Town Learning Store (https://learningstore.uct.ac.za/product?catalog=Events_Management) and 
the South African College of Business (https://www.sacob.com/shop/short-courses/sacob-short-

course-on-conference-and-events-management-in-south-africa/) offer such courses. In the case of 
Africa Open Learning, the programme is endorsed by the Seychelles Qualifications Authority, 
covering various topics, but no technological components. In the case of the Institute for Event 
Management, the course consists of 12 modules completed over a 1-year period. It is not 
accredited by any local authorities. The University of Cape Town Learning store offers an 
online course over a duration of 10 weeks, classified as a short course. The course presented 
by the South African College of Business is a non-credit-bearing course over a period of ten 
weeks. Reviewing the contents of these courses, there was no standardisation, and the critical 
elements identified in this research were not included. There should be some form of content 
standardisation linked to all occupations to ensure the needs of the sub-sector are met. 
 
In the case of tourist guides, the training is better regulated since they must complete 
accredited training programmes aligned to the National Qualifications Framework. This 
training must be completed through CATHSSETA-accredited providers and only those who 

https://africaopenlearning.com/
https://www.theinstituteforeventmanagement.com/za/en/
https://learningstore.uct.ac.za/product?catalog=Events_Management
https://www.sacob.com/shop/short-courses/sacob-short-course-on-conference-and-events-management-in-south-africa/
https://www.sacob.com/shop/short-courses/sacob-short-course-on-conference-and-events-management-in-south-africa/
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successfully complete the programmes can apply for registration as tourist guides. This is 
better regulated and the standard of training pre-determined.  
 

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 in the primary and MG data, as well as the 2024 National List of 
Occupations in High Demand. These occupations are critical for addressing skills shortages 
and promoting sectoral growth. 
 

Table 28: Sub-sectoral priority occupations list 

Sub-sector OFO Code Occupation Number of 
HTFVs 

Reasons for HTFVs 

Tourism and 
Travel Services 

2021-122101 Sales and 
Marketing 
Manager 

15 Vacancies Salary considerations 
Lack of suitably qualified 
candidates 

2021-251102 Data Scientist 6 Vacancies Salary considerations 

2021-333201 Events Manager 1 Vacancy Lack of suitably qualified 
candidates 

2021-422102 Travel 
Consultant 

31 Vacancies Lack of candidates with 
the required work 
experience 

2021-511302 Tour Guide - - 

2021-243103 Marketing 
Practitioner 

5 Vacancies Lack of candidates with 
the required work 
experience 
Applicants do not meet 
equity requirements 

2021-241102 Management 
Accountants 

7 Vacancies Salary considerations 

 
The convergence of the primary data, MG data, and the National List of Occupations in High 
Demand reinforces the reliability of the identified hard-to-fill vacancies in the Tourism and 
Travel Services Sub-sector. It is evident that high-level roles such as sales and marketing 
managers and data scientists are constrained mainly by salary considerations, indicating that 
while the skills exist, the sector struggles to attract and retain talent in competition with other 
industries. Mid-level occupations such as events managers, travel consultants, and marketing 
practitioners highlight barriers linked to insufficient work experience, lack of suitably qualified 
candidates, and equity requirements, pointing to systemic weaknesses in practical training 
pathways and inclusivity. Importantly, the fact that these findings align across datasets 
suggests that the challenges are structural rather than incidental. Although tour guides are not 
flagged as hard-to-fill at present, the alignment of multiple data sources suggests that future 
demand could rise, particularly as safety, regulation, and specialised niche guiding become 
more central to the visitor experience. Overall, the consistency across data sources 
emphasises the need for the sub-sector to strengthen curriculum-to-workplace alignment, 
expand experiential training models, and address competitiveness in remuneration and 
inclusivity to ensure sustainable talent pipelines. Salary considerations are a recurring theme 
across sectors, and research is critical to determine the current status of remuneration. 
 

3.5 Conclusion 
The analysis of sectoral skills demand and supply reveals a sub-sector grappling with 
persistent hard-to-fill vacancies (HTFVs), driven by three recurring factors: salary 
competitiveness, lack of suitably qualified candidates, and gaps in work experience. These 
constraints point to systemic issues in aligning training provision with occupational demand, 
particularly for roles such as sales and marketing managers, data scientists, travel 
consultants, and marketing practitioners. The challenges are compounded by equity 
considerations, which highlight the need for more inclusive and diverse pipelines of talent. The 
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rise of remote and hybrid work in administrative and knowledge-based functions further 
disrupts traditional workforce models, but at the same time creates opportunities for flexible 
labour deployment while also requiring new skills in digital communication, self-management, 
and virtual collaboration. In parallel, the persistence of tourism safety, compliance, and guest-
facing occupations reinforces that parts of the workforce must remain on-site, intensifying the 
dual challenge of balancing digital transformation with human-centric service. 
 
Looking forward, the integration of emerging occupations such as digital marketers, AI and 
automation specialists, virtual tour operators, and digital guest experience managers reflects 
the growing demand for hybrid skills that blend technological fluency with customer service 
excellence. Yet, the occupational supply profile remains heavily concentrated at NQF 4, while 
many future-facing roles demand competencies at NQF 6–7 and above. This mismatch 
reveals an urgent need to reconfigure the state of education and training provision through 
micro-credentials, modular pathways, and expanded Work-Integrated Learning (WIL) models 
that fast-track work readiness and professional mobility. Sectoral priority occupations will 
increasingly align with digital and entrepreneurial functions, requiring CATHSSETA, training 
institutions, and employers to collaborate more closely on responsive, future-oriented 
curricula. The sub-sector’s ability to secure a resilient workforce will depend on its success in 
bridging the work readiness gap, embedding digital and intercultural skills. Of critical 
importance is the analysis of learning pathways, standardisation related to occupations and 
conducting a benchmarking study related to renumeration. 
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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 
Collaboration and partnerships were stated as critical in the functioning of a highly fragmented 
sector. The primary data in the table below, highlights both the critical need for partnerships in 
the tourism and travel sub-sector and the persistent gaps in how these are structured and 
implemented. Stakeholders consistently emphasise that working in isolation, whether training 
institutions or sub-sector players, undermines development potential, while genuine 
collaboration could create a more integrated and responsive skills ecosystem.  
 
Although examples of productive partnerships with CATHSSETA exist, such as learnerships, 
internships, and collaborations on initiatives like the NTC, there is a strong perception that 
these opportunities are unevenly distributed, with large hospitality businesses benefiting more 
than SMMEs. Moreover, concerns about budget constraints, limited accessibility, and weak 
regional representation (e.g., in North West province) suggest systemic barriers to inclusivity 
and responsiveness. The absence of a visible CATHSSETA representative or "footprint" in the 
province is a serious concern, hindering their ability to work with the major stakeholders 
effectively. It was stated that institutions in coastal areas benefit more from CATHSSETA funds 
at the expense of inland provinces. 
 
In terms of curriculum development, while advisory boards and industry engagement 
structures have been established, they often fail to move beyond “talk shops” to concrete 
outcomes, reflecting the fragmented nature of the sub-sector and the challenge of aligning 
diverse stakeholder interests.  
 
Despite the challenges, CATHSSETA remains a highly relevant entity, especially for TVET 
colleges and those focused on skills transfer. Good partnerships and working relationships 
were highlighted with TVET colleges.  
 

Table 29: The state of partnerships and collaboration in the tourism and travel sub-sector 
based on qualitative research 

Theme Direct Quotes from the qualitative research 

Need for 
Partnerships 

TACA001: “So it must sort of be like a chain, you know, like we are here, 
another one is here, another one is so we must not operate on isolation, 
you know, like, Okay, we are the University. We are doing our thing, it ends 
there. Or we are, you know, sub-sector.” 
TGOV001: “The integration, if we can work together, as in an integrated 
fashion…” 
TACA004: “So there's a big demand for collaboration. If we sit together and 
we try to find these things, then they don't they're not one sided because I 
think that's what we've been failing to do. Everyone does their own thing, 
and that is really crippling the potential that could go with development.” 
TEMP003: “I really wish that the government can come to the people before 
making decisions about the industry or about the sex can come to the 
people, especially people like me, who have experienced, who understand 
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I've been I've been in the city, I've been in the township, I've been in small 
town in the rural area now, so I understand.” 

Existing partnerships 
with CATHSSETA 

TACA001: “But we did have those partnerships where they would take 
students for a learnership that is training on job, and then would review, 
and then we'll have the insights and then incorporate or use some of them.” 
TACA002: I know that our department here, right, we actually have interns 
that are CATHSSETA and so the relationship is there.” 
TEMP001: “No participation in CATHSSETA opportunities.” 
TEMPL005: “I didn't really have all that much to do with them, but I do know 
they I think they're responsible for the skills development Levy, or they get 
some money for the skills development. Hospitality, it seems like it's only 
hospitality, companies that are benefiting.” 
TEMPL002: “so it's more focused on having the placements for guest 
houses and, you know, but hotels, yeah, hotels and lodges but for us, it's, 
it's, I don't know. Maybe they're still trying to figure it out how they can best 
assist.” 
TBMPL003: “I mean, CATHSSETA should give opportunity to establish 
business, not only big businesses, but SMMEs to access this money, and 
they should also increase their budget, because most of the time their 
budget is limited.” 
TGOV003: “they are investing in the NTC as a partner. And anyway, we 
started NTC together with the CATHSSETA.  

Challenges and gaps TACA004: “But it's such a fragmented industry that honestly, I don't think 
it's possible to fully align what the curriculum should be and what industry 
desires.” 
TACA002: “we have advisory… What do you call industry advisory boards? 
Right? A lot of times, those are talk shops. You know, we talk about things 
that never really materialise.” 
TGOV002: “actually, it is something that has been a concern… You know, 
the way I understand it, the way CATHSSETA works - they've got like 
provincial managers for considering every province, but for North West, 
similarly, we don't have a representative. So as much as you tried to work 
with CATHSSETA, because they are one of our major stakeholders, we do 
not see a representative in the North West.” 

 

Taken together, the evidence points to the need for more structured, transparent, and 
regionally representative partnership frameworks that go beyond consultation to actionable 
collaboration, ensuring that both education and industry can co-create skills pipelines that are 
equitable, inclusive, and future-focused. A two-way working relationship should be fostered 
between CATHSSETA and other institutions. Visibility of CATHSSETA and what they do or can 
do is critical. 
 

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. These two 
models represent global benchmarks, with Germany’s Dual System seen as the gold standard 
of work-integrated learning and strong industry ownership. Australia’s system is a global leader 
in competency-based training and flexible pathways with training packages focused on micro-
credentials. A comparative analysis allows CATHSSETA to adapt best practices. 
 

4.2.1.1 Australia 
 

Table 30: International Benchmarking of Skills bodies/organisations: Australia 

Country Institution/s Activities 

Australia Australian Industry and Skills 
Committee (AISC) 

Strong sector-based skills planning 
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Technical and Further Education 
(TAFE) 

TAFE delivers vocational training aligned 
to industry needs 

 
In Australia, the Australian Industry and Skills Committee (AISC) (See Table 29) 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). 
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 
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• 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. 
 
The key partnerships in the Australian VET system revolves 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; CATHSSETA, QCTO). 
 

4.2.1.2 Germany 
 

Table 31: 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 
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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 
 
Figure 15: Dual VET system in Germany 
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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 the 
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 
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.  
 

Table 32: Comparative analysis between South Africa, Germany and Australia 

Dimension 
CATHSSETA (South 

Africa) 
Germany’s Dual System 

Australia (AISC & 
training system) 

Governance Sector Education & 
Training Authority 

(SETA) for 
Culture/Arts/Tourism/

Hospitality/Sport; 
mandates from 
DHET & QCTO 

Federal–state “social 
partnership”: employers’ 
chambers (IHK/HWK), 

unions, Länder ministries co-
govern 

AISC advises skills 
ministers; Jobs & Skills 

Councils (industry-led) co-
design Training Packages; 
national regulator (ASQA). 

Funding Skills Development 
Levy disbursed via 

grants, learnerships, 
internships, bursaries 

Employers pay apprentices, 
chambers oversee exams; 
public VET schools funded 

by Länder. 

Shared 
Commonwealth/state 
funding; subsidies for 

traineeships/apprenticeshi
ps; contestable provider 

funding. 

Employer 
role 

Often consultative; 
variable 

engagement; larger 
firms benefit more 

than SMMEs. 

Core: firms employ 
apprentices, train on-the-job; 
chambers ensure quality & 

exam integrity. 

Strong: industry defines 
competencies; employers 
use traineeships widely; 

providers deliver to 
industry-set standards. 
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Curriculum 
design 

Historically NQF unit 
standards/occupation

al qualifications; 
updates can be slow; 

liaison boards 
uneven. 

National training regulations 
per occupation; frequent 
updates; uniform exams 

ensure portability 

Training Packages 
(competency-based) 

updated iteratively; micro-
skill sets stackable; 

portability across states. 

Work-
Integrated 
Learning 

Learnerships/interns
hips; access/quality 

uneven; limited 
placements in some 

regions/SMMEs. 

Embedded: ~60–70% 
workplace + 30–40% school; 

contractually guaranteed. 

Traineeships/apprenticeshi
ps; strong WBL culture; 

providers broker 
placements. 

Assessment 
& quality 

SETA/QCTO QA; 
moderation varies; 

recognition by 
employers uneven in 

places. 

Standardised chamber 
exams; high employer trust; 

external, practical 
assessments. 

ASQA regulates; industry-
endorsed competencies; 

extensive auditing & 
outcome tracking 

Data & 
labour-

market signal 

Fragmented, lagging; 
HTFVs identified, but 

feedback loop to 
curricula can be 

slow. 

Chambers & federal 
agencies provide granular, 

timely signals; quick updates 

National surveys, linked 
admin data; frequent 
reviews triggered by 
demand/tech shifts 

Micro-
credentials 

Growing but uneven 
recognition; 

stackability is still 
maturing. 

Less emphasis; strong, full 
occupational credentials. 

Mature: accredited skill 
sets and micro-credentials 

that stack into quals. 

SME 
inclusion 

Patchy access to 
grants/placements; 

admin burden is 
high. 

Chambers supports SMEs 
with shared 

training/assessment 
services. 

Providers + industry 
councils broker SME 
participation; flexible 

funding and short forms 

Source: Websites of the different organisations and AI analysis 
 
After reviewing the comparison, the following best practices can be highlighted for 
consideration: 

• Employer ownership formalises a binding commitment with employers committing to 
WIL places. 

• Partner with provincial associations to run standardised practical exams and shared 
training labs. 

• Consider micro-revisions for fast-moving training options such as digital/AI, safety and 
guest-experience skills and inform the sub-sector of these updates, which closely 
relate to what the sub-sector needs. 

• Improve (where needed) stackable micro-credentials to enable upskilling of the sub-
sector. 

• To ensure SME participation and collaboration, create a one-page grant and brokered 
WIL model where learnerships are pooled and small businesses can share a trainee. 

• Set up a Skills Observatory focused on monthly dashboards of HTFV’s, wages, 
placement rates etc.). 

• Train and register a cadre of sub-sector assessors (drawn from employers) to co-
assess practicals. 

 

4.3 Proposed Partnerships 
 

Table 33: Proposed CATHSSETA Partnerships (New or intensified) 

Proposed new 
partnerships  

Rationale  Strategic Focus  

Partnerships with 
Travel and Tourism 
entities 

• To bridge the skills gaps and 
ensure that educational 

• Develop online programmes 
addressing upskilling in 
technology 
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offerings are relevant to the 
sub-sector 

• Many employees are in low-
level skills bands, holding a 
NQF level 4 qualification 

• Implement focused micro-
credential programmes  

• To assist with the placement 
of learners. 

Partnerships with sub-
sector bodies (for 
example, ASATA and 
SATSA) 

• To collaborate in addressing the 
training needs of the sub-sector 

• Encourage direct interaction 
with the sub-sector 

• Adhere to the training needs of 
the provinces with high 
numbers in this sub-sector 

• Develop videos for online 
training purposes 

• Develop simulations to up-skill 
customer engagements 

• Placement targets 

• Mentorship networks 

DHET, SAQA and 
QCTO 

• Qualification design, 
accreditation, articulations and 
RPL 

• Strengthen WIL and RPL 
pathways  

• Develop clear career pathways 
for this sub-sector 

Partnerships with 
training institutions 

• Coordinate training initiatives 
and ensure quality 

• Create a work readiness 
programme for entry-level 
positions 

 

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 sub-sector. Chapter 4 concludes that partnerships are critical for CATHSSETA to fulfil 
its mandate of skills development and capacity building within the tourism and travel sub-
sector.  
 
Insights from international benchmarks, including Australia’s vocational system, Germany's 
dual vocational education and training system, highlight the importance of integrating 
classroom learning with practical on-the-job training and fostering lifelong learning. 
CATHSSETA is encouraged to review the best practices of these two systems and adopt them 
where possible. To address the current and future needs of CATHSSETA, new or intensified 
partnerships were proposed with various stakeholders, including tourism and travel entities, 
educational institutions, industry associations, and similar bodies. These collaborations aim to 
bridge skill gaps, enhance the relevance of training through micro-credentials and Work 
Integrated Learning (WIL).  
 
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 tourism and travel sub-sector. 
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CHAPTER 5: STRATEGIC SKILLS PRIORITY ACTIONS 
 

5.1 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 
Tourism and Travel 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 Sector Skills Plan (SSP), 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. 
 

5.2 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: 

• Consists of tour operators, safaris, inbound international flights, car 
rental and guides. 

• It is dominated by small firms (98%) which employ less than 50 people. 

• There is support for this sub-sector from the government, sector 
associations, educational institutions and organised labour. 

• Highly dependent on the tourism sector (98%). 

• Business conditions were rated as “good” 

Economic 
challenges: 

• The sub-sector recovered from a supply perspective, but in terms of 
employment, this sub-sector has fewer employees, highlighting labour 
market fragility. 

Labour and skills 
needs 

• An additional 3594 positions will be needed by 2027. 

• The sub-sector is dominated by females on lower educational levels 

Employees • Overall, the data highlights a workforce that is black Africans, citizen-
driven, female-led among locals, highly permanent in nature, significantly 
under-representative of people with disabilities and 4.5 years in this 
business environment. 

• These employees mainly hold diplomas or certificates at NQF4-6. 

• Future need for managers and employees in clerical support positions – 
need for training in administrative, operational and leadership skills. 

• Career progression is vague. 

Employers • There are 2236 registered employers with a high number of SMMEs 

• Significant presence in Gauteng and the Western Cape provinces with a 
white workforce that is well educated and has 21 years of experience in 
the business environment. 

• The managerial roles are disproportionately occupied by Whites, which 
indicates a need to fast-track Africans and Coloured employees through 
capacity-building and mentorship programmes. 

 
KEY FINDINGS CONTEXT 

Chapter 2: Key Skills Change Drivers 

Technological 
Advancements 
 

• Digital tools are needed across all operations with human oversight. 
Revenue management will become a critical skill in this environment. 
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Lack of soft skills 
 

• Service quality is constrained by deficits in communication, conflict 
resolution, time management etc.  

• Embed service excellence modules in training programmes. 

Labour Market 
dynamics 

• Take into account the effect of seasonality and risks. Practical skills might 
be valued over credentials alone. 

Operational and 
External Challenges 

There is a need for risk, compliance and resilience capabilities. 

Industry Evolution 
and Consumer 
Preferences 

• Shift from mass tourism to niche, expert-led, immersive products. This will 
require skills in experience design as well as language and cultural 
abilities for key markets.  

Mismatch between 
Training and the 
Sub-sector 

• Theory-loaded curricula are creating gaps in niche and tech-integrated 
roles. It is important to involve the sub-sector in curricula revision, 

Workforce Attraction 
and Retention 

• Unrealistic expectations create challenges 

• Low wages/conditions deter youth from considering these occupations. 

Lack of Practical 
Experience and On-
the-Job Training 

Learners lack hands-on experience, especially in rural areas.  

Funding and 
Systemic Issues 

• SMMEs struggle to access finances 

• Costs of licences and training deter entrants to the sub-sector 

Coordination and 
Collaboration 

• Fragmented stakeholders 

• Rural areas are underserved 

Emerging 
occupations due to 
technology 

• E-ticketing 

• Digital Design 

National strategies 
and Plans 

• Significant frustrations with long timelines for curriculum changes, where 
approvals lag and the sub-sector demands evolve quickly.  

• This sub-sector indicated that they lag behind in access to learnerships 
and related programmes in comparison to other sub-sectors. 

 
KEY FINDINGS CONTEXT 

Chapter 3: Sectoral Skills Demand and Supply Analysis 

Hard-to-fill vacancies • Hard-to-fill vacancies span across multiple levels and positions. 

• The main reasons for not filling these vacancies were due to salary 
considerations and a lack of suitable candidates. The misalignment 
between the sub-sector and the training offerings was also mentioned.  

Critical skills gaps • Intercultural communication and emotional intelligence 

• Service excellence, customer care 

• Leadership and middle management capability 

• Digital competencies 

• Data literacy 

Reasons for not 
filling vacancies 

• Outdated curriculum content 

• Lack of adequate training for lecturers on new technologies and industry 
practices 

• Gap in understanding and communication between the TVET sector, 
universities, and the industry 

• Gaps in preparing students for the realities of the labour market 

• Lack of competitive salaries 

Remote work • Remote work is mainly practised by management  

• It creates challenges related to less direct contact with clients, 
unproductivity and challenges to keep and monitor regular hours and 
work.  

• The opportunities were seen as more time to do networking and, from a 
personal point of view, savings on travel costs, flexibility and freedom to 
organise each day as they see fit. 

Emerging 
occupations related 
to the sub-sector 

• Specialised and Niche Entrepreneurial Freelancers 

• Enhanced Communication and Interpersonal Skills 
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Extent of 
Occupational Skills 
supply 

• The workforce is concentrated on NQF Level 4 with limited progression 
to higher NQF levels despite demand for advanced analytical and 
technical skills 

• The interest in micro-credentials is growing and seen as flexible and 
targeted training but the lack of recognition and integration into formal 
career pathways remains a barrier. 

 
KEY FINDINGS CONTEXT 

Chapter 4: SETA partnerships 

Partnerships are 
important for 
CATHSSETA 

• Partnerships exist, but their impact is unevenly distributed, with larger 
firms benefiting more. 

• Challenges include fragmented stakeholders and limited regional 
distribution, with uneven access to opportunities 

• Partnerships with tourism and travel sub-sector firms should be 
strengthened, as well as the employers' organisations and relevant 
TVET colleges.  

• Best practices from Germany and Australia can strengthen CATHSSETA 
in improving its practices and networks with partners. 

 

5.3 Planned Measures in Response to Change Drivers Identified 
 

Table 35: Planned Measures to Address Change Drivers 

Change Driver / Focus Area Planned Measures 

Technological Advancements 
 

Encourage the development of short courses related to the 
sub-sector 
Fund digital literacy programmes to upskill 
Co-fund GDS labs at TVET colleges and create AI-in-
operations short courses to improve the exposure of the 
learners. 

Labour Market dynamics Promote multi-skilling programmes across sub-sectors 
Develop portable modular training packages so that 
employees can move across roles seasonally 
Improve the work readiness programme/s since it remains a 
challenging issue. 
Address the challenges related to remuneration. 

Operational and External 
Challenges 

Host workshops to create awareness around permits, bylaws, 
etc. 
Develop resilience and crisis response toolkits for employers. 

Industry Evolution and 
Consumer Preferences 

Continuous research and discussions with the sub-sector to 
determine changes in behaviour 
Fund micro-credentials in experience design and niche 
guiding. 
Expand language and cultural intelligence training for key 
source markets. 

Mismatch between Training 
and the Sub-sector 

Annual workshop to bring training institutions and the sub-
sector together to discuss any mismatches and new 
developments. 

Workforce Attraction and 
Retention 

Fund the creation of realistic job previews through VR. 
Establish mentorship networks in the different sub-sectors 
Develop clear career paths for this sub-sector. 

Lack of Practical Experience 
and On-the-Job Training 

Continue with the work on work-integrated learning, but also 
consider international placements. 

Funding and Systemic Issues Facilitate workshops for participants related to grants, 
bursaries etc.  

Coordination and Collaboration Share resources with partners and minimise overlap of actions 
– work closely with provincial authorities in more rural areas. 

 
The planned measures indicate that the Tourism and Travel Services Sub-sector is at a skills 
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juncture. Multiple sources of evidence – including primary data, MG data, and the National 
List of Occupations in High Demand – converge on the same conclusion: without deliberate, 
targeted interventions, the sub-sector will continue to face structural mismatches between 
supply and demand, exacerbated by technological disruption, demographic dynamics, and 
operational challenges.  
 
The rapid integration of AI, CRM systems, and global distribution systems (GDS) into everyday 
operations has outpaced the current training provision. Evidence from employers highlights 
the urgent need for hands-on exposure to digital platforms as well as broader digital literacy. 
Short courses, co-funded GDS labs at TVETs, and AI-in-operations modules are not just 
desirable but essential to prepare both entry-level workers and specialists. These measures 
ensure that graduates can seamlessly transition into increasingly digital workplaces. 
 
The sub-sector is characterised by high seasonality, turnover, and volatility. Employees often 
transition between part-time or temporary roles, limiting stability and career progression. To 
address this, multi-skilling and modular training are vital, enabling workers to shift roles across 
seasons while retaining employability. Coupled with improved work readiness programmes, 
these measures directly respond to employers’ frustrations with unrealistic expectations and 
the weak workplace preparedness of new entrants. The frustrations in relation to remuneration 
cause employees to leave this sub-sector. 
 
Political instability, crime, poor infrastructure, and regulatory barriers continue to disrupt 
tourism growth. The skills response must therefore include training in resilience, risk 
management, and regulatory awareness. Workshops on permits and bylaws will empower 
SMEs and entrepreneurs to navigate compliance hurdles, while employer-focused resilience 
toolkits will strengthen preparedness for future crises or off-seasons.  
 
The shift from mass tourism towards niche, immersive, and experience-led products demands 
new capabilities in itinerary curation, storytelling, and cultural intelligence. Ongoing research 
and dialogue with the sub-sector is essential to track evolving traveller behaviour. In addition, 
funding micro-credentials in experience design and niche guiding, alongside language and 
cultural training for markets such as China, India, and Nigeria, will allow South Africa to 
compete globally on personalisation and quality. 
 
Outdated curricula and a disconnect between training institutions and sub-sector practices 
remain persistent barriers. Stakeholders stressed that curriculum updates are often slow, 
fragmented, and reactive. Annual workshops that bring educators and the sub-sector together 
are proposed as a mechanism to ensure that training remains agile and relevant.  
 
Low wages, poor working conditions, and vague career progression discourage youth from 
pursuing long-term careers in the sub-sector. Planned measures such as VR-based job 
previews, mentorship networks, and the development of clearer career pathways will improve 
transparency and retention. These interventions are vital to building a pipeline of talent at a 
time when demand for clerical, managerial, and operational roles is projected to increase by 
2027. 
 
Employers consistently highlight the gap between theory and practice, particularly in rural 
areas where access to placements is limited. While work-integrated learning (WIL) has gained 
traction, expanding opportunities to include international placements and exchanges will 
deepen exposure and ensure that learners are globally competitive. 
 
High training costs, limited bursary access, and challenges in navigating CATHSSETA grants 
undermine participation. Dedicated workshops to explain funding mechanisms, bursary 
opportunities, and grant access can demystify the process, especially for SMMEs and 
underrepresented groups. This measure directly responds to systemic inequities in training 
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access. 
 
Stakeholder engagement revealed that efforts are often fragmented and duplicative, with rural 
areas particularly underserved. Sharing resources, aligning interventions, and working closely 
with provincial authorities will reduce overlaps and ensure more equitable access to training 
across regions. This builds on the recognition that partnerships are not optional but 
foundational to the success of CATHSSETA and the sub-sector as a whole. 
 

5.4 Planned Measures to Address Skills Gaps 
 

Table 36: Strategy Skills Priority Actions 

STRATEGIC SKILLS PRIORITY ACTIONS 

 SKILLS PRIORITY PROGRAMME/PROJECT PLANNED ACTIONS 

1 Develop and implement 
the 5 IR plan 

Take into account the human AI 
interaction, which is developing 
in this sub-sector – incorporate 
AI functions in the business 
environment. 

Roll out of a training 
programme related to 
technology and AI. This 
should be done following a 
modular approach and 
structured in the online 
environment. 

2 Management programme 
for black employees and 
women 

Develop micro-credentials to 
ease participation and 
completion of a qualification. 

Implement a structured 
management programme to 
equip the next cohort of 
black and women managers 
with the necessary skills to 
stay in the sub-sector. 

3 Work-readiness Create a programme that will 
improve the work readiness of 
learners, especially those 
entering the sub-sector shortly 
after completing grade 12.  

Online work-readiness 
programme to be developed. 
This should focus on soft 
skills, digital literacy for the 
sub-sector, expectations of 
the workplace and customer 
importance.  

4 Understanding the ever-
changing consumer 

Workshops to understand SA’s 
top tourism markets that will 
enable this sector to adapt 
quickly and easily to their 
preferences. In collaboration 
with the Department of Tourism 
and the Universities conducting 
this research 

Annual 
conference/workshop to 
improve the understanding 
of the top markets and how 
to interpret and use the data 
effectively.  

 

Table 37: Planned Measures to Address Skills Gaps 

Important skills aspects Planned measures 

Digital Upskilling Short courses, workshops and online training for Artificial 
Intelligence, Global Distribution Systems, Social Media, 
Data Literacy and Customer Relationship Management. 

Soft Skills Development Online programme focusing on communication, empathy, 
conflict resolution, customer service and time 
management. 

Leadership and Management 
Development 

Focus on a programme to improve middle management 
skills, especially for black women. 
Financial skills should be prioritised through face-to-face 
training of SMMEs. 

Experience design and niche 
guiding 

Itinerary curation for the new tourist through annual 
workshops discussing tourist trends  
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Work readiness Through an online programme, ensure work readiness, 
especially for those entering with Grade 12, as well as 
those entering without prior experience. 

Language and Cultural 
Insights 

Language training with a focus on the key source markets 
of South Africa, namely China, India and Germany. 

Multi-skilling Given the seasonal nature of this sub-sector, training in 
connected sub-sectors will allow employees to move 
between sub-sectors and not move to a totally different 
sector. Too many well-trained employees left the sub-
sector. 

Lack of practical experience Continue with the work-integrated and other learning 
programmes and rethink the approach with SMMEs who 
might consider sharing an intern in the same town.  

 
 

5.5 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 

The development of digital skills in this sub-sector is critical with 
reference to Global Distribution Systems, Artificial Intelligence, 
and social media, to name a few, and must be sub-sector 
specific. This plan focuses on youth and continues with WIL 
placements, assisting in achieving the goal of the NDP.  

Presidential Youth Employment 
Intervention 

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

National List of Occupations in 
High Demand (OIHD) 

The corroboration between the primary data, the MG and the 
OIHD list must guide bursaries for this sub-sector.  

Human Resource Development 
Strategy for SA and the 
Economic Reconstruction and 
Recovery Plan.  

Grant workshops are needed for SMMEs to ensure access to 
bursaries and skills programmes. 
Clarify and create awareness around career pathways in this 
sub-sector. 

 

5.6 Conclusion 
The Tourism and Travel sub-sector proposed measures to address structural weaknesses 
(outdated curricula, inequitable access and limited work readiness) and emerging demands 
(digitalisation, resilience and niche experience design). The persistent skills gaps should be 
addressed to future-proof the workforce against technological disruption and changing 
consumer preferences. The cross-validation of the findings between the different data sources 
confirms the priorities related to skills and current hard-to-fill vacancies.  
 
It will become more important for CATHSSETA to drive partnerships, micro-credential 
recognition, and expand WIL, which can position this sub-sector as a driver in the developing 
tourism economy. It is equally important to ensure the training remains sub-sector specific and 
that this sub-sector does not feel like they are left behind.  Given the low entry requirements 
for this sub-sector, the work readiness is problematic. This sub-sector works with people and 
their dreams, and if an employee does not understand that the customer comes first, the 
experience is negative, influencing return behaviour and recommendations. To a large extent, 
entrants to this sub-sector without proper training can cause problems.  
 
(In the opinion of the authors, anyone entering one of the CATHSSETA sub-sectors should 
complete a basic training course orienting them towards the expectations of the sub-sectors). 
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